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STRUCTURA MODUL:

1. R - prezentarea modulului de curs:

Ccle mai bune manuale i cursuri, cu un design deosebit §i bazate pe celc mai
rceente tehnologii, chiar daca absolut necesare, nu sunt deloc suficiente pentru a
asigura succesul educational al unui program academic. Pentru success, e nevoie de
utilizarca celor mai eficiente tehnici pentru motivarea si implicarca deopotrivi a
studentilor si a dascililor §i pentru asigurarea functiondrii eficiente a institutiei in care
acestia isi desfazoard activitatca — universitatea. Toate acestea necesita, printre altele,

aplicarea in practicd a unor concepte si tehnici specifice din domeniul comunicarii.

Cursul de fata urmireste si treacd in revistd notiunile, conceptele, teoriile §i
tehnicile de bazi din domeniul comunicarii, asa cum se aplicd cle la mediul
cducational, urmarind si ofere participantilor atat o intclegere mai profunda a
fenomenului in ansamblu, cat si un sct de instrumente utile, a caror cficientd a fost
demonstrats in studiile de caz aduse in discutie. Astfcl, cursul urmireste sa ofere
participantilor o bazi solida pentru identificarea problemclor de comunicare existente

in instit

tiille de invatimant superior din Romania, precum §i pentru generarea de
posibile solugii, cu sprijinul suportului teoretic si prin analizarea modelelor §i

exemplelor de buna practici.
2. Grupul tinta:
Cursul se adreseazd factorilor decizionali din institutiile de invatimént
superior, precum si tuturor celor implicati in procesul de comunicare institutionald din

mediul academic (sefi de departamente, catedre §i servicii, ctc.) §i interesati de natura

aplicatd a comunicirii institutionale (mctodologie, design, procese specifice, ete.).
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3. Obiectivele modulului de curs:

1. Siofere o infelegere mai profundd a fenomenului comunicarii in ansamblu;

2. Sa treacd in revistd notiunile, conceptele, teotiile si tehnicile de bazi din
domeniul comunicarii institutionale, cu aceent pe mediul educational;

3. $a discute modele de buna practici §i studii de caz specifice domeniului;

4, Sa ofere participantilor o baza solidd pentru identificarea §i analiza
problemelor de comunicare existente in institutiile de fnvafimant superior din
carc fac parte;

5. $i ofere participantilor un set dc instrumente eficiente pentsu generarea de
posibile solutii la problemele cu de comunicare cu care sc confrunta institutiile

din care fac parte.

4. Structura si durata temelor generale ale modulului de curs:

Comunicarea - cadru conceptual §i elementc fundamentale (1,5 h)
Comunicarea internd, formald / informala (4 h)

Comunicarea in procesul decizional In invatimantul superior (5 h)
Comunicarca in schimbarea organizationala (3,25 h)

Noile tehnologii si influenta lor asupra comunicirii (3,25 h)

Evaluarea partiala a cursantilor si a modulului de curs (3 h)

R - NV S )

Evaluarea finald a cursantilor si a modulului de curs (2 h)

5. Metode didactice si suport tehnologic:

Metode didactice: Txpunere, dezbatere, brainstorming, prezentari individuale si de
grup, analiza de cazuri/modele de buni practic;

Suport tehnologic: PC + videoproiector, Internet, cmail, e-platforma.
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6. Modalititi de evaluare:

Evaluarea cursangilor: Evaluarea analizelor individuale si de grup efectuate,
construirea si prezentarea de studii de caz;

Evaluarea modulului de curs: Aplicarea unui chestionar de evaluare.
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Comunicarea — cadru conceptual si el te fund 1tal

Cursul de fatd urmaresle si treac in revistd notiunile, conceptele, teoriile i tehnicile de

bazd din domeniul comunicarii, aga cum se aplica ele la mediul educational, urmarind sa ofere
participantilor atit o infelegere mai profundd a fenomenului in ansamblu, cét si un set de
instrumente utile, a caror eficienti a fost demonstratd in studiile de caz pregatitc pentru

dezbatere.

Ce este comunicarea?

Etimologia cuvantului ,comunicare” are radicini in limba latind - , communis” care
Inseamni ,,a punc de acord”, ,,a fi In legaturd cu” sau ,,a fi in relafie”. in Antichitate termenul
era folosit in sensul de “a transmite si celorlalti”, ,,a impértasi ceva cclorlati”.

Chiar daca denumirea de comunicare provine din limba latina, grecii au fost primii
care s-au preocupat de actul comunicarii. Eschil, in opera ,, Agamemnon”, in anul 1184 T.Hr.,
descrie cum grecii trimiteau semnale de foc, din Argos citre Troia (orase situate la cica 600
kilometri distanta), pentru a-si anunta victotiile in luptd. Tot grecii au fost aceia carc au facut
din comunicare o artd : arta dc a convinge, stiinta discursului, intr-un cuvént, Retorica.
Primele elemente de teoric a comunicarii au fost elaberate de Corax din Siracuza in ,Arta
retoricii”. Aceasta pare a se fi intdmplat in secolul VI i.Hr. cand cetfitenii din Siracuza au
risturnat conducerea tiranicd si au stabilit reguli de convietuire democratice. Platon , in
~Apararea lui Socrate”, ne aratd cum ca Jocuitorii Greciei Antice aveau legi care stipulav
dreptul acestora de a se reprezenta singuri in fata instantelor de judecat a. i anul 100 1.Hr
romanii elaboreaza primul model a! sistemului de comunicare.

Ce este comunicarea in zilcle noastre? Dictionarul Explicativ al Limbii Romane
definegte comunicarea In felul urmitor. LCOMUNICA, comunic, vb. 1, 1. Tranz. A face

cunoscut, a da de stire; a informa, a instiinta, a spune. 4 Intranz. (Despre oameni, comunitati

—
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interpeta sub forma unei relatii complexe cu sunctul, la perceperea caruia se reactioneaza intr-
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un fel sau altul.”™*

n anul 1948 Harold Dwight Lasswell, politolog american considerat si intemeietorul
disciplinei comunicarii, lanseaza faimosul enunf care defineste primul model al unui proces
de comunicare : Cine? Ce spune? Prin ce canal? Cui? Cu ce scop?

Plecind de la acest cnunt, in anul 1949 matematicienii Claude Elwood Shannon §i

Warren Weaver publica in The Math ical Theory of C e modelul grafic si

linear al procesului de comunicare, ,,Cuvintul comunicare are un sens foarte larg, el cuprinde
toate procedeele prin carc o minte o poate afecta pe alta. Aceasta include nu numai limbajul
scris §i vorbit, ci §i muzica, artele vizuale, teatrul, baletul si, in fapt, toate comportamentele
umane.”*

Shannon §i Weaver privesc procesul de comunicarc sub forma transmiterii de
informatii. Aceasta transmitere se poate realiza sau nu, in functie de cmitator si receptor. Se
transmite un semnal (o informatie) de la sursd, prin transmitdtor, citre destinatar, prin receptor.

Informatia transmisa de sursa nu se identifica ncaparat cu ceea ce destinatarul va percepe, deoarcce, la

procesul de comunicare iau parte si alti lactori, independenti de sursa (canalul de comunicare, mijlocul
de comunicare, cunoasterea codului de citre receptor, zgomotul)

fn 1960 Roman Jakobson, pornind de la schema Jui Karl Buhler, doreste si
imbungtateasci procesul prin a-i adduga alte trei componente: cod, canal, referent (obiectul
comunicarii, despre ce element al realitatii se vorbeste).

Relatia de comunicare se explica astfel: emitdtorul transmite un Mesaj intr-un anumit
Cod receptorului, care trebuie, la randul lui, si decodeze mesajul. Codul ptin carc cste
transmis mesajul trebuie sa fie familiar améandurora pentru ¢ acesta din urmd si poatd fi
inteles (decodat). Astfcl are loc transmiterea mesajului carc face obicctul informatiei.
Amdéndoi partenerii la comunicate au scopuri precise in acest proces: Emitatorul are scopul de
a coda i transmite,iar Receptorul are scopul de a primi si decoda..

in 1976 Frank E.X. Dance si Carl E. Larson, doi cercetitori americani in domeniul

comunicarii, publica la New York Ihe ions of human ication: a theoretical
¢ Ibidem

* Claude Elwood Shannon, Warren Weaver, The ical Theory of Ce University of Illinois
Press. Chicago, 1949, p.95 9
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cu..., a ducc la... Céimara comunicd cu pivaita. — Din fr. communiquer.”’

Dictionarul Enciclopedic defineste comunicarea astfel: ,COMUNICARE sf 1.
instiingare, stire, veste. (DR) aducere la cunostintd pariilor dintr-un proces a unor acte de
procedurd (actiune, intdmpinare, hotdrdre) in vederea exercitdrii drepturilor §i executdrii
obligatiilor cc decurg pentru ele din aceste acte, in limita unor termene care curg obignuit de la
data comunicdrii. 2. Preventare intr-un cerc de specialigti, a unci lucrari stiintifice. 3-
(SOCIOL) Mod fundamental de interactiune psiho-sociala a persoanelor, realizata in limbaj
articulat sau prin alte coduri, In vederea transmiterii unei informatii, a obtinerii stabilitiii sau

a unor modificdri de comportament individual sau de grup?

Conceptul de comunicare — definire si evolutie
in anul 1934, Karl Buhler, in lucrarea Die Sprachtheorie, propunc prima schemi a structurii
procesului de comunicare. Buhler Imprumuta de la Platon de termenul de Organum, pe care
acesta l-a folosit pentru prima data in opera Critias, penteu a denumi limbajul.
things

@

H

i

orgay um

one the ather

Figura 1 Organon modcl of lz\nguagc3
Kuhler explica schema astfel : ,,pe primele doud linii intrerupte One- ul produce un sunet
(mcsaj n.a.) carc il afecteazi pe rhe other. Sunetul este. in acest fel, atat efectiv, cét si cficient.

Acum, pentru a treia linie se pol gasi diverse explicatii. Cea mai simpla ar {1 aceea de a o

! Dictionarul explicativ al limbii romdne, Academia Romana, Institutul de Lingvistica ,,lorgu Iordan™, Editura
Univers Enciclopedic, 1996, p. 205

2 Dictionar Enciclopedic vol 1 A-C. Tiditura Enciclopedicd, Bucuresti, 1993, p. 432

* Karl Buhler, Die Sprachtheorie, UTB, Stuttgart, p.31 8
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approach. In capitolul de introducere, cei doi vorbesc despre necesitatea de a teoretiza, de a

defini, ¢i formd fundamentala a preocupirii umane. Inca din 1970 Frank E.X. Dance
distinsese trei puncte critice in definirea conceptului de comunicare: gradul de obscrvare

(receptare), intentionalitatea $i hotdrdrea normativa ( de carc depinde succesul sau valoarea

compor lui). In The f ions of human ication: a theoretical approach revine
asupra acestor concepte si lc refedineste, ¢d mai apoi Carl E. Larson si vind §i si sustind
aplicabilitatea lor practic. fn ultimul capitol al cartii, cei doi poropun 126 definiii® despre
comunicare, culese de-a lungul timpului, apartindnd diferitor autorii din diverse domenii.
Acestea sunt citeva dintre ele:

Charles Mortis: ,,punerea in comun, impértasirea, fransmiterea unor proprietati unui
numar de lucruri; orice mediu care serveste acestui proces de punere in comun e un mijloc de
comunicare: aerul, drumul, telefonul, limbajul.”

Waren Weaver - matematician: comunicarea reprezintd totalitatea procesclor prin
care o minte poate si o afecteze pe alta.”

5 K} |

Louis Forsdale — in

arii ,Comunicarca ¢ procesul prin
care un sistem este stabilit, mentinut §i modificat prin intermediul unor semnale comunc
(impértdgite) care actioneazi potrivit unor reguli.”

Jose Aranguren - profesor: ,,Comunicarea cste o transmitere de informatie la care se
asteapta raspuns.”

,,Tn sensul cel mai general, se vorbeste de comunicare de fiecare datd cénd, un sistem,
respectiv o sursd influenfeazd un alt sistem, in spetd un destinatar, prin mijlocirea unor

semnale alternative care pot fi transmise prin canalul care le leaga.””

Elemente, particularititi si principii ale comunicdrii

Elementele constitutive ale comunicirii sunt:

6 Frank 1i, X, Dance, Carl E. Larson The fisnctions of human communication: a thecretical approach, Holt,
Rinehart and Winston New York, 1976 pp. 171-193

7 Charles E. Osgood , 4 vocabulary for Talking about Conmunication, Urbana: University of Illinois Press,
1960) p. 307 10
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Emitatorul - sursa mesajului; el selecteaza si transforma/codific in scmnal informatia ce
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va fi transmisé ciitre receptor;

Canalui - calea pe care care se transmite mesajul;

Codul - un sisiem comun de reguli, semne §i simboluri specific membrilor unei anumite
culturi;

Mediul - mijlocul de transmitere al mesajului prin canalul specific;

7Zgomotul -factori perturbatori care intervin asupra semnalului pe parcursul transmiterii
lui (de la codificare pand la decodificare). Zgomotul limiteaza cantitatea de informatic ce
poate fi transmisd Intr-o situatie daté, poate modifica sensul initial al mesajului pentru ca, n
final, sa determine erori de perceptie $i decodificare la nivelul receptoruluis

Receptorul- destinatarul mesajului;

Feedback-ul - raspunsul receptorului transmis pe cale inversa emitatorului.

Conotatia/Denotatia au si ele un rol important in comunicare. Daca participantiii la
proces nu percep informatia in acelasi fel sau au péreri diferite despre un anumit subiect,
scopul comunicdrii nu poate fi atins sau nu este cel asteptat. Conotafia defincyte aspectul
evaluativ si valoric al cuvintelor. Denotatia cste latura semnficatici pe care membrii,
apartinand unei comunitéti (care vorbesc aceeasi limba), o dau cuvintelor.

Se pot identifica cateva particularitati ale corunicérii:

— comunicarea are rolul dc a-i pune pe oameni in legaturd unii cu ceilalti, in mediul in
care evolueaza;

— in procesul de comunicare, prin continutul mesajului se urméreste realizarca anumitor
scopuri gi transimiterea anumitor semnificatii;

— orice proces de comunicare are o tripli dimensiune: comunicarea exteriorizati
(actiunile verbale si nonverbale observabile de catre interlocutori), metacomunicarea (ceea ce
se infelege dincolo de cuvinte) si intracomunicarea (comunicarea realizata de fiecarc individ
n forul siu interior, la nivelul sinclui);

— orice proces de comunicare se desfasoara intr-un context, adicd are loc intr-un anume
spatiu psihologic, social, cultural, fizic sau temporal, cu care se afla intr-o relatic de strdnsa
interdependenti;

— procesul de comunicare are un caracter dinamic, datoritd faptului ¢ orice
11
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= climatul de munci necorespunzitor (poluare fonica ridicata);

— folosirea de suporti informationali necorespunzatori;
— climatul locului de munci poate determina angajatii si-si ascundd gandurile adevarate

pentru ci le este frica s spuni ceea ce gindesc.

Pozifia emitdtorului §i receptorului in cc icare poate, de constitui o
barierd datorita:

— imaginii pe care o are emifdtorul sau receptorul despre sine si despre interlocutor;

— caracterizarii diferite de catre emitator si receptor a situatiei in care are loc
comunicarea;

— sentimentelor i intentiilor cu care interlocutorii participa la comunicare.

Bariere de conceptie:

~ existenta presupunerilor;

— exprimarea cu stangacie a mesajului de citre cmif

- lipsa de atentie in receptarea mesajului;

~ concluzii grabite asupra mesajului;

— lipsa de interes a receptorului fata de mesaj;

— rutina in procesul de comunicare.

Desi imbracd forme diferite, constituind reale probleme in realizarea procesului de
comunicare, barierele nu sunt de neevitat, existind cdteva aspecte ce trebuie luate in

considerare pentru inlaturarea lor:

— planificarea comunicir

— determinarca precisa a scopului fiecarei comuniciri;

— alegerea momentului potrivit pentru cfectuarca comunicarii;

— clarificarea ideilor inaintea comunicarii;

— folosirca unui limbaj adecvat.

Diversitatca cauzelor carc determina dificultatile si perturbdrile aferente procesului de

comunicare face obligatoric cxistenta in cadrul respectivului sistem a posibilitatilor de reglare,

de adaptare §i de transformare (Chiru, 2003). Elementul central al e

cstei regliri este
reprezentat de feed-back, care 1i permite receptorului (ce exemplu, studentul sau profesorul)

sa-§i emitd reactiile, iar cmitatorul (de exemplu, rectorul, decanul sau purtitorul de
13
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comunicare, o datd inifiatd, are o anumitd evolutic, se schimba §i schimbi persoanele

implicate in proces;
— procesul de comunicare are un caracter ireversibil, in sensul ¢d, o datd transmis un

mesaj, el nu mai poate fi,,oprit™ in ,,drumul® lui citrc destinatar.
La cele enumerate mai putem adauga:
— In sitvatii de crizd, procesul de comunicare are un ritm mai rapid i o sferd mai marc
de cuprindere;
Unele din cele mai recente principii ale comunicarii au fost formulate de reprezentantii
Sceolii de a Palo Alto:
» Comunicarea este inevitabila.
o Comunicarea se dezvolta in planul continutului si cel al relatiei.
» Comunicarea este un proces continuu si nu poate fi abordat in termeni de
 cauza-efect sau stimul-reactic.
e Comunicarea are la baza vebicularea unei informatii de tip digital si analogic
* Comunicarea este un proces ireversibil.
« Comunicarea presupune raporturi de putere intre participanti.

* Comunicarca implica nccesitatea acomodarii si ajustarii comportamentelor.

Bariere de comunicare

I.eonard Saulcs, de la Grand School of Business, Universitatea Columbia, considera ca
in procesul de comunicare pot interveni urmdtoarele bariere (apud Tran, 2005):

Bariere de limbaj:

— aceleasi cuvinte au sensuri diferite pentru diferite persoane;

— cel ce vorbeste si cel ce asculta sc pot deosebi ca pregatire si experientd;

— starea emotionala a receplorului poate deforma ceea ce acesta aude;

— ideilc preconcepute §i rutina influenfeaza receptivitatea;

— dificultati de exprimare;

— utilizarea unor cuvinte sau expresii confuze.

Bariere de mediu.

12
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back-ului este determinanti pentru eficienta comunicarii.

Functiile feed-back-ului sunt urmitoarele (Abric, 2002):

a) functia de control al infelegerii, al receptarii in bune conditii a mesajului;

b) functia de adaptare a mesajului Ja caracteristicile actorilor, la dificultafile

sau alte i care presupun o modificare a continutului sau a formei;
¢) functia de reglare sociald prin flexibilitatea rolurilor si functiilor indeplinite de
diversi actori, in masura si faciliteze intelegerea punctului de vedere al celuilalt;

d) functia socio-afectiva: feed-back-ul creste siguranta internd i satisfactia

actorilor,

e
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Comunicarea interni

Comunicarea in intetiorul unei institutii sau, mai simplu spus, comunicarea internd estc
un proces ce presupune crearca §i schimbul de mesaje in interiorul sistemului de relatii
interdependente. Astfel, accentul cade pe transferul de mesaje, de informatii realizat la nivelul
structurilor unei organizatii (Tran, 2005). Accst schimb este fie vertical (ascendent si
descendent), fie orizontal (realizat intrc angajatii aflati pe acelati nivel ierarhic).

Alaturi de acest schimb de informatii realizat prin canale de comunicare formald, adica
prin canale prestabilite institutional (rapoarte, note, prezentari, sedintc ctc.), la nivelul oricarei
institufii existd si o comunicare informald. Lste vorba de acel trafic de informatii fard vreo
utilitate directd sau imecdiatd. De altfel, este cunoscut faptul c¢d in orice structurd sc
vehiculeazd o cantitate mare de informatii fara nici o legatura cu activitdtile specifice (Tran,

2005).

Comunicarea formald

Comunicarea este formald atunci cAnd mesajele sunt transmise pe canale prestabilite.
Atunci cand informatiile circuld prin canale cc nu se inscriu in sfera relatiilor de subordonare,
este vorba despre comunicarc informald. Comunicarea de sus in jos este initiatd de manageri
{care de cele mai multe ori sunt de formatie tehnicit si nu se preocupd de aspectele legate de
comunicare si de modul T care circuld informatiile) §i este indreptatd catre nivelurile
subordonate. De obicei, este folositd pentru transmiterea de dispozitii si directive, pentru
explicarea regulamentelor i practicilor specifice organizatiilor, ca si pentru delimitarea
responsabilitatilor salariatilor.

in organizatiile eficiente comunicarea formatd de sus in jos arc ca scop $i motivarea
angajatilor ca si punerea lor periodica la curent cu politica, scopurile si strategia aleasd de
organizatic. Idcca de periodicitale este de maximid importan{a pentru ¢ asigurd o anume
permanenta si fluiditate a comunicarii. Din nefericire, in cadrul organizatiilor in tranzitie,

chiar §i comunicarea de sus in jos suferd sincope, ea indreptindu-se preferential spre
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Dc cele mai multe ori, in cazul organizatiilor aflatc in plin proces de schimbare,
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comunicarea orizontald lipsestc cu desavérsire sau este foartc lentd si ineficientd. De
asemenea, comunicarea pc orizontald respectd exclusiv canalele informale, ceea ce duce in
mod inevitabil la sciderea cxactititii informatiilor. Accasta situatie se datoreazi in mare parte
faptului ¢i, pe de o parte, nu sc conglientizeaza necesitatea circulatiei neintrerupte a
informatiilor intre departamente, ca fiind vitald pentru supravietuirea organizatiei in conditii
concurentiale, §i pe de altd parte faptului ¢ in organigramcle acestui tip de companii nu exista
posture pentry specialisti in comunicare.

Un alt palier al comunicarii formale il constituie comunicarea pe orizontals, ce sc
realizeazd fie Intre managerii aflati pe pozitii similare In interiorul organizatiei, fie intre altc
persoane din cadrul diverselor departamente. In general, acest tip de comunicare are tolul de a
realiza coordonarea activitdfilor dintre dcpartamente, mai ales dacd acestea sunt
interdependente. In ceea cc priveste comunicarca orizontald (in cazul fericit in care aceasta
existd §i nu estc numai simulatd), estc constant trecutd cu vederea ideca transmiterii
concluziilor la carc s-a ajuns in urma discutiilor purtate de sefii de departamente. In plus,
comunicarea intre departamente este, de obicei, mediata (pe cale formald), aproape in
exclusivitate de manageri. Accstea sunt greseli grave care provin din ignorarea faptului ci
salariatii sunt de fapt purtatorii valorilor organizatiei in exterior.

Insuficienta comunicirii formale nu are ca efect numai slaba coordonare a activitatilor
interne si lipsa de eficientd la nivel global, ci §i crearea unei imagini negative a organizaiei in
exterior. Acest Jucru este cauzat de faptul cd, fiind gresit sau insufficient informati asupra
scopurilor, politicii si valorilor pe care organizatia doreste si le promoveze in exterior,

salariafii nu se pot constitui in transmitétori ai acestora.

Comunicarea informald

Comunicare informald cuprinde doua componente principale: comunicareace are loc
prin canalele informale create spontan §i comunicarea pe care o realizeazd managerii in afara
contextului impus de structura organizatoricd. Canalele de comunicare informala apar i exista

in mod spontan sunt intr-o continud modificare si opereazd in toate dircetiile. Au
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anumit nivel de incompetentd). Mai mult decat atat, ca nu are loc decat atunci cind managerul
considera ca are dc transmis ordinc si directive subordonatilor, fird a se preocupa de
informarea acestora cu privire la deciziile luate de esaloancle de conducere cu privire la
activitatile, politica i strategiile organizatiei.

in mod normal, mai ales daci avem de-a face cu o organizatic in schimbare (lucru
inevitabil tindnd cont de contextul concurential), comunicarea formald de sus in jos ar trebui
folositd in principal pentru a influenta opiniile, pentru a schimba atitudinile, in conformitate
cu noua politica a organizatici, pentru a diminua tecama §i reticenta gencrate de dezinformare
sau de insuficicnta informatiei, pentru a pregati salariatii pentru schimbdrile din organizatic.

Comunicarea de sus in jos trebuie folositd cu prudentd pentru ¢i prezinta pericolul
desprinderii managerilor de realitdtile din organizatic, din cauza lipsei de feedback. Din acest
motiv, comunicarea de sus in jos trebuie sd fie completatd de comunicarea de jos in sus, care
are ca emititori salariatii si ca destinatari pe manageri. Angajatit isi comunici in acest mod
pérerile §i masura in care au inteles comunicarea de sus in jos, fapt ce are rolul de a dezamorsa
tensiunile emotionalc si de a crea sentimentul de valoare personala. in acest sens, receptorul
(managerul) trebuic sa céntareasca foarte atent informatiile primitc pe aceasta cale, pentru ca
tendinta fircascd a subordonatilor este de a filtra foarte puternic continutul mesajuiui pentru a
aparca intr-o lumind cat mai favorabila in fata sefilor, In plus, in cazurile cele mai rele, poate
apérea fenomenul dezinformarii intentionate, Pentru a contracara toate aceste posibile cfecte
managerii trebuie s promoveze un flux comunicational constant care si favorizeze crearea
unei culturi organizationale flexibile, centratd pe sentimentul vatorii persenale a salariatilor si
pe cel al apartenentei acestora la valorile $i normele organizatiei.

Canalele formale de comunicare sunt create in mod deliberat prin stabilirea unui sistem
formal de responsabilitati care respecta structura ierarhicd a organizatiei. Ele sunt proiectate si
gestionate pentru a permite transferul de informatii intre niveluri (pe verticala) si
departamente {pe orizontala). Dupa cum se poate obscrva, directiile formale de comunicare

respecti cu fidelitate relatiile stabilite Tn organizatie. icarea 4ndu-sc in general,

pe trei directii principale: de sus in jos, de jos in sus, pe orizontald. Accasta cste situatia idcala
de comunicare.
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a_vantajul cd sunt rapide, s_e]cctivc $i au o_mar_e p_ule?e d_e ﬁucngare, Rolul lor ¢ste de a
suplimenta canalele formale. Structura de canale informale este cu atit mai folosita cu cit cca
formala este mai ineficientd, nesatisfdcitoare sau lipsita de credibilitate

Comunicarea formald nu indeplineste toate cerintcle de comunicare din organizatie.
Golul creat Intre cerinfele sistemului formal si cele ale intregului sistem al organizatiei este
completat de sistemul de comunicarea informal. Acesta este alcdtuit dintr-un numar mare de
mesaje, crdmpeie informationale, pareri $i cxpresii ale sentimentelor angajatilor; ca se

desfagoarid pe canale dictate dc nceesititile zilnice, care nu corespund cu cele ale comunicérii

formale. Nu se pot cataloga chiar toate tipurile de mesaje informationale sau ciile prin carc
acestea circuld n organizatic.

Fard comunicarea informala, sarcinile de luctu nu s-ar putea realiza, iar organizatia , cu
cerinte de ordin economic, social, tehnologic, psihologic nu ar putea functiona. Leon

Festinger (Organizatia comunicantd, 2008), dupd ce a efectuat un numar de studii asupra

comunicarii, a gasit lrei surse de tensiunc care genereazi comunicarea informala intre grupu
1. pentru a sim{i apartencnta la grup, angajatii trebuie sa-si comunice opiniile,
atitudinile importante, astfel informatia circuld in mod ncoficial in intreaga organizatic si
intre grupuri, subgrupuri.
2. angajatii igi exprimé sperantele §i ambitiile in legitura cu nevoile lor de realizarc,
afiliere, putere.
3. angajatii trebuie sa exprime sentimente de bucurie, ostilitate, suparare, etc.
O alta sursd care s-ar putea adduga aici este legata de rigiditatea structurii birocratice:
nevoia de a ocoli canalele oficiale pentru o mai mare rapiditate a schimbului de informatii.
Comunicarca informald opercazd pe canale create spontan, care existd in mod
necontrolat, se modificd §i exista la toate nivelurile. Ele funcfioneara pe langa cele oficiale,
chiar merg in paralel, mai ales cind informatia cficiala este sdraca sau canalul formal nu este
eficient. Informatiile carc circuld pe canalele informale prezinta pericolul de transformare Tn
zvon sau bérfa, un lucru care nu este de dorit. Deoarece aceste canale nu pot fi interzise sau
desfiintate, este nccesara o functionare cficientd ca canalelor oficialc si fluxul de informatie
oficiald in permanentd pentru a contracara efectul informatiilor inexacte pe canalcle

informale. Canalele neoficiale de comunicare au un rol foarte activ, mai ales fin
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reproiectarea organizatiei, iar managerul trebuie si lc cunoascd pentru a putea contracara
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zvonurile carc diduneazd activititii i imaginii organizatiei.

Tipul de comunicare neoficiald se asociazd cu acea politicd manageriald care sprijina
initiativa §i autonomia. Promovarea comunicdrii neoficiale reduce riscwrile legate de
conflictele de munci, de fenomene de tipul contraputerii, care sunt generate de excesul de
formalism.

Pentru 0 mai buni functionare a organizatiei, comunicarea formald si cea informald
trcbuie sa existe, sa se completeze. ncurajarea comunicérii informale o poate transforma ntr-

o sursi de inovatie pentru comunicarca formald, un avantaj in momente de restructurare a

organizatici. Pe dc alta parte, o promovare exclusivd a comunicarii formale va genera
dezordine, dezorganizare, imposibilitatea formuldrii obicctivelor pe termen lung. In concluzie,
trebuie create cadre formale de comunicare, foarte flexibile, pentru a permite circulatia
adecvati a fluxurilor purtitoare de infromatii §i feedback la acestea.

Comunicarea informald ofcra un dublu avantaj: pe dc o parte ca are o valoare wtilitari
pentru organizatie, contribuind la fluidizarea contactelor intee salariati, iar pe de altd parte are
un rol terapeutic. Detaliind putin, contactele de tip informal sunt cele care asigurd in modul
cel mai eficient legitura dintre salariatii accluiagi departament sau intrc departamente diferite.
Comunicarea informald in acest caz merge in paralcl cu uncle canale transversale de
comunicare, indepartdndu-sc insd de circuitele complexe si lente ale comunicarii formale.
Salariatul va cduta informatia de care are nevoic acolo unde stie ¢ o poate giisi, fard a apela la
retelele formale pentru a ajunge la interlocutorul potrivit, care nu este intotdeauna acelagi cu
ccl stabilit de organigrama.

Comunicarea informald permite deci, in acclagi timp exploatarea ocaziilor de
comunicare cficientd care se pot ivi si evitarea unor anumite riscuri legate de

incompatibilitatea dintre organigrama si situaia de fapt din organizatie.
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preocupat atit cu calitatea rezultatelor cdt §i cu calitatea procesului implicat in obtinerea lor.
Drucker a comentat asupra importanfici functiel decizionale a managerilor, "Cadrele din
conducere fac multe lucruri pe lAnga activitatea decizionald, insd doar cadrele din conducere
iau decizii. Principala aptitudine manageriala este agadar cea de [uare a unor decizii eficiente”
(1974, p. 465).

Eficienta conducerii se bazeazi pe rezultatele structucdrii si corelarii optime a functiilor
conducerii. Din multitudinea perspectivelor din care pot fi privite conducerea si functiile sale,
cea mai uljld este tocmai perspectiva eficientei, in temeiul careia sunt ordonate activitdtile

vitale ale conducerii:

» cunoagterca domeniului condus, a totalit:

tii problemelor carc sunt supuse sofutionarii,
prin diagnoza;

« detectarca tendinelor evolutive ale organizatiei §i construirea proiectului evolutiei sale
pentru rezolvarca noilor probleme cu care se confruntd, prin prognozi §i constructie
prospectiva;

« momentul esential al formuldrii §i adoptdrii deciziei referitoare la solutionarea unei
probleme sau la viata intregii organizatii;

» organizarea implementarii dcciziei, in primul rind prin planificare i asigurarea

cooperdrii in interiorul organizatiei si intre organizatii;

« motivarea personalului organizatiei pentru a se obtine actiunea eficienti a acestuia;

« controlul, drept functie a conducerii, prin carc rezultatele sunt masurate, sunt
comparate cu costurile i se stabilesc masurile de corectic corespunzitoare pentru noul ciclu
de activitate, cfectele controlului influenidnd noua diagnoza s.a.m.d.

O problema esentiald a organizarii consta in structurarca relatiilor de autoritate, putere,

rispundere i responsabilitate.

Autoritatea, in perspectiva organizagionald, | i dreptul unui d or de a lua

decizii §i de a solicita subordonatilor sa se supund acestora in vederea realizarii scopurilor
organizationale.
Reversul functional a autorititii formale este lcgitimitatca, aceasta semnificind

masura(variabila) in care o persoand (un grup de persoanejacceptda sa fie condusd i
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Comunijcarea in procesul decizional in invitimaéntul superior

Decizia

Pregitirea, luarca si aplicarca deciziei constituie un proces complex, in care
comunicarea, degi este o variabild mai putin evidentd, constituie un clement cheie. Tn acest
capitol urmcazi ca, si se studieze rolul comunicarii in procesul decizional.

Complexitatca conducerii organizatiei si a ficcarei functii in parte impunc analiza
acestora mai in detaliu si a corelatiilor existente inire elc. Adesea, decizia cste echivalenta
(confundatd) cu procesul de ansamblu al conducerii. Tendinta nu este intdmplitoare, ea
derivand din calitatca deciziei dc a i momentul esential, punctul-cheic al conducerii.

Daci intelegem prin decizie solufia adoptatd de un sistem (persoani, grup, organizatic)
pentru rezolvarea unei probleme, atunci conducerca in ansamblu poate fi ordonata in trei faze:

a) faza pre—decizionald:

- formularea problemei;

- formularca (prognozarca) evolutiilor posibile si a solutiilor alternative posibile;

- analiza si evaluarea selutiilor alternative si icrarhizarea lor;

b) faza decizionala:

- adoptarea uneia dintre solutiilc alternative, a solutiei considerate optima (decizia
propriu-zisi);

¢) faza post-decizionald:

- implementarca decizici (organizarea aplicirii solutici adoptate);

- evaluarca solutiei prin prisma rczultatelor obtinute (controful}.

La un anumit nivel, procesul decizional implica alegerea unui mod de actiune dorit
dintr-o gama de actiuni posibile alternative. Cu toatc acestea, luarca unor decizii eficiente
implica mai multe decat simpla alegere a unci decizii “corecte™ prin eliminarea celor gresite.
Cu atdt mai mult, deoarece procesul decizional este un mod de atingere a unui scop, iar

cficacitatea administrativi va fi deseori cvaluaté atdt in functie de rezultatele obtinutc
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investit cu autoritate).
Autoritatea directd este specificd persoanelor care, aflate in diferite pozitii de conducere,
dau ordinc si dispozitiuni subordonatilor lor directi; ca se realizeaza in sens descendent, de la

varf spre baza.

Autoritatea auxiliard, denumitd sugestiv, in spatiul anglo-saxon, “staff authority”,

semnifica autoritatea “staff-ului, a cchipei de cxperti Insdrcinate cu asistenta si consultanta

acordatd conducitorului (echipei de conducdtori); in perioada de pregatirc a deciziilor, in

organizatiile moderne, cste tot mai numeros si mai intens folosit personalul “auxiliar” cu rol

de sustinere a “personalului de baza”, de conducere.

Daci autoritatca direcld este, in principiu, nelimitata, autoritatea auxiliara este limitatd la
un domeniu de activitate. Sferele de cuprindere diferite §i diferenta de intensitate in exercitare
au condus la asa numitul conflict intre personalul de bazdt si cel auxiliar. Sursele de conflict
sunt amplilicate prin intemeicrea diferitd a autoritafii cclor doud catcgorii de personal.
Autoritatea directd cste legitimata prin functia detinuta, in timp ce autoritatea auxiliara este
bazata pe competenta profesionald a specialistilor.

Adesea conflictul este amplificat si de diferentele de varstd si gencratie profesionala, de
conservatorismul unora sau forfa imaginativd, novatoare a altora. Riscurile unor relatii
conllictuale pot fi depésite, in cea mal mare mésurd, de organizarea comunicdrii interumane,
de existenta unui flux consistent si biunivoc de comunicare profesionald, de realizare a unui
echilibru functional intre decizii (ordine) si sfaturi (consultantd) pe baza asumdrii de citre
fiecare categoric in parte a raspunderii ce-i revine.

Autoritatea functionald este autoritatea conferiti unci persoane sau unui department ntr-
o anumitd fazd a procesului de realizare a unor activitati; ea cstc limitatd la o anumitd
pericada de timp si la un obicctiv anume gi este acordati numai celor care dispun de
capacitatea realizdrii unor expertize de specialitate in scopul imbunatagirii eficientel
organizationale.

Autoritatea functionald este un caz particular de delegare a autoritdfii (catre o persoani
i doar pentru o fazi a procesului). in general, delegarea autoritapii se refera la procesul prin

care un conducitor distribuie subordonatilor sarcini de muncd impreund cu autoritatea
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necesara realizirii Jor. Desi orice organizatic formala delegarea autoritatii este inevitabila, atat
conducitorii cét si condusii manifestd, din ratiuni diferite, rezistentd faid de delegare,

respectiv fatd de acceptarea delegarii

Responsabilitatea se referd la datoria sau obligatia oricirui membru al unei organizatii
de a-si indeplini sarcinile sau activititile ce i-au fost incredintate. Responsabilitatea
functioncaza ca datoric a unui individ fata de el insusi de a realiza in cele mai bune conditii
sarcinile cc-i revin i, prin accasta, este o conditic nceesard pentru realizarea eficienta a
obiectivelor organizatiei.

Delegarea puterii §i autorititii in interiorul organizatici implica si problema centralizdrii
si descentralizarii acestora. Practic, prin aceasta sunt avute in vedere procesele de decizie §i
de control. In genere, se consideri ¢a o organizatie este descentralizati atunci cand numirul
deciziilor importante adoptate la nivelurile de baza este mare, asupra acestor niveluri
exercitindu-se un grad scizut de control, Atdt centralizarea cil §i descentralizarca au gi
avantaje §i dezavantaje.

Gama deciziilor care au loc intr-o institutie academica variaza de fa decizii banale Ja cele
critice (de la alegerea unei mérci de cafea ce va fi folosita in sala profesorali la dezvoltarea
unej strategii de reducere a posturilor academice in cadrul unor reduceri de costuri) §i de la
decizii de rutind la decizii luate fird cunoagterea exacti a rezuttatului (de la stabilirea orarului
orelor pentru un semestru la prevederea consecintelor unor posibile actiuni legislative §i
modul in care vor afecta campusul academic).

Procesul decizional are un caracter ubicuu in domeniul academic, trebuind si-i faca fata
studentii, profesorii si administratia academica in mésuri constante. Trei tipuri de decizii pot [i
distinse. (1) Decizii de rezolvare a unor probleme, implicdnd intentia de corectare a unor
dificultati specifice, (2) decizii de oportunitate, implicind intentia de selectie a unor moduri
mai avantajoase de derulare a unei actiuni, si (3} decizii de management al proiectelor, unde
deciziile par sa fie un fcnomen unilateral in care un singur individ si nu un grup hotaraste
alegera unui mod de actiune, stadiul de adunare a datelor in acest proces decizional implicand
deseori interactiunca cu altii. In cdteva puncte specifice ale procesului decizional rolul

comunicarii este in mod particular evident.
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a sti si rezolve” cele mai dificile probleme
profesionale);

* puterea de informatic — informatia poate deveni o sursi dc putere pentru persoancle
care controleazi accesul cclorlalti la accastd informatie (acesta este unul dintre motivele
pentru care unii lideri opun rezisten|a fata de informatizare, pentru ci modernizarca
tehnologica si “liberalizarea™ comunicational 1i priveaza de una din sursele de putere)

« puterea bazatd pe relalii — se bazeaza pe faptul ¢i persoana respectiva este plasatd sau
cunoagte persoane influentc care-i pot oferi ajutorul; este un tip de influentd des folosit in
societatca modernd §i mai ales In socictatile de tip balcanic, penteu ¢a in acest fel se pot
realiza strategii dc influenid personala tntr-un mod mai putin evident decét in cazul celorlalte
forme de influenta;

+ puterca de recompensd — conferiti persoanei carc dispune de mijloace de
recompensare; intr-o organizafie, aceasta aparfinc de obicei liderilor formali de la toate
nivelurile;

« puterea de coercitie — detinutd de persoancle care dispun de mijloace de pedepsire (de
obicei aceleagi care dispun si de recompense);

« puterea de referinti — este cea care decurge din sentimentele pozitive pe care le are cel
dominat fata dc dominator; se bazeazi pe identificarea sau comparatia social si e asociatd cu
influenta pe carc o exercitd grupurile asupra membrilor lor

» puterea legitima — este putcrea conferitd unei persoane in virtutca postului pe care il
detine;

Relatia dintre nivelul cantitativ al informatiilor si complexitatea procesului decizional si

variabilele informaionale si de personalitate joaca un rol in specificarea detaliilor functiei.

Luarea unor decizii sub o incirciturd mare de informatii tinde si devina un stercotip,
caracterizat dc reducerea cautarii de informatii, de folosirea selectivd a informatiilor §i
cresterca gradului de reactii bazate pe stimuli. (Suedfeld, 1978, King, Stenfort and Fuedler
1978, p.209).

Cohen si March comenteaza asupra acestei probleme si argumenteaza ca procesele de
selectie intr-o institutie academicd pot deveni foarte ugor supraincarcate si ci organizatiile,
unde acest Jucru se intdmpld de obicei, av  baze informationale slabe (1974, p.207). O
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Autoritate §i influentd in organizatii

Spre deosebire de autoritatea fnsotitd de legitimitatc (autoritatea functiei conducatorului
imbinandu-se cu acceptarea subordondrii de catre membrii organizatiei), puterea reprezinta
capacitatea unui conducitor de a controla si influcnta comportamentul altora fira
consimtdmantul acestora. Puterea se poate deci lipsi de consimfamantu!l subordonatilor,
impundndu-se prin diversc mijloace coercitive, prin utilizarea stricti a recompenselor si
sanctiunilor. In acest caz, consecintele pot fi negative, eficicnta organizationald este in
descrestere, iat subordonatii pot dezvolta, in compensatie, sirategii si tehnici de autoprotcjare
si de “sabotare” a conducitorului. Aceasta in cazul puterii utilizate Tn exces, dar cxistd si in
organizatiile democratice relatii de putere si influentd, chiar daci nu sunt atét de evidente.

Pornind de la acestc presupuneri, un concept important este cel de strategie — notiunc
pur operationald, nu desemncaza neapirat un plan intentional, ¢i regularitati, comportamente
frecvente identificate de observator), obiective personale (tinta pe carc individul doreste s o
atingd prin strategie), fraiectorie personald (rezultatul acelor comportamente identificate In
cadrul strategiilor). In fine, “putcrea”, conceptul central al aborddrii de acest tip, nu e
reductibila la raporturile pe verticald, ci ii are originea in capacitatca actorilor de a-repera si
exploata sursele de incertitudine existente. Asadar, puterea nu cste un atribut ci o relaie
dezechilibrati care presupunc schimbul si negocierea. Actorii organizafionali nu se
angreneazi int-o astfel de relatic pentru a-gi etala fortele ci pentru a-si atinge scopurile.
Organigramele si regulamentele sunt, din acest punct de vedere, instrumente prin care sc
incearca limitarea libertitii de joc a actorilor in aceasta sferd a influentei.

Aline Fortin, plecand de la conceptul de “Influenjd” (modificarca printr-un agent social a
sistemului conceptual, a reactiilor affective sau a comportamentului unui alt agent social)
defineste puterea ca fiind influcnja maximald pe carc un agent o poate exercita asupra unui ait
agent, Intr-un domeniu dat. Pornind de aici si adaptind clasificarea respectivd, va rezulta o
clasificare a surselor i tipurilor de putere:

+ puterea de expert — sc poate baza fie pe succesul dovedit in unele domenii, fie pe o

anumitd reputatie (de accea, in mod oficial sau neoficial, persoanele influcnte dintr-o
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analiza a Episodic Communication Channels Organization (ECCO) (o tehnicd de urmirire a
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cursutui unui mesaj intr-o organizatie) a examinat modelele de comunicare dintr-o universitate
majord $i a confirmat situatia concluzionind ¢, disponibilitatca unei game largi de surse de
comunicare interne si externe pentru profesori §i personal academic ducc la o aplicare extrem
de dificild a unui model standard, formal, in analiza acestei organizatii (Holsenbeck, 1975).
David H. Smith a comentat dc asemeni asupra relativei slabe baze informationale a colegiilor
si universitatilor. Daca managemcntul academic are acces la informatii privind rezultatele
activitafilor universitdtii, profesorii, in schimb, chiar in cra Internetului, au relativ putine
informatii asupra factorilor externi importanti a propriilor activititi si a departamentelor din
care fac partc. Acestia, de obicei, nu cunosc politicile guvernamentale importante sau sistemul
de functionare al universitatii din care fac parte. Accstia sunt descori surpringi cand devin
consticnti de aceste politici §i descoperd ci o metoda eficienta de a le face faa cste cea mai
simpla gi anume sd ramana neinformati.

In concluzie, colectarca de informatii pentru luarca eficientd de decizii in colegii §i
universitati, de multe ori include supraincérciri datorate incertitudinii unor activitati. Suportul

oferit de computere a fost folosit mai des la nivel institutional si inter-institutional, procesele

decizionale cotidiene din multc colegii si universitati fiind caracterizate printr-o slaba baza
informationald, o gami largd de lcgaturi de comunicare si stabilirea unor limite foarte
flexibile. Tn cadrul mecanismelor de colectare a datelor si a managementului informational
sunt necesare cercetiri suplimentare pentru studierea modului de luare a deciziilor cotidiene

din grupurile academice de mici dimensiuni.

Roluri in grupul de lucru. Participare si comunicare

O altd variabild importanta in procesul decizional implica rolurile asumate de citre sau
atribuite unor indivizi implicati in acest proces. Chiar daca distinctia clasicd intre sarcing,
constructie de grup, Intretinere, i roluri individuale (Bonne and Sheats 1948) raméne cea mai
comuni "abordare” gencrald a analizei rolului, studiul unor posturi specifice in cadrul unei

universitati a fost cca mai frecventd strategie de cercctare pentru examinarea rolurilor §i a
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comportamentului comunicational al indivizilor cu responsabili
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1iin instit:!li academice.

Participarca §i comunicarca sunt doi factori care permit grupului si-si converteascd
energia reziduald in energic disponibila. Participarea reprezintd interactiunea ficcirui membru
cu tinta (sarcina) comund a grupului. O notiune apropiata este aceea dc axd de participare,
reprezentarea graficd a relatiei stabilite intre unul din membrii grupului si tinta (sarcina)
comuni. Pe axa dc participare sunt posibile mai multe poitii (Arnaud, 2001):

1) Centru: comportamentul centrului este de naturd si orienteze grupul in ciutarea si
atingerea tintei comune. Este ccl care: face propuneri precise despre modul de actiune al
membrilor grupului, face un rezumat sau o sintcz a ideilor exprimate, determind situatia la un
moment dat a grupului, formuleazi reguli de urmat, apreciazi sau sanctioneaza opiniile
exprimate de ceilalfi, exercitd dreptul de veto, la sfarsit cnunta soluia.

2) Emifdtor: prin comportamentul siu aducc o contributic personald legatd de tinta
comuni. Este ccl care Tsi prezintd opiniile, face comentarii asupra opiniilor exprimate de
ccilalti, aduce argumente pro si contra, T5i exprimid verbal sau non-verbal acordul sau
dezacordul cu opiniile celorlalti.

3) Receptor: prin comportamentul siu aratd ¢a se afla Intr-o stare de receptivitate fatd de
ce se petrece in grup. Este persoana care manifestd o atenfie manifesta din punet de vedere
verbal si non-verbal, pune Intrebiri de clarificare si reformuleazi ideile exprimate de altii (dar
nu exprima opinii proprii)

4y Satelit: comportamentul sdu exprima faptul ¢ nu participa la atingerea tintei comune,
fie pentru ¢ acorda atentie altor aspecte ale vietii dc grup, fie ¢d arc preocupdri personale.
Este persoana care manifestd o neatentic cvidents fata de dezbaterile de grup, atdt din punct de
vedere verbal cét si non-verbal, are interventii verbale care nu au legaturd cu sarcina grupului
sau exprimi atentie fata de fenomene alc vietii de grup fara legaturd cu finta comuna.

5) Absent: ¢ fizic absent, desi face parte din grup si ar trebui si participe la realizarea
sarcinii. Persoana in cauzi fic lipseste pe moment, {ie intdrzie, fie paraseste grupul inainte de
atingerea tintei comune.

O alta variabilad importanta in procesul decizional implica rolurile asumate de citre sau
atribuite unor indivizi implicati in acest proces. Chiar daci distinctia clasica intre sarcing,

constructie de grup, intrefinere, §i roluri individuale (Bonne and Sheats 1948) raméne
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alta relationatd cu comunicarca orizontald cu colegii, iar (3) un set relationat cu reactiile
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afective cu colegii si socializarea intercolegiala. Cercetatorii au observat ca raspunsurile
obtinute indica un grad de confuzie asupra rolului scfului de catedra, sugerand ca profesorii
uneori percep seful de catedra ca un reprezentant al autoritatii, iar alteori ca un coleg. (Hanser
si Muchinsky 1980).

Un aft studiu care a implicat folosirea analistilor ECCO a confirmat diferentele asupra
informatiilor detinute, in functie de rolul individului in organizatie, astfel administratorii de
nivel mai inalt posedind mai multe informatii si mai corecte decat administratorii de nivel
inferior. Aceia din nivele mai jnalte se bazeaza mai mult pc contacte directe pentru obtinerea
de informatii si de asemenea transmit mai multe informatii mai departe (Sanders, 1976).
Continuarea cercetdrilor a avul ca subiect comunicarea $i modelul de conducere existent Th
cadrul membrilor din departamentul de resurse umane (Ebbs 1973) si a stilurilor de conducere
a membrilor din cadrul conducerii ciminelor universitare (Chambers, 1976).

Paul si Schooler (1970) au explorat diferentele din criteriile folosite de catre membrii
juniori §i cei scniori ai corpului profesoral In management si au concluzionat c& existd
diferenfe notabile intre acestea. Mai exact, profesorii incepatori atribuic o mai mare prioritate
cforturilor de dezvoltare academica decat profesorii seniori.

A fost de asemenea cercetatd acuratefea structurii rolurilor, alituri de ambiguitatca
rolurilor existente, care a fost observatd in cercetarea amanuntitd a universitafii amintite mai
sus, fiind descris impactul acestor definitii ambigue ale rolului asupra comunicarii din cadrul
organizatiei.

Majoritatea covirsitoare a persoanclor primesc putine informatii despre locul lor de
muncd, regulile existente, si a sistemclor de recompensare dect si-ar fi dorit. Informatia
transmisd de obicei, ajunge prea tarziu pentru a mai fi de folos. Lipsa de informatii adecvate a
contribuit la o altd problema, poate chiar mai daunitoare — o lipsd a claritatii fiecarui rol.
Multe persoanc simt ca nu cunosc in mod adecvat exact ccca ce presupune slujba lor —
indatoririle, responsabilitatile, puterile, relatia lor cu alte posturi si cu scopurilc universitatii in
general. Aceasta lipsa de claritate contribuie la problemele de supraincarcare ("Nu situ ce si
trimit”), subincarcare ("De ce nu imi trimit ce am nevoie?”), feedback si viteza de reactie

{"Credecam ci altcineva se va ocupa de aceasta”), si de coordonare {"Nu stiu ce fac
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cea mai comuna “abordare” generald a analizei rolului, studiul unor posturi specifice in cadrul
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unei universititi a fost cea mai frecventd strategie de cercetare pentru examinarea rolurilor si a

comportamentului comunicational al indivizilor cu responsabilitati in institutii academice.

Cand hafer (1977) a i bicctele majore de icare pentru presedintii a

aproape 300 de colegii §i universitdfi, a descoperit ¢a subiectele legate de corpul profesoral si
academic sunt cele mai mari consumatoare de timp de comunicare. Acest domeniu de discutic

a fost urmat de c« icarea legati de ul financiar, obtinerea de fonduri i

respectiv, comunicarea cu studentii. Ceva mai mult timp a fost alocal comunicdrii catre
structura interna a universitalii decat spre exterior. Presedintii institutiilor particulare Isi petrec
cea mai parte a timpului alocat subiectelor legate de obtinerea de fonduri, iar presedintii
institutiilor publice 1si petrec cel mai mult timp pe subiecte legate de corpul profesoral i
problemele academice. Altii au exploatat rolul pregedintelui de colegiu public, pundnd accent
pe comportamentul de lider al acestor indivizi (Stevens, 1976).

Adams (1977) a observat o considerabild contradiclie asupra rolului decanului in arii
precum autoritatea, responsabilitatea rolului acestuia $i delegarea atributiilor. Un studiu al
rolului conducitorilor de departament (Wunemunde 1976) a atras atentia asupra fluxului de
comunicare, observind ca acest flux se desfiscard ascendent de la profesori spre conducitorul
de departament (catedrd). Dc asemenca, sefii de catedrd cu un mai marc grad de succes (astfel
perceputi de colegi si superiori), cel mai adesea, si-au limitat comunicarea pe probleme legate
de universitate in detrimentul celor personale si au avut mai multe contacte comunicationale
decat colegii lor mai putin fncununati de succes. Un alt studiu al acestor conducitori a
evidentiat cresterea predominanta a naturii administrative a acestei pozitii de conducerc si
tendina conducetii academice si a membrilor din conducere si atribuie acestor yefi de
departament mai multd putere decat acesta poate dispune de fapt (Admire, 1978).

Aproape 400 de cadre universitare ale unci mari universitatati au fost supuse unui studiv

de cercetare, in incercarea de a identifica clementele definitorii comune in evaluarca

performantelor obfinute in desfasurarca activitdtii acestora si a dimensiunilor comunica

organizationale. Au fost determinate trei grupuri de variabile comune, (1) un set implicand
calitatea generali a informatici in mediu, (2) un sct relaionat cu sursa informatiilor din mediu,

cu o subdiviziune relationati cu comunicarea  verticala cu conducitorul de departament §i o
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celelalte departamente™) (Goldhaber si Rogers, 1978, p.74).

Descrierile generale a rolurilor membrilor importanti ai conducerii institutiilor, precum
presedintele, decanul, si seful dc departament, au fost sugerate ( a se vedea de exemplu,
Millett 1978) dar aceste descricri teoretice trebuie sa minimizeze diversitatea mare a
structurilor organizationale géisite In institutii specifice. Dupa cum nota Kuffman (1978, p.60).
in descrierea functiei de presedinte: ,,in uncle cazuri presedintele este membrul executiv al
consilivlui de administratie, in altcle presedintele este un manager de nivel mijlociu al unui
centry teritorial. In unele cazuri presedintele alege membrii consiliului de administratic ai
institutiei, in altele, membrii consiliului nici nu il cunoasc pe acesta si ¢ posibil s nu fi pasit
vreodata fn campusul condus de acesta. Am vazut institutii unde presedintcle cra total ingradit
de un manual, contract sau set de proceduri pentru orice actiune posibild, §i am vazut altc
institutii unde nu exista nici mécar un ghid al profesorufui sau o descriere scrisa a modului de
conducere”.

Coladarci (1980), intr-o discutic asupra decanatului, solicita noi metode i paradigme de
cercetare pentru studiul rolurilor administrative in fnva{amantul superior §i concluzioneaza ca

sunt necesare noi strategii de cercetare.

Modele ale deciziilor luate de grupuri

Un numir mare al studiilor initiale asupra procesului decizional al grupurilor mici a
implicat folosirea unor variatii a gandirii reflexiva a lui John Dewey. O descriere detaliatd a
acestor studii poate i gasitd la Larson (1971). Chiar daci o comparatie a secveniei de gandire
reflexiva cu alte planuri standard bazate pe munca lui Harris §i Scwahn (1961) si 2 lui Kepner
i Tregoe (1965) sugereaza ci aceste alte modele ar putea fi mai cficiente decit gandirea
reflexiva (Larson, 1971), notiunea de desfagurare a unei planificdri standard care si usureze
munca grupurilor decizionale pare sa fie bine impiménteniti. Cu toate ci o varietale a
secventelor de rezolvare a problemelor si de decizie au fost sugerate de diversi autori, o temé
comund in majoritaica acestora o constituic cxistenta unor etape pentru: (1) concentrarea
asupra descricrii situatiei §i obtinerea acordului cu privire la statutul general al acesteia; (2)

concentrarea pc  scopurile grupului i ncercarea de obtincre a consensului in
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legturd cu scopurile relevante Tn situatia actuald; (3) luarca in considerare a modurilor

alternative de actionare; si (4) alegerca unui mod de actiune preferat. Cercetarilc asupra
modelefor de gndire pentru rezolvarea problemelor, comune n anii 1960, au continuat si
rimand in atentic pand in 1970. Tnsa, majoritatca acestor studii au avut ca subiect grupuri care
s-au intélnit o singura dati pentru un scop specific orientat pe sarcina de indeplinit (Cragan si
Wright 1980). Disponibilitatea informatiilor obtinute din cercetarea grupurilor care au avut un
program de mai multe intruniri este mult mai limitata.

in ultimii ani, mai mulfi cercetitori au adoptat o abordare ciclici a analizelor pe grupuri
restranse §i au explorat etapcle prin care aceste grupuri orientate pe tndeplinirea sarcinilor le-
au efectuat. Fisher (1970) a descris o scrie de patru astfcl de etape. Modelul sdu de elaborare a
deciziei includc (1) orientarca, caracterizatd de claritate si acord ca i climat social dezvoltat gi
exprimarca unor atitudini provizorii, (2) conflictul, in care atitudinile sunt declarate cu mai
multd acuratetc si vigoare, (3) aparitia, in care ambiguitatea este (olositd pentru a media

disputele si pc masuri ce expresiile favorabile sunt mai desc, si (4) sustincrea, cind membrii

Tsi exprim4 atitudini pozitive despre decizii si incearcd s isi sus{ind Increderea in decizia carc
a fost luatd. Un alt model de patru ctape a sugerat ¢a grupurile oricntate spre rezolvarea unor
sarcini trec prin etape de latentd, adaptare, potentd si realizarea scopului (Mabry 1975, pp68-
70). Altii au explorat fazele interpersonale, confrontationale §i de considerare a conflictului
(Ellis gi Fisher 1975). Insa, in ciuda catorva studii care sustin nofiunea cum ca grupurile
decizionale tree printr-o seric uzuald de comportamente, conceptele cereetate au fost definite
consistent §i relatiile dintre descoperirile studiilor individuale raman deschise la speculatii.
Mai mult, un studiu din anii ‘80 (Poole 1981) a oferit prin experimente, dovezi carc sustin
existenta (incertd) unui model multiplu de luare a deciziilor in locul alternativelor precedente
care au sugerat un set comun de faze prin care trec toate grupurile decizionale.

in mod cert, este necesard efectuarca de cercetari in continuare pentru lamurirea acestei
fntrebari. Deocamdata practicienii care lucreaza cu grupuri decizionale pot anticipa cd un grup
va trece prin faze precum cele descrise in studiile citate mai sus, dar existind o dozd de
incertitudine in cazul fiecérei situatii sau sarcini.

Unul dintre cele mai comune mecanisme de decizic in cadrul mediului academic,

consiliul profesoral, a fost examinat in cadrul unei universititi mari de stat de catre Tucker
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decizii specifice au de fapt pufina responsabilitate reald pentru implementarea acesteia (Likert

si Likert 1976). Un autor a sugerat ¢ numarul grupurilor decizional formale si grija crescinda
de executare a unor proceduri adecvale §i a unui proces corect, garantcaza aparitia unui birou
sau a unui grup de model parlamentar al profesorilor universitatii in multe institutii (Ncher,

1978).

Comunicareu §i stilurile de conducere

Fiecare manager trebuie sa dezvolte si sa promoveze o politici bazata pe un sistem de
comunicare care sd-i permitd ajustarca permanenta a structurii si a procesului organizational la
conditiile in continud schimbarc. De asemenea, prin rolul sdu de negociator, de promotor al
politicii organizationale si transmitdtor al acestei politici, managerul trebuie si-si formeze si
s intrelind o retca de contacte cu partenerii organizatiei, in realizarea politicii externe gi, in

interne a fiemei. Ca

acelagi timp, o refea de informalii deoscbit de utila in rcalizarea poli
urmare, managementut modern acordd un rol deosebit de important comunicirii, pe care o
considerd o componenta vitald a sistemului managerial al oricarei organizatii, fie apartinind
managementului privat, fie aparfindnd managementului public.

Daci se defineste stilul de conducere ca fiind mecanismul cognitiv si social de luare a
deciziilor in cadrul unei organizatii, este nccesard in continuare conturarea unor dimensiuni
ale acestora:

» Practicile de decizie, Dimensiunea cca mai elocventa si totodata criteriul de incadrare
astilului de conducere in majoritatca tipologiilor;

* Competenfa. Este o variabild important, care poate fi abordata in acest caz mai multe
sensuri:

a. Competenfa profesionald — se refera strict la competenta managerului {liderulvi) tn
domeniul de specialitate pe care este profilatd organizatia;

b. Competenia organizatoricd — sc referd la calitatile (managerului) liderului in privinia
formarii de echipe adccvate, a elabordrii unor strategii de selectare si de motivare a
angajatilor, de formare a unei structuri in care s3 fie plasat “omul potrivit la locul potrivit”;

c. Competena social-umand ~ sensul cel mai pufin dezvoltat dar in ultima perioadi
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(1973). El a concluzionat cd modelele comunicationale relevate de aceste comitete sunt foarte
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putin asemanitoare cu structura organizationald sau cu ceea ce ar putca fi sugerat de citre
organigrama ierarhici a institutiei: ,,Uncle comitete comunici liber la toate nivelele i pe linie
orizontald intr-un mod nerestrictionat....Comitetele nu functioneaza cu un grad finalt de
specializare dupd cum s-ar subintelege din descrierca lor formald, domeniile de
responsabilitate reald fiind controlate in bund misurd chiac prin judecata membrilor
participanti” (p.221).

Sugestiile lui Tucker includ cregterile constrdngerilor organizationale §i descentralizarea
deciziilor care sunt in mod curent atribuite acestor comitcte. fntr-o discutie asupra folosirii
comitetclor profesorale, Balderston descrie trei probleme majore, incrente in majoritatca
sistemelor de comitete profesoralc: (1) timpul petrecut de catre membrii participanti in cadrul
comisiilor, {2) tendinfa de a folosi comisii, in majoritatea cazurilor, chiar dacd o singurd
persoand ar putea fi la fel de eficientd, iar (3) nivelul scazut de profesionalitate si schimbdrile
rapide din cadrul membrilor comitetclor datoritd sistemelor rotationale de numirc a acestora
(1974). Altii au argumental c& problemele din cadrul comisiilor profesorale apar nu atét de
mult din slabiciunile modului Tn care procedurile de rezolvare a problemelor sunt
implementate, cat din cauza a doud probleme structurale. (1) Faptul cd multe dintre aceste
grupuri sc folosesc dear pentru obfinerea unor recomanddri, carc in cele din urma doar
inainteaza niste recomandari unor grupuri formatc pe principii parlamentare, iar (2) o
otjentare a participantilor de tip castig-pierdere in multe din aceste grupuri, cu membri care
considerd cd inevitabil orice decizie va produce un grup de invingatori i un altul de Tnvingi.
Acest model de practivd duce deseori la inhibarea producerii unor schimbéri majore. Altii au
argumentat ci abilitatea promovirii unei orientiri castig-castig este caracteristica managerilor,
insd nu a liderilor, i ¢4 liderii §i managerii au unele caracteristici ale personalitatii diferite. (a
se vedea de ex. Zaleztk 1979). Cu toate acestea, afirmalia aceasta pare sé fie deschisi spre
testare, iar cercetarca ci cste desigur garantat ¢i va avea loc. In conceptia noastra, o abordare
mai creativd a procesului decizional ar putea fi capabila sa mute punctul de focalizare al
membrilor grupurilor astfel incat acestia sa caute alternative atdt prin management eficient cat
si conducere de calitate.

O problema aditionald este uneori creatd de faptul ¢d uncori chiar cei care susfin
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considerat cel mai important; practic, acest sens sc referd la modalitatea de a interactiona cu
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ceilalti membri ai organizatiei, la capacitatea liderului de a intretine o atmosferd colegiald, de
a preveni si rezolva conflictele de munca;

« Atitudinea fatd de obiectivele colective ale grupului de munca

Pe aceastd dimensiune se pot inregistra mai multe pozitii posibile, de {a liderul care se
identifica total cu scopurilc organizatiei pina la cel care foloseste organizatia §i resursele sale
ca pe un vehicul pentru realizarea intereselor proprii;

» Tehnicile de motivare, Dupa cum s-a vazut in capitolul anterior, strategiile de motivare
pot fi preponderent extrinseci, preponderent intriseci, sau se pot realize diversc combinatii
intre cele doui tipuri de motivatori.

Orice manager dintr-o organizajic comunica urmarind realizarea unor scopuri concrete.
Aceste scopuri rezultd din rolurile pe care managerul le are in structura organizationala din
care face partc. Pentru indeplinirea rolului atribuit, managerul va folosi intr-un mod mai mult
sau mai putin constient, mai mult sau mai pulin deliberat, urmatoarclc functii ale comunicarii:

Functia de informare sc refera la faptul ¢ managerul este pus in situatia de a primi doud
tipuri de informatii: informatii externe, trimise §i primite prin structure special create, §i
informatii internc care circuld prin canale formale si informale in cadrul respectivei
organizatii. Existenta acestor doudt tipuri de fluxuri informationale se datoreazi faptului ci
orice organizatic este rezultatul unui cumul de interactiuni cxterne — cu mediul extern §i intern
— intre subdiviziunile organizatici §i intre membri.

Prin functia de comundd si instruire, managerul, care ocupd in jerarhic pozitii superioare
ce ii conferd atributii de comandd, asigurd convergenta actiunii celorlalti angajati si a
compartimentclor din structura in realizarea politicilor organizatiei. Deciziile si instructiunile
asigurd alinierea la politicile organizationale, uniformitatea in practici si proceduri,
corectitudinea si completitudinea realizérii sarcinilor.

Functia de influentare, convingere, indrumare i sfdtuire ii permite oricirui manager si
realizeze controlul atit asupra informatiei vehiculate, cat §i asupra comportamentului celorlalti
angajafi cu care se afla in relatii de diverse tipuri (icrarhice ascendentc sau descendente,
otizontale) in cadrul respectivei structuri.

Functia de integrare si menginere ii oferd angajatului din structurile ierarhice

—
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superioare posibilitatca de a asigura operabilitatea functionala a
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departamentului/directiei/catedrei pe care il/o conduce prin:

~ cursivitatea fluxului informational;

— folosirea optimi a canalelor informationale, astfel incdt s sc cvite suprapunerea de
informatii sau informatia inutila;

— sortarea, verificarea si transmiterea datelor in functic de specificul lor.

Cea mai simpla clasificare a stilurilor de conducere a fost realizatd cu trei componente:
stilul de conducerc autoritar, stilul de conducere democratic i stilul de conducere permisiv
(sau laissez-faire)5.

Ca o consecintd, un experiment a lui K.Lewin, W.Lippitt, R White a rcalizat o evaluare a
celor trei tipuri de stiluri. Rezuitatul experimentului a fost reprezentat de citeva concluzii
distincte:

- pe termen scurt, praductivitatea in cazul stilului de conducere autoritar i democratic
este comparabild §i sc situeaza la un nivel ridicat, pe cand in cazul stilului permisiv
productivitatca este scazutd;

- satisfactia angajatilor este mai ridicatd In cazul stilului democratic, angajatii fiind mai
prietenosi si mai orientati spre grup;

- in cazu! stilului de conducere autoritar, se inregistreaza un potential conflictual ridicat
in colectivul de fucru §i o agresivitate disimulatd din cauza frustrarii angajatilor;

- eficienta stilului autoritar se mentine numai daci e corelata cu un control strict; atunci
cind lideru! autoritar pardscste locul de muncd, lucrul inceteazi, ceca ce nu s-a intimplat cu
grupurile experimentale conduse democratic sau laissez-faire.

O alta clasificare, cu patru componente, a fost realizati de Rensis Likert:

|, Stilul autoritar-opresiv este cel in carc variabila dominantd este supunerca; liderul
poale avea o competentd profesionald scazutd in cc priveste domeniul respectiv. Autoritatea
nu se deleagl, structura managerilor de linie e reprezentata de un cerc de sefi de departament
obcdienti. Foloseste motivatorii extrinseci, este inflexibil in legaturi cu programul si cu aite
detalii, 5i aplica sanctiuni dure (cum ar fi concedietea), in mod arbitrar.

2. Stilul autoritar-obiectiv este cel in care variabila dominantd estc competenta. Liderul

care adopta acest stil este excesiv de rational, lipsindu-i disponibilitatea pentru  contacte
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Comunicarea gi managementul de grup

De multi ani subiectul conducerii in grupuri a fost subiectul de interes al cercctarilor.
Primele investigatii (de ex. Stogdill 1948) au incercat si identifice trasaturi de personalitate
asociate cu abilitatea de conducere. Multe din studiile initiale ale acestui domeniu au fost
relative, lipsite de succes, producand doar descricri generale ale refatiilor dintre personalitate
si leadership. Gerer (1967) a explorat trasaturile comunicdrii asociate cu aparifia calitaii de
lider, subliniind cinci trasituri — a fi neinformat, lipsa dc participare, rigiditate extrema,
comportament autoritar, agresivitatea verbald, ca fiind conditii care previn indivizii sa devind
lideri de grup.

Alte cercetdri (a se vedea de ex. White i Lippit, 1960) au studiat efectele diferitelor
stiluri de conducere, explordnd diferentele dintre stilul democratic, autoritar i laissez faire. La
nivel functional stilurile leadership-ului au fost concentrate asupra functiilor comportamentale
specifice pe care un individ le indelpineste intr-un grup, iar sistemele observationale precum

ci. Un numar de

cel propus de Bales (1950) au fost folosite pentru a desctic aceste caracteristi
studii al comunicarii verbale au implicat examinarea conducerii in grupuri si a fost descrisd de
Larson (1971) si Cragan si Wright (1980).

Primil exponenti ai abordirii situationale a calitatii de conducator a relicfat
comportamentul de lider c& este un fenomen cc apare ca §i rezultat al unor caracterlstici
specifice situatiei (de ex. Gouldnet 1950). fn ultimul timp a crescut interesul acordat
impactului situatic prin eventualitatea aborarii calitafii de lider. Fiedler (1967) a sugerat ca
cel mai potrivit stil de conducerc intt-o situatic depinde de trei constrangeri situationale. (1)
puterca inerentd pozitiei de lider, (2 natura structurii sarcinii cc va fi executat, si (3) relatiile
personale ale liderului cu alti membri ai grupului. Fiedler sugereazi ¢a in situatii care sunt
extrem de favorabile pentru lider (are puterea, o sarcinid clar structuratd si bune relafii cu
membrii grupului) sau in situatii care sunt extrem de nefavorabile pentru lider, o abordare
autoritard este mai efectivd. In situatii moderat favorabile liderului, o abordare democraticd

este mai eficientd. Fiedler, Chemers and Mahar (1977} au prezentat de asemeni o tehnicd de

autoeducare proiectatd si ajute indivizii sa devind eficienti in aplicarea stilului de conducere.
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\;ma_ne, care cvalucaza rezultatele in mod obiectiv i organizeazd cu o precizie ireprogabild
procesul de productie. Acest tip de lider se implicd extrem de mult in productic (51 implicit in
organizatie) si de aceea nu deleaga autoritatea. Din punct de vederce informal, se situcazi la o
oarecare distanti de colectiv, deci se vor stabili relatii diadice conducator - fiecare membru al
echipei; aceastd caracteristica se coreleazad §i cu o viziune asupra angajatilor ca fiind
instrumente docile si neproblematice.

3. Stilul democrat-consultativ are ca variabild dominantd relatiile umane. in acest caz,
functia de conducere se imbind cu functia de executic; consultidrile cu membrii grupului de
munci sunt periodice §i sistematice (desi sunt numai consultéri oficiale, tip sedintd). Sunt
folositi motivatorii de ambclc catcgorii {cxtrinscei si intriscci), iar autoritatea se leagd intr-un
mod bine reglementat. Este un lider preponderent rational, care insa nu pune accentul pe
cocziunea grupului de munci.

4. Stilul democrat-participativ are ca variabild dominantd atasamentul fagi de
organizatie. Liderul e mai curfind un mediator-organizator al grupului de muncd si al
procesului de discutiedecizie; de fapt, echipa de lucru este cea care ia decizia, in problemele
care o privesc. Intre cele doua tipuri de structuri (formala §i informala), predomin structura
informali; liderul intervine cand apar conflicte, pentru aplanarea lor, Se folosesc motivatorii
intrinseci, iar cci carc gresesc sunt ajutati de membrii grupului de munca sa sc corecteze.
Autoritatea se deleaga adesca intr-un mod ce nu cste riguros stabilit.

Clasificarca lui Likert ar putea fi complctata si cu:

5. Stilul permisiv (laissez-faire) are ca variabild dominantd structura prestabiliti. Liderul
¢ un clement simbolic, are rol de reprezentare n exterior a organizatiei si de simbol al
organizatiei pe plan intern. Ele se margineste in a furniza materialele informative angajatilor
si a marca momentul de inceput i de sfarsit al unei sarcini (ciclu productiv). Acest stil de
conducere poate functiona pe o structura stabilitd anterior, cu pozitii, modalita(i de realizare a

satcinilor, sistem de sanctiuni si recompense foarte clar.
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Management Participativ

O strategie de design organizational cu nuante puternice de comunicare a fost
desfaguratd in vltimii ani in colegii si universitati ca fiind unda din variatiile abordarii unui
“management participativ”. Anthony prezintd o definitie a managementului participativ si
contrastele acestei abordari cu strategiile autocratilor, consultantilor §i managerilor. El descrie
o situatie care implicd managementul participativ ca incluzénd o reala impirtire a autoritatii si
a puterii, a ludrii deciziilor ntre manageti si cei carc sunt sub conducerca lor. in plus, el
comenteaza asupra implicatiilor comunicationale alc acestei abordari:

Sub aceastd abordare, managerii trebuie sa aiba bune aptitudini In relatiile interpesonae.
Ei trebuic sa fie buni in comunicare. Acestia trebuic sa fic managerii conflictelor astfel incat
neinfelegerile s fie rezolvate si conflicrele sd fic canalizate spre scopuri constructive. Ei
trebuic sa stie cum sd faca compromisuri Tntr-o asemenca maniera incat asteptarile grupului
sau organizatiei sa fic satisfacute (1978, p.11).

Unele dintre beneficiilc atribuite in mod normal managementului participativ au
implicalii comunicationale clare. Aceste beneficii includ o mai buni capabilitate de acceptare
a schimbirilor, un mai bun anagajament al subordonatilor pentru organizatie, o incredere

crescutd in management, mai putind nevoie de supravegherc Indeaproape, o crestere a calitatii

5io ititire a muncii in echipa

decizionale, o ¢ icare verticald it

(Anthony, 1978). De asemeni a fost evideniati importanta cficacitatii comunicarii §i a unui

atent al informationale in cadrul managementului participativ

(Anthony 1978). Conform unui sondaj al subordonatilor condusi intr-un cadru non-academic
managementul participativ apare In mod frecvent cind politicile organizationale sunt clare,
climatul organizational estc de incredere si cald, managerul arc obiective pe termen lung,

sarcinile sunt complexe §i subordonatii au mai multe informatii despre deciziile care sunt luate

le

de manager. Eficacitatea muncii grupurilor operationale este sportia atunci cind politi

la indemani pentru a finaliza o sarcini (Bass si Rosenstem 1978, Struuefer §i Fiedler 1978,
p-6)
Cu sigurantd, un numir de caracteristici citate in acest studiu par aplicabile §i in

;s-/
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cadrul colegiilor §i universitatilor. Mai multe paralele pot fi observate intre managementul

participativ descris de Anthony si System&Management descris de Likert si Likert (1976),

ambele promovand in mod specific adoptarea unui model intens participativ al guvernarii
academice. Anthony sustine ci o strategie participativé, in cadrul carcia managerii de nivel

fnalt se percep ca intermediare care faciliteazi munca profesionistilor este o abordare mai

potrivita a ului in invata 1 superior, fn mod asemanitor Likert §i Likert

T 4 ci System 4 va avea ca rezultat intr-un colegiu sau universitate o
crestere a capacitiifii de rezolvare a problemelor §i a luarii deciziilor (1976).

in complexul studiu efcctuat in universitatea citatd anterior, auditorii au descris
sistemele de comunicare existente implicate in procesul decizional care ar putea fi aplicate §i
in cadrul altor colegii §i universitafi: procesul decizional participativ este neadecvat in
majoritatca nivelelor. Personalul de nivel inferior, in mod special profesorii, considerd ca
administratorii iau toate deciziile fara o consultare adecvatd. Unii profesori simt ca ei sunt
doar ,stampile™ al caror aport la decizii este mai mult aparent decét real. Sefii de catedra tind
s creadd ci decanii nu sunt de fapt deschisi sugestiilor, iar majoritatea decanilor cred ca ei in
mod colectiv nu isi pot aduce tn mod suficient aportul la deciziile vice-presedintelui. Chiar gi
unii vice-presedinti au sentimentul unci lipse de contributii in procesul decizional (Goldhaben
si Rogers, pp. 73-74).

Cind Hewm (1978) a studiat sistemul de colegii de stat, a descoperit ci profesorii
percep o mai mare deficientd in autoritatea lor decét o percep administratorii si ¢& profesorii
preferd mai mult comunicarea i consultarea decat noi delegari ale autorititii si noi structuri
organizationale ca §i rezolvari ale acestei probleme.

Tntr-un experiment de laborator bazat pe un model participativ, Ilan (1978) a examinat
eficacitatea unui sistem parlicipativ de planificare bugetard. In acest context modul
pasticipativ a dus la o mai bund acuratete a pereeptiei pozitiei celorlalti privind alocarca
resurselor, o imbunatatire a acordului cu superiorii si o mai largd acceptare a deciziilor luate
in bugetul final. Cu toate cé, gencralizirile bazate pe acest fel de simulare trcbuie sa fie tratate
cu precautic, studiul sustine posibilitatca unor beneficii semnificative aduse comunicérii prin
aceste veritabile stiluri de management participativ.

Management prin Obiective
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deciziile la carc s-a ajuns si sa 1si asume responsabilitatea pentru ducerea lor la bun sfargit.

Aceastd presupunete formeazd una din conceptele de bazi care justifica abordari precum
managementu! participativ §i MBO. Chiar daca, studii privind functionarea specifica a acestor
fenomenc in colegii $i univeristati nu sunt disponibile, unele observatii generale pot {i extrase.

Existenta unui numir mare de grupuri cu responsabilititi decizionale precum si larga
vispindire a puterii in multe colegii si universitati produc un model complex de raspunsuri ta
decizii, odatd ce ficcare grup afectat interpreteazd deciziile din perspectiva propriilor
considerente, cxperiente §i valori. in mod similar, calitatea perceputa a oportunitatilor de
participare, existenfa unor relatii de fecdback potrivite pentru explicarca deciziilor si

|

metodelor folosite in i deciziilor infl 4 de’ asemeni acceptarea deciziilor.

Factorii aditionali care pot inhiba acceptarca deciziilor includ inerfia organizationald, valorile
academice traditionale care pot fi opuse inovatici precum si ameninfarea unor posturi

delele de retele cc icationale existente in

asigurate. Cel putin o sursa a sugerat cd
invitamantul superior deseori nu reusesc si ducd la angajamente care apar in cadrul altor
organizatii.

Nici una din marile universitai nu pare sa aibi o retea de interactionare-influcnti care si
cuprinda toate partile universitaii prin care comunicarea eficientd si rezolvarea probiemelor
pot aparea. Mai mult, odata ce deciziile au fost luare, retelele de interactionare-influentd ale

acestor univrsitati nu creazi nivelurile de motivatie si responsabilitate resimtitd de catre togi,

sau virtual de citre tofi studentii, profesorii si administratorii pentru a asigura ci deciziile vor
fi implementate eficient. Actualele retele de interactiune-influenta a marilor noastre
universitati sunt la fcl de inadecvate pentru crearca unui sentiment extins de responsabilitate
pe cit sunt in capacitatile lor de comunicare si rezolvare a problemelor (Likert si Likert 1976,
op. 43-44).

Porfl o] C—

Alte studii ale procesului d $1 !

Mai muiti autori au prezentat descrieri ale cercetarilor importantei comunicirii in
grupurile decizionale (Drekens si Heffernan 1949, Keltner 1960, 1961, Larson 1971, Cragan
$1 Wright 1980). Un alt autor care a condus o corcetare mai generald asupra lurii deciziilor in

grup a comentat cd majoritatea continutului ~cercetdrilor asupra grupurilor decizionale §i
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Cu toate ca abordiri ale managementului prin obiective (MBO) au fost desfasurate in
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contexte industriale de mulfi ani, aplicarea specificd a acestor tehnici in cadrul colegiilor i
universitatilor este un fenoment mai recent. Lucrdri ale lui Decgan si Fritz (1976), Harvey
(1976} si alc altora au dus la multe sugestii de aplicare a unor abordiri bazate pe MBO in
managementul universitar. Printre beneficiile declarate ale MBO s¢ numard si imbogitirea
climatului de comunicare din cadrul organizatiei. Unii sustin ¢, comunicarea in organizatiei
va creste ca gi frecventd si i se va Imbunitifi calitarea atat in context vertical cét si lateral in
cadrul MBO. (Harvey 1976).

Intr-o evaluare complexa a 34 de colegii si universitati care au implementat un sistem
MBO sau MIS sub mai multe granturi Resource Allocation and Management Program
(RAMP) oferite de Fundatia Exxon Educational, aproximativ jumatate dintre institutii au
declarat aceste programe ca fiind de succes (Baldridge si Tierney 1979). Un alt studiu asupra
succsului aplicarii MBO in 8 licee publice a raportat succes in comunicare inclusiv in
reducerea conflictelor dintre cadrele superioare §i subordonali. nsa, acelasi studiu a relevat ci

nu a fost obtinuta vreo i ire 4 a perfor) for (Rossano 1975). Un al treilea

studiu, asupra administratiei a 32 de colegii de stat care au aplicat programe MBO, a ajuns la
concluzia conform careia contactele dintre speriori §i subordonati au crescut intrucitva,
sugestiile din partca subordonatilor s-au inmultit si o mare parte a acestora au fost adoptate,
iar sentimentul dc responsabilitate a fost mai bine inteles deoarece subordonatii au perceput o
mai mare implicare a lor in procesul decizional (Carter 1979). Cu toate aceste, Carter a
observat §i unele efecte negative asupra comunicirii intre departamentele din cadrul
universitatilor.

Cu sigurantd multe din scopurile unui sislem MBO sunt legate de Imbunatitirea

climatului comunicirii organizationale §i crearca unui context mai bogat pentru comunicare.

[nsd, varietatea formelor pe care MBO le-au luat in invatamantul superior face ca aceste

scopuri sa fie mai putin universale in situatiile in care sistemele MBO au fost implementate,

O valoare susfinutd in mod traditional in cazul grupurilor decizionale mici implica
acceplarea §i ducerca la bun sfirsit a deciziilor adoptate de citre membrii grupurilor care au
ajutat la formarea acestora. Mai multe studii din context non-universitar au susjinut ideca ca

indivizii

care au participat in grupurile decizionale sunt mai predispusi s accepte
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de implementare & deciziilor s-au axat pe ciutarea de informatii, cvaluarea informatiilor, gi
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ctapele procesului de luare a deciziilor. Cea mai mare parte a acestei cercetdri a folosit sarcini
n care grupul a fost ncvoit sa ajungd la formarca unor moduri de gandire descriptive cu
criteriile disponibile, fn mod esential un context de rezolvare a problemelor. Tn contrast, foarte
putin atentic a fost acordata ludrii deciziilor intr-un context lipsit de criterii, care pare sa [ie
tipic celor cu care s-au confruntat majoritatea membrilor implicati in procesul decizional. De
asemeni, aproape deloc nu a fost acordatd atentie asupra a trei faze centrale ale procesului
decizional, selectarca alternativelor care vor fi luate in considerare, implementarea deciziei
odati ce a fost adoptatd, si reactia grupului la feedback (Castore 1978, King, Stenfert si
Fiedler 1978, p.273).

Din picate cercetarea procesului decizional in colegii §i universitati a facut putin pentru
a clarifica aceastd imagine, iar apelul lui Castore pentru efectuarea unor cercetdri suplimentare
este adecvat Tn acest context. Cu toate acestea, unor factori adifionali comunicarii si luérii de
decizii in context academic le-a fost acordata atentic.

Acest concept al puterii subunitare ca gi variabild care intervine intr-o organizatie a fost
aplicata studiului evolutici bugetare a unci institutii pe parcursul timpului. Puterca subunitar&
a fost in mod specific definita ca fiind influenta departamentali masurati prin intermediul
ratingului departementelor de catre conducitorii accstora §i prin participatea ca membri ai
unor importante comitete universitare. Rezultatele au sustinut ideea ci ,cu cat mai mul
putere are un departament, cu atdt mai mult schimbarca resursclor sale fn timp este
independetd de schimbarea in timp a cerintclor studentilor” (Pfeffer si Salack 1974, p.148).
Relatia dintre puterea existenta intr-un subsistem organizafional si modelele de comunicare
organizationald care implicd acel subsistem rimane de investigat.

Un factor aditional care a fost subiectul cercetdrilor in invatamantul superior estc
impactului sexulvi administratorului asupra preceptiei calitatii unei decizii. Chiar daci
profesorii repondenti Ia sondaj au afirmat c& sexul administratorului a fost un factor relativ
putin important la momentul alegerii sale pentru post, deciziile atribuite administratorilor de
acelasi sex primesc calificative semnificativ mai mari decét daci aceeasi decizic cste atribuitd
unui administrator de sex opus. (Fluck 1975).

Alte contributii legate de procesul decizional, management si comunicare in
42




Inestesi in

OAMENI

mediul academic au acoperit diverse alte subiecte de discutic. Zonele explorate au inclus
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importanta folosirii eficicnte a comunicarii de cétre managerii financiari in timpul perioadelor
cu resurse limitate (Mann 1979), si dezvoltarea de resurse umane ale campusului ca $i un
element al dezvoltirii insitutionale complete (Mensel 1977) prin refele nationale de dezvoltare

(Smith 1977) sau prin contributii de la cei implicati in comunicarea oratoricd (Justice 1976).

Negocieri Colective

Chiar dacd sindicalizarca si negocierile colective au devenit mai frecvente in
fnvitimantul superior, studierea specifici a impactului negocierii colective asupra
comunicarii in invatamantul superior nu cste des Intdnitd. Un astfel de studiu a fost efectuat
asupra tehnicilor de sclectie a cadrelor profesorale i a evidentiat un model pentru o campanie
de succes in formarca unui sindicat (Stephens si Teinni 1978). Alte studii au explorat indiciile
oferite de participantii la situatii de negocieri colective prin diversele mesaje disponibile
examinarii (Thomas 1977), au fost studiate de la rcactiile semantice ale profesorilor i
administratorilor pana la limbajul sindicatelor §i managementului implicat in situatii de
negociere colectiva {McCracken 1978), si au fost oferite sugestii pentru implementare,
inclusiv sugestia cd daca va fi implementatd cu grija, negocierea colectivi poate servi ca §i
mecanism al deschiderii unor noi canale de comunicare (Schneider 1974).

Avand in vedere potentialul impact al negocierilor colective in comunicarea
organizationala din cadrul colegiilor si universitatilor, aceastd zona de studiu pare a fi cea mai
potrivitd pentru a fi cercetatd. Desigur, o consecinfa a negocierilor colective in colegii 5i
universitati cste cea a modificirii medivlui comunicirii. Un acord de negociere colectiva
poate defini uncle domenii ca fiind neadccvate pentru discutii pana la urmitoarea rundd de
negocieri contractuale i poate oferi proceduri specifice pentru comunicarca unor evenimente

organizationale cheie. Studicrea impactului negocicrilor colective asupra procesului

decizional al organizatici i al climatului comunicarii organizationale sunt in mod particular

7one importante care meritd acotdarea unci atentii ridicate.
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luarea unei hotaréri ar fi egala cu sinuciderea. Existd misuri §i reglementari administrative
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care afecteazd multi oameni, dar care sunt de importantd minord si nu justifica discutii §i
consultari indclungate. in general, atitudinea fara de schimbarea impusa este mult influcntata
atat de cultura, de cducatie, de existenta sau inexistenta unor alternative de schimbare, cét i
de alti factori.

inainte de a decide si impuni o schimbare, conducitorul organizatiei trebuie si se
pregiteascd temeinic. Impunerea schimbirii este oportund numai daca liderul este ferm
convins ci nu existd nici o altd alternativa, daca, de excmplu, nu si-a putut asigura sprijinul
grupului, dar stie ca schimbarea cste inevitabila. Liderul trebuic insi sa faca totdecauna efortul

de a explica de ce a hotdrat sa impuni o schimbarc.

Schimbarea participativa

Oamenii apartindnd unor culturi nationale si organizationale diferite nu au acccasi
atitudine fatd de schimbdrile care le sunt prezentate drept un fapt impfinit si care le sunt
impuse fard nici o disculie sau consultare prealabili. Totugi, tendinta catre utilizarea
schimbarii participative este tot mai pronuntatd in lumca de azi. Oamenii vor si slic ce
schimbari se pregitesc §i sa fic in stare si influenteze accle schimbiri care i privesc. Pe de
alti parte, conducitorii diverselor organizatii sunt tot mai consticnti dc aceastd
cerinfafundamentala i reactioncaza prin adoptarea unei abordari participative a schimbarii.

Un proces de schimbare participativd este mai lent, cere mai mult timp si cste mai
costisitor decdt schimbarea impusid, dar este considerat ca fiind mai durabil. in plus,
schimbarea participativd ajutd conduccrea si beneficieze de experienfa si creativitatea
oamenilor, ceea ce este greu de ficut daci schimbarea este impusi. Existd diverse niveluri s
forme de participare la procesul de schimbare, care depend dec natura si complexitatea
schimbirii, de maturitatea, cocrenta §i motivatia grupului si de relatia dintre conducere si
personatul organizatici.

La primul nivel, conducitorul sau consultantul informeazd personalul vizat despre
necesitatea schimbarii si despre masurile specifice ce sc progitese. La nivelul al doilea, pe
parcursul procesului de schimbare au loc consultdri cu privire la schimbarea respectivi, de

exemplu pentru identificarea nevoii de schimbare si pentru a verifica daci oamenii ar
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Comunicare $i adaptare

B PP

C icarea in schimbarea or

Organizatiile din ziva de azi functioncaza intr-un mediu carc se schimbi permancnt,
capacitatea de adaptarc la schimbrile de mediu a devenit o conditie fundamentala pentru
succesul organizatiei si fntr-un numdr tol mai mare de cazuri, o conditie pentru simpla
supravietuire.

Anvergura schimbirilor din mediu difera de la jard la fard §i de la regiune la regiune, dar
existd gi schimbiri cu un caracter global, care afecteaza societatile din intreaga lume, precum
criza resursclor energetice, poluarea mediului etc. Este tot mai greu sa sc dea raspuns la
accastd problemd, nu numai in tarile care se dezvoltd deosebit de repede, ca Japonia sau
S.U.A., dar si in alte tari. Multi conducitori riman total dezorientati cind 1§i dau seama cd
organizatiile Jor pot fi afectate de forte —economice, sociale sau politice — pe care pana acum
nici nu le-ar fi bigat in seama In procesul de luare a unei decizii.

Organizatiile sunt permanent forfate si se adaptcze la mediul in carc existd gi
functioneazi. Dar mai mult decat atat, intreprinderile, cat §i alte crganizatii, genereaza si ele
schimbiri jn mediul exterior, de excmplu prin realizarea si comercializarea de produse si
tehnologii noi care devin dominante si sunt apoi larg utilizate. Astfel se modificd mediul

tehnologic national si international.

Schimbarea impusd

O mare parte a schimbdrii n cadrul organizafiei estc impusd de citre conducere.
Frecvent, aceasta genereazi nemultumire §i resentimente, mai ales dacd oamenii afectati de
astfel de schimbiri cred cd ar fi trebuit & fie consultafi sau cel putin informati Tn prealabil.
Daci schimbarea cste initiatd de pe o pozitie de fortd, ca poate si dispard odata cu disparitia
sursei de puterc sau absenta unor sanctiuni adecvate.

Nu se poate afirma insd ca orice schimbare impusa este de la sine nepotrivitd. Existd

situatii de wurgentd in care discuLarea44schimbérii este imposibila, iar intdrzierea in
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reactiona negativ la misurile propuse. Se solicita sugestii si critici, iar conducerea poate si-gi
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reconsidere planul de schimbare pe baza acestora. La nivelul al treilea, conducerea urmireste
implicarea activd a personalului in planificarea i implementarca schimbarii, invitand camenii
sa participe la definirca a ceca ce trebuie schimbat si a modalitatii de operare a schimbirii,
precum si la traducerca In fapt a schimbarilor. Accst lucru se realizeaza, in mod normal, prin

intermediuf unor grupe de lucru pe probleme, comitete speciale, sedinte cu personalul cte.

Schimbarea negociatd

in multe situafii, schimbarea necesita ncgocieri. Acestea au loc atunci cand doud sau mai
multe persoane sau grupuri discutd misurile ce urmeaza a (i introduse, beneficiile obtinute si
costurile implicate din punctul de vedere al tuturor celor interesati. Rezultatul poate fi un
compromis atunci cind nici una din pirji nu-l considera drept solufia ideald. Totusi, creste
probabilitatea ca tofi cei implicati sa acorde sprijin i, de aici, probabilitatea de a implementa
acordul la care s-a ajuns.

Conducitorii trcbuie si fie deoscbit de receptivi fatd de ideea unui dialog cu

repr tii per: lului organizagiei, dialog care cste de dorit nu numai In cazurile

previzute in mod expres de lege sau acorduri oficiale, ¢i §i pentru pregatirca altor schimbri
care pot afecta interesele oamenilor din organizafie. in raport cu schimbarea, comunicarea
internd acfioneaza in cateva directii: (1) asigurarea ca angajatii sd intcleagd si sd sprijine
schimbirile ce au loc in organizatie; (2) formarea si influentarca culturii organizationale in
procesul de adaptare la schimbarile cc au loc mediu; (3) influenfarea atitudinii si
comportamentului angajatilor privind calitatea si clientul.

O astfel dc strategie de comunicare poate fi realizatd numai prin intermediul unui proces
managerial de tip participativ. Un management autoritar, care nu incurajeaza feedback-ul si
participarea, care promoveazi relatii relativ rigide intre palicrele i departamentele
organizatiei nu are suficiente resurse pentru schimbarca mentalitatilor salariafilor, schimbari
absolut esentiale pentru construirea unei culturi organizationale calitative. In acest context,
comunicarea devine instrumentul de bazd al reproiectdrii, Pentru aceasta, ea trebuie si
indeplincasca urmitoarcle conditii:

+ si aiba loc fard incetare §i folosind toate suporturile care existd in organizatie.
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Cind sc pune problema reproicctirli, nu poate fi vorba de prea multd comunicare.
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Reproicctarea trebuie anuntati, explicata si introdusd prin comunicare;

« sa fie simpla gi clari. Motivarea i conceptele de bazd legate de reproiectare trebuie
cxprimate pe intelesul tuturor;

« 54 actioneze mai degrabi la nivel emotfional decit la nivel rational;

« s fie dramaticd;

+ s sugercze importanta si urgenta procesului de reproiectare.

In paralel, comunicarea externd trcbuie sa transmita publicurilor finta aceeasi imagine
himba

ozitivd a ii organizatiei ind aspectul pozitiv al schimbarii pentru beneficiari
i 2

(clienti, furnizori, investitori) ca §i importanta ei pentru comunitate, mass media, publicul

larg.

7

Noile tehnologii §i influenta lor asupra ¢ icdrii tn medinl

Mediul de comunicare i transmitere a mesajclor in Invataméntul superior actual este la
o distanja de ani-lumind fatd de zilele austere ale mesajelor trimise prin fax si a ceea ce a
ajuns sa fic numit POTS (serviciu telefonic simplu). Astizi, noi forme de transmitcre a
mesajelor 5i noi metode de folosire ale acestora apar in mod constant. Raspindirea accentuatd
a unor dispozitive portabile complexe oferd pentru studenti, profesori, membri ai
administratiei, noi §i bogate mijloace de a comunica si accesa informatiile din mers. Aparitia
standardului Web 2.0 cu paginile sale Wiki, blogurile si retelelc sociale transforma suportul
oferit de sistemul de mesajc electronice intr-o experienta a comunicarii colaborative si
multimodale. Chiar si simplul telefon de birou este afectat, transformandu-se intr-un periferic
de retea cu scopuri multiple de transmisie a datelor in momentul 1n care tnstitutiilc isi schimba
sistemele de telecomunicatii in medii comunicationale care sa inglobeze un clement vital de
dezvoltare — ingtiintarca rapidd ~ pe misurd ce universitatile si colegiile raspund nevoii de
anuntare i alertare a comunitatilor lor pe timp de crizi.

Peisajul schimbitor, al comunicdrii si transmisiei de mesaje, afecteazd sistemul
economic al comunicaliilor, avand ca rezultat, la o scard mai mare, noi posibilitati de

dezvoltarc §i perspectivele in schimbare a ceea ce institutiile ar trebui sd intreprindd in
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re;ele_sociale v_or avea un impact mic asupra rcducerﬁ)loﬁpo;tci electronice de citre profesm:i
si personal, dar mai mult de jumitate sc asteapta ca mesajele text de tip SMS si retelele sociale s
duci la o scadere a folosirii postei clectronice de catre studenti In urmdtorii trei ani. Doar o tremie
dintre repondenti au considerat ¢ a treia alternativa, una mai putin interactivi, din cele despre

care au fost intrebati — fluxurile RSS — ar putca avea un asemenca efect.

e 1

Statutul infrastructurii §i adusi de serviciile insti de postd par
& mearga mani in mand. Majoritatea repondeniilor au fost de acord sau puternic de acord ca
profesorii, personalul si chiar studentii sunt satisfacuti de serviciile instituionale de postd

clectronicd. Satisfactia cra mai mare atat la institutii, a ciror infrastructura de comunicatii a fost

acum §i peste trei ani, cat gi in

consideratd ca fiind adecvate sd indeplineasci nevoile instit

cadrul institutiilot care s-au caracterizal ca §i initiatoare a noilor tehnologii de comunicatii si
transmitere a mesajelor. Se pare ci astfel, o parte a atentiei acordate ,tinerii pasului” cu
standardele impuse de furnizotii de servicii de e-mail non-institutionali a dat roade. Mai alcs,
studentii au parut a fi mai sensibili Ja actualitatea mediilor de mesagerie electronica si de
comunicatii.

T mod interesant, mediile de posta electronica a repondentilor nu sunt in general constrénse
de multe reguli. Mai putin de jumatate dintre institutii au elaborat politici de conduita electronici
scrise (e-discovery), iar mai putin de jumalate au politici de management electronic (e-records) si
inregistrare a mesajelor transmise de profesori sau personal prin pogta electronica. Doar un sfert
au atdt politici de e-discovery cdt si de e-records - politici de conduita cat si politici de
management al mesajelor - implementate. Acolo unde politicile e-record de lnregistrare a
mesajelor sunt aplicate pentru posta electronicd a profesorilor i personalului, mai puin de
jumatate dintre repondenti a raspuns ci aplicarea acestora estc consistentd. Politicile de
management al Tnregistrarilor (e-records) pentru posta electronica a studentilor sunt i mai rare,
doar un sfert dintre institutiile repondente avand aga ceva implementat. Aplicarca acestora este
mai buni in acest caz, mai mult de doud treimi dintre repondenti afirmand ca este intrucdtva mai
consistenta sau foarte consistentd. In timp va deveni probabil mai clar care este responsabilitatea
institutiilor in acest domeniu; noi sperim doar ca pretul acestei lectii sa nu fie prea scump.

in viitorul apropiat, telefonul fix este foarte probabil si ajungd o unealta de comunicare de

birou cu caracter ubicuu, astfel, doud treimi dintre repondenti fiind de acord sau putemic de
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privinta capacititii lor de comunicatie. Tot mai multi lideri institutionali isi pun intrebarea:
Cind este adecvatd externalizarea serviciilor de e-mail? Care servicii ar trebui adaptate pentru
accesul de pe dispozitive mobile? Ce combinatie de notificarc rapida ajunge la comunitate gi
campus ccl mai efectiv? In mod asemanator, mediul IT este obscrvat ¢a se implica in
rezolvarea implicatiilor tehnice, financiare si sociale a rispunsurilor la aceste intrebiri.
Comunicatiile sunt critice Tn aproape orice domeniu, desigur nici invataméantul supcrior
nu face cxceptie. Pentru o mai bund injelegere a modului Tn care institutiile comunicd
clectronic §i perceptia satisfactiei eforturilor depuse de aceste, examindm in continuare citeva
caracteristici ale institutiilor participante la sondaj: comunicatiile oficiale, infrastructura care
le sustine, constiina transmitdtorilor asupra preferintelor tchnologice a utilizatorilor acesteia.
Un studiu realizat de EDUCAUSE (2008) aduce informatii interesante despre utilizarea
tehnologiilor informatiei §i comunicatiilor (ICT) in mediul universitar. Astfel, descrie
obscrvarea unei tendinte divergente tot mai accentuate in practicile de comunicare electronica
a institutiilor repondentilor, pe masurd ce mediul profesorilor si membrilor administrativi
evolueaza intr-o directie diferitd de cea a mediului studentilor. Cele mai clare exemple sunt

cregterea explozivi a externalizarii postei electronice a studentilor, cu rapoarte carc arald cd

aproximativ. 2 din 10 repondenti folosesc in acest scop serviciile unor institutii
comerciale(vezi Tabelul 1). Situatia era foarte diferitd in cazul sistemului principal de posta
electronica folosit de profesori si membri ai administratiei, unde doar 2,3% au raportat
folosirea unor servicii comerciale. Confidentialitatea comunicatiilor corpului profesoral si a
membrilor din administratie cra o preocupare a institutiilor care altfel, ar fi putut lua in
considerare cxternalizarea scrviciilor de e-mail pentru acegti utilizatori, aceasta fiind insi o
problemi la nivel de control, securitate §i suport. in privinta studentilor, putine institutii au
pirut a i preocupatc de aceste probleme. Preponerent, repondentii au prevazut putine
schimbiri posibile si aibd loc Tn urmdtorii trei ani in importanta sistemului de postd
electronicd oferit de institugie pentru profesori si personal dar a prezis ca importanta acestuia
pentru studenti va scadea intrucatva, cel mai probabil, deoarece multi repondenti anticipeaza
externalizarea acestor sisteme In acest interval de timp.

Alld diferenta este adoptarca upor tehnologii aliernative de comunicare. Un numér

semnificativ. de repondenti a rdspuns ci mesajele text, fluxurile RSS, si canalele de
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sustenabile din punct de vedere financiar pe parcursul urmatorilor trei ani. Jumitate au afirmat ¢
nevoia de linii telcfonice fixe pentru profesori si personal nu se va schimba Tn acest interval de
timp, iar o gesime au afitmat ci aceasta va creste.

Dar modul in care este conectat telefonul de birou la refeaua de comunicatii cste foarte
probabil s3 se schimbe pe misuri ce tot mai multe institutii inlocuiesc centralele telefonice bazate
pe cablu i sistemele PBX cu sisteme VolP, o alternativil bazati pe tetele de datc. Aproape trei
sferturi dintre repondenti anticipeazii c& importanta pe care VoIP o va avea pentru profesori §i
personal va creste sau va creste considerabil in urmdtocii trei ani (vezi figura 2). in general,
aproximativ a sasea parte din repondenti, au adoptat complet sistemul VoIP, far o treime sunt in
tranzitic spre acesta. Doar o institutic din 10 nu a raportat nici un plan de adoptare a acestei
tehnologii pentru profesori si personal.

Dispozitivele mobile sunt aproape la dispozitia tuturor acum, iar raspunsurile primite in
sondaj evidentiaza rolul lor tot mai important In invatamantul superior. Opt din 10 repondenti au
spus c@ aniticipeazi o crestere sau o crestere mare in necesitatea sustinerii financiare institutionale
a serviciilor mobile de comunicarc a corpului profesoral pe parcursul urmdtorilor teei ani, iar
aproape doud (reimi dintre acestia a fost de acord ¢i dispozitivele mobile ca si capacitate de
conectare la refele de date precum dispozitive Blackberry, iPhone si Treo vor fi unelte esentiale
pentru profesionistii din invatdmantul superior in urmétorii trei ani. Trei sferturi dintre repondenti
au fost de acord pand la un anumit nivel ca raspandivea gencrala a acestora va face institutiile si
cfectueze schimbirti majore asupra serviciilor online in aceastd perioadi de timp.

Dar in ciuda recunoagterii generale a impactujui cresterii gradului de folosire a
dispozitivetor mobile, cercetarile noastre au evidentiat o tulburitoare lipsi dc pregitire a
fnvatimantului superior in modul de abordare al cresterii cererii de servicii mobile prin mai multe
metode. Tn primul rind, in timp ce este universal acceptat ¢ institutia, si departamentul IT in mod
deosebit, vor furniza servicii telefonice fixe profesotilor $i presonalului, doar jumatate dintre
institutii au un proces de furnizare a unor servicii mobile de comunicatie in curs de derulare catee
membrii lor, majoritatea prin subventionarea sau plata integrald a acestor servicii. Chiar i printre
institutiile care fac asta, un numar relativ mic de cadre si personal sunt inclusi in acoperirea
acestor servicii: Doar aproximativ o institufie din zece a raportat astfel de actiuni pentru mai
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mult de 10% dintre profesori sau mai mult de 25% din personalul administrativ. Sustinerea dc

Imbunatétirea Managementului Universitar q} kot i s

catre institutie a comunicatiilor mobile pentru studenti este efectuatd intr-un med diferit. Pentru
acesti utilizatori, in cadrul a unei treimi dintre institutiile repondente, sustinerea vine sub forma
unor acorduri cu furnizorii de servicii mobile de a oferi acces la serviciile acestora la un pre mai
redus si la dispozitive cu un pref mai mic.

in al doilea rand, in pofida popularititii mesageriei tip text printre studentii invAfamantului
superior, cel pufin pentru conversatii obisnuite, institutiile au fost mai lente in furnizarea unor
servicii de mesaje rapide pentru alte comunicaii oficiale decat cele de urgentd. Dintre institutiile
repondente, doar una din 7 a raportat folosirea mesajclor text ca metoda de comunicare cu
studentii; un numér mai mic le folosesc pentru a comunica cu corpul profesoral sau cu personalul
administrativ. Mai binc de doud treimi afivma ¢i nu si-au adaptat in nici un fel serviciile online
existente pentru transmilerea de informatii prin intermediul mesajelor de tip text (SMS). Restul
institutiilor gi le-au adoptat doar intr-o mica masura.

Cercetarea prezentati evidenfiazii nevoia de a recunoste si intelege ncvoile diferite ale
membrilor personalului administrativ, a corpului profesoral, al departamentului [T si al
studentilor, iar pentru a rimane atractive posibililor studenti, institufiile trebuic sa creeze un mediu
de comunicatii i transfer dc mesaje care sd includa acele aspecte ale standardului Web 2.0
precum i s furnizeze o infrastructurd robustd de comunicatii mobile si servicii care sd cuprinda
dependenta in crestere a studentilor de dispozitivele lor mobile. Orice inifiativa va trebui sa
cuptinda multe dintre modelele traditionale de comunicare a corpului profesoral si a personalului,

necesitdnd o echilibrare intre nou i vechi — cel putin pe termen scurt.
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1.

CTURE:

Brief presentation:

The best books and courses, with special design and based on the latest
technologies, even if absolutely nccessary, are hardly enough to ensure cducational
success of the academic program. For success, you need to use the most effective
techniques for motivating and involving both students and teachers and to ensure
effective functioning of the institution where they work - the university. This tequires,
among other things, the practical application of the concepts and techniques of
communication.

The course aims to present and review the lerms, concepts, theories and basic
techniques of communication as they apply to the educational environment, aiming to
provide participants with both a deeper understanding of the phenomenon as a whole,
and a useful toolbox, whose effectiveness has has been demonstrated in the case
studies raised. Thus, the course aims to give participants a solid basis for identifying
existing communication problems in higher education institutions in Romania, and to
generate possible solutions, supported by theory and by analyzing models and

examples of good practice.

. Targeted group:

The course is addressed to decision makers in higher education institutions and
to all those involved in academic institutional communication (heads of departments
and services, ctc.) interested in the applied nature of the institutional communication

(methodology, design processes specific, etc.)..
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3. Course objectives:

1. To provide a deeper understanding of the phenomenon of communication as a
whole;

2. To review concepts, theorics, strategies, and basic techniques of institutional
communication with emphasis on the educational environment;

3. To discuss best practice models and case studics specific to the ficld;

4. To give participants a solid basis for identifying and analyzing communication
problems existing in higher cducation institutions to which they belong;

5. To provide participants with a set of effective tools to gencrate possible

solutions to communication problems faced by the institutions they belong to.

4. Structure and duration of subjects/themes:
1. Communication - conceptual framework and key elements (1.5 h)

Internal communication, formal / informal (4 h)

(RN

Communication in decision making in higher education {5 h)
Communication in organizational change (3.25 h)
New technologics and their influence on communication (3.25 h)

Partial assessment of lcarners and course module (3 hours)

R Y

Final evaluation of students and course module (2 hours)

5. Methodology and technology support:
Teaching Merhods: Exposure, debate, brainstorming, individual presentations and
group analysis of cases / models of good practice;

Technology Support: PC + projector, Intcrnet, emait, e-platform.

6. Evaluation:
Learner Assessment: Assessment of individual and group tests conducted, the
construction and presentation of case studies;

Course Evaluation: Applying evaluation questionnaite.
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Communication — conceptual framework and basic elements

The course aims to review notions, concepts, theorics, strategies, and basic techniques of
communication as they apply to the educational environment, aiming to provide participants
with both a deeper understanding of the phenomenon as a whole, and a useful toolbox, whosc

effectiveness has been demonstrated in casc studies prepared for debate.

What is communication?

Btymology of the word "communication” is rooted in Latin - "communis" meaning "to
agree", "to be in connection with" or "being in rclztionship." In antiquity the term was used in
the sense of "to pass the other," also something for sharing with others.

Even if the term communication comes from Latin, the Greeks were the first to be
concerned about communication. Aeschylus, in the opera "Agamemnon”, in 1184 BC,
describes how the Greeks were sending fire signals from Argos by Troy (CICA cities located
600 km away) to announce their victorics in battle. Also, the Greeks were the ones that
transformed communication in art: the art and science of public discourse, in a word, rhetoric.
The first elements of communication theory were developed by Corax of Syracuse in "The Art
of Rhetoric". It scems to have happened in the sixth century BC when Syracuse citizens
overthrew the tyrannical leadership and cstablished tules of democratic coexistence. Plato, in
the "Defense of Socrates”, shows how the inhabitants of Ancient Greece had laws stipulating
their right to represent themselves in courts. In 100 BC the Romans developed the first model
of a communication system. What is communication nowadays? The Explanatory Dictionary
of the Romanian Language dcfines communication as follows: “"Communications,
communication, vb. I. [. Transit. Make smth./smbd. Known, 1o let know, to inform, instruct,
to say. ® (About people, social communities, etc.). To be put in relation, in contact with ..., to
talk with ... 2. lntranz. Being related to ..., to lead to ... " '

The Encyclopedic Dictionary defines communication as: "Communication n.f. 1.

Notice, news, (Law) notify the parties in a procedural process (action, defense, above) to

! Dictionarul explicativ al limbii romdne, Academia Romén, [nstitutul de Lingvistica ,lorgu lordan”, Editura
Univers Enciclopedic, 1996, p. 205 6

Te
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exercise the rights and obligations arising for them from these acts, within normal limits

flowing from the communication. 2. Presentation in a circle of specialists, of a scientific
paper. 3 - (SOCIOL) fundamental psycho-social interaction of people made through the
articulated language or other codes, for transmission of information to achicve stability or

changes in behavior of individuals or groups.”?

Concept of communication — definition and evolution
In 1934, Karl Bithler, in Die Sprachtheorie proposes the first outline of the structure of the
communication process, Buhler borrowed the term from Plato’s Organon, where he used it to

describe language.

things

3

1
arga § num

one the other

Figurc 1 Organon model of l:mguag(:3

Kuhler explains the scheme: "on the first two dotted lines Ore produces a sound (the
message) that affccts the other. The sound is, this way, both effective and efficient. For the
third line there could be various explanations. The easiest way would be 1o see it as a complex
relationship with sound, to the perception of which it can be reacted in one way or another.”*

In 1948, Harold Dwight Lasswell, consideted the American political scientist and
founder of the discipline of communication, launched the famous statement that defines the
first model of a process of communication: Who? Says what? Through what channel? To

‘Whom? For what purpose?

2 Dicjionar Enciclopedic vol I A-C., Editura Enciclopedica, Bucuresti, 1993, p. 432
Karl Bubler, Die Sprachtheorte, UTB, Stutigart, p31
* Ibidem 7

Isveste i

OAMENI

authors proposc 126 definitions about communication, collected over time, belonging to
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different authors in different fields. These are some of them:

Charles Morris: “sharing, transmission of properties to a number of things; any
cnvironment which scrves the process of sharing is a means of communication: air, road,
telephone, language.”

Warcn Weaver - mathematician: Communication is the "wholc process by which one
mind may affect another.”

Louis Forsdale - researcher in communication "Communication is the process by
which a system is established, maintained and changed through common (shared) signals
acting according to rules.”

Jose Aranguren - professor: "Communication is the transmission of information to
which an answer is cxpected.”

"Generally, we are speaking of communication whencver a system, respectively one
source, is affecting another system, in this case a recciver, by means of altcrnative signals that
can be transmitted through the channel that connects them.” o

Elements, features and principles of communication

The constituent elements of communication are the following:

Sender - the source of the message, he sclects and converts / encodes the information
signal to be transmitted to the receiver;

Channel - the way that message is transmitted;

Code — a system of rules, signs and symbols specific to members of a particular culture;

Lnvironment — the means of transmission through the specific message channel;

Noise ~ disturbance oceurring during the transmission of the signal (from encoding to
decoding). Noise limits the amount of information that can be transmitted in a given situation
may alter the original meaning of the message that, ultimately, lead to errots of perception and
decoding at the receiver;

Receiver — recipient of the message;

© Charles E. Osgood , A vocabulary for Taiking about Communication, Urbana: University of Illinois Press,
1960} p. 307 9
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Starting from this statement, in 1949 t icians Claude Elwood Shannon and

Warren Weaver published in The Mathematical Theory of Communication the graphic and
lincar model of communication. "The word communication has a very broad sensc as it
includes all the processes by which one mind may affect another. This includes not only
written and spoken language but also music, visual arts, theater, ballet and, in fact, all human
behavior.™

Shannon and Weaver define the communication process as the transmission of
information. This transmission can be achieved or not, depending on the transmitter and
receiver. The source uses an emitter to send a signal (information) to the recipient, who gets it
through a recciver. Information transmi'ted by the source is not necessarily what the recipient
will perceive, since other factors independent to the source (the channel of communication,
means of communication, knowledge of the code by the receiver, noisc) are taking part in the
communication process.

In 1960, Roman Jakobson, vsing Karl Buhler scheme, wants to improve the process of
communication by adding three othet components: code, channcl, and referent (the object of
communication).

Communication relationship is explained as follows: the transmitter sends a message
in a receiver code, which must, in turn, decode the message. The code in which the message is
transmitted must be known to both so the latter can be understood (decoded). Both partners
have specific purposes in the communication process: Sender s designed to encode and
transmit and the receiver has to receive and decode.

In 1976 Frank E.X. Dance and Carl E. Larson, two American researchers in
communication, published in New York The Functions of human communication: a
theoretical approach. In the introduction chapter, the two talk about the need to theorize, to
define the fundamental form of human concern. Since 1970 Frank E.X. Dance distinguished
threc critical points in the definition of communication: the degree of observation (reception),
intentionality and regulatory decision (for successful behavior or value). 1n The Functions of

human communication: a theoretical approach redefines these concepts, and later Carl E.

Larson comes to support their practical applicability. In the last chapter of the book, the two

* Claude Filwood Shannon, Warren Weaver, The ical Theory of i University of Illinois
8

Press, Chicago, 1949, p.95
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channel.

Connotation and denotation also have an important role in communication. If the the
participants to the process do not perceive the information in the same way or they have
different opinions about a topic, the purpose of communication can not be tcached or is not
the expected one. Conotation defines the evaluative and value aspects of words. Denotation is
the significance that the members of a community/culture (who speak the same language),
give to words.

The literature identifies several features of Communication:

- Communication is meant to put people in touch with each other, in the environment
they evolve;

- The communication process, the content of the message transmission pursue certain
goals and certain meanings;

- Any process of c ication has a triple di ion: externalized communication

(verbal and nonverbal actions observable by interlocutors) metacommunication (which means
communication beyond words) and intracommunication (the communication of cach
individual with its internal forum, self-communication)

- Any process of communication takes place in a context, this means that it takes place
in a certain psychological, social, cultural, physical or temporal space, with which it is in a
closc interdependent relationship;

- the communication process is dynamic, because any communication, once initiated,
has a particular evolution, it changes according to the environment and also changes the
people involved;

- the communication process is irreversible, meaning that once a message is emitted, it
can no longer be turned "off" from its "way" to the recipient.

- In crisis, the communication process is faster and has a greater scope of coverage;
Some of the latest communication principles wete formulated by representatives from the
Palo Alto School:

» Communication is inevitable.

« Communication develops in the content and in the relationship.
10
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» Communication is a continuous process and can not be addressed in terms of cause-
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effect or stimulus-response.
- Communication is bascd on a circulation of digital and analog type information
« Communication is an irreversible process.
» Communication involves power relationships between participants.

+ Communication involves the need for accommodation and adjustment of behaviors.

Barriers of communication

Leonard Saules, from the Grand School of Business, Columbia University, believes that
during the communication process can occur the following barriers (apud Tran, 2005)
Language barriers:

- The same words have different meanings for different pcople;

- Who speaks and who listens can be distinguished as training and experience;

- Emotional state of the receiver can distort what he hears;

- Preconceived ideas and routincs aftect receptivity;

- Difficulty of expression;

- Use of words or phrases confusing.

Environmental barriers:

- Inadequate employment climate (high noisc);

- Improper use of information support;

- Employment climate may cause employccs to hide their true thoughts because they arc
afraid to say what they think.

Position transmitter and receiver in communication can also be a barrier because:

- An image that has the transmitter or rcceiver and the speaker himself;

- Characterization by different transmitter and receiver of the situation in which
communication occurs;

- Feelings and intentions of the interlocutors involved in communication.
Conceptual barriers:

- Existence assumptions;

- Expressing the awkwardness of the message by the issucr;

I
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Internal Communication

Communication within an institution or, more simply, internal communication is &
process that involves crealing and exchanging messages within a system of interdependent
relationships. Thus, the emphasis is on the transfer of messages, of information developed
within the structure of an organization (Tran, 2005). This cxchange is either vertically
(upward and downward) or horizontally (made between cmployecs who are on the same
hierarchical level).

Along with this information exchange achicved through formal communication
channels, i.c. institutional preset channels (reports, notcs, presentations, meetings, etc.), in any
institution there is informal communicaiion. It is that traffic information without direct or
immediate utility. Moreover, it is known that in any structure a large amount of information is

conveyed unrelated to specilic activities (Tran, 2005).

Formal Communication

Communication is formal when messages are sent on preset channels, When the
information flowing through channels that do not fall within the sphere of relations of
subordination, it is informal communication. Top-down communication is initiated by
managers (who often are not concerned with training and technical aspects of communication
and how to move information) and is dirccted at subordinate levels. 1t is usually used for
transmission of provisions and guidelines to explain the regulations and practices of
organizations, and for delineation of responsibilitics to employees.

Effective communication in formal organizations takes place {rom top to bottom and
aims to motivate employees and put them in touch regularly with the political aims and the
strategy chosen by the organization, The idea of periodicity is of utmost importance so it
ensurcs a certain permanence and fluidity of communication. Unfortunately, in organizations

in transition, there arc gaps in the top-down cc ication, because the ication flux

goes with priority only to some employces (who have responsibilities that are seen as

prioritary or, conversely, have a certain level of incompetence). Moreover, communication

3

| & -

&

NI

- Lack of attention in receiving message;
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- Hasty conclusions on the message;

- Lack of interest of the recciver before the message;

- Routine in the communication process.

Although it takes different forms, being real problems in the communication process,
barriers are unavoidable, there are several aspects to be considered for their removai:

- Communication planning;

- Determining the precise purpose of each communication;

- Choice of timing for performing communication;

- Prior to the clarification of ideas;

- Appropriate usc of language.

In these conditions proper adjustments are necessary to the communication proces. The
core of these adjustments is the feedback, enabling the receiver {eg, student or teacher) to
issuc adapted responses and the transmitter (eg, rector, dean or spokesperson) to register. The
communicator's ability to respond adequately. Thercfore, feed-back is crucial to effective
communication.

The feed-back functions are the following (Abric, 2002) :

a) understanding control function, the smooth reception of the message;

b) the function of adjusting the message to the characteristics of actors, the dilficulties or
other cvents requiting a change in substance or form;

¢) social control function of the flexibility of roles and functions undertaken by different
actors, able to facilitate understanding of other's point of view;

d) socio-emotional function: feed-back satisfaction increase sceurity and satisfaction of

actors,

— v {mbunatatirea Managementului Universitar q} e e
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oceurs only when_lhe managet believes that he/she_has_to send orders and directives to
subordinates, without worrying about informing them of the decisions taken by the
management about the activities, policies and strategics of the organization.

Normally, especially if we are dealing with a changing organization (incvitable given
the competitive context), formal communication from top to bottom should be mainly used to
influence opinions, change attitudes, according to the organization's new policy to reduce the
fear and reluctance caused by lack of information or disinformation, and to prepare employees
for changes in the organization.

Communication from top to bottom should be used with caution because the danger
presented by the detachment of the organization managers from the reality, due to the lack of

feedback. Thercfore, top-down cc ication must be compl d by bottom-up

communication, whete the employees are emitters and the managers are receivers, Employees
communicate in this way their fecdback and the way they understood the top to bottom
communication, which is intended to defuse tensions. In this regard, the receiver (the
manager) must weigh very carefully the information received in this way, because the natural
tendency of subordinates is to strongly filter the message content o appear in a light most
favorable to the bosses. In addition, in the worst cases, dcliberate misinformation
phenomenon may occur. To counteract these possible effects, managers must promote a
steady flow of communication to foster the creation of a flexible organizational culture
centered on the perception of personal value, so the employees can adhere to the
organization's values and norms.

Formal channels of communication are deliberately created by establishing a formal
system of responsibility which respects the hierarchical structure of the organization. They are
designed and managed to allow transfer of information among levels (vertical) and
departments (horizontal). As is apparent, formal communication directions faithfully comply
with established relationships in the organization, communication is generally taking place in
three main directions: top down, bottom up, horizontal. This is the ideal situation of

communication,

Most often, when organizations in the process of change, horizontal communication

_/
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15 emirel;lacking or is very slow and incﬁciem. Also, horizontal communication is carried
exclusively through informal channels, which inevitably leads to lower accuracy of the
information. This is largely due to the fact that, on the one hand, we nced not be aware of the
continuous movement of information between departments, vital for survival in a competitive
organization, and secondly the fact that this type of company organization charts there arc no
jobs for specialists in communication.

Another level of communication is the formal horizontal communication, which is
carried out either between managers who are on similar positions within the organization or
between other persons within various departments. In general, this type of communication is
to achieve coordination of activities between departments, cspecially if they are
interdependent. Regarding horizontal communication (if it really exists and it isn’t only
simulated), the idea of forwarding up the conclusions reached following discussions with the
heads of depattments is consistently overlooked. In addition, communication between
departments is wsually mediated (formally), almost exclusively by managers. These are
mistakes that come from ignoring the fact that employees are actually carriers of values
outside the organization.

Failure of formal communication not only results in poor coordination of internal
activities and global inefficicncy, but also creates a negative image outside the organization.
This is because the employees are wrongly or insufficiently informed about the goals, policies

and values that the organization wishes to promote outside.

Informal Communication

Informal communication includes two main components: the communication that takes
place through informal channels created spontaneously and communication that managers
made outside the context of the required organizational structure. Informal communication
channels appear spontaneously, they are constantly modified and operate in all directions.
They have the advantage that are fast, selective and have great power to influence. Their role
is 1o supplement the formal channels. The structure of informal channels is used more as the
formal one is ineffective, inadequate or lacking credibility.

ormal communication does not meet all requirements of the organization. The gap
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initiative and autonomy. Promoting informal communication reduces the risks of labor
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disputes, which are caused by cxcessive formalism.
For better functioning of the organization, formal and informal communication should exist
complementary. Encouraged informal communication may turn into a source of innovation
for formal communication, an advantage in times of restructuring the organization.
Furthermore, an exclusive promotion will generate formal communication disorder,
disorganization, inability formulating Jong-term goals. In conclusion, we need to create very
flexible forms of communication, to allow an adequate information flow forth and back.
Informal communication offers a double advantage: first it has a utility value to the
organization, helping to streamlinc contact between employees and on the other hand has a
therapeutic role. Less detailing, such informal contacts are those that cnsure the most cfficient
way relationship between employees of the same department or between different
departments. lnformal communication in this case runs paralle] to some cross-channel
communication, but departing for complex circuits and formal communication slow. The
employce will find the information they nced know where that onc can find, without resorting
to formal networks to reach the right speaker, which is not always the same as set by plan,
Enable informal communication so while exploiting opportunitics for effective
communication that may occur and avoid risks rclated to incompatibility between the

organization and the facts of the organization.

r— v imbunatatirea Managementalui Universitar #} o oIS

created betw_eenma formal system rcquiremcnts_of the otganization and the whole sys\: is
completmented by the informal communication system. This is composed of a large number of
messages, fragments of information, opinions and cxpressions of employee sentiments, it
takes place on channels driven by daily needs, which do not correspond with those of formal
communication. It is almost impossible to categorize all types of messages or information
channels through which they run within the organization.

Without informal communication, the tasks could not be carricd out, and an
organization, with economic, social, technological, psychological requirements could not
function properly. l.eon Festinger (Communicating Organization, 2008), after making a
number of studies on communication, found three sources of tension generating informal
communication between the groups:

1. to feel belonging to a group, employees must communicate their views, attitudes, as
important information circulated informally throughout the organization and between groups,
subgroups.

2. employees express their hopes and ambitions about their nceds for achievement,
affiliation, power,

3. employces to express feclings of joy, hostility, anger, etc.

Another source that could be added here is linked to the rigid bureaucratic structure: the
need to bypass the official channels for morc rapid exchange of information.
Informal communication operates through spontaneously created communication channcls,
that are uncontrolied and that cxist at all levels. They operate in addition to the official/formal
ones, even go in parallel, especially when official information is poor orthe formal channel is
not effective. Information circulating on informal channels have the potential for
transformation in rumor or gossip, something that is not desirable. Because these channels can
not be banned or removed, it is necessary that the official channesl function effectively and
that the continuous flow of official information counteracts the effect of inaccurate
information on informal channels. Informal communication channels have a very active role,
especially in redesigning the organization and the manager needs to know that in order to
counter rumors that harm business and the image of the organization.

Informal communication is associated with managerial policy which supports the
16
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Communication in the decision making process in higher education

Decision

Preparation, decision making and implementation is a complex process in which
communication is vatiable although less obvious, is a key element. In this chapter follows that
to study the role of communication in decision making.

Complexity management organization and functions of each part requires more detail
and analysis of corrclations between them, Often, the decision is equivatent (confused) with
the whole management process. The trend is not accidental, it derived from the quality
decision to be crucial moment, the key point of management.

If we understand the decision taken by a solution {individual, group, organization) to
solve a problem when the whole direction can be ordered in three phases:

a) pre-decision:

- Formulating the problem;

- Formulation (forecast) possible developments and possible alternatives;

- Analysis and evaluation of alternatives and their hierarchy;

b) the decision stage:

- Adoption of one of their alternatives, considered the optimal solution (decision itself);

¢) the post-decision:

- Implement the decision (organization applying the solution adopted);

- Evaluating the solution in terms of results (control).

At some level, decision-making involves choosing a course of action you want from a
range of possible action alternatives. However, effective decisions invelves more than simply
choosing a deciston "right"” by eliminating the bad. More so becausc decision making is a way
of achieving a goal, and administrative cfficiency will ofien be assessed both in rclation to
results and the methods used to achieve those results, the administrator must be concerned
both with the quality of results as quality and process involved in obtaining them. Drucker has

18
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commented on the decision function of eminent managers. “The teaching of leadership are
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many things in addition to decision making, but only professionals driving their decisions. Is
therefore the main managerial skills for effective decision making “(1974, p. 465).

Leadership cffectiveness is based on the results of correlation structurc and optimal
management functions. I'rom many perspectives from which leadership can be viewed and its
functions, the most useful is precisely the perspective of efficiency, under which are ranked
critical management activities:

» knowledge of driving, all of which are subject to resolving problems through
diagnosis;

« Detecting cvolutionary trends of its development organization and construction project
10 address new problems faced by construction forecasting and foresight;

« crucial time for decision formulating and solving a problem ot to life throughout the

organization;

« organizing the impl ion of the decision, first by planning and ensurc
cooperation within the organization and between organizations;

« motivating staff organization to achieve its efficicnt action;

« control the function of leadership, which are measured results are compared with the
costs and determine appropriatc remedies for the new business cycle effects influencing the
control of new diagnostic so a key issue is the organizational structure of authority relations,
power, responsibility and accountability. Authority, the organizational perspective, means the
right to make decisions a manager and subordinates to obey their request to achicve
organizational goals.

Reverse formal functional authority is legitimate, meaning that the mcasure (variable) a
person (a group of people) agrees to be led and influcnced by decisions taken outside the
behavior was (by the driver by onc invested with authority).

Direct authority is specified persons in various leadership positions, giving orders and
dispositicns of their dircct subordinates, it is carried downward from the top downward.
Ancillary authority, suggestively called the Anglo-Saxon area, "staff of authority” means the
Authority staff, the tecam of experts responsible for support and advice given driver (team
leaders) during the preparation of decisions in  organizations Modern is also larger and more
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control. Both centralization and decentralization and their advantages and disadvantages.
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Range of decisions that take placc in an academic institution range from trivial to the
critical decisions (from choosing a brand of coffee 10 be used in room teacher to develop a
strategy for reducing academic posts as part of cost reductions) and the decision routine
decisions without knowing the exact result (of timing for a half hours to provide the
consequences of possible legislative action and how they affcct the academic campus).

Decision-making is a ubiquitous character in academia, must copc with students,
teachers and academic administration in constant action. Three types of decisions can be
distinguished. (1) decisions to solve problems involving the intention of correcting specific
difficulties, (2) decision opportunity, intent involving selection of the best ways of fast action,
and (3) project management decisions where decisions seem to be a unilateral phenomenon in
which a single individual and a group decides to choose a mode of action, the stage of
gathering data in decision-making process often involving interaction with others, In some

specific points of decision-making role of communication is particularly obvious.

Authority and influence in organizations

Unlike legitimate authority together, a leading power is the ability to control and
influcnce the behavior of others without their consent. Power can thus render the consent
subordinates, imposing itself through various coercive means, using strict rewards and
sanctions. In this casc, the conscquences can be negative, organizational effectiveness is
decreasing, and subordinates may develop compensatory strategies and techniques
autoprotejare and "sabotaging” the driver. This power if used in cxcess, but therc are
democratic organizations and relations of power and influence, even if not so obvious.
Based on these assumptions, an important concept is the strategy - purely operational concept,
not necessarily designate a deliberatc plan, but regular, frequent behaviors identified by the
observer), personal (individual target which aims to achicve the strategy) Personal path (the
result of those behaviors identified in the strategies). Finally, "powet”, the central concept of
this approach, not reducible to vertical relationships, but rooted in the ability of actors to spot
and exploit existing sources of uncertainty. So power is not an attribute but an unbalanced

relationship that involves sharing and negotiation. Organizational actors engage not

21

—

bstes i

OAMENI

intensive staff used "ancillary" to the supportive role of "core staff" leadership.
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If the dircct authority is basically unlimited, the Auxiliary is limited to one domain.
Different coverage arcas and the difference in exercise intensity resulted in so-called conflict
between the basic and auxiliary staff. Sources of conflict arc magnificd by the authority of
two different foundation staff. Direct authority is legitimated by position held, while ancillary

authority is based on the professional competence of speciali

Often conflict is amplificd by differences in age and generation training, or strength of
conservatism some imaginative nove! of others. Conflict relations risks can be overcome, the
greatest degree of organization of communication between people, the existence of a two-way
flow of communication consistent and professional, to achieve a functional balance between
the decisions (orders) and advice (advice) on the assumption of by cach category of
responsibility devolving upon.

Functional authority is authority conferred on a person or a department in a given stage
of implementation of activitics, it is timited to a certain time and at a specific target and is
given only to those who have the capacity to conduct surveys of expertise to improve
organizational cffectivencss.

Functional authority is a special case of delegation of authority (by one person and only
one phase of the process). In general, delegation of authority refers to the process by which a
manager distributes tasks to subordinates working together with the authority necessary to
achicve them. Although any formal organization, delegation of authority is inevitable, both
leaders and lead manifest different reasons, resistance to the delegation, that delegation of
authority to accept.

Responsibility refers to the debt or obligation of any member of an organization to
perform the fasks or activities have been assigned. Responsibility of serving as an individual
duty to himself to make the best conditions tasks incumbent and, thus, is a prerequisite for
effective realization of organizational objectives.

Delegating power and authority within the organization involving centralization and
decentralization and their problem. In practice, it is considered the decision and control
processes. It is generally considered a decentralized organization is important when the

number of decisions taken at higher levels is  based on these levels is a low exercisc
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strengthen such a relationship in order to display it forces to achieve goals. Flowcharts and
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regulations are, in this regard, instruments that seck to limit freedom of game players in this
sphere of influence.

Aline Fortin, based on the concept of "influence” (an agent of social change through the
system concept, affective reactions and social behavior of another agent) defines power as the
maximum influence thal an agent can have on another agent in a given field. From this and
adjusting that classification will result in a breakdown of sources and types of power:

- Expert power - can be based on proven success in some areas, or on a certain
reputation (hence, formally or informally influential people in an organization usually have
the reputation of "know how to solve" the difficult problems training);

« the power of information - information may become a source of strength for other
people who control access to this information (this is one of the reasons why some leaders to
resist computerization for technological modernization and “liberalization” would deprive
them of a communicational source of power)

« based on power relations - is based on the fact that the person is placcd or influential
people I know can provide help, is a type of influcnza commonly used in modern society and
especially in type Balkan societies, because in this way can make personal influence strategics
in a less obvious than in other forms of influence;

« reward power - given to the person who has the means to reward, in an organization, it
usually belongs to the formal leaders at all levels;

« the power of cocrcion - held by people who have the means of punishment (usually the
same and the rewards availablc);

+ Reference power - is tesulting in positive feelings they have not dominated to
dominating, is based on identification or social comparison and is associated with groups
exert influence on their members

« legitimate power - the power conferred on a person under post it holds,
The relationship between the quantity of information and complexity of decision making and
information and personality variables play a role in specifying the details of function.
Decisions under a high load of information tends to become a stereotype, characterized by
reduction of information scarch, the selective use of information and increasing based on
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the stimulus side. (Svedfeld, 1978, King and Fuedler Stenfort 1978, p.209).
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Cohen and March comment on this issue and argue that selection processes in an
academic institution can casily become overloaded and the organizations where this happens
usually have weak information base (1974, p.207). An analysis of episodic Communication
Channels Organization (ECCO) (a technique for tracing the course of a message in an
organization) has examincd the communication patterns of 2 major university and confirmed
the situation and concluded that the availability of a wide range of sources of internal
communication external and academic teachers and lead to an extremely difficult application
1o a standard model, formally, the analysis of this organization (Holsenbeck, 1975). David H.
Smith also commented on the relative weak informational base of colleges and universities. If
academic management have access to information on results of university teachers, however,
even in the Intcrnet age, have relatively little information on the major external factors of their
activitics and the departments they belong. They usually are not aware of important
government policies or operating system they are part of the university. They are often
surprised when they become aware of these policics and found that an cffective way to deal
with them is the simplest, namely to remain uninformed.

In conclusion, the collection of information for effective decision making in colleges
and universities often includes uncertainty due to overload of work. Computer support was
provided more often at the institutional and inter-institutional decision-making processes of
many colleges and universitics daily is characterized by a weak information base, a wide
blist

range of ¢ ication finks and flexible boundarics. The mechanisms for data

collection and information management rescarch is still nceded for exploring the cveryday

decision making of small academic groups.

Participation and

Another important variable in decision making refers to the roles assumed by or
assigned to individuals involved in this process. Even if the classical distinction between task
group construction, maintenance, and individual roles (Bonne and Sheats [948) remains the

most common approach of the overall analysis of the role, the study of specific
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 When Sechafer (1977) examined Emajor topics of communication for presidents of
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nearly 300 colleges and universitics, found that issues relating to teachers and academics are
the most time-consuming communication. This area of discussion was followed by
communication related to financial management, procurcment of funds and that
communication with students. Some more time was allotted it to the internal structure of the
university than outwards. Presidents of private institutions spend most of the time allocated
funding issues related to obtaining and presidents at public institutions spend morc time on
topics related to faculty and academic issues. Others have exploited public college president's
role, focusing on leadership behavior of these individuals (Stevens, 1976).

Adams (1977) noted a considerable conflict over the role of dean in arcas such as
authority, responsibility and delegation of tasks this role. A study of the role of department
heads (Wunemunde 1976) drew attention to the flow of communication, noting that the
upward flow takes place from teachers to head of department. Also, heads of departments
with a greater degree of success (as perceived by collcagues and superiors), most often have
limited communication on issues rclated 1o university at the expense of personal
communication have more contacts than their colleagues less successful. Another study of
these leaders reveal increasing predominance of the administrative nature of this leadership
position and trend of academic leadership and senior management of department heads to
attributc more power than it may actually have (admire, 1978).

Nearly 400 professors ol universities have undergone a major research study in an
attempt to identify the defining elements common performance evaluation obtained in the
course of thcir business and organizational communication dimensions. Threc groups were
determined by common variables, {1} a set of information involving the overall quality of the
cnvironment, (2) a sct of environmental information rclated to the source, with a scction
related to the vertical communication with the head of department and another related to the

horizontal cc ication with coll and (3) a sct of emotional reactions related to

peers and socialization intercotegiald. Researchers have found that responses indicate a degree
of confusion over the role of Head of Department, suggesting that teachers sometimes
perceive the Head of Deparlment as a representative of authority and sometimes as a
colleague. {Hanscr and Muchinsky 1980).
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items in a university was the most common research sirategy to consider roles and behavior of
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individuals with communication responsibilities in academic institutions,

Participation and communication are two factors that allow the group to convert waste
into energy available energy. Participation is the intcraction of each member with the target
(task) group common. A concept is close to the axis of participation, the graphical
representation of the relationship betwcen one of the group members and target {task) joint.
On the participation axis there arc possible more positions (Arnaud, 2001):

1) Center: to orient the group and seeking to achieve common targets. Which is: make specific
proposals about how the action group members, make a summary or synthesis of ideas
expressed, determines the situation at a time the group formulate rules to follow, assess or
sanctioned views of others, exercise the right veto-end solution sets.

2) Transmitter: its behavior is to make a personal contribution related to the common target. Is
one who has opinions, comment on opinions expressed by others without the pros and cons,
expresses verbal o nonverbal agreement or disagreement with the opinions of others.

3) Receiver: its behavior shows that it is in a state of receptivity to what is happening in the
group. Is the person showing attention manifested in terms of verbal and nonverbal, ask
clarifying questions and reformulates the ideas of others (but do not express their own views)
4) Satellite: that his behavior expresses not participate in achieving the common target, either
because (hey pay attention to other aspects of group lifc, whether personal concerns. Is the
person showing an apparent inattention to group discussions, both in terms of verbal and
nonverbal, verbal intervention is not related to pregnancy or group cxpresses attention to
phenomena of life common target group unrelated.

5) Out: is physically absent, although part of the group should participate in the task. Person is
temporarily absent or late, or leave the group before reaching the common target.

Another important variable in decision making involving roles assumed by or assigned
to individuals involved in this process. Even if the classical distinction between task, group
building, maintenance and individual roles (Bonne and Shcats 1948) remains the most
common "approach overall analysis of the role, the study of specific items in a university was

the most common research strategy to consider roles and behavior of individuals with

communication responsibilities in academic institutions.
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Another study involving the use ECCO analysts confirmed the information held
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differences, depending on the individual's role in the organization, as higher level managers
possessing more information and more accurate than lower level managers. Those from higher

levels is based morc on direct contacts for information and also send more information on

(Sanders, 1976). Further research was devoted to ication and model
within the existing members of the HR (Ebbs, 1973) and leadership styles of homes of
members of the university management (Chambers, 1976).

Paul and Schooler (1970) explored the differences in criteria used by members of the
junior and senior faculty in management and concluded that there are considerable differences
between them. More specifically, novice teachers assigned higher priority than efforts to
develop academic senior teachers.

Accuracy was also investigated the structure of roles, with the ambiguity of existing
roles, which was observed in depth rescarch of the university mentioned above, described the
impact of these definitions are ambiguous role of communication within the organization,

The overwhelming majority of people receive little information about their work, the
existing rules, and systems of reward than he would have liked. Information iransmitted
usually arrives too late to be useful. Lack of adequate information has contributed to another
problem, perhaps cven more harmful - a lack of clarity of cach role. Many people feel they do
not adequately know exactly what their job entails - duties, responsibilities, powers, their
relationship with other items and general university purposes. This lack of clarity contributes
to problems of overload (site not to send "), underload (" Why not send me what I need? "),
Teedback and speed of response (" 1 thought someone clsc will handle it " ), and coordination
("1 do not know other departments) (Goldhaber and Rogers, 1978, p.74).

General descriptions of the roles of key members of management institutions, as
president, dean and head of department, have been suggested (see eg Millett 1978) but thesc
theoretical descriptions must minimize large diversity of organizational structures found in
specific institutions. As Kuffiman note (1978, p. 60). to describe the function of president: "In
some cases the chairman is exccutive member of the board, in others the President is a middle
level manager of a territorial center. In some cascs the President elect members of the board off

the institution, in others, board members did not know him and he may not have ever
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walked the campus run b; iTWc have scen institutions where lie %de_m was totally
restricted to a manual, contract or set of procedures for any possible action, and saw other
institutions where there is even a teacher's guide or a written description of how leadership. "
Coladarci (1980), in a discussion of Deans, requires new methods and research
paradigms for the study of administrative roles in higher cducation and concludes that further

rescarch strategies.

Models of decisions made in groups

A large number of initial studies on small group decision-making process involved the
use of variations of reflexive thinking of John Dewey. A detailed description of these studies
can be found in Larson (1971). Even if a comparison of the sequence of reflective thinking
with other standard based on work plans and Scwahn IHartis (1961) and Kepner and Tregoe's
(1965) suggests that these other models could be more effective than reflective thinking
(Larson, 1971) The concept of catrying out a standard planning groups to facilitate the work
seems to be well grounded decision. Although a variety of sequences of problem solving and
decision have been suggested by various authors, a common theme in most of the existence of
a stage: (1) focus on the description of the situation and agrcement on the general status it (2)
focus on group goals and irying to obtain consensus about the relevant goals in the current
situation, (3) consideration of alternative modes of operation, and (4) choosing a preferred
course of action. Research on patterns of thinking to solve problems commion in the 1960s,
continued to remain in care until 1970, However, most of these studics were the subject
groups that met once for a specific purpose to fulfill task-oriented (Cragan and Wright 1980).
Availability of information from research groups that had a program of mectings is much
more limited.

In recent ycars, several researchers have adopted a cyclic approach of analysis on small
groups and cxplored the stages through which these groups focused on the tasks they
performed. Fisher (1970) described a serics of four such stages. His model of decision making
include (1) orientation, characterized by clarity and agreement as the expression of social

climate and attitudes developed interim (2) conflict, the attitudes are reported with more
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appointment sysle_ms Rotational (1974). Others have argued that the problems of teaching

v Imbunatatirea Managernentalti Universitar g’ﬂ Ut g oo

skills committees appear not so much the weaknesses of how procedures are implemented to
solve problems, but because of two structural problems. (1) The fact that many of these
groups are used only to obtain rccommendations, which ultimately only forward some
recommendations to groups on patliamentary principles, and (2) orientation of win-loss
participants in many of these groups with members who consider that any decision will
inevitably produce winners and another group of losers. This model of practice often leads to
inhibition of production of major changes. Others have argued that the ability to promote win-
win orientation is characteristic of managers but not lcaders, and that leaders and managcers
have different personality characteristics. (See cg. Zalezik 1979). However, this asscrtion
appears to be open for testing and rescarch is of course guaranteed that they will oceur. [n our
design, a more creative approach to decision making might be able to move the focal point of
group members so that they look for alternatives such as efficient management and quality
management.

An additional problem is that sometimes created even thosc who support specific
decisions actually have little real responsibility for its implementation (and Likert Likert
1976). One author suggested that the number of formal decision groups and growing concern
for implementing adequate procedures and a fair trial, guaranteed the appcarance of an office

or a group of parliamentary model of university teachers in many institutions (Neher, 1978).

Ce ication and styles

Each manager should develop and promote a policy based on a communication system
to allow the existence of a continuous adjustment process of the organizational structure to the
ever changing environment. Also, through its role of negotiator, of promoter of the
organizational policy and transmitter of this policy, the manager must build and maintain a
network of contacts with partners of the organization in order to develop appropriate external
and internal policies. As a result, communication has a significant role in modern
management, as it is considered a vital component of the management system of any public or
private organization.

If the lcadership style is defined as the cognitive and social mechanism of decision
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accuracy and force, (3) the appearance, the ambiguil_y E u;d to mediate disputes and as
favorable expressions are more frequent, and (4) support when members express positive
attitudes about the decision and try to assert their confidence in the decision was taken.
Another model suggested four steps to solve task-oriented groups go through stages of
latency, adaptation, potency and performance goal (Mabry 1975, pp68-70). Others have
explored phases interpersonal conflict confrontationale and account (Ellis and Fisher 1975).
Howcver, despite several studies that support the notion that groups such decisions go through
a common set of behaviors, concepts were defined consistently explored the relationship of
individual study findings remain open to speculation. Furthermore, a study of the 80 (Poole
1981) provided by cxperiments, evidence supporling the existence of (uncertain) model of
decision making multiple alternatives instead suggested carlier that a common set of stages
through which pass all decision-making groups .

Clearly, research is still required for clarifying this question. Practitioners currently
working with decision-making groups can anticipate that a group will go through phases as
described in the studies cited above, but there is a dose of uncertainty for each situaticn or
task.

Onec of the most common mechanisms in the academic decision, council staff, was
examined in a large state universities by Tucker (1973). He concluded that communication
patterns revealed by these committees is very little organizational structure or similar to what
might be suggested by the organizational hierarchy of the institution: "Some committees at all
levels and communicate frecly on a horizontal line in unrestricted mode. ... Committees do not
work with a high degree of specialization would be understood as the formal description of
the fields of real responsibility is largely controlled by the very members of participants in
court "(p. 221).

Tucker's suggestions include increases organizational constraints and decentralization of
decisions that are currently assigned to these committees. In a discussion on the use of
committee staff, Balderston describes three major problems inherent in most systems of
committces teacher: (1) time spent by members participating in committecs, (2) tend to use

committees, in most cases, cven if one person could be equally effective, and (3) low level of

professionalism and rapid changes in the committee members because of their
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making within an organization then there are several dimensions of this mechanism that have
10 be defined:

+ Decision-making practice. The most eloquent criterion for classification of style in
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most typologics;

- Competence. This is an important variable that in this case can have scveral meanings:

a. Professional competence - related strictly to the skills and knowledge of the manager
(leader) in the ficld of work of the organization;

b. Organizational Competence - refers to the qualitics of the leader in creating the
optimal team and in developing strategics for selecting and motivating employees to form a
functional and efficient structure;

¢. Social competence - the least developed meaning but latcly considercd the most
important, practically, this refers to how managers interact with other members of the
organization and the leader's ability to maintain a collegial atmosphere, to prevent and resolve
labor disputes;

« Attitudes towards collective goals of the working group

On this dimension several possible options can occur, from the leader who identifies
him/nerself with all the goals of the organization to leaders who use organization resources as
a means for achicving their personal interests;

« Motivation techniques. Strategies can be mainly extrinsic, mainly intrinsic, or other
various  combinations can be made between two types of motivators.
Any manager in an organization communicates in pursuit of concrete goals. These goals result
from the roles that the manager has within the organizational structure. To fulfill the role
assigned, the manager will use morc or less consciously, more or less deliberately, the
functions of communication.

These function refers to information that the manager is put in position to receive. There
are two types of information: external information sent and received by a specially designed
structure, and internal information that flows through formal and informal channels within the
organization. The existence of these two types of information flows is the result of a plurality
of interactions with the intcrnal and external environment, among subdivisions of the

organization and among members.
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Through the control and training functions, the manager, who occupies higher
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positions in the hierarchy, achieves the convergence of the action of the employees and
departments in the implementation of the organization’s policies. Decisions and instructions
ensure uniformity, accuracy and completeness of the tasks in accordance with the
organizational pelicies, practices and procedures.

The functions of influence, persuasion, and guidance cnable any manager to achieve
such control over the information conveyed and the behavior of other employees to whom he
has different types of relationships (hierarchical upward or downward, horizontal) within that
structure.

The function of integration and maintenance of structurcs gives thc managet the
opportunity to provide superior functional operability of the department / service which he/she
runs through the:

- fluidity of the information flow;

- optimal use of information channels in order to avoid unnccessary duplication of data
or information;

- sorting, verifying and transmitting data according to their specificity.

The simplest classification of leadership styles includes three components; autheritatian,
democratic and permissive (or laisscz faire) 5.

An experiment by K. Lewin, W. Lippitt, R. Whitc has performed an assessment of the
three types of styles. The experiment produced several distinct conclusions:

- Short-term productivity if authoritarian and democratic leadership style is comparable
and is at a high level, while the permissive style has a low productivity;

- Employee satisfaction is higher with the democratic style, employces are more group-
oriented and friendly;

- For authoritarian leadership style, they recorded a high conflict potential in the team
work and frustration of staff disguised aggression;

- Authoritarian style cfficiency is maintained only if coupled with tight control; wherc
authoritarian leader leaves work, stops working, what did not happen with Experimental

groups led democratic or laisscz-faire.

Another classification, four components, was conducted by Rensis Likert
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positions, and a clear system of achicving the tasks and of sanctions and rewards.

Imbunatatirea Managementului Universitar

Ce ication and group

For many years the subjcct of leadership in groups has been the subject of research
interest. Early investigations (Stogdill 1948) attempted to identify personality traits associated
with leadership ability. Many initial studics of this area were relative lack of success,
producing only general descriptions of the relationship between personality and Icadership.
Gerer (1967) explored communication characteristics associated with the development of
quality leadership, highlighting five traits - to be uninformed, lack of participation, extreme
rigidity, authoritarian behavior, verbal aggressiveness, as conditions that prevent individuals
to become group lcaders,

Other rescarch (White and Lippi, 1960) studicd the effects of different leadership styles,
exploring the style differcnces between democratic, authoritarian and laissez faire. At the
functional level leadership styles have been focused on specific behavioral functions that an
individual in a group indelpineste and observational systems such as that proposed by Bales
(1950) were used to describe these features. A number of studics have involved examination
of otal communication and leadership in groups has been described by Larson (1971) and
Cragan and Wright (1980).

Early advocates of situational approach to leadership has stressed the quality of
leadership behavior that is a phenomenon that occurs as a result of situation-specific
characteristics (eg. Gouldnet 1950). Recently increased interest in the impact of the situation
by leading the event aborérii quality. Fiedler (1967) suggested that the most appropriate
leadership style in a situation depends on three situational constraints. (1) power inherent
leadership, (2) the structure is to be enforced pregnancy, and (3) the leader's personal
relationships with other group members. Fiedler suggests that in situations that are extremely
favorable 1o the Icader (has power, a task clearly structured and good relations with members
of the group) or in situations that are extremely unfavorable for the leader, an authoritarian
approach is more effective. Moderately favorable situations leader, a democratic approach is

better. Fiedler, Chemers and Mahara (1977) also presented a technigue designed to help
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1. Oppressive-authoritarian-style where the dominant variable is obedicnce, even if the leader
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may have a low professional competence in the field. He/se would not delegate authority the
structure of line managers is represented by a circle of obedient heads of departments.
Oppressive managers/leaders use extrinsic motivators, and they are adamant about the
program and other details, and apply harsh sanctions (c.g. dismissal) arbitrarily.
2. Objective-authoritarian style — hcre the goal and the dominant variable is competence.
Leaders/managers who adopt this style are too rational and lack human contact, they evaluate
the results in an objective and organized way, accepting only flawless precision in the
production process. This type of leader is very much involved in production (and thus the
organization) and does not delegate authority. Informally, he/she would maintain some
distance from the team, so they will establish dyadic relations manager - each tcam member
This feature is correlated with a vision of employees as docile and unproblematic instruments.
3. Consultative-Democratic-style — here the dominant variable are human relations. In this
case, the leading position combines with the executive, consultations with members of the
group are regular and systematic work (although only formal consultations, such meeting).
Both types of motivators (extrinsic and intrinsic) are used and the authority is bound in a well-
regulated. It is mainly a rational leader, but do not focus on work group cohesion.
4. Participatory-Democratic style - here the dominant variable is the loyalty to the
organization. The lcader is rather a media-organizer of the working group process and
discussion / decision, in fact, the team is making the decision. Between the two types of
structures (formal and informal) the informal one predominates, as the leader only intervenes
when conflicts arise, for scttling them. Intrinsic motivators are used and those who make
mistakes are helped by the group members to correct their work. Authority is often delegated
in a way that is not rigorously established.

Likert's classification could be completed with the:
5. Permissive stylc (laissez faire) — here the dominant variable is the predetermined structure.
Permissive leaders are symbolic clements, externally they serve for the representation of the
organization and internally, as symbols of the organization. They merely provide information
materials to employees and mark the start and end of a task (thc production cycle). This
leadership style can work on a previously cstablished structure, ~with established
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individuals autoeducare become effective under the leadership style.
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Participatory management

A strategy of organizational design with strong nuances ol communication has been
conducted in recent years as colleges and universities to address a wave of changes
“participatory management.” Anthony has a definition of participatory management strategics,
and contrasts this approach with autocracy, consultants and managers. He describes a situation
involving participatory management to include real authority and power sharing, decision
making between managers and those who are under their control.

Under this approach, managers must have good skills in dealing interpesonale. They
must be good communication. They should be managers so that conflicts and disagreements
10 be resolved conflicrele be channeled to constructive purposes. They must know how to
compromise in such a way that group or organization’s expectations are met (1978, p.11).
Some of the benefits normally attributed to participatory management have clear implications
for communications. Thesc benefits include improved capability fo accept change, better
anagajament of subordinates to the organization, management increased confidence, less need
for close supervision, jncrease the quality of decision-making, an improved vertical
communication and improved labor tcam (Anthony, 1978).

Also highlighted it was the importance of effective communication and careful
management of information systems in participatory management (Anthony 1978). According
to a survey led subordinates in a non-academic participatory management frequently occurs
when organizational policics are clear, reliable and organizational climate is warm, the
manager has long-term objectives, tasks are complex and subordinates have more information
about decisions are taken by the manager. Operational effectiveness is the sports labor groups
when organizational policies are clear, the tasks are complex, and subordinates have more
options at hand to complete a task (Bass and Rosenstem 1978 Struucfer and Ficdler 1978,
p-6).

Certainly, a number of features cited in this study scem applicable in colleges and
universities. More parailels can be observed between participatory management and described
by Anthony & Management System described by Likert and Likert (1976), both specifically
promoting the adoption of a highly participatory model of academic governance.
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Anthony argues that a participatory strategy in which senior managers perccive the interim to
facilitate the work of professionals is a more appropriate management in higher education,
Similarly Likett Likert and 4 argue that management system will result in a college or
univetsity increased problem solving and decision making (1976).

The complex study in university cited above, the auditors have described existing
communication systems involved in decision making which could be applied in other colleges
and universities: participatory decision making is inappropriate in most lcvels. Lower staff,
especially teachers, believes that managers make all decisions without adequate consultation.
Some teachers feel that they are just "stamp” which contributed to the decision is morc
apparent than rcal. Heads of Department Deans tend to believe are not really open to
suggestions, and most deans belicve that collectively they can make not sufficiently contribute
1o decisions vice president. Even some vice presidents have the feeling of a lack of input in
decision making (Goldhaben and Rogers, pp 73-74).
When Hewm (1978) studied the system of state colleges, found that teachers perceive more
than one deficiency in their authority charged that administrators and teachers prefer more
communication and consultation than we delegation of authority and new organizational
structures as solutions of this problem.

In a laboratory experiment based on a participatory model, Han (1978) examined the
effectivencss of a participatory budget planning system. In this context, participatory mode
led to greater accuracy of perception on the position of other resources, to improve the
agreement with his superiors and a greater acceptance of the final budget decisions. Although
generalizations based on this kind of simulation should be treated with caution, the study
supports the possibility of significant benefits to communication with these genuine

participatory management styles.

Management by Objectives

Although approaches o management by objectives (MBO) were deployed in industrial
environments for many years, specific application of these techniques at colleges and
universities is a recent phenomenon. Deegan's work and Fritz (1976), Harvey (1976) and

others have led to many suggestions for the implementation of MBO  approach to
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power in many colleges and universities produce a complex pattern of responses to the
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decision, once understood each group affected their decisions in light of considerations,
experiences and values. Similarly, the perceived quality of opportunities for the existence of
feedback relationships appropriate to explain the decisions and methods used in implementing
the decisions also influence acceptance decisions. Additional factors that may inhibit
acceptance decisions include organizational inertia, traditional academic values that can be
opposed to innovation and the threat of insurcd items. At least onc source suggested that
existing models of communication networks in higher education often fail to result in
commitmenis that appear in other organizations.
None of the great universities scems to have a nctwork of interaction, influence covering all
parts of the university through cffective communication and probiem solving can occur. More
than once have bcen making decisions, the networks of interaction, influence of thesc
univrsititi not create levels of motivation and responsibility felt by all, or virtually by all
students, teachets and administrators to cnsure that decisions will be implemented effectively.
Existing networks of interaction, influcnce of our great universitics are equally inadequate for
creating a sensc of responsibility extend their capabilities as they are in communication and
problem solving (I.ikert and Likert 1976, pp 43-44).

Other  studies  of  decision  making, and o ication

Several authors have presented descriptions of research importance of communication in
decision-making groups (Drekens and [effernan 1949, Kclner 1960, 1961, Larson 1971,
Cragan and Wright 1980). Another author who led a more general research on decision
making group commented that most research on group decision-making content and
implementation of decisions focused on finding information, evaluvating information and
decision-making stages. Most of this rescarch has used tasks that the group had to reach the
formation of descriptive modes of thinking available criteria, cssentially a problem solving
context. In contrast, littlc attention has been paid to decision making in a context devoid of
criteria appears to be typical of that faced by most members in decision-making. Also, almost
no attention has been paid on three central phases of decision making, selection of alternatives
1o be considered implementation once the decision was taken, and response feedback group
{Castore 1978, King and Ficdler Stenfert 1978, p.273).
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university mar:gcment. The benefits are claimed l;the M_BO and enrich communication
climate within the organization. Some argue that communication in the organization will
increase as the frcquency and will improve both in calitarea verticaily and laterally in the
MBO. (ITarvey 1976).

In a comprehensive assessment of 34 colleges and universities that have implemented an
MBO system or MIS in several grants Resource Allocation and Management Program
(RAMP) provided by Exxon Educational Foundation, said about half of institutions such
programs as successful ( Baldridge and Tierncy 1979). Another study of success applying
MBO in 8 public high schools reported success in communication including reducing
conflicts between senior and subordinates. But the same survey found that was not obtained
any relevant performance improvement (Rossano 1975). A third study, the administration of
32 state colleges that have implemented MBO programs, concluded that the contacts between
subordinates incrcased somewhat frightened and suggestions from subordinates have
increased and a majority of them were adopted and sense of responsibility was better
understood as subordinates perceived their greater involvement in decision making (Carter
1979). Nevertheless, Carter has observed some negative effects on communication between
departments within universities.

Certainly many of the MBO system goals related to improving organizational
communication climate and create a richer context for communication. But that MBO variety
of forms they take in higher cducation makes those purposcs 1o be less universal in situations
where systems have been implemented MBO.

A value traditionally supported the groups small decision involves accepting and
completing the decisions taken by members of groups who helped shape them. Several studies
in non-academic background supported the idea that individuals who participated in decision-
making groups are more likely to accept decisions reached and to assume responsibility for
carrying them out successfully. This assumption forms one of the basic concepts that justify
and participatory management approaches and MBO. Even though studies on the specific
functioning of these phenomena in colleges and univeristati not available. some general
observations can be extracted.

The huge number of groups responsible for decisions and the wide availability of
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Unfortunately decisi?mz;(ing research in colleges and universities did liltlc;) c_larify
this picture, and his call for conducting further rescarch Castore appropriate in this context.
However, additional factors of communication and decision-making in the academic context it
was given.

This concept of power and variable subunit that occurs in an organization has been
applicd to study the evolution of an institution’s budget over time. Power subunit was
specifically defined as departmental influence departementelor measured through rating their
heads and participation as important members of university committees. The results supported
the idea that "The department has more power, especially its resources while change is
Independence requirements change over time students' (Pfeffer and Salack 1974, p.148).
Existing power relationship between an organizational subsystem and organizational
communication patterns involving that subsystem remains 1o be investigated.

An additional factor has been the subject of research in higher education is preceptiei
impact on the quality of a manager sex decisions. Even if teachers in the survey respondents
said that gender was a factor administrator relatively less important at the time of his election
for the post allotted to same-sex decisions receive significantly higher ratings than if the
decision is attributed to a director of the opposite sex. (Fluck 1975).

Other contributions related to decision making, and ication in

academia have covered various topics. The arcas explored included the importance of efficient
use of financial communication by managers during times of limited resources (Mann 1979),
and human resoutce development of the campus as part of comprehensive development
insituionale (Mensel 1977) Development of national networks (Smith 1977) or by

contributions from those involved in communication wordy (Justice 1976).

Collective negotiations

Even if the syndication and collective negotiation became more frequent in higher
education, studying specific impact of communication on collective negotiation in higher
cducation is not common, One such study conducted an selection techniques of teaching staff’

demonstrated a model for a successful campaign in the formation of a union
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participants in collective negotiation situations by examining the various posts available
(Thomas 1977) studied the semantic side of language teachers and administrators to unions
and management involved in collective bargaining situations (McCracken 1978), and were
given suggestions for implementation, including the suggestion that if it is implemented
carefuily, it can serve as collective negotiation mechanism for opening up new
communication channels (Schneider 1974).

Given the potential impact of collcelive negotiation in organizational communication at
colleges and universities, this arca of study scems most appropriate to be investigated. OF
course, a conscquence of collective negotiation in colleges and universities is the
communication of environmental change. Collective negotiation agreement may define
certain areas as unsuitable for discussion until the next round of contract negotiations and
provide specific procedures for communication of key organizational events. The study of the
impact of collective negotiations on organizational decision making and organizational

comnunication climate is particularly important and deserves maximum attention.

Communication and adaptation

C ication and izational change

Organizations operate today in a constantly changing cnvironment; adaptability to
environmental change has become a prerequisite for a successful crganization and in a
growing number of cases, a condition for simple survival.

The scope of environmental change varies from country to country and from region to
region, but there arc global changes, affecting socicties worldwide as the crisis of encrgy
resources, as ihe environmental pollution, etc. It is increasingly difficult to address the
problem, not only in very fast developing countries like Japan or USA, but also in other

countries. Many leaders remain totally confused when they realize that their organizations
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prepared and will be able to influence those c;anges thata_ffect them. Morco_vcr,l_caders 0‘['
various organizations are increasingly aware of this fundamental issue and react adopting a
participatory approach to change.

A participatory process of change is slower, requires more time and is more expensive
than the change required, but is considered more sustainable. In addition, participatory change
management helps to have people experience and creativity, which is hard to do if change is
required. There are different levels and forms of participation in the change process, which
depend on the nature and complexity of change, maturity, consistency and group motivation
and the relationship between management and staff,

At the first level, the leader or consultant is concerned about the need to inform staff
about the change and prepare specific measures. The second, during the process of change
consultations are held on this change, for example to identify the need for change and to check
whether peoplc would react negatively to the proposed measures. It calls for suggestions and
criticisms, and the leadership to reconsider the plan may change based on them. At the third
level, management sceks the active involvement of staff in planning and implementing
change, inviting people to participate in defining what should be changed and how change
operation and the translation in fact change. This is done normally through working groups on

Issues, special commitiees, staff meetings, etc.

Negotiated change

In many cases, change requires negotiation. This occurs when two or more individuals
or groups discuss measurcs to be introduced, the benefits obtained and the costs incurred in
terms of all stakeholders. The result may be a compromise where neither side considers it as
ideal. However, it incrcascs the likelihood that all those involved provide support and, hence,
are likely to implement the agreement reached.
Drivers should be particularly receptive to the idea of a dialogue with staff representatives of
the organization, dialogue is desirable not only in cases expressly provided by law or formal
agreements, but also to prepare other changes that may affect the interests of people in the
organization. In relation to change, internal communication works in several directions: (1)

ensuring that employees understand and support the changes taking place in the
41
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considered in making a decision,

Organizations arc continually forced to adapt to their environment. But more than that,
businesses and other organizations also gencrate changes in the external environment, for
cxample by creating and marketing new products and technologies that become dominant and
are widely used. This is how the national and international technelogical cnvironment

changes.

Imposed change

Much of the change in the otganization is required by management. Frequently, this
creates dissatisfaction and resentment, especially if such changes affected people think ought
to be consulted or at least informed in advance. If the change is initiated from a position of
strength, it can disappear with the disappearance or absence of power supply adequate
sanctions.

But it is doubtful that any change is imposed by itself inadequatc. There is urgent
discussion of change is impossible, and dclay in taking a decision would be cqual to suicide.
There are measures and administrative rcgulations that affect many people, but they are minor
and do not warrant lengthy discussion and consultation. In general, attitude toward change
required is greatly influenced both by culture, education, the existence or absence of
alternatives for change and other factors.

Before deciding to impose a change, head of the organization must prepare thoroughly,
Imposing change is appropriate only if the leader is convinced that there is no alternative if,
for example, could not provide support group, but know that change is inevitable. But the

leader should always make an effort to explain why he decided to impose a change.

Participatory Change

People belonging to different organizational and national cultures have the same attitude
towards the changes that are presented as a fait accompli and they are imposed without any
prior discussion or consultation. However, the trend towards the use of participatory change is

more pronounced in today's world. People want to know what changes arc being
40
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(;rganizalion, {2) training and organizational culture influence the process of adaptation to

environmental changes taking place ( 3) influencing attitudes and employee behavior and

customer quality.

Such a communication stratcgy can only be achieved through a process of participatory
management. Authoritarian management that does not encourage feedback and participation,
which promotes relations between the relatively rigid sections and departments of the
organization has sufficient resources to change attitudes of employees, changes absolutely
cssential for building an organizational culture of quality. In this context, communication
becomes the key tool of the redesign. For this, it must meet the following conditions:

* take place continually and using all media that exists in the organization. When it
comes {o redesign, there can’t be too much communication. Redesign is to bc announced,
explained and introduced by communication;

+ be simple and clear. Motivation and basic concepts related to the redesign are to br
cxpressed in an understandable manner;

« to act on emotional rather than rational level;

* be dramatic;

« to suggest the importance and urgency of the redesign process.

In parallel, external communication transmits to the same audience a positive image of
the organization change, emphasizing the positive aspect of change for beneficiaries
(customers, suppliers, investors) as well as its importance to the community, media, and the

general public.

biolooie

The impact of the new on the ication in the

environment

Media and messaging in higher education today is light years away from the austere
days of messages sent by fax and what came to be called POTS (plain telephone service).
Today, new forms of transmiting the messages and new ways of using them are constantly
appearing. Increased spread of portable devices offers complex, new and rich ways to

communicate for students, teachers, members of government, and the mobile access of
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information. The emergence of Web 2.0 standards with its wiki pages, blogs and social
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networks transforms the support given by the ICT system in a collaborative and multimodal
communication experience. Even the simple office phone is affected, making it a

multipurpose network peripheral data transmission device, while institutions change their

telecc ications systems in cc ication cnvironments cncompassing a vital element of

development - early notice.

Changing land I ication and tr ission of aftecting the

economic system of communication, resulting in a larger scale, developing new opportunitics
and changing perspecetives of what institutions should take on their communication capacity.
More and more institutional leaders are asking the question: When is the appropriate e-mail
outsourcing? What services should be adapted for access by mobile devices? What
combination of rapid notification and campus community achieve the most effective?
Similarly, the 1T environment is noted that the implications involved in addressing technical,
financial and social responses to these questions,

Communications are critical in almost any field, certainly no higher education is no
exception. For a better understanding of how the institutions to clectronically satisfaction and
perception of these efforts, further examine some featurcs of the institutions participating in
the survey: official communications infrastructure that supports awareness transmittcrs on
technological preferences of uscrs.

A study of education (2008) brings intcresting information about using information and
communication tcchnologies (ICTs) in academia. Thus, describing the observation of
increasingly divergent trends in electronic communication practices of institutions
respondents, as teachers and members of the administrative environment is evolving in a
direction different from the student environment. The clearcst examples are the explosive
growth of outsourcing email student reports showing that about 2 out of 10 respondents to this
end the services of commercial establishments (see Table 1). The situation was very different
with the main email system used by teachers and members of government, where only 2.3%
reported use of commercial services. Confidentiality of communications faculty and members
of government institutions was a concern that otherwise would have considered outsourcing

email to these users, but this is a problem throughout the control, sceurity and support.
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limn two thirds of respn_ndems sayir@ tm somewhat more consistent and very consistent.
Time will probably become clearer who is responsible institutions in this field, we hope only
that the price of this lesson is not too expensive.

In the near future Jandline is likcly to reach an office communication tool ubiquitous
nature as two thirds of rcspondents agreeing or strongly agree that land telephone lincs
available for teachers and institutions will be sustainable in financial terms over the next three
years. Half said they necd fixed telephone lines for teachers and staff will not change in this
petiod, and a sixth said that it would increase.

But how your office is connected to a communication network is likely to change as
more and more institutions replace the cable and telephone exchanges based PBX systems
with VoIP systems, a data network-based alternative. Almost three quarters of respondents
expected the importance of VolP will have teachers and staff will grow or will grow
considerably over the next three ycars (see Figure 2). Overall, about a sixth of respondents
have adopted comprehensive VoIP system, and onc third arc in transition to it. Not only an
institution of 10 reported no plans to adopt this technology for teachers and staff.

Mobile devices are close to all now, and responses te survey highlights their
increasingly important role in higher education. Eight in 10 respondents said they aniticipeazi
growth or high growth in institutional financial services need to support mobile
communication faculty over the next three years and almost two thirds of them agreed that
mobile devices as well as capacity connecting to data networks such as BlackBerry devices,
iPhone and Treo are essential tools for professionals in higher education over the next three
years. Three quarters of respondents agreed to a degree that will spread their general
institutions to make major changes on online services in this period.

But despite the general recognition of the impact of increasing use of mobile devices,
our research revealed a disturbing lack of preparedness for higher education in the approach
of increased demand for mobile services in several ways. First, while it is universally accepted
that institution, and IT in particular, will provide fixed telephone services and presonalului
teachers, only half of institutions have a process of providing mobile communication scrvices
in progress by members their majority or full payment subsidizing these services, Even among
institutions that do this, a relatively small number of cadres and staff are included in the
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respondents have provided few possible changes to occur over the next three years the
importance of e-mail system provided by the institution but for tcachers and students
predicted that its importance will decline somewhat, most likely because many respondents
expected their outsourcing systems in that time.

Another difference is the adoption of alternative communication technologies, A
significant number of respondents replied that the text messages, RSS feeds and social
networking channels will have little impact on reducing the use of electronic mail by teachers
and staff, but more than half cxpect SMS text messages and networks lead to social decline in
the use of elcectronic mail by students over the next three ycars. Only treme of respondents felt
that the third altcrnative, one less interactive, the ones about which they were asked - RSS
Feeds - could have such an effect.

Infrastructure status and satisfaction brought institutional email services seem to go hand
in hand. Most respondents agreed or strongly agreed that teachers, staff and students are very
satisfied with the institutional e-mail services. Satisfaction was higher at both institutions,
whose communication infrastructure was considered adequale to meet the needs of the
institution over three years now and in the institutions which have been characterized as
initiating new communications tcchnologies and transmission messages. It seems so, some
attention to “keeping step” with the standards set by providers of non-institutional email has
borne fruit. Ispecially, students appeared to be more sensitive 1o news media and c-mail
communications.

Interestingly, respondents cmail environments are generally not constrained by many
rules. Less than half of institutions have developed written policies to conduct electronic (e-
Discovety) and less than half their management policies electronically (e-records) and record
the messages sent by teachers or staff by email. Only a quarter have both ¢-discovery policies

and e-Records - conduct policy and policy - ir Where's

policies registration record arc applied to email messages to tcachers and more than half of
respondents said that their application is consistent. Records management policies (c-records)
for electronic mail and students are rare, only onc quarter of respondents institutions having

implemented something. Their implementation is better in this casc, more
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c‘ovcragc of these services: Only about one in ten institutions reported such activities for more
than 10% of teachers and more than 25% of staff administrative. Support the establishment of
mobile communications for students is conducted in a different way. For these users, in a third
of respondent institutions, support comes in the form of agreements with mobile scrvice
providers to offer access 1o their services at a cheaper price and less expensive devices.

Secondly, despite the popularity of text messaging among students in higher education,
at least for ordinary conversation, institutions have been slow in providing rapid messaging
services for other than official emergency communications. Among respondent institutions,
only one of 7 reported using text messages as a means of communication with students, fewer
are using fo communicate with teachers or administrative staff. More than two thirds report
that they have adapted to any existing online services to transmit information via text
messages (SMS). The rest of the institutions and they take only a little.

The research presented highlighed the need to recognize and understand the different 1T
needs of the administrative staff, of the faculty, and of the students and that for ICT to remain
attractive to prospective students, institutions must create an environment of communication
and transfer of messages including those aspects of Web 2.0 standards and provide a robust
mobile communications infrastructure and services including the growing dependence of
students on mobile devices. Any initiative will need to include morc traditional patterns ol
communication between faculty and staff, requiring a balance between new and old - at least

in the short term.
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3. Course objectives:
1. To provide a deeper understanding of the phenomenon of communication as a

whole;

theories, ies, and basic teck of institutional

2. To review p
communication with emphasis on the educational environment;

3. To discuss best practice medels and case studies specific to the field;

4, To give participants a solid basis for identifying and analyzing communication
problems existing in higher education institutions to which they belong;

5. To provide participants with a set of effective tools to generate possible

solutions to communication problems faced by the institutions they belong to.

4. Structure and duration of subjects/themes:

1. Communication - conceptual framework and key elements (1.5 h)
Internal communication, formal / informal (4 h)
Communication in decision making in higher education (5 h)
Communication in organizational change (3.25 h)
. New technologies and their influence on communication (3.25 h)

. Partial assessment of learners and course module (3 hours)

R

Final evaluation of students and course module (2 hours)

5. Methodology and technology support:
Teaching Methods: Exposure, debate, brainstorming, individual presentations and
group analysis of cases / models of good practice;

Technology Support: PC + projector, Internet, email, e-platform.

6. Evaluation:
Learner Assessment: Assessment of individual and group tests conducted, the
construction and presentation of case studies;

Course Evaluation: Applying evaluation questionnaire.
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STRUCTURE:

1. Brief presentation:

The best books and courses, with special design and based on the latest
technologies, even if absolutely necessary, are hardly enough to ensure educational
success of the academic program. For success, you need to use the most effective
techniques for motivating and involving both students and teachers and to ensure

effective functioning of the institution where they work - the university. This requires,

among other things, the practical lication of the pts and techniques of

communication.
The course aims to present and review the terms, concepts, theories and basic
techniques of communication as they apply to the educational environment, aiming to

provide participants with both a deeper und ding of the p} on as a whole,

and a useful toolbox, whose effectiveness has has been demonstrated in the case
studies raised. Thus, the course aims to give participants a solid basis for identifying
existing communication problems in higher education institutions in Romania, and to
generate possible solutions, supported by theory and by analyzing models and

examples of good practice.

2. Targeted group:

The course is addressed to decision makers in higher education institutions and

to all those involved in academic institutional ication (heads of departments

and services, etc.) interested in the applied nature of the institutional communication

{methodology, design processes specific, etc.)..
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exercise the rights and obligations arising for them from these acts, within normal limits
flowing from the communication. 2. Presentation in a circle of specialists, of a scientific
papet. 3 - (SOCIOL) fundarental psycho-social interaction of people made through the
articulated language or other codes, for transmission of information to achieve stability or

changes in behavior of individuals or groups.”

Concept of communication — definition and evolution
[n 1934, Karl Bhler, in Die Sprachtheorie proposes the first outline of the structure of the
communication process. Buhler borrowed the term from Plato’s Organon, where he used it to
describe language.

things

one the other

Figure 1 Organon model of language®
Kuhler explains the scheme: "on the first two dotted lines One produces a sound (the
message) that affects the other. The sound is, this way, both effective and efficient. For the
third line there could be various explanations. The easiest way would be to see it as a complex
relationship with sound, to the perception of which it can be reacted in one way or another.”
In 1948, Harold Dwight Lasswell, considered the American political scientist and

founder of the discipline of ication, d the famous statement that defines the

first model of a process of communication: Who? Says what? Through what channel? To

‘Whom? For what purpose?

2 Dictionar Enciclopedic vol 1 4-C, Editura Enciclopedics, Bucuresti, 1993, p. 432
3 Karl Buhler, Die Sprachtheorie, UTB, Stuttgart, p.31
* Ibidem 7
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Communication — conceptial framework and basic elements

The course aims to review notions, concepts, theories, strategies, and basic techniques of
communication as they apply to the educational environment, aiming to provide participants

with both a deeper und ling of the pt on as a whole, and a useful toolbox, whose

cffectiveness has been demonstrated in case studies prepared for debate.

What is communication?

Etymology of the word "communication" is rooted in Latin - "communis" meaning “to
agree”, “to be in connection with” or "being in relationship." In antiquity the term was used in
the sense of "to pass the other," also something for sharing with others.

Even if the term communication comes from Latin, the Greeks were the first to be
concerned about communication. Aeschylus, in the opera "Agamemnon®, in 1184 BC,
describes how the Greeks were sending fire signals from Argos by Troy (CICA cities located
600 km away) to announce their victories in battle. Also, the Greeks were the ones that
transformed communication in art: the art and science of public discourse, in a word, thetoric.
The first elements of communication theory were developed by Corax of Syracuse in "The Art
of Rhetoric". It seems to have happened in the sixth century BC when Syracuse citizens
overthrew the tyrannical leadership and established rules of democratic coexistence. Plato, in
the "Defense of Socrates", shows how the inhabitants of Ancient Greece had laws stipulating
their right to represent themselves in courts. In 100 BC the Romans developed the first model
of a communication system. What is communication nowadays? The Explanatory Dictionary
of the Romanian Language defines communication as follows: "Communications,
communication, vb. L. 1, Transit. Make smth./smbd. Known, to let know, to inform, instruct,
to say. ¢ (About people, social communities, etc.). To be put in relation, in contact with ..., to
talk with ... 2. Intranz. Being related to ..., to lead to ... " !

as: "Communication n.f. 1.

The Encyclopedic Dictionary defines

Notice, news, (Law) notify the parties in a procedural process (action, defense, above) to

! Dicionarul explicativ al limbii roméne, Academia Romén, Institutul de Lingvistic# ,,lorgu lordan”, Editura
Univers Enciclopedic, 1996, p. 205 6
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Starting from this in 1949 t icians Claude Elwood Shannon and

Warren Weaver published in The Mathematical Theory of Communication the graphic and
linear model of communication. "The word communication has a very broad sense as it
includes all the processes by which one mind may affect another. This includes not only
written and spoken language but also music, visual arts, theater, ballet and, in fact, all human
behavior.”*

Shannon and Weaver define the communication process as the transmission of
information. This transmission can be achieved or not, depending on the transmitter and
receiver. The source uses an emitter to send a signal (informaticn) to the recipient, who gets it
through a receiver. Information transmitted by the source is not necessarily what the recipient
will perceive, since other factors independent to the source (the channel of communication,
means of communication, knowledge of the code by the receiver, noise) are taking part in the
communication process.

In 1960, Roman Jakobson, using Karl Buhler scheme, wants to improve the process of
communication by adding three other components: code, channel, and referent (the object of
communication).

Communication relationship is explained as follows: the transmitter sends a message
in a receiver code, which must, in turn, decode the message. The code in which the message is
transmitted must be known to both so the latter can be understood (decoded). Both partners
have specific purposes in the communication process: Sender is designed to encode and
transmit and the receiver has to receive and decode.

In 1976 Frank EX. Dance and Carl E. Larson, two American researchers in
communication, published in New York The Functions of human communication: a
theoretical approach, In the introduction chapter, the two talk about the need to theorize, to
define the fundamental form of human concern. Since 1970 Frank E.X. Dance distinguished
three critical points in the definition of communication: the degree of observation {reception),
intentionality and regulatory decision (for successful behavior or value). In The Functions of
human communication: a theoretical approach redefines these concepts, and later Carl E.

Larson comes to support their practical applicability. In the last chapter of the book, the two

$ Claude Elwood Shannon, Warren Weaver, The jcal Theory of C ication, University of llinois
Press, Chicago, 1949, p.95 8

i




tuvesteste in

Imbunatatirea Managementului Universitar ‘ Fiolecte strotegkes

authors propose 126 definitions about communication, collected over time, belonging to
different authors in different fields. These are some of them:

Charles Morris: "sharing, transmission of properties to a number of things; any
environment which serves the process of sharing is a means of communication: air, road,
telephone, language."

Waren Weaver - mathematician: Communication is the "whole process by which one
mind may affect another.”

Louis Forsdale - researchet in ication "Ci ication is the process by

which a system is established, maintained and changed through common (shared) signals

acting according to rules."

Jose Aranguren - prof : "C ication is the ission of information to
2 p

which an answer is expected."

"Generally, we are speaking of a system, respectively one

source, is affecting another system, in this case a receiver, by means of alternative signals that
can be transmitted through the channel that connects them.” e

Elements, features and principles of communication

The constituent elements of communication are the following:

Sender - the source of the message, he selects and converts / encodes the information
signal to be transmitted to the receiver;

Channel - the way that message is transmitted;

Code — a system of rules, sighs and symbols specific to members of a particular culture;

Environment — the means of transmission through the specific message channel;

Noise — disturbance occurring during the transmission of the signal (from encoding to
decoding). Noise limits the amount of information that can be transmitted in a given situation
may alter the original meaning of the message that, ultimately, lead to errors of perception and
decoding at the receiver;

Receiver — recipient of the message;

© Charles E. Osgood , 4 vacabulary for Talking about Communication, Utbana: University of Illinois Press,
9

1960) p. 307
m 8 - . i

Investeste in B vdisminiolSupencs

mbunétatirea Managementului Universitar ' Proiecte strategice

« Communication is a continuous process and can not be addressed in terms of cause-
effect or stimulus-response.

» Cc ication is based on a

ion of digital and analog type information
+ Communication is an irreversible process.
» Communication involves power relationships between participants.

» Communication involves the need for accommodation and adjustment of behaviors.

Barriers of communication

Leonard Saules, from the Grand School of Business, Columbia University, believes that
during the communication process can occur the following barriers (apud Tran, 2005)
Language barriers:

- The same words have different meanings for different people;

- Who speaks and who listens can be distinguished as training and experience;

- Emotional state of the receiver can distort what he hears;

- Preconceived ideas and routines affect receptivity;

- Difficulty of expression;

- Use of words or phrases confusing.

Environmental barriers:

- Inadequate employment climate (high noise);

- Improper use of information support;

- Employment climate may cause employees to hide their true thoughts because they are
afraid to say what they think.

Position itter and receiver in ication can also be a barrier because:

- An image that has the transmitter or receiver and the speaker himself;

- Characterization by different transmitter and receiver of the situation in which
communication ocours;

- Feelings and intentions of the interlocutors involved in communication.
Conceptual barriers:

- Existence assumptions;

- Expressing the awkwardness of the message by the issuer;
11
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Feedback - response submitted by the receiver to the transmitter through a reverse
channel.

Connotation and denotation also have an important role in communication. If the the
participants to the process do not perceive the information in the same way or they have
different opinions about a topic, the purpose of communication can not be reached or is not

the expected one. Conotation defines the evaluative and value aspects of words. Denotation is

the significance that the of a communit; (who speak the same language),
give to words.

The literature identifies several features of Communication:

- Communication is meant to put people in touch with each other, in the environment
they evolve;

- The communication process, the content of the message transmission pursue certain
goals and certain meanings;

- Any process of communication has a triple dimension: externalized communication

(verbal and nonverbal actions cbservable by interlocutors) metacommunication (which means

communication beyond words) and intr ication (the ication of each
individual with its internal forum, self-communication)

- Any process of communication takes place in a context, this means that it takes place
in a certain psychological, social, cultural, physical or temporal space, with which it is in a
close interdependent relationship;

- the ication process is dy ic, because any ication, once initiated,

has a particular evolution, it changes according to the environment and also changes the
people involved;

- the communication process is irreversible, meaning that once a message is emitted, it
can no longer be turned "off" from its “way" to the recipient.

- In crisis, the communication process is faster and has a greater scope of coverage;
Some of the latest communication principles were formulated by representatives from the
Palo Alto School:

» Communication is inevitable.

+ Communication develops in the content and in the relationship.
10
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- Hasty conclusions on the message;

- Lack of interest of the receiver before the message;

- Routine in the communication process.

Although it takes different forms, being real problems in the communication process,
barriers are unavoidable, there are several aspects to be considered for their removal:

- Communication planning;

- Determining the precise purpose of each communication;

- Choice of timing for performing communication;

- Prior to the clarification of ideas;

- Appropriate use of language.

In these conditions proper adjustments are necessary to the communication proces. The
core of these adjustments is the feedback, enabling the receiver (eg, student or teacher) to
issue adapted responses and the transmitter (eg, rector, dean or spokesperson) to register. The
communicator's ability to respond adequately. Therefore, feed-back is crucial to effective
communication.

The feed-back functions are the following (Abric, 2002) :

a) understanding control function, the smooth reception of the message;

b) the function of adjusting the message to the characteristics of actors, the difficulties or
other events requiring a change in substance or form;

) social control function of the flexibility of roles and functions undertaken by different
actors, able to facilitate understanding of other's point of view,

d) socie-emotional function: feed-back satisfaction increase security and satisfaction of

actors.
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Internal Communication

Communication within an institution or, morc simply, internal communication is a
process that involves creating and cxchanging messages within a system of interdependent
relationships. Thus, the emphasis is on the transfer of messages, of information developed
within the structure of an organization (Tran, 2005). This exchange is either vertically
(upward and downward) or horizontally (made between employees who are on the same
hierarchical level).

Along with this information exchange achieved through formal communication
channels, i.e. institutional preset channels (reports, notes, presentations, meetings, etc.), in any
institution there is informal communication. It is that traffic information without direct or
immediate utility. Moreover, it is known that in any structure a large amount of information is

conveyed unrelated to specific activities (Tran, 2005).

Formal Communication
Communication is formal when messages are sent on preset channels. When the
information flowing through channels that do not fall within the sphere of relations of

subordination, it is informal ication. Top-down ication is initiated by

managers (who often are not concerned with training and I aspects of
and how to move information) and is directed at subordinate levels. It is usually used for
transmission of provisions and guidelines to explain the regulations and practices of
organizations, and for delineation of responsibilities to employees.

Effective communication in formal organizations takes place from top to bottom and
aims to motivate employees and put them in touch regularly with the political aims and the
strategy chosen by the organization. The idea of periodicity is of utmost importance sc it

ensures a certain permanence and fluidity of communication. Unfortunately, in organizations

in transition, there are gaps in the top-down ication, because the ication flux
goes with priority only to some employees (who have responsibilities that are seen as

prioritary or, conversely, have a certain level of incompetence). Moreover, communication

13
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is entirely lacking or is very slow and inefficient. Also, horizontal communication is carried
exclusively through informal channels, which inevitably leads to lower accuracy of the
information. This is largely due to the fact that, on the one hand, we need not be aware of the
continuous movement of information between departments, vital for survival in a competitive
organization, and secondly the fact that this type of company organization charts there are no
jobs for specialists in communication.

Another level of communication is the formal horizontal communication, which is
carried out either between managers who are on similar positions within the organization or
between other persons within various departments. In general, this type of communication is
to achieve coordination of activities between departments, especially if they are
interdependent. Regarding horizontal communication (if it really exists and it isn’t only
simulated), the idea of forwarding up the conclusions reached following discussions with the
heads of departments is consistently overlooked. In addition, communication between
departments is usually mediated (formally), almost exclusively by managers. These are
mistakes that come from ignoring the fact that employees are actually carriers of values
outside the organization.

Failure of formal communication not only results in poor coordination of internal
activities and global inefficiency, but also creates a negative image outside the organization.
This is because the employees are wrongly or insufficiently informed about the goals, policies

and values that the organization wishes to promote outside.

Informal Communication

Informal communication includes two main components: the communication that takes

place through informal c} Is created sp ly and ication that

made outside the context of the required organizational structure. Informal communication
channels appear spontaneously, they are constantly modified and operate in all directiors.
They have the advantage that are fast, selective and have great power to influence. Their role
is to supplement the formal channels. The structure of informal channels is used more as the
formal one is ineffective, inadequate or lacking credibility.

Formal communication does not meet all requi of the organization. The gap

15
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oceurs only when the manager believes that he/she has to send orders and directives to
subordinates, without worrying about informing them of the decisions taken by the
management about the activities, policies and strategies of the organization.

Normally, especially if we are dealing with a changing organization (inevitable given
the competitive context), formal communication from top to bottom should be mainly used to
influence opinions, change attitudes, according to the organization's new policy to reduce the
fear and reluctance caused by lack of information or disinformation, and to prepare employees
for changes in the organization.

Communication from top to bottom should be used with caution because the danger

p d by the detact of the organization managers from the reality, due to the lack of

feedback. Therefore, top-down ication must be p d by bottom-up

communication, where the employees are emitters and the managers are receivers. Employees
communicate in this way their feedback and the way they understood the top to bottom
communication, which is intended to defuse tensions. In this regard, the receiver (the
manager) must weigh very carefully the information received in this way, because the natural
tendency of subordinates is to strongly filter the message content to appear in a light most
favorable to the bosses. In addition, in the worst cases, deliberate misinformation
phenomenon may occur. To counteract these possible effects, managers must promote a
steady flow of communication to foster the creation of a flexible organizational culture
centered on the perception of personal value, so the employees can adhere to the

organization's values and norms.

a formal

Formal ct Is of ication are delit ly created by
system of responsibility which respects the hierarchical structure of the organization. They are
designed and managed to allow transfer of information among levels (vertical) and
departments (horizontal). As is apparent, formal communication directions faithfully comply
with established relationships in the organization, communication is generally taking place in
three main directions: top down, bottom up, horizontal. This is the ideal situation of

communication.

Most often, when organizations in the process of change, horizontal communication
14

U i - ! Wefica
¥

Investeste in

imbunatatirea Managementului Universitar . Fiolectestatedke.

created between the formal system requitements of the organization and the whole system is

complemented by the informal communication system. This is composed of a large number of
messages, fragments of information, opinions and expressions of employee sentiments, it
takes place on channels driven by daily needs, which do not correspond with those of formal

ion. It is almost i

to categorize all types of messages or information
channels through which they run within the organization.
Without informal communication, the tasks could not be carried out, and an

hnol 1, psychological requirements could not

organization, with ic, social,
function properly. Leon Festinger (Communicating Organization, 2008), after making a
number of studies on communication, found three sources of tension generating informal
communication between the groups:

1. to feel belonging to a group, employees must communicate their views, attitudes, as
important information circulated informally throughout the organization and between groups,
subgroups.

2. employees express their hopes and ambitions about their needs for achievement,
affiliation, power.

3. employees to express feelings of joy, hostility, anger, etc.

Another source that could be added here is linked to the rigid bureaucratic structure: the

need to bypass the official channels for more rapid exchange of information.

Informal communication operates through sp ly created ication
that are uncontrolled and that exist at all levels. They operate in addition to the official/formal
ones, even go in parallel, especially when official information is poor orthe formal channel is
not effective. Information circulating on informal channels have the potential for
transformation in rumor or gossip, something that is not desirable. Because these channels can
not be banned or removed, it is necessary that the official channesl function effectively and
that the continuous flow of official information counteracts the effect of inaccurate

have a very active role,

information on informal ct Is. Informal ication
especially in redesigning the organization and the manager needs to know that in order to
counter rumors that harm business and the image of the organization.

Informal communication is associated with managerial policy which supports the
16
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initiative and autonomy. Promoting informal communication reduces the risks of labor
disputes, which are caused by excessive formalism.

For better functioning of the organization, formal and informal communication should exist

y. Ei d informal ication may turn into a source of innovation

for formal communication, an advantage in times of restructuring the organization.
Furthermore, an exclusive promotion will generate formal communication disorder,

disorganization, inability formulating long-texm goals. In conclusion, we need to create very

d

flexible forms of ication, to allow an information flow forth and back.

Informal communication offers a double advantage: first it has a utility value to the
organization, helping to streamline contact between employees and on the other hand has a
therapeutic role. Less detailing, such informal contacts are those that ensure the most efficient
way relationship between employees of the same department or between different
departments. Informal communication in this case runs parallel to some cross-channel
communication, but departing for complex circuits and formal communication slow. The
employee will find the information they need know where that one can find, without resorting
to formal networks to reach the right speaker, which is not always the same as set by plan.
Enable informal communication so while exploiting opportunities for effective
communication that may occur and avoid risks related to incompatibility between the

organization and the facts of the organization,
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many things in addition to decision making, but only professionals driving their decisi Is

thercfore the main managerial skills for effective decision making “(1974, p. 465).

Leadership effectiveness is based on the results of correlation structure and optimal
management functions. From many perspectives from which leadership can be viewed and its
functions, the most useful is precisely the perspective of efficiency, under which are ranked
critical management activities:

« knowledge of driving, all of which are subject to resolving problems through
diagnosis;

« Detecting evolutionary trends of its development organization and construction project
to address new problems faced by construction forecasting and foresight;

» crucial time for decision formulating and solving a problem or to life throughout the
organization;

« organizing the implementation of the decision, first by planning and ensure

cooperation within the organization and between organizations;

« motivating staff organization to achieve its efficient action;

« control the function of leadership, which are measured results are compared with the
costs and determine appropriate remedies for the new business cycle effects influencing the
control of new diagnostic so a key issue is the organizational structure of authority relations,
power, responsibility and accountability. Authority, the organizational perspective, means the
right to make decisions a manager and subordinates to obey their request to achieve
organizational goals.

Reverse formal functional authority is legitimate, meaning that the measure (variable) a
person (a group of peaple) agrees to be led and influenced by decisions taken outside the
behavior was (by the driver by one invested with authority).

Direct authority is specified persons in various leadership positions, giving orders and

dispositions of their direct it is carried d d from the top downward.

Ancillary authority, suggestively called the Anglo-Saxon area, "staff of authority" means the

Authority staff, the team of experts responsible for support and advice given driver (team

leaders) during the preparation of decisions in  organizations Modern is also larger and more
19
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Com ication in the decision making jsrocess in higher education

Decision

Preparation, decision making and implementation is a complex process in which
communication is variable although less obvious, is a key element. In this chapter follows that
to study the role of communication in decision making.

Complexity management organization and functions of each part requires more detail
and analysis of correlations between them. Often, the decision is equivalent (confused) with
the whole management process. The trend is not accidental, it derived from the quality
decision to be crucial moment, the key point of management.

If we understand the decision taken by a solution (individual, group, organization) to
solve a problem when the whole direction can be ordered in three phases:

a) pre-decision:

- Formulating the problem;

- Formulation (forecast) possible developments and possible alternatives;

- Analysis and evaluation of alternatives and their hierarchy;

b) the decision stage:

- Adoption of one of their alternatives, considered the optimal solution (decision itself);

¢) the post-decision:

- Implement the decision (organization applying the solution adopted);

- Evaluating the solution in terms of results (control).

At some level, decision-making involves choosing a course of action you want from a
range of possible action alternatives. However, effective decisions involves more than simply

choosing a decision "right" by eliminating the bad. More so because decision making is a way

of achieving a goal, and administrative efficiency will often be assessed both in relation to
results and the methods used to achieve those results, the administrator must be concerned
both with the quality of results as quality and process involved in obtaining them. Drucker has
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intensive staff used "ancillary" to the supportive role of "core staff" leadership.

If the direct authority is basically unlimited, the Auxiliary is limited to one domain.
Different coverage areas and the difference in exercise intensity resulted in so-called conflict
between the basic and auxiliary staff. Sources of conflict are magnified by the authority of
two different foundation staff. Direct authority is legitimated by position held, while ancillary

authority is based on the professional p of special

Often conflict is amplified by differences in age and generation training, or strength of’
conservatism some imaginative novel of others. Conflict relations risks can be overcome, the
greatest degree of organization of communication between people, the existence of a two-way

flow of ication i and professional, to achieve a functional balance between

the decisions (orders) and advice (advice) on the assumption of by each category of
responsibility devolving upon.

Functional authority is authority conferred on a person or a department in a given stage
of implementation of activities, it is limited to a certain time and at a specific target and is
given only to those who have the capacity to conduct surveys of expertise to improve
organizational effectiveness.

Functional authority is a special case of delegation of authority (by one person and only
one phase of the process). In general, delegation of authority refers to the process by which a
manager distributes tasks to subordinates working together with the authority necessary to
achieve them. Although any formal organization, delegation of authority is inevitable, both
leaders and lead manifest different reasons, resistance to the delegation, that delegation of
authority to accept.

Responsibility refers to the debt or obligation of any member of an organization to
perform the tasks or activities have been assigned. Responsibility of serving as an individual
duty to himself to make the best conditions tasks incumbent and, thus, is a prerequisite for
effective realization of organizational objectives.

Delegating power and authority within the organization involving centralization and
decentralization and their problem. In practice, it is considered the decision and control
processes. It is generally considered a decentralized organization is important when the

number of decisions taken at higher levels is based on these levels is a low exercise
20
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control. Both ion and d lization and their ad: ges and disad i

Range of decisions that take place in an academic institution range from trivial to the
critical decisions (from choosing a brand of coffee to be used in room teacher to develop a
strategy for reducing academic posts as part of cost reductions) and the decision routine
decisions without knowing the exact result (of timing for a half hours to provide the
consequences of possible legislative action and how they affect the academic campus).

Decision-making is a ubiquitous character in academia, must cope with students,
teachers and academic administration in constant action. Three types of decisions can be
distinguished. (1) decisions to solve problems involving the intention of correcting specific

difficulties, (2) decision opportunity, intent involving selection of the best ways of fast action,

d where d seem to be a unilateral phenomenon in

and (3) project
which a single individual and a group decides to choose a mode of action, the stage of
gathering data in decision-making process often involving interaction with others. In some

specific points of decision-making role of communication is particularly obvious.

Authority and influence in organizations

Unlike legitimate authority together, a leading power is the ability to control and
influence the behavior of others without their consent. Power can thus render the consent
subordinates, impaosing itself through various coercive means, using strict rewards and
sanctions. [n this case, the consequences can be negative, organizational effectiveness is
decreasing, and subordinates may develop compensatory strategies and techniques
autoprotejare and "sabotaging” the driver. This power if used in excess, but there are
democratic organizations and relations of power and influence, even if not so obvious.
Based on these assumptions, an important concept is the strategy - purely operational concept,
not necessatily designate a deliberate plan, but regular, frequent behaviors identified by the
observer), personal (individual target which aims to achieve the strategy) Personal path (the
result of those behaviors identified in the strategies). Finally, "power", the central concept of
this approach, not reducible to vertical relationships, but rooted in the ability of actors to spot
and exploit existing sources of uncertainty. So power is not an attribute but an unbalanced
relationship that involves sharing and negotiation. Organizational actors engage not
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the stimulus side. (Suedfeld, 1978, King and Fuedler Stenfort 1978, p.209).
Cohen and March comment on this issue and argue that selection processes in an
academic institution can easily become overloaded and the organizations where this happens

usually have weak information base (1974, p.207). An analysis of episodic Communication

Channels Organization (ECCO) (a technique for tracing the course of a message in an

organization) has examined the communication patterns of a major university and confirmed
the situation and concluded that the availability of a wide range of sources of internal

e ication external and demic teachers and lead to an extremely difficult application

to a standard model, formally, the analysis of this organization (Holsenbeck, 1975). David H.
Smith also commented on the relative weak informational base of colleges and universities. If
academic management have access to information on results of university teachers, however,
even in the Internet age, have relatively little information on the major external factors of their
activitics and the departments they belong. They usually are not aware of important
government policies or operating system they are part of the university. They are often
surprised when they become aware of these poticies and found that an effective way to deal
with them is the simplest, namely to remain uninformed.

In conclusion, the collection of information for effective decision making in colleges
and universities often includes uncertainty due to overload of work. Computer support was
provided more often at the institutional and inter-institutional decision-making processes of

many colleges and universities daily is characterized by a weak information base, a wide

range of ication links and blish flexible boundaries. The mechanisms for data
collection and information management research is still needed for exploring the everyday

decision making of small academic groups.

Participation and

Another important variable in decision making refers to the roles assumed by or
assigned to individuals involved in this process. Even if the classical distinction between task
group construction, maintenance, and individual roles (Bonne and Sheats 1948) remains the

most common approach of the overall analysis of the role, the study of specific
23
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strengthen such a relationship in order to display it forces to achieve goals. Flowcharts and
regulations are, in this regard, instruments that seek to limit freedom of game players in this
sphere of influence.

Aline Fortin, based on the concept of "influence” (an agent of social change through the
system concept, affective reactions and social behavior of another agent) defines power as the
maximum influence that an agent can have on another agent in a given field. From this and
adjusting that classification will result in a breakdown of sources and types of power:

« Expert power - can be based on proven success in some areas, or on a certain
reputation (hence, formally or informally influential people in an organization usually have
the reputation of "know how to solve" the difficult problems training);

« the power of information - information may become a source of strength for other

people who control access to this information (this is one of the reasons why some leaders to

resist puterization for | modernization and “liberalization” would deprive
them of a communicational source of power)

* based on power relations - is based on the fact that the person is placed or influential
people 1 know can provide help, is a type of influenza commeonly used in modern society and
especially in type Balkan societies, because in this way can make personal influence strategies
in a less obvious than in other forms of influence;

« reward power - given to the person who has the means to reward, in an organization, it
usually belongs to the formal leaders at all levels;

« the power of coercion - held by people who have the means of punishment (usually the
same and the rewards available);

« Reference power - is resulting in positive feelings they have not dominated to
dominating, is based on identification or social comparison and is associated with groups
exert influence on their members

« legitimate power - the power comferred on a person under post it holds,
The relationship between the quantity of information and complexity of decision making and
information and personality variables play a role in specifying the details of function.

Decisions under a high load of information tends to become a stereotype, characterized by

reduction of information search, the selective use of information and increasing based on
22
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items in a university was the most common research strategy to consider roles and behavior of
individuals with communication responsibilities in academic institutions.

Participation and communication are two factors that allow the group to convert waste
into energy avatlable energy. Participation is the interaction of each member with the target
(task) group common. A concept is close to the axis of participation, the graphical
representation of the relationship between one of the group members and target (task) joint.
On the participation axis there are possible more positions (Arnaud, 2001):

1) Center: to orient the group and seeking to achieve common targets. Which is: make specific
proposals about how the action group members, make a summary or synthesis of ideas
expressed, determines the situation at a time the group formulate rules to follow, assess or
sanctioned views of others, exercise the right veto-end solution sets.

2) Transmitter: its behavior is to make a personal contribution related to the common target. Is
one who has opinions, comment on opinions expressed by others without the pros and cons,

expresses verbal or nonverbal ag or disag; with the opinions of others.

3) Receiver: its behavior shows that it is in a state of receptivity to what is happening in the
group. Is the person showing attention manitested in terms of verbal and nonverbal, ask
clarifying questions and reformulates the ideas of others (but do not express their own views)
4) Satellite: that his behavior expresses not participate in achieving the common target, either
because they pay attention to other aspects of group life, whether personal concerns. Is the
person showing an apparent inattention to group discussions, both in terms of verbal and
nonverbal, verbal intervention is not related to pregnancy or group expresses attention to
phenomena of life common target group unrelated.

5) Out: is physically absent, although part of the group should participate in the task. Person is
temporarily absent or late, or leave the group before reaching the common target.

Another important variable in decision making involving roles assumed by or assigned
to individuals involved in this process. Even if the classical distinction between task, group
building, maintenance and individual roles (Bonne and Sheats 1948) remains the most
common "approach overall analysis of the role, the study of specific items in a university was
the most common research strategy to consider roles and behavior of individuals with

ion ibilities in ic  institutions.
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When Sechafer (1977) examined the major topics of communication for presidents of
neatly 300 colleges and universities, found that issues relating to teachers and academics are
the most time-consuming communication. This area of discussion was followed by
communication related to financial management, procurement of funds and that
communication with students. Some more time was allotted it to the internal structure of the
university than outwards. Presidents of private institutions spend most of the time allocated
funding issues related to obtaining and presidents at public institutions spend more time on
topics related to faculty and academic issues. Others have exploited public college president's
role, focusing on leadership behavior of these individuals (Stevens, 1976).

Adams (1977) noted a considerable conflict over the role of dean in areas such as
authority, responsibility and delegation of tasks this role. A study of the role of department
heads (Wunemunde 1976) drew attention to the flow of communication, noting that the
upward flow takes place from teachers to head of department. Also, heads of departments
with a greater degree of success (as perceived by colleagues and superiors), most often have
limited communication on issues related to university at the expense of personal
communication have more contacts than their colleagues less successful. Another study of

these leaders reveal i ing predomi of the

ive nature of this leadership

position and trend of academic leadership and senior of department heads to
attribute more power than it may actually have (admire, 1978).

Nearly 400 professors of universities have undergone a major research study in an
attempt to identify the defining elements common performance evaluation obtained in the

course of their business and organizati c ication di

Three groups were

determined by common variables, (1) a set of information involving the overall quality of the
environment, (2) a set of environmental information related to the source, with a section
related to the vertical communication with the head of department and another related to the
horizontal communication with colleagues, and (3) a set of emotional reactions related to
peers and socialization intercolegiald. Researchers have found that responses indicate a degree
of confusion over the role of Head of Department, suggesting that teachers sometimes
perceive the Head of Department as a representative of authority and sometimes as a

colleague. (Hanser and Muchinsky 1980).
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walked the campus run by it. We have seen institutions where the President was totally
restricted to a manual, contract or set of procedures for any possible action, and saw other
institutions where there is even a teacher’s guide or a written description of how leadership. *
Coladarci (1980), in a discussion of Deans, requires new methods and research
paradigms for the study of administrative roles in higher education and concludes that further

research strategics.

Models of decisions made in groups

A large number of initial studies on small group decision-making process involved the
use of variations of reflexive thinking of John Dewey. A detailed description of these studies
can be found in Larson (1971). Even if' a comparison of the sequence of reflective thinking
with other standard based on work plans and Scwahn Hareis (1961) and Kepner and Tregoe's
(1965) suggests that these other models could be more effective than reflective thinking
{Larson, 1971) The concept of carrying out a standard planning groups to facilitate the work
seems to be well grounded decision. Although a variety of sequences of problem solving and
decision have been suggested by various authors, a common theme in most of the existence of
a stage: (1) focus on the description of the situation and agreement on the general status it (2)
focus on group goals and trying to obtain consensus about the relevant goals in the current
situation, (3) consideration of alternative modes of operation, and (4) choosing a preferred
course of action. Research on patterns of thinking to solve problems common in the 1960s,
continued to remain in care until 1970. However, most of these studies were the subject
groups that met once for a specific purpose to fulfill task-oriented (Cragan and Wright 1980).
Availability of information from research groups that had a program of meetings is much
more limited.

In recent years, several researchers have adopted a cyclic approach of analysis on small
groups and explored the stages through which these groups focused on the tasks they
performed. Fisher (1970) described a series of four such stages. His model of decision making
include (1) orientation, characterized by clarity and agreement as the expression of social

climate and attitudes developed interim (2) conflict, the attitudes are reported with more
27
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differences, depending on the individual's role in the organization, as higher ievel managers
possessing more information and more accurate than lower level managers. Those from higher
levels is based more on direct contacts for information and also send more information on
(Sanders, 1976). Further research was devoted to communication and management model
within the existing members of the HR (Ebbs, 1973) and leadership styles of homes of
members of the university management (Chambers, 1976).

Paul and Schooler (1970) explored the differences in criteria used by members of the
junior and senior faculty in management and concluded that there are considerable differences
between them. More specifically, novice teachers assigned higher priority than efforts to
develop academic senior teachers.

Accuracy was also investigated the structure of roles, with the ambiguity of existing
roles, which was observed in depth research of the university mentioned above, described the

impact of these definitions are role of ication within the organization.

The overwhelming majority of people receive little information about their work, the
existing rules, and systems of reward than he would have liked. Information transmitted
usually arrives too late to be useful. Lack of adequate information has contributed to another
problem, perhaps even more harmful - a lack of clarity of each role. Many people feel they do
not adequately know exactly what their job entails - duties, responsibilities, powers, their
relationship with other items and general university purposes. This lack of clarity contributes
to problems of overload (site not to send "), underload (" Why not send me what I need? "),
Feedback and speed of response (" I thought someone else will handle it * }, and coordination
("L do not know other departments’) (Goldhaber and Rogers, 1978, p.74).

General descriptions of the roles of key members of management institutions, as
president, dean and head of department, have been suggested (see eg Millett 1978) but these
theoretical descriptions must minimize large diversity of organizational structures found in
specific institutions. As Kuffman note (1978, p. 60). to describe the function of president: "In
some cases the chairman is executive member of the board, in others the President is a middle
level manager of a territorial center. In some cases the President elect members of the board of

the institution, in others, board members did not know him and he may not have ever
26
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accuracy and force, (3) the appearance, the ambiguity is used to mediate disputes and as

favorable expressions are more frequent, and (4) support when members express positive
attitudes about the decision and try to assert their confidence in the decision was taken.
Another model suggested four steps to solve task-oriented groups go through stages of
latency, adaptation, potency and performance goal (Mabry 1975, pp68-70). Others have
explored phases interpersonal conflict confrontationale and account (Ellis and Fisher 1975).

However, despite several studies that support the notion that groups such decisions go through

a common set of behaviors, pts were defined cc d the relationship of

individual study findings remain open to speculation. Furthermore, a study of the 80 (Poole
1981) provided by experiments, evidence supporting the existence of (uncertain) model of
decision making multiple alternatives instead suggested carlier that a common set of stages
through which pass all decision-making groups .

Clearly, research is still required for clarifying this question. Practitioners currently
working with decision-making groups can anticipate that a group will go through phases as
described in the studies cited above, but there is a dose of uncertainty for each situation or
task.

One of the most common mechanisms in the academic decision, council staff, was

examined in a large state universities by Tucker (1973). He concluded that communication

patterns revealed by these i is very little organizational structure or similar to what
might be suggested by the organizational hierarchy of the institution: "Some committees at all
levels and communicate freely on a horizontal line in unrestricted mode. ... Committees do not
work with a high degree of specialization would be understood as the formal description of
the fields of real responsibility is largely controlled by the very members of participants in
court "(p. 221).

Tucker's suggestions include increases organizational constraints and decentralization of

decisions that are currently assigned to these i Ina on the use of

committee staff, Balderston describes three major problems inherent in most systems of
committees teacher: (1) time spent by members participating in committees, (2) tend to use
committees, in most cases, even if one person could be equally effective, and (3) low level of

professionalism and rapid changes in the committee members because of their
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appointment systems Rotational {1974). Others have argued that the problems of teaching
skills committees appear not so much the weaknesses of how procedures are implemented to
solve problems, but because of two structural problems. (1) The fact that many of these
groups are used only to obtain recommendations, which ultimately only forward some
recommendations to groups on parliamentary principles, and (2) orientation of win-loss
participants in many of these groups with members who consider that any decision will
inevitably produce winners and another group of losers. This model of practice often leads to
inhibition of production of major changes. Others have argued that the ability to promote win-
win orientation is characteristic of managers but not leaders, and that leaders and managers
have different personality characteristics. (See eg. Zaleztk 1979). However, this assertion
appears to be epen for testing and research is of course guaranteed that they will occur. In our
design, a more creative approach to decision making might be able to move the focal point of
group members so that they look for alternatives such as efficient management and quality
management.

An additional problem is that sometimes created even those who support specific
decisions actually have little real responsibility for its implementation (and Likert Likert
1976). One author suggested that the number of formal decision groups and growing concern
for implementing adequate procedures and a fair trial, guaranteed the appearance of an office

or a group of parliamentary model of university teachers in many institutions (Neher, 1978).

C ication and styles

Each manager should develop and promote a policy based on a communication system
to allow the existence of a continuous adjustment process of the organizational structure to the
ever changing environment. Also, through its role of negotiator, of promoter of the
organizational policy and transmitter of this policy, the manager must build and maintain a
network of contacts with partners of the organization in order to develop appropriate external
and internal policies. As a result, communication has a significant role in modern

A}

as it is cc d a vital comp of the system of any public or

private organization.
If the leadership style is defined as the cognitive and social mechanism of decision
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Through the control and training functions, the manager, who occupies higher
positions in the hierarchy, achieves the convergence of the action of the employees and
departments in the implementation of the organization’s policies. Decisions and instructions
ensure uniformity, accuracy and completeness of the tasks in accordance with the
organizational policies, practices and procedures.

The functions of influence, persuasion, and guidance enable any manager to achieve

such control over the information conveyed and the behavior of other employees to whom he

has different types of relationships (hi hical upward or do d, horizontal) within that
structure.

The function of integration and maintenance of structures gives the manager the
opportunity to provide superior functional operability of the department / service which he/she
runs through the:

- fluidity of the information flow;

- optimal use of information channels in order to avoid unnecessary duplication of data
or information;

- sorting, verifying and transmitting data according to their specificity.

The simplest classification of leadership styles includes three components: authoritarian,
democratic and permissive (or laissez faire) 5.

An experiment by K. Lewin, W. Lippitt, R. White has petformed an assessment of the
three types of styles. The experiment produced several distinct conclusions:

- Short-term productivity if authoritarian and democratic leadership style is comparable
and is at a high level, while the permissive style has a low productivity;

- Employee satisfaction is higher with the democratic style, employees are more group-
oriented and friendly;

- For authoritarian leadership style, they recorded a high conflict potential in the team
work and frustration of staff disguised aggression;

- Authoritarian style efficiency is maintained only if coupled with tight control; where
authoritarian leader leaves work, stops working, what did not happen with Experimental
groups led democratic or laissez-faire.

Another lassification, four p was 1 by Rensis Likert:
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making within an organization then there are several dimensions of this mechanism that have
to be defined:

+ Decision-making practice. The most eloquent criterion for classification of style in
most typologies;

« Competence. This is an important variable that in this case can have several meanings:

a. Professional competence - related stricily to the skills and knowledge of the manager
(leader) in the field of work of the organization;

b. Organizational Competence - refers to the qualities of the leader in creating the
optimal team and in developing strategies for selecting and motivating employees to form a
functional and efficient structure;

¢. Social competence - the least developed meaning but lately considered the most
important, practically, this refers to how managers interact with other members of the
organization and the leader's ability to maintain a collegial atmosphere, to prevent and resolve
labor disputes;

« Attitudes towards collective goals of the working group

On this dimension several possible options can occur, from the leader who identifies
him/hetself with all the goals of the organization to leaders who use organization resources as
a means for achieving their personal interests;

« Motivation techniques. Strategies can be mainly extrinsic, mainly intrinsic, or other
various combinations can be made between two types of motivators.
Any manager in an organization communicates in pursuit of concrete goals. These goals result
from the roles that the manager has within the organizational structure. To fulfill the role
assigned, the manager will use more or less consciously, more or less deliberately, the
functions of communication.

These function refers to information that the manager is put in position to receive. There
are two types of information: external information sent and received by a specially designed
structure, and internal information that flows through formal and informal channels within the
organization, The existence of these two types of information flows is the result of a plurality
of interactions with the internal and external environment, among subdivisions of the

organization and among members.
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1. Oppressive-authoritarian-style where the dominant variable is obedience, even if the leader
may have a low professional competence in the field. He/se would not delegate authority the
structure of line managers is represented by a circle of obedient heads of departments.
Oppressive managers/leaders use extrinsic motivators, and they are adamant about the
program and other details, and apply harsh sanctions (e.g. dismissal) arbitrarily.
2. Objective-authoritarian style — here the goal and the dominant variable is competence.
Leaders/managers who adopt this style are too rational and lack human contact, they evaluate
the results in an objective and organized way, accepting only flawless precision in the
production process. This type of leader is very much involved in production (and thus the
organization) and does not delegate authority. Informally, he/she would maintain some
distance from the team, so they will establish dyadic relations manager - each team member
This feature is correlated with a vision of employees as docile and unproblematic insiruments.
3. Consultative-Democratic-style — here the dominant variable are human relations. In this
case, the leading position combines with the executive, consultations with members of the
group are regular and systematic work (although only formal consultations, such meeting).
Both types of motivators (extrinsic and intrinsic) are used and the authority is bound in a well-
regulated. It is mainly a rational leader, but do not focus on work group cohesion.
4. Participatory-Democratic style - here the dominant variable is the loyalty to the
organization. The leader is rather a media-organizer of the working group process and
discussion / decision, in fact, the team is making the decision. Between the two types of
structures (formal and informal) the informal one predominates, as the leader only intervenes
when conflicts arise, for settling them. Intrinsic motivators are used and those who make
mistakes are helped by the group members to correct their work. Authority is often delegated
in a way that is not rigorously established.

Likert's classification could be completed with the:
5. Permissive style (laissez faire) — here the dominant variable is the predetermined structure.
Permissive leaders are symbolic elements, externally they serve for the representation of the
organization and internally, as symbols of the organization. They merely provide information

materials to employees and mark the start and end of a task (the production cycle). This

leadership style can work on a previously established structure, with established
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Ce ication and group

For many years the subject of leadership in groups has been the subject of research
interest. Early investigations (Stogdill 1948) attempted to identify personality traits associated
with leadership ability. Many initial studies of this area were relative lack of success,

producing only general descriptions of the relationship between personality and leadership.

Gerer (1967) explored ¢ ication ct istics iated with the develop of
quality leadership, highlighting five traits - to be uninformed, lack of participation, extreme
rigidity, authoritarian behavior, verbal aggressiveness, as conditions that prevent individuals
to become group leaders.

Other research (White and Lippi, 1960) studied the effects of different leadership styles,
exploring the style differences between democratic, authoritarian and laissez faire. At the
functional level leadership styles have been focused on specific behavioral functions that an
individual in a group indelpineste and observational systems such as that proposed by Bales
(1950) were used to describe these features. A number of studies have involved examination
of oral communication and leadership in groups has been described by Larson (1971) and
Cragan and Wright (1980).

Early advocates of situational approach to leadership has stressed the quality of
leadership behavior that is a phenomenon that occurs as a result of situation-specific
characteristics (eg. Gouldnet 1950). Recently increased interest in the impact of the situation
by leading the event abordrii quality. Fiedler (1967) suggested that the most appropriate
leadership style in a situation depends on three situational constraints. (1) power inherent
leadership, (2) the structure is to be enforced pregnancy, and (3) the leader's personal
relationships with other group members. Fiedler suggests that in situations that are extremely
favorable to the leader (has power, a task clearly structured and good relations with members
of the group) or in situations that are extremely unfavorable for the leader, an authoritarian
approach is more effective. Moderately favorable situations leader, a democratic approach is

better. Fiedler, Chemers and Mahara (1977) also presented a technique designed to help
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Anthony argues that a participatory strategy in which senior managers perceive the interim to
facititate the work of professionals is a more appropriate management in higher education.
Similarly Likert Likert and 4 argue that management system will result in a college or
university increased problem solving and decision making (1976).

The complex study in university cited above, the auditors have described existing
communication systems involved in decision making which could be applied in other colleges
and universities: participatory decision making is inappropriate in most levels. Lower staff,

especially teachers, believes that managers make all decisions without

d "
Some teachers feel that they are just "stamp" which contributed to the decision is more
apparent than real. Heads of Department Deans tend to believe are not really open to
suggestions, and most deans believe that collectively they can make not sufficiently contribute
to decisions vice president. Even some vice presidents have the feeling of a lack of input in
decision making (Goldhaben and Rogers, PP 73-74).
When Hewm (1978) studied the system of state colleges, found that teachers perceive more
than one deficiency in their authority charged that administrators and teachers prefer more
communication and consultation than we delegation of authority and new organizational
structures as solutions of this problem.

In a laboratory experiment based on a participatory model, Han (1978) examined the
effectiveness of a participatory budget planning system. In this context, participatory mode
led to greater accuracy of perception on the position of other resources, to improve the
agreement with his superiors and a preater acceptance of the final budget decisions. Although
generalizations based on this kind of simulation should be treated with caution, the study
supports the possibility of significant benefits to communication with these genuine

participatory management styles.

Management by Objectives
Although approaches to management by objectives (MBO) were deployed in industrial
environments for many years, specific application of these techniques at colleges and
universities is a recent phenomenon. Deegan's work and Fritz (1976), Harvey (1976) and
others have led to many suggestions for the implementation of MBO approach to
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individuals autoeducare become effective under the leadership style.

Participatory management

A strategy of organizational design with strong nuances of communication has been
conducted in recent years as colleges and universities to address a wave of changes
"participatory management." Anthony has a definition of participatory management strategies,
and contrasts this approach with autocracy, consultants and managers. He describes a situation
involving participatory management to include real authority and power sharing, decision
making between managers and those who are under their control.

Under this approach, managers must have good skills in dealing interpesonale. They
must be good communication. They should be managers so that conflicts and disagreements
to be resolved conflicrele be channeled to constructive purposes. They must know how to
compromise in such a way that group or organization's expectations are met (1978, p.11).

Some of the benefits normaily attributed to participatory have clear i
for communications. These benefits include improved capability to accept change, better
anagajament of subordinates to the organization, management increased confidence, less need
for close supervision, increase the quality of decision-making, an improved vertical
communication and improved labor team (Anthony, 1978).

Also highlighted it was the importance of effective communication and careful
management of information systems in participatory management (Anthony 1978). According

to a survey led subordinates in a participatory frequently occurs

when organizational policies are clear, reliable and organizational climate is warm, the
manager has long-term objectives, tasks are complex and subordinates have more information
about decisions are taken by the manager. Operational effectiveness is the sports labor groups
when organizational policies are clear, the tasks are complex, and subordinates have more
options at hand to complete a task (Bass and Rosenstem 1978 Struuefer and Fiedler 1978,
p.6).

Certainly, a number of features cited in this study seem applicable in colleges and
universities. More parallels can be observed between participatory management and described
by Anthony & Management System described by Likert and Likert (1976), both specifically
promoting the adoption of a highly participatory model of academic governance.
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university management. The benefits are claimed for the MBO and enrich communication
climate within the organization. Some argue that communication in the organization will
increase as the frequency and will improve both in calitarea vertically and laterally in the
MBO. (Harvey 1976).

In a comprehensive assessment of 34 colleges and universities that have implemented an
MBOQO system or MIS in several grants Resource Allocation and Management Program
(RAMP) provided by Exxon Educational Foundation, said about half of institutions such
programs as successful ( Baldridge and Tierney 1979). Another study of success applying

udi 4

MBO in 8 public high schools reported success in

conflicts between senior and subordinates. But the same survey found that was not obtained
any relevant performance improvement (Rossano 1975). A third study, the administration of
32 state colleges that have implemented MBO programs, concluded that the contacts between
subordinates increased somewhat frightened and suggestions from subordinates have
increased and a majority of them were adopted and sense of responsibility was better
understood as subordinates perceived their greater involvement in decision making (Carter
1979). Nevertheless, Carter has observed some negative effects on communication between
departments within universities.

Certainly many of the MBO system goals related to improving organizational
communication climate and create a richer context for communication. But that MBO variety
of forms they take in higher education makes those purposes to be less universal in situations
where systems have been implemented MBO.

A value traditionally supported the groups small decision involves accepting and

leting the decisions taken by bers of groups who helped shape them. Several studies
in non-academic background supported the idea that individuals who participated in decision-
making groups are more likely to accept decisions reached and to assume responsibility for
carrying them out successfully. This assumption forms one of the basic concepts that justify
and participatory management approaches and MBO. Even though studies on the specific
functioning of these phenomena in colleges and univeristifi not available, some general
observations can be exiracted.

The huge number of groups responsible for decisions and the wide availability of
36
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power in many colleges and universities produce a complex pattern of responses to the
decision, once understood each group affected their decisions in light of considerations,
experiences and values. Similarly, the perceived quality of opportunities for the existence of
feedback relationships appropriate to explain the decisions and methods used in implementing
the decisions also influence acceptance decisions. Additional factors that may inhibit
acceptance decisions include organizational inertia, traditional academic values that can be
opposed to innovation and the threat of insured items, At least one source suggested that
existing models of communication networks in higher education often fail to result in
commitments that appeat in other organizations.
None of the great universities seems to have a network of interaction, influence covering all
parts of the university through effective communication and problem solving can occur. More
than once have been making decisions, the networks of interaction, influence of these

univesitdti not create levels of motivation and responsibility felt by all, or virtually by all

dq [

to ensure that decisions will be i

students, teachers and d effectively.
Existing networks of interaction, influence of our great universities are equally inadequate for
creating a sense of responsibility extend their capabilities as they are in communication and
problem solving (Likert and Likert 1976, pp 43-44).

Other  studies of decision  making, and ication

Several authors have presented descriptions of research importance of communication in
decision-making groups (Drekens and Heffernan 1949, Keltner 1960, 1961, Larson 1971,
Cragan and Wright 1980). Another author who led a more general research on decision
making group commented that most research on group decision-making content and
implementation of decisions focused on finding information, evaluating information and
decision-making stages. Most of this research has used tasks that the group had to reach the
formation of descriptive modes of thinking available criteria, essentially a problem solving
context. In contrast, little attention has been paid to decision making in a context devoid of
criteria appears to be typical of that faced by most members in decision-making. Also, almost
no attention has been paid on three central phases of decision making, selection of alternatives
to be considered implementation once the decision was taken, and response feedback group
(Castore 1978, King and Fiedler Stenfert 1978, p.273).
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(Stephens and Trinni 1978). Other studies have explored the evidence provided by
participants in collective negotiation situations by examining the various posts available
(Thomas 1977) studied the semantic side of language teachers and administrators to unions

and management involved in collective bargaining situations (McCracken 1978), and were

given suggestions for impl i luding the ion that if it is implemented
carefully, it can serve as collective negotiation mechanism for opening up new
communication channels (Schneider 1974).

Given the potential impact of collective negotiation in organizational communication at
colleges and universities, this area of study seems most appropriate to be investigated. Of

course, a consequence of collective negotiation in colleges and universities is the

o ication of envi | change. Collective negotiation agreement may define

certain areas as unsuitable for discussion until the next round of contract negotiations and

provide specific proced: for ication of key organizational events, The study of the
impact of collective negotiations on organizational decision making and organizational

communication climate is particularly important and deserves maximum attention.

Communication and adaptation

Ce ication and or izational change

Organizations operate today in a constantly changing environment; adaptability to
environmental change has become a prerequisite for a successful organization and in a
growing number of cases, a condition for simple survival.

The scope of environmental change varies from country to country and from region to
region, but there are global changes, affecting societies worldwide as the crisis of energy
resources, as the environmental pollution, ete. It is increasingly difficult to address the
problem, not only in very fast developing countries like Japan or USA, but also in other

countries. Many leaders remain totally confused when they realize that their organizations
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Unfortunately decision making research in colleges and universities did little to clarify
this picture, and his call for conducting further research Castore appropriate in this context.
However, additional factors of communication and decision-making in the academic context it
was given.

This concept of power and variable subunit that occurs in an organization has been
applied to study the evolution of an institution's budget over time. Power subunit was
specifically defined as departmental influence departementelor measured through rating their
heads and participation as important members of university committees. The results supported
the idea that "The department has more power, especially its resources while change is
Independence requirements change over time students' {Pfeffer and Salack 1974, p.148).

Existing power relationship between an organizational subsystem and organizational

dq

communication patterns involving that sut remains to be i

An additional factor has been the subject of research in higher education is preceptiei
impact on the quality of a manager sex decisions. Even if teachers in the survey respondents
said that gender was a factor administrator relatively less important at the time of his election
for the post allotted to same-sex decisions receive significantly higher ratings than if the
decision is attributed to a director of the opposite sex. (Fluck 1975).

Other contributions related to decision making, and ication in

academia have covered various topics. The areas explored included the importance of efficient
use of financial communication by managers during times of limited resources (Mann 1979),
and human resource development of the campus as part of comprehensive development
insitutionale (Mensel 1977) Development of national networks (Smith 1977) or by

contributions from those involved in communication wordy (Justice 1976).

Collective negotiations

Even if the syndication and collective negotiation became more frequent in higher
education, studying specific impact of communication on collective negotiation in higher
education is not common. One such study conducted on selection techniques of teaching staff

demonstrated a model for a successful campaign in the formation of a union
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may be affected by economic, social or political forces which until now would have not been
considered in making a decision.

Organizations are continually forced to adapt to their environment. But more than that,
businesses and other organizations also generate changes in the external environment, for
example by creating and marketing new products and technologies that become dorinant and
are widely used. This is how the national and international technological environment

changes.

Imposed change
Much of the change in the organization is required by management. Frequently, this
creates dissatisfaction and resentment, especially if such changes affected people think ought

to be consulted or at least informed in advance. If the change is initiated from a position of

strength, it can disappear with the disappearance or absence of power supply adequate
sanctions

But it is doubtful that any change is imposed by itself inadequate. There is urgent
discussion of change is impossible, and delay in taking a decision would be equal to suicide.
There are measures and administrative regulations that affect many people, but they are minor
and do not warrant lengthy discussion and consultation. [n general, attitude toward change
required is greatly influenced both by culture, education, the existence or absence of
alternatives for change and other factors.

Before deciding to impose a change, head of the organization must prepare thoroughly.
Tmposing change is appropriate only if the leader is convinced that there is no alternative if,
for example, could not provide support group, but know that change is inevitable. But the

leader should always make an effort to explain why he decided to impose a change.

Parrticipatory Change

|

People t to different organizational and national cultures have the same attitude

towards the changes that are presented as a fait accompli and they are imposed without any

prior discussion or consuitation. However, the trend towards the use of participatory change is

more pronounced in today's world. People want to know what changes are being
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;;repared and will be able to influence those changes that affect them. Moreover, leaders of
various organizations are increasingly aware of this fundamental issue and react adopting a
participatory approach to change.

A participatory process of change is slower, requires more time and is more expensive
than the change required, but is considered more sustainable. In addition, participatory change
management helps to have people experience and creativity, which is hard to do if change is
required. There are different levels and forms of participation in the change process, which
depend on the nature and complexity of change, maturity, consistency and group motivation
and the relationship between management and staff.

At the first level, the leader or consultant is concerned about the need to inform staff
about the change and prepare specific measures. The second, during the process of change
consultations are held on this change, for example to identify the need for change and to check
whether people would react negatively to the proposed measures. It calls for suggestions and
criticisms, and the leadership to reconsider the plan raay change based on them, At the third
level, management seeks the active involvement of staff in planning and implementing
change, inviting people to participate in defining what should be changed and how change
operation and the translation in fact change. This is done normally through working groups on

issues, special committees, staff meetings, etc.

Negotiated change

In many cases, change requires negotiation, This occurs when two or more individuals
or groups discuss measures to be introduced, the benefits obtained and the costs incurred in
terms of all stakeholders. The result may be a compromise where neither side considers it as
ideal. However, it increases the likelihood that all those involved provide support and, hence,

are likely to implement the agreement reached.

Drivers should be particularly receptive to the idea of a dialogue with staff ives of

the organization, dial is desirable not only in cases expressly provided by law or formal

agreements, but also to prepare other changes that may affect the interests of people in the
organization. In relation to change, internal communication works in several directions: (1)

ensuring that employees understand and support the changes taking place in the
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information. The emergence of Web 2.0 standards with its wiTpages, blogs and social
networks transforms the support given by the ICT system in a collaborative and multimodal
communication experience. Even the simple office phone is affected, making it a
multipurpose network peripheral data transmission device, while institutions change their

telecommunications systems in ication environments encc ing a vital element of

development - early notice.

land:

Changing cC ication and tr ission of affecting the

system of ication, resulting in a larger scale, developing new opportunities

and changing perspectives of what institutions should take on their communication capacity.
More and more institutional leaders are asking the question: When is the appropriate ¢-mail
outsourcing? What services should be adapted for access by mobile devices? What
combination of rapid notification and campus community achieve the most effective?
Similarly, the IT environment is noted that the implications involved in addressing technical,
financial and social responses to these questions.

Communications ate critical in almost any field, certainly no higher education is no
exception. For a better understanding of how the institutions to electronically satisfaction and
perception of these efforts, further examine some features of the institutions participating in
the survey: official communications infrastructure that supports awareness transmitters on
technological preferences of users.

A study of education (2008) brings interesting information about using information and
communication technologies (ICTs) in academia. Thus, describing the observation of

increasingly divergent trends in electronic communication practices of institutions

respondents, as teachers and t of the admini: ive envi is evolving in a
direction different from the student environment. The clearest examples are the explosive
growth of outsourcing email student reports showing that about 2 out of 10 respondents to this
end the services of commercial establishments (see Table 1). The situation was very different

with the main email system used by teachers and members of government, where only 2.3%

reported use of ial services. Confid; y of ications faculty and members

of government institutions was a concern that otherwise would have considered outsourcing

email to these users, but this is a problem throughout the control, security and support.
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organization, (2) training and organizational culture influence the process of adaptation to
environmental changes taking place ( 3) influencing attitudes and employee behavior and
customer quality.

Such a communication strategy can only be achieved through a process of participatory
management. Authoritarian management that does not encourage feedback and participation,
which promotes relations between the relatively rigid sections and departments of the
organization has sufficient resources to change attitudes of employees, changes absolutely
essential for building an organizational culture of quality. In this context, communication
becomes the key tool of the redesign. For this, it must meet the following conditions:

« take place continually and using all media that exists in the organization. When it
comes to redesign, there can’t be too much communication. Redesign is to be announced,
explained and introduced by communication;

« be simple and clear. Motivation and basic concepts related to the redesign are to br
expressed in an understandable manner;

« to act on emotional rather than rational level;

« be dramatic;

» to suggest the importance and urgency of the redesign process.

In parallel, external communication transmits to the same audience a positive image of
the organization change, emphasizing the positive aspect of change for beneficiaries
{customers, suppliers, investors) as well as its importance to the community, media, and the

general public.

P Lo,

in the

The impact of the new

environment

Media and messaging in higher education today is light years away from the austere
days of messages sent by fax and what came to be called POTS (plain telephone service).
Today, new forms of transmiting the messages and new ways of using them are constantly
appearing. Increased spread of portable devices offers complex, new and rich ways to

communicate for students, teachers, members of government, and the mobile access of
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Regarding students, few institutions seem to be concerned with these issues. Preponerent,
respondents have provided few possible changes to occur over the next three years the
importance of e-mail system provided by the institution but for teachers and students
predicted that its importance will decline somewhat, most likely because many respondents
expected their outsourcing systems in that time.

Ancther difference is the adoption of alternative communication technologies. A
significant number of respondents replied that the text messages, RSS feeds and social
networking channels will have little impact on reducing the use of electronic mail by teachers
and staff, but more than half expect SMS text messages and networks lead to social decline in
the use of electronic mail by students over the next three years. Only treme of respondents felt
that the third alternative, one less interactive, the ones about which they were asked -~ RSS
Feeds - could have such an effect.

Infrastructure status and satisfaction brought institutional email services seem to go hand
in hand. Most respondents agreed or strongly agreed that teachers, staff and students are very
satisfied with the institutional e-mail services. Satisfaction was higher at both institutions,
whose communication infrastructure was considered adequate to meet the needs of the
institution over three years now and in the institutions which have been characterized as

initiating new ication: and tr issi It seems so, some

attention to "keeping step" with the standards set by providers of non-institutional email has
borne fruit. Especially, students appeared to be more sensitive to news media and e-mail
communications.

Interestingly, respondents email environments are generally not constrained by many
rules. Less than half of institutions have developed written policies to conduct electronic (e-

Discovery) and less than half their policies el ically (: ds) and record

the messages sent by teachers or staff by email. Only a quarter have both e-discovery policies

and e-Reeords - conduct policy and policy - impl d. Where's

policies registration record are applied to email messages to teachers and more than half of

respondents said that their application is i Records policies (e-records)

for electronic mail and students are rare, only one quarter of respondents institutions having

| d hil Their impl: jon is better in this case, more
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than two thirds of respondents saying that is somewhat more consistent and very consistent.
Time will probably become clearer who is responsible institutions in this field, we hope only
that the price of this lesson is not too expensive.

In the near future landline is likely to reach an office communication tool ubiquitous
nature as two thirds of respondents agreeing or strongly agree that land telephone lines
available for teachers and institutions will be sustainable in financial terms over the next three
years. Half said they need fixed telephone lines for tcachers and staff will not change in this
period, and a sixth said that it would increase.

But how your office is connected to a communication network is likely to change as
more and more institutions replace the cable and telephone exchanges based PBX systems
with VolIP systems, a data network-based alternative. Almost three quarters of respondents
expected the importance of VolP will have teachers and staff will grow or will grow
considerably over the next three years (see Figure 2). Overall, about a sixth of respondents
have adopted comprehensive VoIP system, and one third are in transition to it. Not only an
institution of 10 reported no plans to adopt this technology for teachers and staff.

Mobile devices are close to all now, and responses to survey highlights their
increasingly important role in higher education. Eight in 10 respondents said they aniticipeaza
growth or high growth in institutional financial services need to support mobile
communication faculty over the next three years and almost two thirds of them agreed that
mobile devices as well as capacity connecting to data networks such as BlackBerry devices,
iPhone and Treo are essential tools for professionals in higher education over the next three
years, Three quarters of respondents agreed to a degree that will spread their general
institutions to make major changes on online services in this period.

But despite the general recognition of the impact of increasing use of mobile devices,
our research revealed a disturbing lack of preparedness for higher education in the approach

of increased demand for mobile services in several ways. First, while it is universally accepted

et alul

that institution, and IT in particular, will provide fixed services and p

teachers, only half of institutions have a process of providing mobile communication services

in progress by members their majority or full payment subsidizing these services. Even among

institutions that do this, a relatively small number of cadres and staff are included in the
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coverage of these services: Only about oneEten institutions reported such activities for more
than 10% of teachers and more than 25% of staff administrative. Support the establishment of
mobile communications for students is conducted in a different way. For these users, in a third
of respondent institutions, support comes in the form of agreements with mobile service
providers to offer access to their services at a cheaper price and less expensive devices.
Secondly, despite the popularity of text messaging among students in higher educatjon,
at least for ordinary conversation, institutions have been slow in providing rapid messaging

d

services for other than official emergency ications. Among re institutions,

only one of 7 reported using text messages as a means of communication with students, fewer
are using to communicate with teachers or administrative staff. More than two thirds report
that they have adapted to any existing online services to transmit information via text
messages (SMS). The rest of the institutions and they take only a little.

and understand the different IT

The research p 1 highlighed the need to
needs of the administrative staff, of the faculty, and of the students and that for ICT to remain
attractive to prospective students, institutions must create an environment of communication
and transfer of messages including those aspects of Web 2.0 standards and provide a robust
mobile communications infrastructure and services including the growing dependence of
students on mobile devices. Any initiative will need to include more traditional patterns of
communication between faculty and staff, requiring a balance between new and old - at least

in the short term.

46
ye -, U Wi
(O W 1T - S €uATE b

Investeste in pet Invsiamint Supenor

NI

* Cutlip, Scott, Center, Alan, Broom, Glenn, Effective Public Relations, Prentice Hall,
New Jersey, 1994 ;

imbunatatirea Managementului Universitar . Proiecte strategice

o  d’Humié Patrick, Me de la ication d'entreprise, Eyrolles, Paris,
1993;
® Dagenais, Bernard, Campania de relafii publice, Polirom, lasi, 2003

o Dagenais, Bernard, Profesionistul in relatii publice, Polirom, lagi, 2003

¢ David, George. (2003). Relatii publice — garantia editia a II-a, B
Editura Oscar Print.
o Dinu, Mihai, Comunicarea, Ed. $tiintifica, Bucuresti, 1997,
*  Dobrescu, Emilian M., Sociologia comunicdrii, Ed. Victor, Bucuresti, 1998;
* Dragan, loan, Paradigme ale comunicdrii de masd, Ed. $ansa, Bucuresti, 1996;
* Eco, Umberto, Trafat de semioticd generald, Ed. Stiintifici §i Enciclopedica,

Bucuresti, 1982;

Escarpit, Robert, De la sociologia literaturii la teoria comunicarii, Ed. Stiintifica si

Enciclopedica, Bucuresti, 1980;

Ferréol, Gilles; Flageul, Nogl (2007). Metode si tehnici de exprimare scrisa si orald.

Tasi: Editura Polirom.

e Fink, Steven, Crisis Management: Planning for the Inevitable, Amacom, New
York,1986;

o Fiske, John, Introduction to ication studies; Meth New York, 1982;

o Flichy, Patrice, O istorie a comunicdrii moderne. Spatiul public si viatd
privatd,Bucuresti, Polirom, 1999

e Fozo, Linda F. (1993), Newswriting Programmed Instruction (prepared by the
Journalism Department), Fort Benjamin Harrison, Indiana: Defense Information
School.

*  Goldstein, Norm (editor). (2002). Associated Press Stylebook and Briefing on Media
Law with Internet Guide and Glossary (37th edition), The Associated Press New York.

*  Gregory, Anne, (1998). Planning and Managing a Public Relations Campaign. A step-
bystep guide. London: The Institute of Public Relations, Kogan Page.

48




Investeste in

Bentey watiminil Superior

Tmbunatatirea Managementului Universitar . Profecte strategice

Grunig, James, Hunt, Todd, Managing Public Relations, Holt, Rinehart and Winston,
Philadelphia, 1984;

Hendrix, Jerry, Public Relations Cases, Wadsworth Publishing Company, Belmont,
1995;

lacob, Dumitru, Cismaru, Di Maria — Or izatia inteli; i 1o,

Bucuresti, 2003;

Tacob, Dumitry, Cismaru, Diana-Maria — Relaiile publice — terapie organizationald §i
sociald, n Relafii publice- provocdri 5i perspective, Tritonic,

lacob, Luminita, Comunicarea — fortd “gravilafionald” a cdmpului social, in
“Comunicarea in cdmpul social”’, Universitatea “Al. loan Cuza”, lasi,1997

Jones, Clarence. (1996). Winning with the News Media (1996 edition). Published and
distributed by Video Consultants, Inc., Tampa, Florida, USA.

Kendall, Robert, Public Relations Campaign Strategies: Planning for Implementation,
Harper Collins Publishers, New York, 1991

Lohisse, Jean, Les systéme de communication, Armand Colin, Paris, 1998;

McQuail, Denis, Comunicarea, Ed. Institutul European, lasi, 1999;

Mequail, Dennis, Windahl, Sven, Modele ale comunicdrii pentru studiul societdyii de
masd, trad. Paul Dobrescu si Alina Bargdoanu, comunicare.ro, Bucuresti, 2001

Miége, Bertrand, Societatea cuceritd de comunicare, Polirom, lasi, 2000

Millo, Katie; Yoder, Sharon; Gross, Peter; Niculescu — Mayer, Stefan, Introducere in
Relafii Publice, NIM, Bucuresti,1998

Neculau, Adrian (coord.), Reprezentarile sociale, Polirom, lagi, 1995;

Newsom, Doug, Kruckeberg, Dean, Turk, Vanslike Judy — Totul despre relatiile
publice, Polirom, Tasi, 2003;

Orzan, Gheorghe; Orzan, Mihai. (2004). Cybermarketing. Bucuresti: Editura Uranus.

Pauchant, Thierry, Mitroff, Jan, Transforming Crisis Prone Organization, Jossey-Bass
Publ., San Francisco, 1992;

Peretti, André de, Jean-André Legrand, Jean Boniface, Tehnici de comunicare, Ed.
Polirom, lasi, 2000;

49
Wfiu

Investeste in

et idgaminti apene:

Iimbunatatirea Managementului Universitar . Proiecte strategice

Pricopie, Remus, Relatiile publice- evolufie 5i perspective, Tritonic, Bucuresti, 2005;
Prutianu, Stefan (1998). Comunicare si negocicre in afaceri. lasi: Editura Polirom.,
Stancu, Valentin, Stoica, Marcela, Stoica, Adrian, Relatii publice — succes gi
credibilitate, Bucuresti, 1999;

Stanton, Nicki, Comunicarea, Ed. Societatea Stiinja §i Tehnica, Bucuresti, 1995;
Wilcox, Dennis, Ault, Philip, Agee, Warren, Public Relations Strategy and Tactics,
Harper Collins inc., New York, 1992;

Zamfir, Catilin, Vlisceanu, Lazir (Coord.), Dictionar de sociologie, Babel,
Bucuresti, 1993

Ribbens, Geoff; Thompson, Richard, (2001). Understanding Body Language.
Hauppauge,NY: Barron’s Educational Series, Inc.

Schneider, Christian. (1993). Communication, nouvelle fonction strategique dc
Pentreprise. Encyclopedic Delmas pour la vie des affaires (2e édition). Paris: Belfond.
Tran, Vasile, Stanciugelu, Trina, Teoria Comunicdrii, Ed. Comunicare.ro, Bucuresti,
2005

Wilcox, Dennis L.; Ault, Phillip H.; Agee, Warren K. (1992). Public Relations:

Strategies and Tactics, 3¢ edition, New York: HarperCollins Publishers Inc.

50




