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Howe the customer explained it

Howe the Project Leader
understood it

Howe the Analyst designed it

Howe the Programmer wrofe it

Haowe the Business Consuliant
described it

How the project was
documented

What operations installed

Howe the customer was billed

How it wias supported

What the customer really
neadead




Important conversations
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Communication Management
Godal

The goal of communication management is to assure
effective and efficient information flow within internal
and external structures of a project with the sole goal of
supporting the successful project realization. It comprises
both the plain uni- or bi-directional information flow as
well as marketing.
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Communication Channel

Intelect Information (concsious) Intelect

material : : material
platform Reactions (conscious platform

Sender Receiver

Senses Information (unconscious) Senses

relative Reaction (unconscious) relative
platform platform

Project Management
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Transaction Analysis

e TAis atheory of infegrating people. It combines the abilities of
behavior analysis with psychological way of thinking. It is oriented
on human perception as seen in social psychology.

e TAis primarily an attitude, which accept a deep human virtues
In everybody, reflected in one's own attitude towards it's life

e Contractis a prerequisite of TA (contract is made by adult persons
(A)

By choosing TA we accept it's deployment in practice and

our own development

 TAis used in psychology, pedagogy and consulting for personal
enrichment and organization of team work.
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Number of communication channels

Liczba kanatdw = n*(2" /2+ (n-1))

W zespole szef i 6 pracownikdw: 222 réznych kanatdw komunikacyjnych
Szefijeden pracownik: 1%(2' /2+ (1-1))=1

Szef zespolu z 5 pracownikami: 5*(25 [2+ (5-] )):] 00
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People will forget
. % what you said,
_ ri;r people will forget
& “what you did,
"~ but people
will never forget
how you made them feel.

i

Angelou Maya, Rainbow_'iﬁ'_'the{(.f}."bu'd, Radnom House, New York, 2014
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Communication in feam
Impact of Belbin informal feam roles

Client: eager, under Company: failure not an

stress, unorganized

option, high priority job,
under stress, helpful

BS: Applet prngramm&r\

HM: Programmer
1) Team worker 1) Plant

helpful

Realizator D Impl
Koordynator H Ci

Lider B Shaper

Tworca A Plant
Anal.,posz.zas. C|R@source

SL, project leader
1) Resource Investigator

2) Shaper 2) Implementer - 2) Resource Investigator

KI'Yi'. SedZiCI I MO i AD: Graphic Designer PO: Programmer AC: Applet programmer
1) Team worker ' 1) Implementer + 1) Monitor-Evaluator
Aki’_CZI.ZeSpO*U Qlﬁfﬁeﬁnler : 2) Coordinator 2) Completer-finisher

DL: Technical Project Leader MP: Database expert RH: Database Expert
1) Shaper 1) Completer-Finisher 1) Monitor-Evaluator
2) Resource Investigator 2) Coordinator 2) Plant

Project Management
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02:00 COM Communicaiion

Impact of Belbin informal feam roles

Realizator D Impl
Koordynator H Ci
Lider B Shaper

Tworca A Plant
Anal.,posz.zas. C

Kryt. Sedzia | Mo
Akt.czt.zespotu
Skrup. Wykon. F

Ekspert E Special

Client: eager. under

stress, unorganized

helpful
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SL, project leader

1) Resource Investig
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AD: Graphic Designer
g 1) Team worker
2) Implementer
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HM: Programmer
1) Team worker
2) Implementer -

PO: Programmer
1) Implementer +
2) Coordinator

MP: Database expert
1) Completer-Finisher
2) Coordinator

|
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Company: failure not an

option, high priority job,
under stress, helpful

BS: Applet prngrammm'\

1) Plant

2) Resource Investigator

AC: Applel proegrammer
1) Monitor-Evaluator

2) Completer-finisher
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RH: Database Expert
1) Monitor-Evalu

2) Plant
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Impact of personality on communication
Selecting a communication channel
based on the recipient's MBTI personality type

Ozn. | Wymiar MBTI Rekomendowany sposob komunikaciji
E Ekstrawertyk Osobiste spotkanie, gtosne wspodlne myslenie
I Introwertyk Ogdlny szkic, zostawienie czasu na przemyslenie
S /mystowy Fakty, dane, przyktady z zycia
N Intuicyjny Wizja, koncepcja lezgce u podstaw
T Myslgcy Argumenty analityczne, wywod intelektualny
F Uczuciowy Odwotqj sie do wartosci, umozliw decyzje “z brzucha*
J Osqgdzajgcy Ustrukturyzowana wypowiedz, ukierunkowana na rozw.
P Perceweratyw.| Elastyczna lista tematdw do omdwienia, czasowo nieogr.
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Impact of personality on communication

Selecting a communication channel

Sensing N Intuitive

£ ISTJ _ISFJ, . INFJ
_§1 Inspector Pm}i%%%or Counsellor
2 11-14% 1-3%% &
. Take Your “Competence +
2 Time and Do ndependence
It &ght™ = Perfection™

Architect

3-8

Hgenious
Problem

Perceiving

poter Energiser Calalyst

25%
A

B EST. ENTJ
= Co-oerafor

Strategist
8-12% 2-5%
“Thi “Everything’s
A— “Takdng Care -"._.Efcrfr'ons Fine =1 in
of Busness” Spedialist”
~ Thinking Feeling

MBTI®-
Preferences

Approximate
Percentage
in the US
populdlion
[see
CAPTI2011]]

[see Tieger F.D.,
Barron-Tieger B.,
(2001] ]

Project
Leaders
of various
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Impact of personality on communication
Selecting a communication channel
based on the recipient's MBTI personality type

Ozn. | Wymiar MBTI Rekomendowany sposob komunikaciji
E Ekstrawertyk Osobiste spotkanie, gtosne wspodlne myslenie
I Introwertyk Ogdlny szkic, zostawienie czasu na przemyslenie
S /mystowy Fakty, dane, przyktady z zycia
N Intuicyjny Wizja, koncepcja lezgce u podstaw
T Myslgcy Argumenty analityczne, wywod intelektualny
F Uczuciowy Odwotqj sie do wartosci, umozliw decyzje “z brzucha*
J Osqgdzajgcy Ustrukturyzowana wypowiedz, ukierunkowana na rozw.
P Perceweratyw.| Elastyczna lista tematdw do omdwienia, czasowo nieogr.
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Impact of personality on communication
Selecting a communication channel

|

o
= ISTJ INFJ
_§1 Inspector, Counsellor
2 11-14% 1-3%
. Take Your

2 Time and D4

It &ght™

Perceiving

 ENFJ

o ESTJ
= Co-orJinafor Mentor

8-12% 257
“The Public
S— “Takdng Care Relations
of Busness” Spedialist”
~ Thinking Feeling

Project Management

Intuitive

INTJ
Invesqligafor

“Competence +
[Independence
= Perfection™

Architect
3-8

“lngenious

_ ENTP
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Strategist
2=55%
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Charge™

Thinking
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Impact of personality on communication
Selecting a communication channel
based on the recipient's MBTI personality type

Ozn. | Wymiar MBTI Rekomendowany sposob komunikaciji
E Ekstrawertyk Osobiste spotkanie, gtosne wspodlne myslenie
I Introwertyk Ogdlny szkic, zostawienie czasu na przemyslenie
S /mystowy Fakty, dane, przyktady z zycia
N Intuicyjny Wizja, koncepcja lezgce u podstaw
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Transactional Analysis

e Transactional Analysis (TA) is an integrated theory. It
combines principles regarding the recognition of
behaviors and psychological thinking, incorporating
them into the view of the human being presented by

psychology.

 TA s primarily an atftitude (based on social psychology—a
deep valuation of all people).

e This intellectual value is primarily evident in one's attitude
towards life.

e |f we decide on AT, we must be prepared for its
practical application and for embracing our own
development.
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Transactional Analysis

Behaviour, feelings, thinking Follows unconditionally generally
adopted from the past Parent acceptedrules like e.g. ,,good
experience from parents or older behaviour at the table”

persons from outside,

Behaviour, feelings, thinking are
adequate and direct reaction to
the actual and present situation

Is open for objective perception
of the situation, takes conscious
decisions, asks questions

Behaviour, feelings, thinking Is natural, spontaneous, creative,
originate from own earlier curious, see reasoning, is free in
experiences and conclusions, behaviour but also furious,

lived in the same form at that shameless, strong, agresive,

moment conflicting
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Complementary fransactions

A: ,,We should forbid them to
Parent < Parent do it *

B: ,,Oh yes, when it would be
my son ...!"

Project Management
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Complementary fransactions

Parent Parent

A: ,What time is it nowe"

B: ,It's 10 o‘clock™

Project Management
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Complementary fransactions

Parent Parent

A: ,Let's do as they want it."

B: ,Yes, if they say so it is ok"

Project Management
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Complementary fransactions

Complementary transactions can
go forever without any
complications
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Cross fransactions

A: ,Why you come so late”

B: ,,You have no right to
control me*

Project Management
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Cross fransactions

Wud: aiIa:zqdmma

Parent Parent

A: ,,Shall we go to the
theatere™

»
>

B: ,,Do | always must have it
your waye"

Project Management
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Cross fransactions

Cross transactions cut the dialog,
causing change of subject
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Hidden fransactions

Parent

Parent

Psychological level

A: ,,You will be again late.”

Social level

A: ,,Can you tell me when

you Will finish
the documentation¢”

B: ,,| will not finish it foday."

Psychological level

B: ,,| am afraid | will noft finish
it foday."
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02:00 COM Communicaiion

Hidden fransactions

Parent

»
>

Parent

Psychological level

A: ., I'm afraid I'll knock the
work over."

Social level

A: ,,New software reduces
the work places”

B: ., I've heard that, to0o0."

Psychological level

B: .,I'm scared, to0o."
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Hidden fransactions

The results of communication depends
stronger on hidden (psychological)
rather than open (social) level.

The results are also determined rather by
the relation between the
communicating persons, than by the
contents of a dialog
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Nonverbal communication

General perception

/ % said consciously
+ 38 % voice tan

+ 55 % nonverbal expression
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Medium: Human Perception

Visual type (seeing)

Auditiv type (hearing)

kinetic type (feelinQ)

Type reacifing to smell (smelling)
* Type reacting on taste (tasting)
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Nonverbal communication

e Mimic (face)

e Eye contact

e Hands' movement

e our body, movements, distance

e our outlook

e Our voice (fint, sound, loudness, speed, rythm, dialect)
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Nonverbal communication

Feedbqck

Project Management
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Nonverbal communication

Project Manager Mental Process
Emotions & Personality Traits & Personal Values
Motivation

External iSi Decision Execution
Infor- taking Tracing

mations

Project Management

Final
Control &
Closing
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Nonverbal communication

Mental Model
Honesty level

minimal

Q
Hands

Palms

Ryzak, Czytanie Mowy Ciala,e-book,2011

Project Management
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Nonverbal communication
Mental Model

Face
(Lips,
eyes,
mimics)
Body
Palms

Hands,
Legs
Feet

Control question

Project Management
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Nonverbal communication










I@ RELITECHNIA ZIM Zarzgdzanie Info
BYDGOSKA

Wydzial Zarzgdzania
Dr. hab. rer oec., Dr.-Eng. Bogdan Lent, prof. PBS

Critical assessment of emotional expression

317 184 10.01

8.31 8.60 37.41 13.40

Q 216 6.02 1223 6.01 31.90 182

l Feldman Barret L, Adolphs R, Marsella S, Martinez AM, Pollak SD, Emotional Expressions Reconsidered: Challenges to Inferring Emotion
From Human Facial Movements, Psychological Science in the Public Interest, V20 (1)1-68, APS 2019
52

Project Management
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Key to successe

Smile a lot

Give open hand and shake firmly

Search eye contact to signal an attention

Rise the eye browns, widen the pupils

Signal confirmation with head while listening to others

Hagen, Body Language, Borders 2005
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~1he very first condition of a dialog

IS an abllity fo adopt the interlocutor's point of view.

It is not a pity, but rather assumption,

that the other person is always at least partially right. (...

Jozef Tischner
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,» Dialog means building the
mutuality.”

Jozef Tischner
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