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Future Pathways:
Relationships and Communication in Web 4.0

Catherine Arrow, FCIPR
Social Media Specialist, AUT University

Abstract

The ‘Ubiquitous Web’ is with us - a smorgasbord of disruptive technologies that can be
applied across devices, connecting people in ways we are still discovering. As the
collective consciousness begins to catch up with the exponential rate of change, early
adopters are taking a collective breath before we move into the next phase - our
shared upgrade to ‘Web 4.0’. A free upgrade in material terms perhaps - but what
might the social costs be?

As communicators, how do we apply these technologies so that they actually mean
something to the people they connect? How can we use them to facilitate beneficial
relationships that engender trust and stability in a disruptive, chaotic and changing
environment?

This session looks at where we've been so far, where we are now and how we will
need to adapt and change as the ‘upgrades’ kick in. It looks at the ways good - and
bad - connections have been achieved in business, politics and society, how people
have built - and broken - trust and how we, as communicators, are likely to be
challenged.

Contact:

Catherine Arrow

School of Communication Studies
AUT University
catherine.arrow@aut.ac.nz
cathyarrow@xtra.co.nz
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The Importance Of Nonverbal Communication In An
Online Environment

Adam Brown
Auckland Institute of Studies

Abstract

Nonverbal communication is the use of means other than those that employ words, to
convey messages. They have not generally received an appropriate amount of
attention in the literature on communication, language teaching and related
disciplines.

This presentation has three parts:

Firstly, the importance of nonverbal features is established. Seminal research by
Albert Mehrabian is summarised, and the relationship of nonverbal communication to
verbal features, and to teaching techniques, is examined.

Secondly, an inventory of nonverbal features is proposed, including proxemics,
haptics, oculesics, olfactics, posture, adornment, locomotion, chronemics, and the
imprecise category of paralanguage. The two most important categories, of facial
expressions and gestures, are analysed in some depth.

Thirdly, the connection between nonverbal features and online teaching is
investigated. The majority of online teaching is largely verbal with little interaction or
rapport between the writer/producer and the reader/receiver. In contrast, as will be
shown in the first part, nonverbal features are of great interactional importance in face-
to-face communication, as a means of achieving rapport, and as a resource to be
exploited in the conveying of information to be understood and remembered. The
significance of this point for online teaching and learning is emphasised. The value, for
writers, of graphics and sound in online materials, and the necessity, for learners, of
visual literacy skills, are highlighted.

Contact:

Adam Brown

Auckland Institute of Studies
abrown@ais.ac.nz
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Building Online Student Communities With Assessed Forums

Peter Bruce (1)
NorthTec

Abstract

Online learning can be a rich social experience and enhance learning for students. It can further add value by
increasing the flexibility of their access to education. This flexibility provides for a better fit for busy lives.
Experience at Northtec has revealed that assessed forums are an essential component of online or blended
delivery. Students derive many benefits from forum participation including enhanced peer learning, tighter feedback
loops, smaller assessment chunks, improved time management, and an enriched social experience. Forums also
encourage students to read the text earlier in the semester and enable the use of stories for learning. Forums used
as a component of blended delivery can reduce class time while maintaining learning interaction.

Among tertiary educators there appears to be a significant resistance to using the Internet for either online or
blended delivery. Among the reasons for this could be initial experience with online education. Some teachers
have used online websites as a venue for storing information for students and have included facilities such as chat
or forum but seen only light traffic generated.

Students are typically busy people and they tend to do only what they are assessed for; or as Batch, Haynes and
Smith (cited in Saenger, 2007) put it, they are strongly motivated by assessment. Basing course and assessment
design on this assumption has improved the quality of blended delivery courses at Northtec.

From 2005 the NorthTec Business and Tourism communication papers and papers with a strong link to
communication concepts have been delivered through blended delivery. Examples of student contributions in this
paper are from an Intercultural Communication and Leadership class delivered in 2007. Formerly classes were
typically offered in two, two hour blocks weekly. In moving to blended delivery, one two hour block was retained
with other content shifted online. Another delivery model used is four hour workshops, supplemented by a weekly
hourly tutorial with significant online content.

Before the current approach was developed, Katherine Kozel at NorthTec had implemented the use of mini-
assignments as a learning and assessment tool. Students were required to submit six to eight, 300 word
assignments. When moving to blended delivery using Moodle these assignments were adapted to a forum format.
The teacher describes the assessment task and adds a discussion which includes the assessment question. These
questions are typically broad to enable a range of answers. Students reply to this discussion and their responses
are marked. Marks ranging between 10 and 25 per cent of the total are held back for a second posting such as a
response to another students response. This artificially stimulates online dialogue. Forums now provide the
backbone of blended delivery communication papers.

We have found there are a number of significant benefits to be obtained by utilising assessed forums, as follows.
1. Enhanced peer learning

A major advantage derived from assessed forums is enhanced peer learning. Student work is posted for other
students to see. Students will be exposed to work ranging from exemplary to substandard and are able to assess
their own work in relation to their peers.

A lot of learning emerges from forums. If the assessment questions are broad, student responses may be
tangential offering a range of perspectives. Students will often respond to others and new themes will emerge. The
teacher’s role becomes more of a facilitator. Feedback can highlight good work and focus on positives. Those
producing work that is substandard see exemplars before them. As there are six to eight forums, there is a lot of
scope for continuous improvement.

Some students are anxious about displaying their work publicly. This concern is somewhat ameliorated because
the marks for forums are spread across six to eight assessments. An aspiration for communication teachers must
be to foster student’s confidence and clarity in communication. Forums are a good venue to challenge students to
raise the quality of written communication.

2. Tighter feedback loops and improved assessment practice
Forums provide the opportunity to engage students early in assessment and to provide quick feedback. In the past,
a final exam has sometimes accounted for 100% of the mark of a course. By contrast, in week two of a course a
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student can be engaged in assessment worth perhaps 4% of their final grade. Learning and assessment is phased
more evenly across the semester. An attendant advantage is that students are prompted to read the text earlier.

To mark a forum the teacher selects a mark from a drop down box in the forum post window. This mark is
automatically sent to a grade book and the student can read their mark as soon as it is posted. If a teacher happens
to be on line when a student posts work, they can have a response in minutes.

In Assessment generally, poorly phrased questions can penalise students. The forum process helps students to
understand the assessment question. Early posts by the more confident students help to minimise this potential
distortion in assessment as students are assisted to make sense of the assessment question by reading those who
respond early. The strategy of holding back marks for a second posting enables the student to remedy deficiencies
in their first post. In practice this happens infrequently.

The volume and frequency of student posts might provide a workload challenge if not well managed. The potential
for this problem is ameliorated to some extent by feedback being addressed to students collectively. For example,
exemplary student work can be publicly acknowledged by the marker for all to read. This is an aspirational
approach to marking that highlights positives. Corrective feedback can be addressed as required by private
messages to students.

3. Smaller assessment chunks with consequent time management benefits

Smaller assessment chunks encourage students to engage in the course earlier and force them to an earlier
understanding of overall assessments and the requisites of the course. Their perceptual maps of the body of
knowledge should consolidate earlier as they are engaged in deeper learning through first applying concepts in
their own work, and second, learning from peers. If students meet forum deadlines, their assessment load is shifted
towards the start of the semester.

4. Enriched social experience
Learning is clearly enhanced by social contact between students. Wegerif (1998) reports that computer mediated
communication supports an egalitarian style of communication encouraging participation and establishing
Habermas’s concept of an ideal speech situation. The following student comments reinforce the benefits of the
social context:
I have found the forums to be a truly amazing learning experience. It is obvious from our tentative early
postings to the quality and ease with which you are all writing now that we have all gained in confidence
and leadership skills over the Semester. | am going to miss catching up with the thoughts and comments
from you all. (B.T.)

The on line forums enabled the opportunity to share my own thoughts but also to learn from and
understand the ideas of the other members of the leadership programme. (K.G.)

This paper has been an enriching experience; the course design is effective, the texts very informative and
the blended delivery awesome. | learnt as much from my fellow students through the online forums as | did
from the texts. What a wise and sincere collection of people. (R.J.)

Students also frequently acknowledge the comments of others:
Firstly thanks for being the first to post to the forums throughout this semester. | have enjoyed reading your
postings enormously. You have a great writing style. (S.B.)

In verbal feedback a student commented the she had been the type of student to sit at the back of the class and not
contribute, however the forums had helped her to find her voice.

5. Learning through stories

Kouzes and Posner (2003) stress the importance of stories for learning and communicating ideas. As Jenson

(1994) points out, stories invoke an emotional response and create receptivity for learning. Within the forums,

students frequently use stories to convey their thinking. These may be either from their own experience or from the

stories of others.

In the paper Intercultural Communication, students reflect on their upbringing:
A defining moment for me was when | was a teenager, an “unusual” family moved into our neighbourhood.
Too me they looked like a “normal” family but for the rest of the community there was a big problem, the
mother was “Coloured”. | am embarrassed to admit that the community was so mean to her and ostracized
them (almost as if they were lepers) to such a degree that they left the area. | got many a hiding (you are
allowed to hit kids there) for being kind and talking to them — that was the first time | realised | did not fit the
mould of who | was supposed to be. Which brings me back to the text: “Intercultural learning may involve
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an increased awareness of being caught up in political, economic, and historical systems — not of our own
making”? (A.T.)

I grew up in a place called W..... on the east coast, | have lived there most of my life. | grew up participating
in Kapa Haka competitions, speaking the language and learning the tikanga with strict dictation from
whanau. In my view | was more Maori than anything. When | turned thirteen | went to a boarding school in
Hamilton ..., it was the best experience of my life. It was there that | learnt | looked like a Polynesian, which
would normally be the case since | was % . My peers saw me as a Pacific Islander who either came from
Auckland or Wellington. The message reflected back from people did not match my self-concept, ... they
didn’t believe | was neither from Auckland nor Wellington, let alone part Maori. This confused me as a
teenager realising that | wasn't identified with the culture | grew up with. (S.L.)

Other students learn a lot about themselves by reading the diverse experience of fellow students. This following
forum except is a well crafted piece that integrates course concepts into a moving story.
In late 2004 | was working in Paihia when Fullers vessel ‘Tiger Lilly 11’ suffered mechanical failure and was
holed at Cape Brett, there were sixty odd passengers on board, many elderly. While the skipper struggled
with the vessel a young shy attendant ‘Tasha’ calmed the passengers, she single handedly organised them
to abandon ship but realising that some may not survive with surf pounding against the rocks she ‘chose’ to
act.

In doing so she unwittingly displayed the attributes of a leader as portrayed by Covey (2004, pg 65). She
‘envisaged’ a course of action, then enacted it buy vaulting over five metres onto wet rocks. Despite injury
and fear she maintained personal ‘discipline’ to realise her vision of saving the passengers. ...Her
‘conscience’ guided her actions and provided her superhuman strength as she dragged the stern of the
vessel to a rock face with a heavy rope. She managed to evacuate all passengers before the boat sunk. All
the time encouraging, cheerful and positive Tasha guided and supported the passengers to safe ground
with minimal injuries.

Passengers later described how Tasha went into a trance — a state of flow (Cammock, 2003, pg 78). She
calmed the distressed while performing acts a grown man was incapable of doing. She was totally focused
and went on to coordinate helicopter evacuations and medical treatment at the scene. While others sat in
shock Tasha showed the true attributes of a leader. (M.P.)

As | reflect on these courses as their teacher, the course becomes more of a shared journey as the flow of dialogue
strengthens. The teacher’s role changes to become more of a participant, especially where the workshop
mode of delivery is adapted. For courses that require reflection, such as communication and leadership,
assessed forums have the potential to transform the learning experience by strengthening peer learning. This
is a most appropriate information age practice as frequently students will have relevant experience and
knowledge greater than those “teaching” them. The teacher’s role is to provide the scaffold for learning and
manage the environment and process.

References
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Communication Audits: A Discussion Starter

Peter Bruce (2)
NorthTec

Abstract
Communication is often the focus of complaints about organisations. Without pragmatic investigative
tools the causes of miscommunication remain nebulous and a seedbed for blame and dissension. This
paper is offered as a discussion starter to evaluate appropriate principles and tools for communication
audits. The model offered looks at three layers of communication. As with Schein's cultural model,
understanding underlying assumptions about organisational communication is foundational to
understanding how communication is manifested in the organisation. The second layer is systems and
behaviours. Isolating systems critical to the organisation’s success and mapping associated
communication can reveal communication issues that might be repeated throughout the organisation.
Organisational behaviours examined include meetings. The tool offered maps two determinants of
meeting success, unity of purpose and openness. The top layer is communication artefacts and
examines the organisation as an external stakeholder might see it. Each of the tools offered can be
used as a cohesive programme, or independently as resources allow.

Effective communication is widely recognised as a determinant of organisational effectiveness. Factors
that inhibit organisational effectiveness such as customer dissatisfaction may be attributed to
communication problems. Organisational dysfunction can be attributed to poor communication.
Improving communication has potential to dramatically improve organisational effectiveness.

The study of organisational communication is still a relatively new discipline. The earlier models of
communication such as the Shannon Weaver model looked at communication as a mechanistic
function based on the assumption that, in the absence of distorting “noise”; the message transmitted is
the message received. Later models incorporated elements of psychology and culture. Contemporary
models of communication emphasise the importance of shared meaning (Barnett & O’Rourke, 2006).

Learning about communication though is not just about the acquisition of new knowledge. To be useful
knowledge it must also effect changed behaviours and attitudes. Communication behaviours and
attitudes are learned from birth, far earlier in life than, for example, technical business skills and thus
have the potential to be more fixed. Changes to attitudes about communication may well be
generational.

The iceberg metaphor illustrates how behavioural change — the visible part of the iceberg is most
effective when there is a shift in the underlying bulk of the iceberg. These submerged elements include
values, beliefs and attitudes (Knight, 1995). While the above applies to individuals, it also applies to
organisations. From a cultural perspective, Schein’s (2004) underlying assumptions are the
organisational equivalent to the submerged part of the individual’s iceberg.

If the premise that improved communication enhances organisational effectiveness is accepted, the
challenge is then to somehow gauge the quality of communication. This paper considers the range of
tools that might be used in a communication audit. For this exercise effective organisational
communication is conceptualised through the paradigm of organisational culture. In many ways a
communication audit is a cultural audit that focuses on communication.

Dimensions of a communication audit
The three dimensions suggested here approximate Schein’s (1990) three aspects of culture and
Taylor’'s (2005) model of culture. They are:

1. Underlying assumptions about communication and how the world is.
2. Systems and behaviours.
3. Artefacts.

Underlying Assumptions

According to Schein, culture is heavily influenced by the founders and leaders of the organisation. How
they conceptualise the world heavily influences assumptions about communication. At this level
communication climate is not relevant — climate changes more readily than culture.
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Many leaders were schooled in Industrial Age organisations structured on military models of command
and control. These models are still prevalent. While management thinking has changed to conform
more with the exigencies of the Information Age, underlying values and beliefs of individuals will have
been variably effected. The challenge is to surface underlying assumptions that are incongruous with
what leaders verbalise. The corollary of incongruous leadership attitudes are mistrustful, compliant and
passive aggressive behaviours of those in the “lower ranks”.

The first tool required is one to elicit the underlying assumptions. These might be expressed on a
continuum.

Industrial age (military model)

Information age (network model)

characteristics

strongly hierarchical

compliance culture

“waterfall” communication (top down)
fear and mistrust

characteristics

high levels of autonomy
co-creation culture

tidal communication (dialogue)
high trust

Figure 1: contrasting industrial age and information age communication characteristics

Different types of organisations might inherently gravitate towards one end of the continuum. You might
expect a military organisation to be more military and a geographically dispersed marketing
organisation to be more network orientated. However there will be variations between organisations of
the same design.

One method to elicit perceptions would be to include a numerical scale with the continuum and ask staff
to choose a number that best represents where their organisation is on the continuum and then give
them the option of commenting on their choice. It would then be interesting to compare the collated
results of various layers of the organisation.

Systems and behaviours
Systems
From a systems perspective organisations receive inputs, and process them to produce outputs.
Invariably communication is a key dimension of complex organisational systems. Network analysis
was developed to map organisational communication, but it has not shown to be pragmatically
useful (Littlejohn, 1999). Identifying critical systems for the organisation provides an opportunity to
isolate (as much as possible) one communication activity. While there might be many systems, this
approach allows for the most influential systems to be selected as resources allow. Examples might
include:
e electronic communication systems
e ordering systems
e customer communication systems
e supplier systems
e quality systems
e performance management
At least one key communication system such as the email system should be included.

Method

In initial discussions with a focus group, participants can identify systems and assess their
importance to organisational effectiveness. The focus group and co-opted system users then map
out the system and key communication flows. Once the group is clear about the system the
following questions are asked:

e« What are the significant problems with this system?

e Does communication flow through the system in a timely manner? Where does communication
breakdown or hit bottlenecks?

e How easy is it for feedback to get to where it needs to get to?

e How easy is it to implement system improvements? What are the limiting factors?

e How easy is it for stakeholders to 1) access and 2) interact with system information?

e What improvements to this system will improve organisational effectiveness?

Responses to these questions will also reveal assumptions about communication.
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Behaviours

Edward Deeming claimed that “98% of engineering problems are psychological’ (Edwards, 2001).
Returning to the iceberg principle, those manifestations of the psyche such as attitudes and values
are determinants of behaviour. By observing behaviour we may be able to ascertain values and
attitudes.

Method

Identifiable hierarchical groups can be questioned using a survey.

e Choose a word that best describes the communication behaviour of the majority of .........
(could be “staff” or “managers”).

o Briefly describe a situation that illustrates one of the best experiences you have had working
here?

o Briefly describe a situation that illustrates one of the worst experiences you have had working
here?

Meetings are an aspect of organisational behaviour that deserve special attention. One method is
meeting observation. An outsider sits in on a meeting and maps communication flows. This will
reveal who talks to whom and the frequency of talking. Other communication aspects that can be
noted are evidence of listening, the ratio of communication motives (task, relationship, identity) the
climate of the meeting. A debrief by the observer can elicit participant feedback about meeting
tasks and process.

Two important qualities of the meeting process are unity and openness. These can be elicited by a
quick survey and mapped out as in figure 2. Both qualities are desirable, but meeting effectiveness
is enhanced if these qualities are complimentary. Mapping unity and openness may help to surface
other contributing dynamics such as power relationships.

________ graupthink ¢ G P lunified &L

functional !

' '
----------- e e e e e e A
'

' ' '
___________ T D v A
v v

___________ b unproductive

dysfunction | ! ; ! ; ; . conflict ;

Figure 2: the unity, openness matrix

Artefacts

Cultural is most visible at the artefactual level (Schein, 1990). The visible images of the organisation, its
stories, its documents and its reputation and presence in the community are artefacts. There is an
inevitable overlap here with behaviours and systems. For example the organisation may have a public
relations strategy that impacts on reputation, but does not necessarily determine it.

Method

Three methods of analysing artefacts are:

1. Describe the organisation through the eyes of an outsider.

2. A valuable tool for this dimension is the net promoter score- it asks customers How likely are
you to recommend this organisation to others? A single follow up guestion elicits primary
concerns or benefits the customer perceives. Using this strategy US company HomeBanc
identified that between 70 and 80% of its customer disappointment was created by
communication failures, communication was more emphasised in training. A new innovation is
to find out customer’s preferences for communication - phone, letter or email (Reichheld, 2006).

3. Discourse analysis is used at an artefactual level and can triangulate data gathered from other
methods. Either written or verbal communication is analysed.
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Initial movement of an industrial age organisation to information age assumptions and practices will
require external assistance. Over time the goal is to incorporate reflective practices into organisational
practices to achieve double loop learning (Argyris and Schon 1974) where the variables that cause
organizational or systems dysfunction are truly understood. As reflective practices and a posture of
learning are embedded in the culture the need for external assistance is reduced.

The methods outlined above slice and dice the organisation to provide snapshots of organisational
communication. They can be mixed and matched to best suit available resources.
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Samoan Immigrants And The Technology Age

Nittaya Campbell (1) & Dorothea Pouesi
University of Waikato

Abstract

Heralded as “an abler of social and economic well being” by the Ministry of Economic
development in 1999, information and communication technology (ICT), with the
benefits it brings, is becoming more and more a necessity of life. Having a population
that is ICT literate, with optimal access to and use of ICT, is seen as essential for New
Zealand prosperity. In reality, however, ICT access and use are far from optimal in
New Zealand. Pacific Islanders are among the groups identified as having limited
access to ICT and thus are unlikely to fully enjoy the advantages and opportunities
that ICT has to offer. An effort to create a digitally inclusive society needs to take into
account the relationship between ICT and these “disadvantaged” groups, of which
Samoan immigrants are the largest. In this paper, we examine (a) the benefits of ICT
for Samoan immigrants, (b) the barriers to access and use of ICT these immigrants
face, and (c) the concerns they have about the social and cultural impact of ICT. Data
were collected through interviews with 30 Samoan immigrants, 13 males and 17
females, ranging in age from 18 to 73. The sample included 23 computer users and 20
cell phone users. The findings and implications of the study are discussed.

Key words:
Technology, information, communication, ICT, Samoans, Pacific Island, immigrants

Contact:

Corresponding author: Nittaya Campbell)

Department of Management Communication

Waikato Management School

University of Waikato

Private Bag 3105
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Have Degree, Will Find Job?
New Zealand Tertiary Students And Employment Communication
Nittaya Campbell (2)
University of Waikato

Abstract

The job-search process can be very daunting for anyone, but particularly so for
students or graduates looking for their first employment. Applicants may have the
knowledge and skills employers require for the particular position sought, but if they do
not know how to write an effective CV and cover letter, or how to conduct themselves
in a job interview, chances are that they will not be presenting themselves in the best
possible way. In this paper, | describe a study in which approximately 400 students at
a New Zealand university were surveyed. The aim was to find out how much university
students knew about employment communication and how prepared they were to
enter the competitive world of job hunting. The results show that a large number of
students, including those about to graduate, lacked knowledge in many areas of the
job-search process and either did not recognise the importance of preparation or did
not know what preparation involved (or both). The study raises an important question:
are tertiary institutions doing enough to equip their students with knowledge and skills
necessary to manage their employment communication effectively? Implications are
discussed.

Key words:

Employment communication, job search, job hunting, CV, cover letter, interview
Contact:

Nittaya Campbell

Department of Management Communication

Waikato Management School

University of Waikato

Private Bag 3105

Hillcrest, Hamilton

Phone: (07) 838 4466 Extn 6281
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Email: nittaya@waikato.ac.nz

Page 20


mailto:nittaya@waikato.ac.nz

New Zealand Communication Association 2007 Conference Proceedings

Introducing New Technologies:
A Communication Perspective

Rosemary M Chapman
NorthTec

Introduction

Individuals and organisations at the start of the 21% century are driven constantly to install, adopt, adapt, upgrade,
retrain and upskill to accommodate new technologies in the workplace. The wave of technology seems
unstoppable and the pressure to incorporate it into everyday practise never ends. In this context, it is essential that
organisations, and the individuals within them, manage effectively the changes that uptake of hew technology
brings.

This paper seeks to identify the change elements associated with new technologies, and suggest appropriate
communication strategies to assist organisations and individuals to manage the change.

Unless one is atop the new technology wave, its looming presence can be a source of alarm, stress and
discomfort; often resistance to yet more change becomes an instinctive response for self-preservation. This paper
addresses some underlying issues of change management: Who drives the change? Who benefits? Above all, how
are technology changes communicated, and how does this communication affect an individual’'s response to the
change? Can improved communication practices facilitate ideal use and application of new technologies?

This paper hopes to stimulate discussion and offer insights into the process of introducing new technologies in the
workplace and into homes, as well as in the academic context, and identify current suggestions for best practice in
communication and management of the process.

NorthTec is an organisation whose managers are committed to the introduction of a range of new technologies and
applications, and therefore provides a context for this study. Research into initiatives including the staff portal
upgrade, introduction of a student portal and recent beta- testing of new Microsoft Office Communicator Software
(OCS) provides material for this discussion.

New technologies involve change management

Every time a person or organisation takes up a new technology, there is change inherent in the process — change
in methodology, practice, systems, habits — that must be managed if the transition from one technology to the other
is to be successful. Yet it sometimes seems that the larger-the scale and scope of the change to a new technology,
the less attention is paid to the communication about and around that change. Telecom’s shift to Yahoo is but one
recent example, where strategic communication to customers about the change and its implications for ongoing
service was clearly — and seriously — mishandled. As Russell Brown (2007) notes: “The disastrous introduction of
the Yahoo!Xtra Bubble service should leave us pondering, not for the first time, how a communications company
can be quite so poor at communicating...In sum, Xtra prepared its customers poorly for such a major change, and
demanded an unseemly amount of time in simply restoring normal service — in pursuit of features many do not
even want....”

One can only assume that Telecom and Xtra were driven by a perceived economic imperative within a newly-
competitive environment (“Don’t give information to your competition”) rather than any sense of obligation to
consult with or even fully inform their customer base.

In another organisational communication context, a 2006 survey of staff at NorthTec, carried out in relation to a
new Intranet Portal, showed similarly that the rationale for and benefits of implementing a new intranet facility were
not well communicated. While all survey respondents identified a need for improved internal communication and
more coherent and consistent knowledge management systems and practices, and agreed an intranet portal could
and should deliver this, “...many staff still feel concern about the process, and above all the lack of clear
communication about the portal’s long-term goals and functionality” (Chapman 2006)

In this case the lack of strategic communication to staff seemed to stem from the notion that staff “ought somehow”
to already understand the benefits of, and want to participate in, a new system. This assumption was not tested by
any widespread consultation, and as a result resistance tended to prevail over enthusiasm in relation to uptake of
the new portal system.

While there are many ways to think about and define change management at both organisational and personal
levels, there is widespread agreement that effective communication lies at the heart of any successful transition. If
people understand a problem in context, they can make informed decisions. If people are consulted before
decisions are made, they are more likely to ‘buy into’ the resulting outcome.

Richmond, McCroskey & McCroskey (2005) note that people’s resistance to change in organisations is common,
natural and based primarily on fear. Even seemingly boring or unproductive stability can appear preferable when
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change may bring potential loss of position, disruption to normal routines, need for retraining, increased time
commitment, general confusion and chaos. Innovations that may appear desirable to managers and directors may
seem threatening to staff who have to live with them.

‘Best practice’ therefore suggests that consideration must be given to the way any new technology is introduced
and implemented, before the process begins. Managers must understand that innovation brings challenges which
only a few will readily embrace at the start of that process. While there may exist in an organisation a very few
“Innovators”, most members of the organisation will fall into the categories of “Early adaptors”, “Early majority” and
“Late majority”; and there will always be the “Laggards” who simply refuse to adapt until they are forced to do so.
(Richmond et al 2005) This range applies of course to consumers as well, and managers ignore this fundamental
fact at their peril — as those ‘at the top’ at Xtra may attest.

The G-P-A model

Dillard (2004) suggests a model of interpersonal influence that may be adapted to communication in the change
management context: The “Goals-Plans-Action” model. He suggests that message production and message effects
follow a fairly fixed and very broadly-occurring pattern or sequence wherein the goal sets an individual’s
motivational context; plans represent the envisioned behaviours that might achieve that goal, and actions are the
‘behaviours undertaken to realize the goal’ (p 185). While the underpinning psychology of the model and its
applications may be complex, the concept is simple: the better the communication at each stage of the model, the
more likely are the goals to be achieved. Thus Dillard defines communication competence as 'the ability to
understand a situation accurately and formulate messages appropriate to the circumstance’. It is interesting to note
that the higher the level of dominance in an individual, the higher the level of perceived incompetence in message
behaviour ( Schrader (1999) cited in Dillard (2004) This has profound implications for management systems where
top-down directives may be common practice, but not well-received or acted upon by stakeholders.

In the context of this discussion paper, the G-P-A model provides a framework for further analysis of
communication best practice — communication competence - in relation to introducing new technologies.

As George Brown (2006) points out, explaining is the key to understanding. He suggests that the clearer the
explanation, the easier information is to assimilate, process and therefore understand. Effective explaining speeds
up information processing by individuals, but it also has other effects that are less obvious but are critical in
communicating for innovation and change: educating, clarifying, training, reassuring, enabling and empowering.
Thus clear, coherent and compelling explanations at each stage of the change process might be considered the
key to effective communication.

Goals

When addressing the goals for any innovation, communicators must explain them in familiar terms and concepts
that are likely to appeal to the end-users of the innovation. Managers must think about the drivers of organisation
change: who identified the need? Whom will it affect? Whom will it benefit?

Acceptance of goals is best achieved when most stakeholders see the benefits as both personal and general. As
Dillard (2004) notes, self-interest is not always a factor. A sense of contributing to ‘a better way’ is often strong and
compelling motivation.

In the context of technology innovation, that desire to contribute, and to have one’s own contribution recognised
and affirmed, can for example be well supported by web-based systems (ideal for collaborative learning and
knowledge exchange). The popularity of You-tube, Facebook, Bebo and so on suggests that people at every level
want to connect with others, want to be recognised, want to share, and will buy into a technology that will deliver
those goals. While users of these web-based communities are often naive to the extreme, even among
professionals there may be a need to ‘own one’s own space’ and customise it personally. Finding safe space for
individuality within a corporate landscape can be help enormously with a sense of engagement and commitment to
shared goals

Plans

Having identified and effectively explained the goals for introducing new technologies, plans for its introduction
must be developed. In a sense, a new mental construct must be created to accommodate the innovation. Again,
this mental construct — a vision of the ideal application of the innovation - must be thought through, analysed and
explained appropriately to the end-users. Acceptance will only come if those whom the innovation will impact upon
are convinced that the change will deliver tangible benefits, and that these benefits will sooner or later —preferably
sooner — outweigh the problems and disruptions that any change causes to existing practices and routines.

According to Richmond et al (2005), the innovation must be ‘sold’: there must be a basic intuitive appeal (it seems
like a great idea); it must be accessible (easily and readily available to as many of us as possible); finally, users
need to believe it will actually deliver what it promises. Associated problems or barriers should not be ignored. If the
process is to be truly consultative and collaborative, people need to know what they are in for, warts and all, so
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informed choice and action can occur. Hiding problems under a consultative facade is a great way of creating ‘user
resistance’ at a later date.

Moreover, realistic acceptance of and genuine two-way communication about any problems will increase
understanding of all parties to the process. This two-way communication is essential if managers are to create an
environment of trust and mutual understanding. Effective questioning and explaining will enable proponents of the
innovation to visualise the ‘reality’ of the end-user. They will gain a better picture of how the organisation — or how
the consumers — actually work, what issues impact on that work, and what might be done to resolve problems.
New, creative approaches can be developed to address the implications and possible effects of the new
technologies, to improve ultimate effectiveness of the product. With effective communication, a positive mental
construct can be negotiated that will enhance uptake at the next stage.

Actions

Once goals and plans have been well explained and clearly understood and accepted, the innovation can be
introduced into the ‘system’ — be it a workplace or the home. New technologies will require new behaviours, new
ways of working and interacting, both with and by means of the new tool, application or toy. These behaviours will
take varying lengths of time to become familiar, depending on the task, and on the aptitude, attitude and
technological awareness of the end-user. If these ‘variables’ have been addressed at the planning stage,
implementation should basically be a matter of technical integration into an existing system or framework, training
in use of the new technology, and support and guidance for users until they are confident and productive.

However, top-level managers as well as the innovators themselves may assume that what is easy for the
developer and eagerly taken up by the innovator, will translate equally easily to those who are less motivated to
adapt. In fact, most users are ‘self-taught on a need-to-know basis’: if left to their own devices they learn as they
go, will ignore what is seen as irrelevant at the time or to the task in hand, and will develop expertise in a relatively
narrow range of applications, depending on their role and their personal interests and self-defined needs.
Expectations from managers or salespeople, that a new technology will quickly and easily deliver to its full potential
to the majority of users, are unfounded. Rather, managers and developers must assume a wide variance in uptake
and application of any technology — and the system must be flexible enough to allow for this.

The issue of training in the new technology is a key aspect of any set of actions. Staff with high workloads are
typically resistant to spending time training, compulsion, peer mentoring, and on demand support strategies need
considering. Training materials must be clear, simple and easy to use; resources must be invested in people whose
role it is to help users achieve their goals; all aspects of training must be evaluated regularly and feedback sought
to determine its effectiveness.

If uptake of a new technology is ultimately to be effective, its introduction needs to be timed so that the maximum
number of users are able to benefit from it. While speed is seen as the essence of any commercial release of a
new technology, this should not be taken as speed at the goals — plans stage. Time spent in careful analysis and
focused two-way communication with key stakeholders can prevent commercial disaster because implementation
is handled poorly. Independent audits should be undertaken to gain objective information about the integration of
the innovation into the existing organisation or business framework, and its actual value to the organisation.

Reflection: a fourth step?

While the G-P-A model seems well suited to a communication plan for introduction of any new technology, adding
a final stage of monitoring, evaluation and reflection would make it even more useful. If strong systems for
feedback from and consultation with stakeholders are put in place at the outset — in fact incorporated into the goals
for the innovation project - the model becomes a ‘learning cycle’ model with all the positive outcomes such a model
implies: in short, a G-P-A-R model.

In organisations with complex structural, task and content issues, best practice seems to be to progress slowly,
with flexibility built into the implementation process so that developers use feedback from end-users to modify a
system or application until it meets the needs of the majority. Again, the use of effective two-way communication is
essential to the success of this process.

Researchers at Nielsen Normal group (Goodwin, Schwartz & Nielsen 2007) found that most effective uptake
happened when users were consulted throughout the entire development process. In these situations staff were
encouraged to contribute to discussion about the organisation’s goals and how the project might help deliver some
of these. They were asked to become involved in the design and give feedback on both content and structure.
They were encouraged to give feedback about usability once it was implemented, and importantly, the feedback
was acted upon to make changes where appropriate.

With intranets/portals, issues of content ‘ownership’ and access to specific knowledge sites, were also discussed
with users and appropriate decisions explained. Uptake was encouraged by positive reinforcement as well as by
negative enforcement — especially in terms of agreed protocols and access levels. Overall, Goodwin et al identified
effective communication as a major factor in the relative success or failure of this technology.
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Conclusion

Whenever new technologies are introduced, effective communication at each stage of the process is essential.
Effective communication strategies, especially including clear, coherent and compelling explanations, can be
developed following a Goals — Plans- Actions — Reflection model which will address relevant issues and achieve
successful outcomes for all stakeholders.
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Learning Bites - Students Research Communication Needs Of
Immigrant Businesses

Prue Cruickshank
Unitec, Auckland

Abstract

This paper reports on an action learning, communication team project which requires
students to interview business immigrants who have overcome cultural and language
barriers to establish a business in New Zealand. Students report on the range of

information sources used at different stages of the business, research other potential
sources, and evaluate the range and use of options available to the businessperson.

The topic is real to business students who are likely to support others, or establish
their own businesses in the future. Cultural horizons are stretched as reports and
presentations are peer critiqued to develop critical thinking and provide constructive
feedback. This project appears to have strongly engaged the interests of students and
deepened their appreciation of a critical communication dimension to business.

Contact details:

Prue Cruickshank

Unitec, Auckland
pcruickshank@unitec.ac.nz
Ph. 8154321 x 8821

Page 25


mailto:pcruickshank@unitec.ac.nz

New Zealand Communication Association 2007 Conference Proceedings

Plagiarism: Issues and Detection Tools
Josephine Ellis (1)
AUT University

Abstract

Plagiarism as a form of academic dishonesty is clearly an ethical issue for students
tempted by its myriad forms, and while it might appear to provide a facile path to
academic achievement, there are generally explicit and serious consequences and
penalties for any student identified as succumbing to this temptation. There is, or
perhaps there should be, an equally serious ethical responsibility on all teachers
and/or markers of assessments to be vigilant in detecting instances of plagiarism. Not
to do so is to behave dishonestly towards those students who abide by the rules, do
their own work, and are marked in what might be an unfair environment of other
students gaining unfair advantage and possibly skewing mark distributions and hence
the graded performance potential of honest students. Qualifications gained by this
means also devalue and possibly discredit those gained legitimately.

If one accepts this ethical responsibility, then the corollary is that all teachers should
be trained in identifying the constantly evolving nuances of plagiarism which it is naive
to think has been eliminated by programs such as Turnitin. Certainly such programs
are excellent, and should be mandatory for all out-of-class tertiary assessments, but
the ingenuity of human nature will always find alternatives when deviousness is
required.

A range of practical strategies will be suggested to help develop plagiarism
identification skills, with accompanying practical exercises and examples. Discussion
from the audience will be encouraged, so that experiences, examples and constructive
suggestions can be shared.

Contact:

Josephine Ellis

School of Communication Studies, AUT University,

Ph: +64 9 921 9999 ext. 8492 e-mail: josephine.ellis@aut.ac.nz
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Websites as Teaching Resources:
Sorting the Neat From The Naff
Josephine Ellis (2)(Chair)

AUT University

This session will be a shared discussion of websites of high quality which are suitable
for specific class activities. Issues of assessing the credibility and reliability of websites
will be addressed. The Chair will provide examples for intercultural communication
and for writing, then will invite audience contributions. Participants could provide a
brief description of the website, and details of the teaching application which might be
either an in-class or an out-of-class activity.

If you would like to contribute a website example to this session, please contact the
Chairperson.

Contact:

Josephine Ellis

School of Communication Studies, AUT University,

Ph: +64 9 921 9999 ext. 8492 e-mail: josephine.ellis@aut.ac.nz
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Tertiary Educators In Second Life

Linda Fraser
Waiariki Institute of Technology

Abstract

This paper is the result of research in Second Life (SL), an Internet based virtual 3D
world. In order to enter SL one needs an avatar. This avatar can then move around in
SL by walking, flying or teleporting. It can communicate with other avatars by means
of written chat and/or voice.

Within SL it is possible to:

e Acquire land.
e Build objects.
e Conduct business — buy and sell using L$.

e Real money can buy L$ and premium financial membership of SL
provides a regular income in L$.

Many tertiary institutes have bought land and created buildings in order to advertise
their programmes or directly make education available in Second Life. This paper
looks at what tertiary educators, worldwide, are currently offering, in the English
language, on Second Life.
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Integrating Social Media And Organizational Life:
Exploring Possibilities Of Dialectical Representations
Through Appreciative Inquiry

Patrick A. Fuss
AIS St Helens

Abstract

This paper aims to explore how dialectical representations of social media can be
integrated with organisational life to create possibilities for organisational
development. Social media has become truly ‘public’ in the sense that everyone
around the world seems to use social media at some level — and there is certainly a
fascination in connecting for example forty million people, in the case of utube at the
same time. The consequential possibilities have attracted companies to integrate
social media into their organisational life and development as well as their
communication strategies.

For the purpose so this research; four dialectic representations have been identified
and deconstructed to create possibilities between text and reality of the social media
in an organisational context. For the methodology appreciative inquiry has been
chosen to emphasis the opportunities and possibilities that may arise for
organisations. The DISCOVERY section looks at past literature of social media and
impact on organisations. Furthermore, it appreciates the dimensions of social media
as a communication tool. The DREAM part illustrates the dialectical representations
and explores the possibilities and opportunities they may bring for organisational
development. In the DESIGN section deconstruction is used to understand new
realities and meaning between the four dialectics. And finally in the DESTINY section,
ideas are introduced as to how social media can play a role in learning, developing,
transforming, nurturing and sustaining organisational development.

Contact:

Patrick Fuss

Auckland Institute of Studies
patrickf@ais.ac.nz
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Communicating With Students About Their Workload

Lara Giles
Eastern Institute of Technology

Abstract

Student workload is now recognized as a major factor in the teaching-learning environment that influences the quality of learning.
This points to the necessity to communicate with students about their workload and monitor the effects of workload on learning.
This paper will discuss the results of a study into students’ perceptions of their workload at the Eastern Institute of Technology.
Two hundred and sixty nine full-time students, studying at levels five to seven, volunteered to complete a questionnaire and 30
respondents were interviewed about their responses. In the questionnaire, students who thought that their workload was heavy or
unmanageable at times were asked to indicate which of sixteen reasons applied to them and to rank the top five factors impacting
on them. Two thirds of respondents indicated that their workload was heavy or unmanageable at times and the major reason for
this perception was assessments all due around the same time. The interview data provided insight into the particular problems
that students face with regards to their workload.

Introduction

Student workload is now recognized as a major factor in the teaching-learning environment that influences the quality of learning
(Kember & Leung, 1998; Lizzio, Wilson, & Simons, 2002; Mclnnis, Hartley, Polesel, & Teese, 2000; Prebble et al., 2005) so it
necessary to communicate with students and monitor the effects of workload on learning. The results of a study into students’
perceptions of their workload at the Eastern Institute of Technology are discussed. Full-time students studying at levels five to
seven in all the faculties were asked to volunteer to complete a questionnaire and be interviewed about their responses.
Demographic information was also collected on age, gender, programme, year of study, and the number of hours worked in a part-
time job. The questionnaire was completed by 269 students and 30 volunteers were interviewed about their responses. A
summary of the questionnaire data is provided and comments from the interview transcripts discussed.

Results

In the questionnaire students had to first indicate whether they felt the workload was manageable or not. Sixty one percent, or 165
out of 269, indicated that they perceived their workload to heavy or unmanageable at times. Those who had a perceived problem
with their workload then had to indicate what reasons they felt contributed to their perceptions by ticking the reasons provided (see
Tablel), compiled from the literature (Chambers, 1992; Hatcher, Prus, Englehard, & Farmer, 1991; Mclnnis, James, & McNaught,
1995; Yorke, 2004; Zepke, Leach, & Prebble, 2005), and rank their top five reasons from one (contributing least) to five
(contributing most).

Ranked as one of Top Five Reasons Number Percentage
1. Assessments all due around the same time 138 84
2. Problem with time management 98 59
3. Part-time job 93 56
4. Difficulty knowing what to focus on when studying 74 45
5. Family commitments 72 44
6. Too many topics to cover in a short time frame 59 36
7. Lacking motivation 57 35
8. Lecturers assuming that you have the required skills to 44 27
complete an assessment
9. Over-assessment of courses 24 17
10. Socializing 24 15
11. Not having the required skills for an assessment e.g. how 24 15
to write an essay
12. Not being able to get help with study when needed 23 14
13. Health problems 19 12
14. Not knowing the reason why you are requiredtodo a 11 7
particular assessment
15. Enrolled in wrong course due to poor advice or lack  of 5 3
advice
16. Not knowing how to access help 4 2

Table 1. The Number Ranking Each Reason in Their Top Five and Percentage of Total

It can be seen from Table 1 that the number one issue for students completing the questionnaire was the timing of
assessments. Moreover, 28 out of 30 interviewees complained about the number of assessments all due around the
same time. When assessments are due around the same time this puts enormous pressure on some students and many
of them talked about the long hours they needed to put in to complete all the assessments on time.
“When | have several assignments going at one time and they’re all due in at the same time | feel quite a lot of
pressure and the hours of working at night get longer and longer and even to the point of staying up all night and
not getting any sleep to get it in and be satisfied with it.” (S309)
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Student 18, who stayed up all night, said, “I don’t know how many times | was popping No-Doze when | had six things due in
a month.”

The fourth ranked reason for perception of a heavy workload is the difficulty students have in knowing what to focus on
when studying. A number of students commented on the sheer amount of information they have to cope with. “I find it
difficult to know where to focus. When you're in class you're being told all the information, you don’t have time to take it all
in, because you're just being given new stuff all the time.” (S8)

Moreover, when asked to estimate the amount of time in a semester the respondent felt pressured, answers varied from
100% to 30%.
“It's just crazy and you don't feel like you’re not under pressure at any time, so | think it's almost like a 90%
pressure.” (S11)

In the questionnaire, 36% indicated that there were too many topics to cover in a short time frame, ranking this reason sixth
overall. Fox and Radloff (1998) refer to this as the ‘overstuffed curriculum’, where courses which have too much content
and not enough opportunity for learners to develop transferable, lifelong skills including problem-solving, communication and
interpersonal skills, all of which are demanded by employers. In the interviews students talked about the difficulties this
causes.

“Sometimes the number of topics can be overwhelming and a lot of information doesn’t have time to actually get

in and you're unable to absorb all the information. Sometimes you can’t even recall information from a previous

lecture, there’s just too much to cover in such a short period of time. ” ( S309)

The second ranked reason was a problem managing time which included procrastination. Those who wanted to achieve
more than just a passing grade, particularly those in the older age group, had different reasons for procrastinating
compared to the under 23 years age group. Many of those under 23 years admitted to not knowing how to manage their
time or not being motivated enough to get started until the due date forced this, as major reasons for procrastination.
Many of these students also claimed they work better under pressure. In contrast, the students in the older age bracket
and those committed to more than a passing grade, stated in the interviews that they tended to procrastinate when they
were unsure about what an assignment involved or how to get started.

“Procrastination for me was if | didn’t understand what | needed to do or how to go and startit. ” ( S18)

Some interviewees recognized that getting started as early as possible on an assessment is an important factor in coping
with the workload. However, it is not always easy to get started straight away.
“They say, ‘well you’ve got five weeks to do this assignment.’” But really it's three weeks of learning, before you
can actually go into the challenge of completing the assignment. ” ( S10 3)

Interviewees also admitted to procrastinating when lecturers were not clear about what an assessment involved, and often
working out what is required for an assessment can be a difficult process.
“The lecturers often don’t know the assignment inside out themselves. It's not until they’re questioned by
students, ‘What do you mean by this?’ that they realize that it isn’t quite going to work and they modify it. That
makes it really confusing. | tend to muddle around, and try a few things and show it to the tutor and ask them if
this is what I'm meant to be doing. They’ll normally pick bits out of it and say it's not quite right, and so after
several questioning attempts | normally get some understanding on what it is they’re after.” (S22)

Many students interviewed talked about their busy lives and the many other calls on their time apart from studying, such
as part-time jobs, family commitments and socialising, which affected their time management. The questionnaire data
indicated that 50% of respondents worked 15 hours or more during an average week. Eighteen out of the 30 students
interviewed had part-time jobs. The amount of pressure a student felt from their part-time job depended on when they
worked, the nature of the job, how sympathetic the employer was to their study commitments, and how much they needed
the money.

“I was working a Friday and a Saturday night from six at night until six in the morning. This threw my body clock

out quite considerably. After doing those two nights it would take me three days to get back into a normal

sleeping pattern. Then you'd sort be recovered for two days then you're back into the night shift again.” (S149)

Female students in the older age bracket often painted a picture of a chaotic life.
“The kids start moaning and wondering where the food is and why | have forgotten to fill out this form. What ever
is the most important gets the most attention and the rest gets left. » ( S2 2)

It is also difficult for students with family responsibilities to sort their priorities and also had an effect their academic
achievement.
“My study is important, although | feel less inclined to shut myself off to study when the family are at home. | try
and organise my study for when there is no one at home. So weekends are quite a bit of a struggle sometimes.”
(S317)

“I'm really appreciating the level of commitment that my young family need and | just have to adjust everything
around them. And | also want to be supportive to my partner so | take the family commitments quite seriously
and I'm willing to sacrifice some level of academic achievement to keep the family commitments going.  ( S309)
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Lacking motivation was ranked the seventh reason overall and students appear to lack motivation in subjects that they are
not interested in or cannot see the need for.
“I like more of the practical aspects and | don’t really mind working on that. But the theory side | don’t enjoy and
whatever they give me, even if it's not that much, it seems too much for me.” (S311)

Furthermore, when lecturers make incorrect assumptions that students have the required skills to complete an
assessment, such as research skills or essay writing skills, this appears to add to students’ stress and pressure. Twenty
seven percent ranked this reason in their top five. In addition, increased pressure was experienced when students felt
they did not have the required skills for an assessment. These two reasons were ranked eighth and eleventh by
respondents, and interviewees related a number of incidents involving these problems.
“I've had an experience where the lecturer expects you to know stuff and it’s just like I've had no experience in
this. How am | meant to know these things and you’re meant to be teaching me.” (S11)

When students are lacking generic skills such as how to research or write a report or have trouble with written expression
they commented that it adds even more to their workload as they have to struggle with these skills as well as the new
knowledge and ideas relating to the assessment.
“It's been frustrating because you have to put more hours in because you haven’t actually learnt how to do things
the proper way. There seems to be a lack of clarity amongst lecturers of what a report is and what an essay is
and what a literature review is, which creates a lot of confusion and stress. " 318)S

Being unable to access help when needed was rated in the questionnaire as the twelfth reason overall for stress and
pressure. There was general consensus that the majority of tutors are helpful but many students interviewed had a story
about one or two lecturers who were quite unhelpful, creating extra pressure.
“There were one or two that were extremely unhelpful and it was more like, ‘It's my secret. You've got to find it
out’. And when you are busy and you are stressed that was not really useful.” (S18)

In addition, one interviewee felt it was not a level playing field when it came to support a couple of students said they got
annoyed when lecturers made comments about the real world. There also appears to be a reluctance to complain to
lecturers about the workload problems.
“I noticed favouritism with tutors. If they like you, you get extra time. If they don’t, you're unlucky.” (S260)
“| always cringe when | hear - when you're in the real world .” (S318)
“You've got to tread carefully on that, is my experience when complaining about the problems this causes. |
mean, it's a small campus with not too many lecturers, so you're quite likely to have the same lecturer for two or
three papers. I'm sure, I'm absolutely certain that complaining can jeopardize your results. | say whether you
get on well with your lecturer is worth 10 or 20% in your assessments.” (S318)

While everyone pointed out that that the majority of lecturers were available for help and very supportive, 18 out of the 30
interviewees had stories of one or two lecturers who appeared unreasonable or lacked empathy, which added to their
perception of a heavy workload and gave rise to negative feelings.
“The lecturers would say ‘I've got to do this’ and ‘I've got to do that’ so you’d think they’d understand. | actually
thought it was quite rude because they don’t think you’ve actually got a life other than study. |learntin one
particular paper not to ask for help because | knew | just wasn’t going to receive it. No one ever asked if there
were any problems going on in your personal life.” (S18)

There were complaints that some lecturers often made the workload more difficult than it needed to be, leading to more
frustration.
“I think quite often the staff themselves don’t know the scope that they’ve actually written. It's not until you
actually start working on it that you see the impact or the requirements that are going to be needed for that
assessment. So, quite often the staff will think, ‘oh, yeah, that’s a bit big’ and then they’ll start spilling the beans
and that’s quite frustrating if you've started early. = ( S2 2)

Although students do have the option of asking a lecturer for an extension if they cannot meet an assignment deadline,
this does not always help.
“They’re saying to us come a week before. Well, you don’t know and until the day before, and it’s like, you need
an extra day to really turn something in that you'll be satisfied with.” (S314)

Students often like to help each other and discuss assignments but this may be seen differently by tutors.
“We had a big song and dance recently about students helping each other, you know? Some people were
accused of cheating because they're talking to each other about an assignment. And it’s just like, ‘Yeah, this is
just ridiculous here’. It made me very, very angry because | think helping other students is a very good way to go
but after that it makes you very wary about it, you know.” (S109)

Moreover, it is not appreciated when students feel they have to rely on other students for the help they believe lecturers
should provide.
“I was really stuck doing a literature review, didn’t know how to do it, didn’t understand it particularly. | sat down
with another student and he showed me a way to do it | found really good. | felt disappointed that it wasn’t given
to us by the lecturer.” (S166)
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When asked what sort of feelings they experienced when faced with a heavy or unmanageable workload, 27 out the 30
students interviewed admitted to various negative feelings at times such as frustration, stress and panic. Several
interviewees had a times questioned whether they should continue with a course or paper, drop a paper, or withdraw.
“| started doing four papers, but | didn’t know whether | was Arthur or Martha and I'd forget which classroom |
was in and that was the reason | eventually dropped back, because | thought three was as much as | could cope
with.” (S317)

Heavy workload also appears to affect the amount of background reading students have time for, and a number of
students stated that they were frustrated in their efforts to do background reading, to increase their understanding and
gain a wider perspective of the subject, due to a heavy workload.
“You're sort of thinking, ‘read for the class, read for the class, read for the class, ah, assignment’s due!” So it's
like, 1 don’t know, do you scrap reading and just concentrate on the assignment.” (S310)

The students interviewed described a variety of strategies to cope with a heavy workload.
“I ended up just taking shortcuts and just not putting as much effort in, like when I’'m running out of time. And if
we do get a whole lot together I'd rather cover all the components but not do it as well than actually leave parts
out. © (S316)

Of the 25 interviewees who commented on weightings in the interviews, ten stated that weightings do not play a part in
prioritizing their workload. Others complained that the weightings did not seem to equate with the workload required
which added to their pressure.
“I hate assessments that are an awful lot of work but in actual fact the weighting is very, very little. There could
be a lot of little assignments, not worth an awful lot, but a heck of a lot of work goes into it and of course that
raises all the stress levels as well.” (S18)

For some students it is helpful when lecturers signpost what they should be working on each week but for others this
causes more stress.
“The only thing probably that frustrates me is that every lecturer comes across like that’s the only paper. They'll
say ‘Are you doing this?’ or ‘Have you done that?’ and it sort of seems like, yeah as if | haven’t got anything else
todol ” (S55)

Conclusion

This study revealed a number of problems that students experience related to their workload. It highlights the importance

of communicating with students and finding out how they are feeling and coping with the workload and what lecturers can

do to provide help and support to relieve some of the stress and pressure they experience. This is endorsed by Brookfield
(1998) who argues that teachers should see their practice through the lens of the students’ eyes, continually monitor how

the learning environment is experienced by students. He states that “an awareness of what’s happening to students in my
classroom is the first order, framing knowledge | need to teach well” (p.20).
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Using Student Evaluations To Improve Teaching And Learning

Owen Giles
Eastern Institute of Technology

Abstract

This paper reports on the process currently being undertaken to align student
evaluations with strategic priorities at the Eastern Institute of Technology (EIT). The
paper begins by describing the steps involved in developing and trialling a new
student evaluation of teaching (SET). The first step was to review EIT’s existing
procedures around who, or what, was evaluated, how often this occurred, and why
this evaluation was undertaken. It was recognized that the existing SET form was
based on a transmission approach to teaching, which was not consistent with the
institute’s desire to develop a culture of innovation and creativity in teaching and
learning practices. The Evaluation Sub-Committee, set up to carry out this process,
held a number of meetings to develop forms consistent with a more constructivist
approach to teaching and learning. It was difficult to reach a consensus but the new
form was ready for trial at the beginning of 2007. This trial has had a number of
teething problems to date and has not met with the unanimous approval of all
academic staff. The paper goes onto describe the next step in the process which is to
review programme/course evaluations and exit evaluations. The first programme
evaluation to be reviewed is that which is administered in the final year of a degree,
where the aim is to attempt to test how well degree programmes developed the
graduate attributes consistent with the institute’s and employers’ expectations. The
process of reviewing student evaluations is also necessary to ensure EIT can meet its
obligations under the tertiary reforms being introduced by the Tertiary Education
Commission in New Zealand. These reforms require all Tertiary Education
Organizations (TEO) to have comprehensive and robust quality assurance and quality
improvement activities, including self assessment and performance monitoring. This
paper seeks to contribute to ongoing discussion on how student evaluations can be
used as a tool for improving teaching and learning in tertiary education, ensuring we
are developing the skills required by employers.
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The Customer Communication Challenge

Jacqui Hartley-Smith
Eastern Institute of Technology

Abstract

“Quality in a service or product is not what you put into it.

It is what the client or customer gets out of it.” (Peter Drucker)
‘Customers’ are vitally important to the economic growth of a region. However, those who work on a
daily basis with an organisation’s customers may have little or no training in how to handle the diverse
challenges people bring to the workplace. In 2006 EIT Hawke’s Bay was asked to run a series of
evening customer skills workshops prior to Napier Inner City Marketing’s inaugural Customer Service
Awards. It became apparent during the workshops that employees wanted to up-skill and be able to
access training that could be completed alongside a full-time work load. They wanted more than the
‘quick fix’ half or one day workshops provided — and they wanted it now! An idea was born. The
challenge for EIT Hawke’s Bay was to develop a well-balanced, time-manageable programme;
acceptable to both employers and employees that would give participants skills they could immediately
use in their workplace. As the focus was on improving the customer experience, it was considered
essential to incorporate a face-to-face component that was also time-manageable for participants and
their employers. Following initial research with Napier and Hastings City Marketing, focus groups with
employers and surveying a cross section of employees The EIT Short Award in Customer Management
Skills 14-week part-time, assessed programme was launched in August 2007, less than a year from the
inception of the ‘idea’. This presentation will outline the trials, tribulations and success of EIT’s
workplace assessed programme suitable for anyone, at any skills level, working with customers in
retail, hospitality, trades and business — as well as feedback received from a diverse range of
participants who have completed the first programme.

Background

How long does the effect of customer service training last? Marnie Adams, author and one of New
Zealand’s top real estate agents describes how people walk out of the training room on a ‘course high’,
which may be followed by a week ‘low’ when these people get back to their workplaces. Once back in
the workplace, employers see little change as participants’ newly created ideas are buried under more
immediate priorities ... and the moment passes (2007). In spite of this, organisations continue to spend
their training budget on a variety of ‘quick fix’ customer service courses ranging from 2-3 hours to full
days. To be effective to the business, there is a need for customer service training to last; a task the
busy employer often doesn’t have time for.

EIT Hawke’s Bay has taken on the responsibility challenge of ‘making the training last’ by creating a 14-
week part-time workplace based programme for those who work with customers. Research confirms
that adults learn skills by ‘doing’. Reading the ingredients list and the recipe doesn’t mean you can
bake a delicious chocolate cake!

Today, providing ‘satisfying’ service is not enough. However, as customer satisfaction is very reliant on
emotion and human nature, it can be difficult to provide excellent service.

Many organisations provide their customer-facing staff with a minimum amount of ‘smile training’ and
leave them to it with the assumption that their interaction with customers will be successful. Customer
service is all about people and how they communicate with one another. An organisation can spend
millions of dollars telling the world how they would like consumers to think about their offerings, to be
thwarted by someone at the customer interface saying ‘I have no idea’.

Barlow and Maul (2002) state that customer satisfaction measurement is now one of the leading
performance indicators together with net profit and return on assets. Customers want and expect to be
positively, emotionally and memorably impacted at every level of their commercial existence. However,
in reality most organisations will agree that providing excellent customer service can be difficult. Why?
What exactly is customer service? “Customer service is the service provided in support of a company’s
core products.” (Zeithaml & Bitner, 2003, p. 4).

Philosophy of the programme
The EIT Short Award in Customer Management Skills programme is specifically for employees who
want to increase the effectiveness of their day-to-day interaction with customers. Working with
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customers is a challenge and requires a 'tool box' of skills.

Customer Management Skills, by using a combination of distance learning, workshops, written and
practical assignments, requires participants to put the skills into practice in their own workplace, reflect
and observe; then be workplace assessed by an EIT assessor. This allows for new skills and ideas to
be actively moved into long-term memory over a sustained period of time.

Programme development

At the development stage consideration was given to the possibility many participants would be first
time tertiary learners or people who have not studied for a number of years. The final programme
structure is designed to provide a supportive and familiar environment for the student that will be
conducive to ensuring their experience will be a positive one, as well as allowing them to engage in
tertiary education while still working full-time.

The 20 credit, level 3 programme incorporates two specifically written EIT Hawke’s Bay units covering
the communication process and customer motives plus five NZQA unit standards. All assessments are
integrated.

Participants can enrol at any time and receive a programme folder including all necessary material,
assessments and a CD with assessment templates. With many tertiary institutions moving to on-line
materials, this aspect was discussed with stakeholders who felt such a move might be a barrier to some
participants who may not have the necessary computer skills. Given this feedback EIT believed it was
important to ensure the programme was user-friendly for a diverse group of potential ‘customers’ and,
in spite of the pressures to move to on-line delivery, it was not considered an option. Feedback from
participants at the end of the programme has confirmed if they had been given an on-line option, they
would not have used it.

Student feedback
Feedback from those completing has been positive and includes:
e Course material was in an easy to follow format and user-friendly
Good timeframe, not too long
Liked having the folder materials to work through
Very user-friendly for ‘mature’ students
The delivery appreciated that many of us had been out of the ‘learning loop’ for some years
Very enjoyable workshops with great discussions
The workshops allowed new concepts to be explained so full understanding was achieved
Being assessed in your own workplace made what we were learning relevant
| learnt a lot
This programme gave me a new enthusiasm for dealing with customers
It taught me to be patient with customers
| have become more aware of how | am treated when | am a customer
I have definitely learnt some new techniques for working with customers
There are a lot of people out there who should take this course!

Conclusion

Excellent customer service is vital to business and regional growth. To ensure any training is
successful it needs to be customized, sustained and relevant — as well as in a user-friendly format for a
diverse range of people — so that new skills and ideas are incorporated into the workplace. EIT
Hawke’s Bay — by listening to its customers — has developed a programme designed to help anyone in
retail, hospitality, trades or business better ‘manage’ their customers.
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Mind The Gap:
Raising Student Awareness Of Differences Between Communicative
Intent And Audience Interpretation Of Typographical Choices In
Business Documents

Sally Hollis-McLeod & Jane Holst-Larkin
Manukau Institute of Technology

Abstract
To what extent does the business or technical writer think about the effect of the
typography they create? How profoundly does a document designer understand the
mood and tone of a business communication? Is type considered to have a
‘personality’, and are appropriate choices made in that light?

Scholarly discussion of the impact of typography, particularly the subtle influence of
what many call the ‘personality’ of type, is still in its infancy in business
communications. Awareness of typography and its impact is essential for business
and technical writers, whose desk-top method now invades the space that designers
once occupied, and this is so whether producing their own documents or consulting
with a professional designer.

This paper contributes to the discussion by examining the responses of both
communications and visual communications students to a selected design activity,
noting their intention in creating appropriate typographical personality. The resulting
typographic communication style is then examined against the intended personality
attribution (design intent), to evaluate the audience perceptions. The ground this
occupies arose from modernist theories of 'universal’ communications and
understanding, but the idea of audience interpretation is a distinctly post-modern
phenomenon.
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Technology-mediated Communication: Challenges In The Workplace

Sialofi Laumatia
Manukau Institute of Technology (MIT)

Abstract

Technology has had a significant impact on communication patterns in contemporary
workplaces.

Background

| currently work in the dispute resolution field and have to mediate between landlords
and tenants at the Department of Building and Housing. | discovered that clients were
often communicating in non-traditional ways. For example, instead of speaking to
each other face-to-face or via telephone to resolve a dispute, they seemed to be more
comfortable with emailing and texting each other, particularly when they had never
met each other before.

This discovery prompted me to seek education about the use of technology-mediated
communication in the workplace. | recognised that there was a gap between
workplace practices and what was actually happening in society, so | decided to up-
skill, in order to keep up with current trends and to gain in-depth knowledge about the
different ways to communicate. | chose the Diploma in Communication at MIT in
particular, because | thought it would be relevant to any current and future
employment.

| note that | was not trained on how to use these communication technologies in the
dispute resolution process, and yet they have been fundamental in helping to achieve
an agreed settlement. However, these same technologies have at times had the
reverse effect and have contributed towards the breakdown of established client and
colleague relationships. In this context, Benson (2004) highlights the need to choose
appropriate eCommunication methods based on the complexity and detail of message
content.

Purpose of presentation

My study has helped me greatly in adopting and adapting new technologies to
communicate effectively in my work environment, which also happens to be very multi-
cultural. | propose to share my experiences and illustrate how my learning of
communication subjects enabled me to understand and cope with everyday workplace
situations.

Some of the communication strategies | have been using have raised awareness and
inspired my colleagues to recognise the need for clear communication based on the
technologies they use.

| expect that my experiences may encourage other communicators and experts to
undertake research and develop more refined techniques for dealing with day-to-day
interactions using eCommunication technologies, in New Zealand society.

Benson, L.K. (2004) The Power of eCommunication. Massachusetts. HRD Press Inc
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Representation Of Cultures In The Media

George Lusty
School of Communication, Wintec

Abstract

This paper intends to show how a Communication teacher can use Roland Barthes’
levels of signification to analyse representations of culture in the media.

Starting in 1957, Roland Barthes and others developed theories of four orders of
signification, which can be very useful tools in the teaching of communication and
media studies. These four orders can be taken to be Denotation, Connotation,
Mythology / Ideology and Discourse.

An understanding of Denotation, incorporated with aspects of signs is used to develop
and refine senses of significant elements within an artefact or syntagm.

The concept of Connotation can be utilised in combination with De Bono’s lateral
thinking techniques to develop breadth of thinking leading to scopes for research
guestions.

Concepts of Mythology and Ideology are instrumental in understanding and
objectifying the “preferred reading of the text”, ie, what we are intended to see, and
what we are meant to be.

Discourses can be developed through examining alternative interpretations of texts
and the light that they may shine on larger issues in society. Understandings of these
processes can be used by students to write an analytical essay on a designated
artefact. These processes can then be used as a base for students to develop their
own research on a topic of their choice.

Classroom techniques include traditional chalk and talk, full class and small group
discussions and exercises. New Zealand content includes references to the adidas
haka advertisement, the Air New Zealand birds advertisement and lonely girl 15.
Media technology may include powerpoint displays using images from the internet,
and videos and songs from sharing websites such as YouTube and Limewire in order
to bring the work back to students lived experiences.

Contact:

George Lusty
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Developing Technology Applications for Teaching

Peter Mellow
AUT University

Abstract

Clarion clarity in communication is our goal. However before the communication
starts, we must have engagement. Some would argue that if the communication is
effective, then that will be enough to engage our audience.

If Marshall McLuhan was alive today and saw the diversity of communication devices
at our disposal, would he change his “the medium is the message” catch-cry? With the
current generation of media-fed students, melding the technology with our teaching
should be part of our new skill-set.

This session will explore some aspects of technology-enabled teaching and
communication, and hopefully raise some questions we need to consider as we move
forward into an uncertain future.

Contact:

Peter Mellow

AUT University
peter.mellow@aut.ac.nz
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Looking At E-Learning Through The Lens Of
A Communication Model

Prof. Gary Mersham & Deirdre Viviers
The Open Polytechnic of New Zealand

Abstract

As information technology’s power and ubiquity have grown, its strategic importance for the education
industry has similarly increased. Most institutions are now offer e-learning at least in some form within
their contact, distance or blended learning formats.As Carr notes,
‘the very power and presence of information technologies have begun to transform them from
potentially strategic resources into commodity factors of production in the teaching and learning
environment. (2003,p.50)
At the same time there has been a plethora of new jargon and terminological confusion around the
‘delivery’ of learning to students according to these modes and technologies.Terms like open and
flexible learning, computer-aided and online learning, and contact or centered learning have often been
used interchangeably and differences in meaning, content and intent are sometimes blurred or
unresolved.

The authors contend that teaching and learning is at its core a process of communication, and therefore
e-learning can be analyzed according to communication theory and models.This paper proposes an
exploratory analysis using a communication model based approach, to draw certain conclusions about
the meaning and appropriateness of the concepts and terminology related to contact learning,
electronic learning and blended learning.

Preliminary findings suggest that much can be learnt from clearly identifying the components and the
implications of two-way communication in learning and teaching.

As New Zealand’s primary institution of distance learning, we are continually transforming our methods
of teaching and learning. This paper forms the preliminary focus of a larger research project.

Keywords: Blended distance e-learning communication model

Introduction

Historically, there have been clear differences between contact and distance institutions. Global trends suggest that increasingly
organisations need to become equally proficient in both modes of delivery. The reality however, is that each type of institution has
made piecemeal efforts to synthesise the two approaches -e.g. using electronic platforms to simulate contact.

At the same time there is a lack of agreed meanings in the terminology used in e-learning and blended or contact delivery.
Contact, for instance, is not useful as a definition for institution-based delivery. A more precise definition might include face to
facel/interpersonal/small or public group communication as constituents of ‘contact’. Distance education practitioners could argue
that they also provide ‘contact’, albeit via electronic media.

The terminology currently in use is often too amorphous, and lacking the accuracy required to make it useful. We suggest that
teaching and learning is at its core a process of communication.

We therefore propose that the application of a heuristic communication model, with more clear cut definitions, will be helpful in
arriving at a better understanding and description of the activities involved in contact, distance, blended or e-learning.

Distance education is variously defined, designed and delivered by some sort of communications or information technology.
Distance educators claim to focus primarily on the pedagogy used in conjunction with these technologies, yet the impact of
technology on the communication phenomenon is less considered. One of the key challenges for educators and researchers is to
differentiate the effect of the media from that of the message (Anderson 2007, Kozma, 1994), a challenge that sits firmly within
the communication discipline. Put another way, to this suggests the need to examine e-learning processes from the perspective
of the communication science.

As Anderson (2007) points out, the pedagogy or learning activities employed exist in direct and mutually dependent relationships
with one or more technologies that support their effective use. This capacity for technologies to support and allow certain activities
while preventing others, has been referred to as the affordance of that technology (Gibson, 1977). It is not solely the property of
the technology but rather the way the application is used in real contexts by both experts and novices that define its affordance
(Anderson 2007:2). Social, political, personal, economic and other factors constrain and define the ways in which the technology
is actually used in everyday life.

This study presents a heuristic communication model that raises questions about the way that educators and learners,
appropriate, contextualize and modify new technologies to support their daily activities within a variety of well established
communication contexts (interpersonal, small group, public, etc) within overarching organisational, national and global contexts.
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Why is it essential to understand e-learning through the lens of communication theory? We argue that as well as ensuring e-
learning is ‘good’ communication in and of itself e-learning should also develop good communication skills in its participants. As
Eunson (2007:vi) provides good reasons for this view:
e As communication technologies proliferate, it becomes possible to be misunderstood in many more ways, S0 hew
strategies of communicating clearly become more important and more urgent.

e  Astechnology becomes dominant in many work processes, the human element of communication becomes more
necessary as a counterweight and a ‘reality testing’ tool.

e  As more learning goes online, much of it is convergent — that is, only one solution for any given problem is offered. In
the real postmodern world, many problems are divergent — there are many solutions to one problem. Communication
concepts in their nature tend to be more divergent than convergent.

. Communication skills have very long shelf lives, remaining relevant for life and are transferable between jobs and
careers, while most technical learning becomes obsolete in a relatively short time.

Course designers and learning managers have largely ignored such views and the issue has become a communication problem
in the field of e-learning itself. The continuing belief that communication skills can be just picked up along the way is erroneous. It
is common to hear academics and trainers to argue, for example, that team and group skills can be acquired simply by setting
team assignments for students. Nothing could be further from the truth. Students need to study group interaction as separate and
pedagogically valid set of content before embarking on team assignments. Eunson (2007:vi) argues that the communication
discipline has shown clearly that:

. Group/team decision-making can be faulty if its dynamics are not understood.

. ‘Free riders’ may unethically attain credit defeating the purpose of team assignments creating cynicism and conflict in
the team. Students lacking confidence find it easier to hide behind group activities.

e  The team may be an artificial construct driven by the tutor and lacking authentic group dynamics.
e  The concept of teams may be inappropriate and dysfunctional for some real world tasks.

e  The concept of teams may need to be challenged: while it implies empowered decision making, in many real world
situations it may be nothing more than a smoke screen to mask disempowering and autocratic decision making.

This broader context means that not only skills in communication, but also critical knowledge about communication and its
context, need to be acquired.

Components of the Communication Model

Definition of Communication

There are numerous definitions of Communication. It can be seen as a ‘negotiation and exchange of meaning, where messages,
people- in-cultures and ‘reality’ interact so as to enable meaning to be produced or understanding to occur’ (O’Sulliivan et al.,
1989, p.42).

Itis also defined as a two way process whereby a sender sends a message, (conveying information) to a receiver, who reacts to
it. Effective communication is the process of sending a message in such a way that the message received is closest in meaning
to the message sent. (Viviers and Van Schalkwyk, p.6)

The first definition identifies the different stages of the communication process in order to study each component in turn and see
what role or effect it each has on the communication. Laswell sums this up in his model that asks ‘who says what by what means
to whom and with what effect?’(in O’Sullivan et al. 1989, p. 42))

Our approach focuses on the expression and interpretation of messages and encompasses the relationships between all the
necessary components for effective communication to take place. It studies the ‘text’, signs and codes, the people who interpret
the ‘texts’, and the cultural and social contexts that influence the communicators and the codes they use, and an awareness of
the social context and reality in which the people and text are situated (O’Sullivan et al, 1989, p.42. Mersham et al. 1995, p.55).

This theoretical framework is the social-constructivist (or collaborative-constructivist) perspective, which puts the role of
communication and interaction at the centre of learning. This perspective argues for enabling the ‘construction of meaning and
knowledge through shared dialogue and discourse and the confirmation of understanding through mutual sharing and testing of
ideas in a collaborative environment.” (Mason, Harland, in Jones and Cook, 2006, p.262). The guiding principle of constructivism
in learning theory is that learning is a search for meaning. Therefore, learning must start with the issues around which students
are actively trying to construct meaning.

The model on the next page illustrates the three central components of the process: communicator, message and recipient, as
well as a series of contexts.

Communicator
Mersham et al argue for the ‘communication equality’ between communicator and recipient and in the Mersham model, the
designation ‘communicator’ and ‘recipient’ are interchangeable (1995:54), mirroring the transactional and dialogical view of
communication.

The communicator must encode the message so that the recipient is able to decode the meaning accurately. The sender has a
specific goal when formulating and sending the message, and expects the recipient to react in a particular way, manifesting the
expected result that was the goal of the message.
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GLOBAL CONTEXT

Organisational Context Organisational Context

Sociecultural Mediumm Sociocultural

circumstances . . circumsiances
- Encoding s - Decoding e

Communicator Message Recipient
s Decoding e o Encoding e

Signs & symbals ingraphical
imstances

(Model adapted from Mersham et al, 1995, p.55)

When communicating, the sender must bear in mind a variety of factors that will influence the communication, such as the level of
language proficiency, level of education, cultural and contextual factors of the recipient. The recipient must also have the
necessary skills to decode the message within this context.

The communicator will be influenced and shaped by his/her autobiographical and sociocultural circumstances. The same is true
of the recipient (who becomes a communicator in the communicational transaction).

Mersham et al (1995:5) argue strongly for the recognition of autobiographical differences circumstances their model of
development communication. In spite of the commonalities that link us into the social structure, no two lives are ever the same in
terms of individual experiences, expertise and world view. “It is these personal circumstances (in the model) that warn the
communicator to remain constantly aware of the differences in life experiences of the various players in the communication
experience (Mersham et al 1995:57).

Message, medium and codes

The message needs to be encoded in such a way that the meaning is decodable by the recipients in the communication process.
The choice of medium and code is therefore very important. The sender must have the necessary skills to encode the message
technically and in the chosen ‘language’ or code. The sender also needs to monitor whether the recipient has actually understood
the message in the desired way.

The medium can be regarded as a receptacle or platform for the signs and symbols that constitute the codes of meaning to be
conveyed. Each medium has its own set of encoding possibilities and structures, reminding us of MCLuhan’s statement (1967)
that 'the medium is the massage’ (Mersham, 1995, p.55). The medium will shape what the message is, and how it is conveyed.

‘Codes are a system of signs governed by rules agreed (explicitly or implicitly) between the members of the using culture’ (O
Sullivan et al, 1989, p36).

Codes are therefore vehicles for transmitting agreed meaning via a particular medium.

Language, for instance, is a code, consisting of words, which are signs and symbols, governed by grammar, a set of rules
regulating their use. To understand the language or code, or code system, you need to know the agreed meanings attached to
that system of signs and symbols. Language is the most sophisticated or versatile tool for communication. (Mersham, 1999:19).
In this paper we define language as a verbal code whether it is written or spoken.

Non-verbal codes

Visual codes include kinesics, proxemics, graphics, colour, page layout, models, and objects. Acoustic codes include sounds of
humans, animals and objects, and music. Tactile codes involve touch- the field of study involving the use of touch is called
haptics.

One further code is called chronemics, which involves how we interpret messages in terms of time. For example, cultures vary in
their perception or interpretation of time - some cultures are very time driven, while others are not. Pauses, delays, etc can all
influence how we perceive the message. (Mersham, 1999, p.19-37)

Non-verbal codes can repeat or reinforce the message, contradict the message, substitute the message, complement the
message, or relate to and regulate the message. Whereas verbal communication is very much a question of awareness of the
code, planning, selection and manipulation of the words available to us in a given language, non-verbal communication is largely
or often involuntary, closely related to what it represents and not arbitrary or continuous. (Viviers and Van Schalkwyk, 1992, p.26)

Therefore, when we communicate, we use both verbal and non-verbal language. Even when we are not trying to communicate,
we are unconsciously sending messages to people around us - we cannot not communicate. (Viviers and van Schalkwyk,
1992:.21)

We also have to take into account technical coding, for example using a platform like Moodle, using html, each having
possibilities and restrictions. Large files will have an impact on decoding if recipient has dial up. Mersham says that
signs and symbols (arranged into ‘codes’) are devoid of meaning in themselves. They can mean something to somebody
only if the source or sender gives them specific meaning and if the receiver sees a specific meaning in them. The meaning
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of a sign depends not only on personal interpretation, but also on collective agreement that may vary across time, space and
culture.” (1995:55)

Recipient

The recipient receives and interprets the message. This completes the communication process. The recipient needs to interpret
the message, and internalize the meaning. The recipient is an equal partner in the process, and his or her participation and
feedback must not be overlooked or minimized. In particular, the intended meaning (expression of meaning content) may not be
interpreted in the way the communicator intends, as a result of both technical and cultural decoding. | will return to this point.

When the recipient gives feedback, he or she becomes the communicator, and the whole process takes place in reverse order.
The factors that apply to the sender, apply equally to the recipient when the recipient becomes the sender.

Mersham argues for communication equality between communicator and recipient in his graphic communication model, and the
ongoing switching of roles in the dialogic, transactional process (Mersham et al, 1995:54). This has important implications for
teaching and learning approaches.

Mersham et al (1995:57) argues that intentionality in communication theory is often linked to the thesis that ‘communication
equals successful communication’, that is, the objective of a conscious communication is achieved. The most important function
of communication in this view is transferring specific ideas in the mind of the communicator or source to the mind of the recipient
or interpreter. According to Mersham, this view dominates many communication models, especially those directly related to
occupations in the general field of communication activities. The AIDA (Attention-Interest-Desire-Action) principle in advertising is
a good example of this approach. In this perspective the communicator sets stimuli in motion with the specific intention of
influencing the recipient. However, Mersham views communication as a dialogue, stressing that it is the value and significance
attached to the message by the recipient which determines whether ‘true’ communication actually takes place.

Mersham (1995:55), in his model, has included national and global contexts as subsets of social contexts, and we will examine
the importance of these contexts later in the paper.

Focus on learner community and learner-centred approaches (recipients)
Interactivity and collaboration are regarded as necessary for successful student-centred learning. New technologies are making it
possible for students to interact with the tutor, work collaboratively with peers, and take greater control of their learning.

(Beldarrain, 2006, p.l)
Tools fostering learner interaction and control are therefore deliberately built into the design of course materials.

If we look at the communication model, the question arises whether our communications are or can be learner-centred, and even
whether they should be, considering the principle of equality of the participants. To make it learner-centred may overlook the role
of the institution and instructor or facilitator, and may need a rethink regarding design. The latest thinking regarding lifelong
flexible learning incorporates learner-centred materials where the student has no recourse to a tutor, classroom or institution.
(Mulder, 2006, p.3).

The Various Contexts Of Communication

Communication context

Communication context describes the situation or environment within which the communication takes place. It influences the
entire communication process. (Viviers and van Schalkwyk, 1993, p.7, Mersham and Skinner, 1999, pp. 87-186). Generally, these
contexts are grouped as follows:

Intrapersonal

Interpersonal-one on one

Small group <20

Public group > .20

Mass communication

The first context is internal communication, called intrapersonal communication. This happens when an event or condition triggers
an idea in the mind of the communicator, which is expressed as an ‘internal dialogue with the self’ (Mersham and Skinner
1999:89). Internal dialogues as part of the process of internalizing of learning would apply here.

Interpersonal communication involves two people, and the communication interaction between them. This is usually face-to-face,
but may also involve two-way communication via other mediums.

Small group communication takes place when a small group of people are involved in usually decision-making activity. It includes
interpersonal communication, and most of the theories relating to interpersonal communication apply, but with certain exceptions
(Mersham et al, 1995, p.88). For example group dynamics, the necessity of turn -taking and so on has important implications for

e-learning activities related to real time online forums and discussions.

Public group communication relates to public speaking and public addresses. The speaker does most of the talking, while a large
number of people do the listening. Receiver feedback is usually minimal and indirect.

Mass communication relates to communication with large groups of people via modern technologies. Traditionally this has meant
that receiver feedback was also minimal and indirect. However, digital technologies are increasingly making mass communication
channels more interactive.
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Mersham (2001:1-34) in discussing the new digital technologies, refers to the ‘rear vision mirror’ effect of the Internet. All
historically preceding media are reflected in it so that, for example, it is possible to both watch and create television (Youtube),
listen to and create audio (podcasts); read and create all manner of print media. He also argues that digital web-based
communication also represents opportunities to engage in all of the traditional contexts of communication — but with certain
encoding and decoding options absent or limited. For example one can through video conferencing engage in synchronous
interpersonal and small group communication, but certain important meaning-generated, non-verbal communication codes such
as gaze behaviour, kinesics, facial expression, gestures, proxemics and posture (Mersham & Skinner, 1999, pp.18-28), are only
partly accessible or not at all to parties in the interaction. Finally, the matrix for synchronous and asynchronous communication
interfaces is considerably expanded.

Clearly, E-learning contains elements of each of the above types or contexts of communication.

(We have not included extrapersonal communication, which is communication that takes place between a human, and an animal
or object, as we are focusing on human-to-human communication. There is however scope in e-learning to specifically
incorporate human computer interaction, for instance, or interaction with various interfaces, including print.)

Global context

Overview

The model signals that the global context needs to be recognized and has an important impact in the way we consider e-learning.
Open and Distance Learning is growing exponentially in the EU and United States, with 40-60% of schools (in the USA) offering
traditional courses also offering online courses and programmes. Growth in e-learning is at 25% per year. (Beldarrain, 2006, and
Simonson, 2006, citing Sloan Consortium report)

The concept of Open Educational Resources (OER), an initiative from MIT, echoed in the EU Lisbon Agreement, predicates
lifelong, flexible learning. A special MIT committee concluded that for the advanced level education at MIT ‘distance education
was likely to be complicated, highly competitive and unlikely to make money’. MIT opted for Open Courseware (OCW) as a
publishing venture, not teaching at a distance (in Mulder, 2006, p.1)

The OER movement is largely based on four principles:

(i) encouraging mass ownership rather than elitism;

i) acknowledging the inherent capability to self-organise;

iii) enlisting amateurs as producers of content; and

iv) promoting collaboration for the common good (Kanwar 2007).

Open and distance/ e-learning offers a variety of features - flexibility in the form of study at any level, using courses to gain
qualifications, to top up, extend, transfer existing qualifications, for professional development, for personal interest, or to test
suitability for university education. It offers 24-hour access to individualized courses, easy admission because of the lack of
prerequisites, affordability, with increasing moves to make the course materials free of charge, and ability to study from any
geographical location. It also offers recognition of and credit for prior learning.

This change in mission and method of delivery has lead to a plethora of providers springing up everywhere. Acknowledgement of
formal and informal learning has added the workplace as a provider of learning and many large corporations have initiated their
own centres of learning.

Despite the global movement towards open and flexible learning, there are still monetary and political constraints, mainly in the
developing countries.

National context
E-learning is an enabler of distance delivery within the national network of providers.

The same features and collaboration possibilities mentioned above under global context, apply at the national level — flexibility,
access, portability, partnering, stair-casing, interoperability etc. are all issues that arise at a national level.

Increasingly, institutions are becoming providers of education across borders, not only globally, but also within their own borders.
These bring a raft of new considerations such as amount of income generated from international students, effect of fluctuation in

currencies, language proficiency of the learner, value for money in the learning provided as well as cultural differences, amongst

others, in approaches to learning. The national context needs to be examined carefully since government policy on the provision

of education impacts upon both national delivery and delivery by nationally based organisations to international students based in
foreign geographies.

Organizational context

At the organizational level other factors come into play. The organisation’s policy, role in the sector, the cost of development,
maintenance, management, modification, control, monitoring of standards in the delivery of course materials, and return on
investment become important.

An organization also needs effective e-learning teams, instructional designers, administrators, technical expertise, effective,
skilled lecturers and student management systems. It needs the most appropriate and sustainable solution in terms of its own role
in the overarching context. as well as a long-term strategy of instructional approach.

The prevailing perceptions around e learning, although also applicable to the national and global context, may be most
appropriate at organisational level as this is where the solutions have to be hammered out.

The perceptions are that distance / e- learning is
e  Harder for students
. More time-consuming for lecturers
. More expensive
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. Harder to evaluate
e  Dependent on effective design
And any number of additional factors may emerge. (Grimwood, 2006)

Although collaboration and other possibilities exist, practice tells us that there are still many institutional differences- in policy,
strategy, resources, tools, etc which suggest that there are still many organizational obstacles to overcome if these institutions are
to send clear, unified messages to the students via course materials, especially jointly.

Trends
While we are still grappling with issues in face to face, blended and e-learning, a new model is emerging which challenges us to
shift our paradigms regarding education.

Open educational resources and Lifelong Open and flexible learning
The introduction of open educational resources (OER) and Lifelong Open and Flexible (LOF) learning will impact tremendously on
traditional learning approaches and delivery.

Proponents see freely available content as empowering learners to study on their own in an open and flexible learning
environment, with no reference or recourse to a teacher, a classroom or educational institution, only requiring ‘learner-centred
content design instead of traditional teacher-centred content approach.” (Mulder, 2006, p.3)

Lifelong Open and Flexible (LOF) learning is seen as a successor to the ODL label, and because open and distance learning
institutions have traditionally targeted the lifelong learners, and provide a model for this kind of delivery, they are regarded as
being in the best position to provide these offerings. (Mulder, 2006, p.3)

The EU considers OER a ‘key for a successful transition to a knowledge-based economy and society, ... significantly raising and
widening participation in higher education, in particular in lifelong learning context.” (Mulder, 2006, p.1)

In the Lisbon Strategy, lifelong learning is seen as crucial to the EU becoming a
‘knowledge-based economy as well as a quality, cohesive and inclusive knowledge based economy. Lifelong learning
measures are perceived to lead to growth of participation in higher education, leading to better jobs, and education is
seen as an integral part of our social model embodying and transmitting values such as equality and tolerance.’ (in
Mulder, 2006, p.2)

It is also expected to have a positive effect on health, crime, and quality of life. (in Mulder, 2006 p.2).

The European Commission has apparently expressed concern regarding the progress that universities show in this respect. They
say that universities seem to be failing to address the lifelong learning agenda and substantially increase participation in their
educational programmes. Universities are accused of offering the same courses to the same age groups and not really open to
other types of learning and learner groups. The trend towards a different model is part of the Modernization agenda for Europe’s
universities. (Van Dorp et al. 2006, in Mulder, 2006, p3)

Wikiversity

Several initiatives have already flowed from OER and LOF learning, including the Wikiversity. The concept of a meta-university at
this stage does not foresee replacing the residential universities, but enabling them.(URL Wikiversity)

(Vest, 2006, in Mulder, 2006, p8.)

New technologies

New technologies will constantly offer new methods to be employed for educational purposes, and change the pedagogy and
dynamics of delivery in e-learning, thus requiring constant reconsideration of these issues. New social media, such as podcasting
or RSS feeds ‘push’ information to the learner, and don’t require the student to actively search for information. Blogs and wikis
provide more learner control (Beldarrain, 2006, pp.139, 140, 142).

Personalised courses
Some universities are already offering personalised courses where students can access their course materials in a format suited
to their learning style (Royal Roads University in Canada)

Formal and informal learning

Recognition of both formal and informal learning, and the ability to formalize the informal learning via technologies and lifelong
learning vehicles is also transforming the way learning is perceived and delivered. The workplace especially, is able to formalize
informal learning.

Conclusion
Applying the communication model to e-learning is not a magic formula or solution to the issues we face in the delivery of e learning,
blended or distance learning.

However, we hope to show that any form of delivery needs to be based on a firm understanding of authentic communication. We
need to refer to the model to check our role as sender, to check who and what constitutes the recipient to understand what form
of communication we are embarking on. McLuhan’s insight that the ‘the medium is the message’ holds true.

Research shows that in many cases we as senders are still clinging to traditional assumptions regarding learning, and not
addressing the true recipients or fully taking cognizance of their background. In our model we recognize this aspect as the
autobiographical circumstances and sociocultural circumstances of the communication participant.

In terms of terminology, perhaps we need to include or revert to the terminology used in communication contexts, to truly
understand what it is we are trying to achieve in our interactions with our learners, and to shape our messages and choose our
media and codes accordingly.
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‘Educationally, institutions and trainers need to ensure that technology genuinely enhances the learning experience, rather than
simply being a whiz-bang end in itself.’
(Dark, 2006, p3)

At the organizational level the debate suggests collaboration, being part of a network of providers, allowing for mobility, cross-

crediting, stair-casing, etc. The reality is that the communication model suggests huge differences in perceptions, organizational
culture, business outcomes, etc. which have not been fully understood.
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Communicating Economics Economically — Real Life Media Bytes!

Sylila Monteiro
School of Communication, UNITEC

Abstract

The unprecedented rapid changes in communication technology are a reality that has
led to the evolution of social media as an integral part of people’s everyday lives.
Communicating economics economically and meaningfully therefore involves the
development of teaching and learning strategies drawing from the social media that
inevitably affect consumers and learners in contemporary society.

Best practice involves successful teaching and learning strategies in which
classrooms become places of real life learning where students are encouraged
towards greater achievement and performance. More importantly students are
equipped with the communication tools to face the economic realities of the present
and economic challenges likely to arise in the future.

Communicating economics for business students at the tertiary level is built around
Earnest Boyer’s (1996) scholarship of engagement and is characterised as a holistic,
integrated, interdisciplinary and collaborative interaction between diverse participants
all of whom in economic terminology represent consumers, producers or both. These
consumers and producers consciously or unconsciously become aware of the current
state of flux in some economies and of the stability in other economies through the
media. Media communicates various viewpoints of economic activities often
controversial, presenting the opportunity “to reveal a range of possible ways of
theorising about the economy, drawing out the different understandings of the subject
matter, the different meanings attached to the same terms and the different
methodologies employed. By getting a sense of the range of possibilities, students can
develop the capacity for judgement necessary for deciding how best to develop theory
to address future contexts.”(Dow.S 2001)

This paper discusses the strategies of communicating the relevance of the media
controversies for the practice and teaching of economics. As a consequence, students
gain a deeper understanding of the economic theory; manage to contextualise it and
to develop the capacity for judgement necessary for deciding how to address future
contexts meaningfully.

Contact:

Sylila Monteiro,School of Communication
UNITEC

smonteiro@unitec.ac.nz

Page 48


mailto:smonteiro@unitec.ac.nz

New Zealand Communication Association 2007 Conference Proceedings

Aotearoa New Zealand And Oman:
Cultures Meeting Through Technology

Susan O’Rourke
AUT University

Abstract

How do you transfer learning from one context and culture to another? What are the
specific obstacles encountered in transforming four majors of a western AUT
University Media Studies degree to an Arab context, specifically the Sultanate of
Oman? How can these obstacles be addressed? How is the process affecting our own
teaching and learning practices in New Zealand in innovative and creative ways?
What is the potential value of the project long term likely to be?

This paper explores the development of this cross-cultural, long distance, long term
partnership and discusses the range of issues encountered. It outlines some of the
solutions, proposes further developments and comments on the importance of
communication technology in enabling such an unlikely collaboration to succeed.
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Susan O’'Rourke

Head of Undergraduate Programmes
School of Communication Studies
AUT University

Email: susan.orourke@aut.ac.nz
Phone: (09) 921 9999 ext 8452

Page 49


mailto:susan.orourke@aut.ac.nz

New Zealand Communication Association 2007 Conference Proceedings

The Ethics of Persuasion:
Secrets, Lies And Spin-Doctors

Joseph Peart
AUT University

Abstract

My secondary title is in response to books by Nicky Hager and Bob Burton. (One of
them only just published). This paper draws on my research undertaken in building
the foundation for the current code of ethics for the Public Relations Institute of New
Zealand (PRINZ).

It also calls on experience | gained when | was appointed chairman of a National
Ethics Committee to consider a complaint that the PR consultants who acted for
Timberlands had been guilty of unethical conduct.

A court of law may have thrown out those accusations, as they were made by the
“‘public enemies of the accused”: But the PRINZ code provided no such option. As a
result, lessons were learned and some ethical dilemmas for professional
communicators were resolved.

This paper will consider that hearing and other case studies without revealing
confidential specifics, as some of them led to a judicial review. However, the
principles are of great interest to communicators.

What will be presented in this paper is practical application of ethics theory to
everyday temptations for communicators and others with whom they come in contact.
How do we discuss the recent news media publicity of strip clubs, acceptability of
‘raunchy”, MPs who go to such clubs and vote for legalised prostitution? Could an
ethical communicator work for Steve Crowe, so-called “porn king” and Auckland
Mayoral Candidate?

Such current issues will be discussed against a serious backdrop, provided by
the literature on situational and social ethics and the dilemmas that arise in everyday
life, health and education.

For communicators and other professionals, the primary characteristic of being
professional is to be trusted. All the literature on the sociology of professions agrees
on the role of the professional in protecting client confidences and being honest with
information that clients have agreed can be communicated. Professionalism is about
being socially responsible, even altruistic. It is that universal. Public relations can be
no exception.

Yet still critics of planned communication are quick to accuse practitioners of “spin-
doctoring” or framing, while many of them are just as quick to use derogatory labels to
tip emotions in their favour.

This paper will offer plenty of heat and plenty of light, energised by plenty of practical
and theoretical fuel.

(Main references will be classics by Rachels, Simons etc)
Contact:
Joseph Peart, School of Communication, AUT University, [peart@aut.ac.nz
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Peer Review Is A Joke?

Gail Pittaway
School of Communication, Wintec

Abstract

Peer review is a standard method for reflective analysis in the Creative Writing class. |
have used this practice since encountering it in the 1980’s as a secondary teacher and
lecturer in Tertiary Institutions. It has several methodologies- open discussion about a
piece of writing; guided written responses; or structured interviews in which the
students critique and respond to each other in a paired peer situation. The intention is
for all participants in the process to reflect on the process of writing and consider
alternative ways of expressing ideas, or formats. It is also a way of introducing
students to the issues of having an audience, if they have a hope of future publication.

But a recent negative comment from a student evaluation form, that, “Peer review was
a joke” had me concerned. Is this now an out-moded methodology? Is the theory still
relevant in an internet age? Are there cultural or social reasons why this might not be
useful? How can it be better managed or changed to be the valuable tool for self
critigue and enhancing writing that | believe it to be?

This paper will reflect on the literature and theory of peer review and attempt to
investigate the nature and practice of peer review as a teaching method for the
current generation of students and lecturers.

Contact:

Gail Pittaway

School of Communication
Wintec Tristram St

PO Box 3036

HAMILTON

Ph 07 834 8800 -8311

gail.pittaway@wintec.ac.nz
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Forming And Maintaining Trust In
Online Business-Client Relationships

Khairiah A Rahman
AUT University

Abstract

Trust has been critically analysed in the literature of such disciplines as marketing,
psychology, sociology, management, organisational behaviour and public relations. It
has been described as “notoriously elusive” (Watson, 2005), dependent on specific
characteristics (Blois, 1998; Dietz, 2006) and vital in intra-organisational and inter-
organisational relationships (Sharif, Kalafatis & Samouel, 2005, Rajan & Rahman,
2007). Despite its complex nature, theoretical and empirical studies contend that trust
is central to the survival and growth of businesses. As technology develops, so does
the nature of businesses and the platform for trust formation. There is a need to study
trust formation and maintenance in business-client online relationships in order to
create, sustain and encourage business growth.

This study looks at the 5 levels of trust identified by Dietz (2004) and the study of trust
in intercultural business-client relationships in New Zealand (Rajan & Rahman, 2007).
Understanding of trust is complicated by its tangible and intangible aspects including
beliefs about another, decision to trust and the action of trusting. This study focuses
on client feedback of 3 Small Medium Enterprises (SMEs) from 3 distinct online retail
industries namely electronics, jewellery and homeware. These SMEs were selected
on the basis of the number of client feedback which is indicative of the volume of sales
transacted. Customer feedback is then analysed in terms of trust determinants and the
levels of trust.

This study hopes to provide some understanding of aspects of trust as well as
application of trust-related values and skills to online businesses. As industries enter
into global networks of relationships in virtual and mediated channels of
communication, an understanding of trust issues and effective establishment of trust
are critical to ensure the growth and maintenance of businesses.

Dietz, G. (2004). Partnership and the development of trust in British workplaces.
Human Resources Management Journal, 14 (1), 5-24.

Contact:

Khairiah A Rahman

AUT University
Email:Khairiah.rahman@aut.ac.nz
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Communication And Technology: Wedding Or Civil Union?
The Celebrant's Dilemma

Suresh Rajan
Manukau Institute of Technology

Abstract

New technologies are being rapidly developed and delivered post haste to us. As a
consequence, our communications have been undergoing accelerated evolutionary or
mutative processes, rendering them susceptible to corruption. This creates a critical
need to prevent misunderstandings from inappropriate communication content.
McLuhan’s (1964) interpretation of technological determinism: "we shape our tools
and thereafter our tools shape us", appears to sum up this phenomenon.

While accepting that technological change is inevitable and unavoidable, we have a
professional obligation to understand its nature and extent as it applies to our lives
and work. We also need to identify the boundaries within which new technologies
define our ability to communicate.

Many of us are often in situations where we offer training, consultancy services, and
advice about new communication technologies from a communicator’'s perspective.
Sometimes this could also involve making recommendations on communication
aspects of technology adoption and change management within our organisations.
That is where we may face the dilemma of deciding what is more important: the
novelty of technology or the effectiveness of communication content. Can the two be
blended synergistically ?

This session aims to examine how communication applications of new technologies fit
within the framework of traditional communication theories and how these could affect
our ability to choose the most effective communication channels or refine
communication content.

It is expected that this session will offer a clearer understanding, or perhaps
reinforcement, of theoretical aspects relevant to the context, so that we, as
communication trainers and practitioners, may be in a better position to develop
techniques and methods based on them.

Reference
McLuhan, M.(1964). Understanding Media. New York: Mentor

Contact:

Suresh Rajan

School of Communication
Manukau Institute of Technology
suresh.rajan@manukau.ac.nz
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Taking The Plunge: Using The Web To Facilitate
Real Learning In Writing Classes

Charles Riddle & Trish Clokie
Wintec

Abstract

It has long been accepted that deep learning takes place when it is applied within a
context and, traditionally, scenarios, case studies, portfolios and similar techniques
have been used to provide a ‘real’ background. The use of a contextised approach in
writing classes enables the development of experiential rather than propositional
knowledge.

The advent of the internet and the introduction of learning systems such as Moodle
and Blackboard further encouraged this contextualisation by exposing students to
unfamiliar and easily accessible situations. Now, emerging technologies allow us to
take the reality a step further and to use (not create) a real environment for writing
students.

This research describes how weblogs, wikis and RSS feeds were used as a learning
tool within three writing courses at Wintec and explores the attitudes and perceptions
of learners and tutors to the experience.

Contact:
Charles Riddle - charles.riddle@wintec.ac.nz (phone: 07 834 8800 x 7846)

Trish Clokie — trish.clokie@wintec.ac.nz (phone 07 834 8800 x 8214)
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“Outside The Square”; MasRkeport Or
PR Consultancy
Sandilands, Aline

Abstract

“Outside The Square” is a student-based PR consultancy operating within the School
of Communication Studies at AUT.

The programme has assisted hundreds of charities and not-for-profit organisations
since its inception, and serves as a benchmark model not only for its successful fusion
of academic and practical disciplines. It also enhances AUT's reputation as a good
corporate citizen. Senior members of the PR profession are able to hone their talents
as mentors to the next generation, enabling a high level of professional performance.

In recent years several student teams have won PRINZ awards for their community
campaigns, with one team working with their PR mentors to win the 2007 PRINZ
Supreme Award. “Outside the Square” provides an excellent bridge between theory
and practice, and between university and community.

Contact:

Aline Sandilands

School of Communication Studies
AUT University
aline.sandilands@aut.ac.nz
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Vodafone and the New Communication Technologies

Kursten Shalfoon
General Manager, Products and Services, Vodafone

Abstract

The external telecommunications market is changing, with the advent of new
technologies primarily driven by youth, mobile technology is moving in the direction of
a complete online service for its users. However the shift from a computer on
everyone's desk to a computer in everyone's pocket, is also dramatically changing the
business landscape. As the mobility trend continues to grow we are now seeing a
widespread replacement of desktop devices with mobile devices in order to remove
duplication and reduce operating costs. Businesses are becoming more savvy to the
needs of Gen-Y customers and employees and their demands to have real time
information at their fingertips, resulting an increase in opportunities for work life
balance and fulfilling their need for ongoing creative and intellectual stimulation.
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Exploratory Study Into The Perceptions Of Knowledge Sources
And Knowledge Uses Among Students

Dr. Petra Theunissen(1)
AUT University

Abstract

In 2007 an explorative, quantitative survey among students from the AUT University, Manukau
Business School (MIT) and the University of Canterbury was undertaken to determine their perceptions
of knowledge, knowledge sources and knowledge ownership. A few of the initial key findings are
presented in this paper.

The results provide insight into students’ use of the Internet as a knowledge source and of other, more
traditional information and knowledge sources. Although several trends appear to be emerging from this
research such as an age bias towards the use of knowledge sources (including the Internet), general
use seems to be highly personal and varied.

Perceptions of reliability and citing sources for academic work were often shaped by tutors and tutors’
perceptions of source reliability, indicating a need for educational leadership from tutors in providing
guidelines regarding the reliability of emerging sources such as podcasts, video podcasts (vodcasts),
blogs and wikipages.

Overall, this exploratory research raises several new and interesting questions, pointing the way for
further in-depth research in the area and as such adding to the body of knowledge of Communication.

Introduction

This paper contains some of the key findings of a collaborative, exploratory research project conducted
by researchers from the AUT University, Manukau Business School (MIT) and the University of
Canterbury on perceptions and uses of knowledge sources — in particular the Internet as a key
knowledge enabler and knowledge source. This is a largely dynamic research field where the
interaction and relationship between individuals and Information and Communication Technologies
(ICTs) is paramount, as is the context in which the interaction and relationship takes place.

The aim of this study is to provide a starting point to identify potential areas of further research and
investigation as well as promote discussion and debate in this field. It also identifies relevant trends and
associated areas of common interest but makes no claim to provide definitive answers on the Internet
as a key knowledge enabler and knowledge source.

Research Method

A questionnaire survey containing a combination of 27 open and closed questions was designed to test
the respondents’ perceptions of knowledge ownership, their use of a selective number of knowledge
sources and their perceptions of the reliability of these sources.

Low risk ethical approval was obtained from the AUT Ethics Committee as well as the Ethics
Committees of Manukau Institute of Technology and the University of Canterbury, and the
guestionnaire was then administered to groups of students based on a convenience sample.

The raw data was subsequently entered into the statistical software package, SPSS, analyzed and
interpreted using a variety of descriptive and inferential statistical methods, such as the bivariate
Pearson correlation coefficient and the independent samples T-test.

This paper reports on some of the initial key relationships identified by means of these tests.

Results

Profile of respondents

A total of 100 respondents from AUT University, MIT and University of Canterbury participated in this
survey. As shown in Figure 1, of these, 42% of the respondents were from AUT University, 21% from
the Manukau Business School and 35% from the University of Canterbury. Another 2% indicated that
they were associated with another institution, such as the Southern Cross University.
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Institution of study

AUT University
42%

Other
’ \

University of
Canterbury
35%

Manukau
Business School

Figure 1. Respondents’ institution of study

Unfortunately, the gender distribution among the respondents was fairly uneven with 24% male
and 76% female.

The majority of respondents (see Figure 2) was in the 16-24 age bracket (65%) with the second largest
group (14%) 35-44 years of age, followed by those 25-34 (9%) and 45-54 years old (9%) respectively.
An additional 3% were in the 55-64 age bracket. No respondents were older than 65.

Age groups

25-34 years old
o

35-44 years old
14%
16-24 years old w
65%
4554 years old
9%

55-64 years old
Figure 2. Respondents’ age group

In terms of culture (see Figure 3), 67% of respondents were born in New Zealand. The remainder were
born in other countries: Fiji (6%), South Africa (5%), China (4%), USA (3%), India (2%), Russia (2%)
and 1% each from Japan, France, Sudan, Zimbabwe, USA, Tonga, Zambia, Germany, Bhutan,
Australia, Canada and Samoa. Not surprisingly, most respondents identified themselves as New
Zealander, New Zealand Pakeha and/or New Zealand Maori. Many who were not born in New Zealand
also identified themselves partially or fully as New Zealand Pakeha or New Zealand Maori.

Country of Birth

USA 3%
Tonga 1%

Zambia 1%
% w
§ Samoa 1%
Canada 1%
Germany 1%

Zimbabwe 1%\

Sudan 1%

New Zealand
66%

Bhutan 1%
Australia 1%

Russia2% japan Mdia
1% 2%

Figure 3. Respondents’ country of birth
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Internet use

Preferred language for surfing

Respondents were asked to identify and rank the language or languages they preferred using when
surfing the Internet.

Given the profile of the students (see Figure 4) it was hardly surprising to find that the
preferred language for surfing the Internet was English (89%), followed by Chinese (3%) and German,
Russian and Japanese (1% each) respectively.

Surfing the Internet: Language of choice

Japanese 1%

Russian 1%

English Oti;er
94% 6% Chinese 3%

German 1%

Figure 4

English was also the major second choice (at 6%) (see Figure 5) for those who preferred other
languages, followed by French (3%), Chinese, German and Spanish (2% respectively) and then
Japanese, Russian, Samoan and Afrikaans (1% each). It seemed, therefore, that the perception that
the Internet is dominated by English still holds true.

Surfing the Internet: Second choice language

French
15%

10%
Samoan
Chinese 5%
10%
4 Spanish

Russian » 10%
5%

Japanese( Afrikaans
5% 5%
Hindi

5%

German

English
30%

Figure 5

Time spent on the Internet

Contrary to popular belief, students did not spend their whole day surfing the Internet. Half of
respondents (see Figure 6) limited their time on the Internet to one hour per day (50%) and a quarter
(25%) indicated that they spent up to two hours a day surfing the Internet.

However, instead of a steady and consistent proportional increase of time spent on the Internet, it
unexpectedly jumped to more than 4 hours (10% of respondents) before dropping back to 3 hours (9%)
and 4 hours (3%) respectively. Another 2% of respondents claimed to never use the Internet. A few
indicated that it would depend on whether they were conducting research for an assignment, and a few
stated that they spent little time on the Internet — mainly checking their emails.
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Hours of Internet use

60

50

40 A

30 1

20 4

10 4

Never use the 1hour 2hours 3hours 4hours More than 4
Internet hours

—+-Number of respondents ‘

Figure 6

No direct correlation was found between age and gender and the hours spent on the Internet. However,
respondents’ perceptions of the Internet did influence their use (which was influenced by age) and it
could therefore be argued that age did have an indirect impact on hours spent on the Internet.

A significant correlation was also found between the hours of Internet use and using it for live chat with
a webcam, and there seemed to be a relationship — albeit not a strong one — between the hours of
Internet use and gaming. Both of these latter uses had a weak but significant relationship with gender
(see “The impact of gender”).

Overall, the hours of use had little impact on their use of the Internet but it did seem to impact on their
perceptions of the Internet. For instance, the more hours respondents spent surfing the Internet, the
more they were likely to view it as a place for exchanging ideas, and thus a social networking place,
and vice versa.

Overall use of the Internet

The overall use of the Internet was varied and highly personalized, confirming existing uses and
gratification theories. The three most common uses were to use it for searching for information (95%),
sending and receiving emails (97%) and searching for multimedia/music (70%). These were followed by
shopping (47%), live chat (46%), participating in/searching for discussion forums on topics of interest

(37%), blogging (28%) and downloading podcasts or vodcasts (24%).

General Internet use

Downloading
podcastividcast 24

n
opping 47

ping Live chat using a
I webcam 12

Figure 7

The Internet as a social networking place
Respondents were asked to rate a number of statements based on how they perceived the Internet.
These were correlated with their use of the Internet, hours spent on the Internet, age and gender.

Perceiving the Internet as a place to exchange ideas correlated positively with seeing the Internet as a
place to meet people and it being a networking environment. In other words, respondents who felt that
the Internet was a place to exchange ideas were also more likely to perceive the Internet as a place to
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meet people and it being a social setting. Respondents listed social networking sites such as Bebo and
MySpace as “other” uses of the Internet. Bebo was particularly popular among younger respondents.

Respondents who perceived the Internet as a place to meet people were inclined to use the Internet for
discussion forums on topics of interest — a correlation was found between using the Internet for the
latter and perceiving it as being a place to exchange ideas, and thus a social networking place.

Furthermore, respondents who used the Internet for discussion forums on topics of interest also used it
to search for interest groups and support groups.

The Internet as a place to conduct business
Furthermore, it was apparent that the Internet was not only perceived as a social networking place — it
was also a place to conduct business and to shop.

Not surprisingly, a relationship was found between perceiving the Internet as a place to conduct
business and it being a place to shop as well as using it for shopping online. Shopping online was not
influenced by gender or age — it seemed that male and female of all ages shopped online.

The Internet as a source of entertainment and information

Respondents who perceived the Internet as a place to conduct business, also tended to see it as a
source of entertainment and information, and if they did, they were likely to use it for searching for
multimedia and music as well as meeting people.

The impact of age

In order to simplify analysis of the sample and identify broad trends, the respondents were re-grouped
into those under 25 years of age and those over 25 years of age. It was hypothesized that with current
technology reaching hitherto unseen potential, the “new generation” would be more technologically
adept than those in the older age bracket as they were more likely to have grown up with access to
these new technologies. A similar exercise was repeated by grouping respondents into another group:
those under 35 years of age and those over 35 years of age. In both cases a T-test found differences
between the age groups and their Internet use and perceptions thereof. Although not conclusive, these
differences may point towards a generational shift occurring in the use of knowledge sources, holding
significant implications for teaching and communication-related industries such as marketing, public
relations and advertising.

Age, for instance, played a role in perceiving the Internet as a source of entertainment. Those over 35
were less likely to view the Internet as a source of entertainment than those under 35. It is thus fair to
argue that respondents over 35 years of age used the Internet more as a functional (often work-
related) tool than a social tool.

A cross tabulation of age and using the internet for live chat pointed towards another difference
between these two age groups. Percentage-wise, for instance, those over the age of 35 were much
less likely to use the Internet for live chat (23% compared to 55% of those younger than 35). It
appeared that the older the person, the less likely they were to use the Internet for live chat, which is
corroborated with observations of school-going children and their use of e.g. chat facilities on popular
convergence sites such as Club Penguin. It can even be postulated that typing familiarity and speed
(required for live chat) of the general population is greater among the younger generation than the
generation that grew up with only limited access or need for typing skills (as they were not an everyday
functional requirement for work or social networking). These would need further investigation, though.

A study, BRANDchild1, showed that 24% of tweens globally (8-14 at the time of the study)2 used the
Internet as a primary tool of communication, ahead of face-to-face (Lindstrom, 2004). In the study, 21%
of these tweens indicated that making new friends was easier on the Internet. The non-threatening
nature of ‘cartoon' like chat environments such as Club Penguin, together with 'moderator' safety nets
and real-time supervision, may contribute to this phenomenon.

A correlation between age and searching for music and multimedia as well as downloading podcasts
and vodcasts was also found, indicating that age may have an impact on these activities too. Younger
respondents were more likely to engage in these activities than the older respondents. In fact, none of

! The study BRANDchild was completed in 2003 and involved more than 600 people in 15 countries
(http://www.brandchild.com).
2 The upper portion of these tweens would now be in the 16-24 years age group, i.e. 16-18 years of age.
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respondents in the age group 35-44 downloaded podcasts or vodcasts although just over half of this
age group did search for music and multimedia online. It could be that older respondents were simply
not that familiar with the newer technologies or had other interests that did not involve the Internet.
Podcasts and vodcasts are fairly recent developments, coinciding with the emergence of the social
media.

Age also had an impact on which sources of information and knowledge were viewed as reliable. A
correlation between age and the overall reliability of online and print newspapers/magazines was found.
It appeared that older respondents (those over 25 years of age) were inclined to rate print newspapers
and magazines as more reliable whereas those under 25 years of age were more inclined to rate online
newspapers and magazines as more reliable. In reality, reliability of online and print newspapers is a
moot point since many reputable print magazines and newspapers have online versions. Thus, there
should be no difference in reliability. However, this finding does point towards a shift in perception:
those growing up with the Internet are perhaps less skeptical of its content, more familiar with cues that
indicate a source’s reliability and just more familiar with technology overall, seeing it as more reliable
and accessible, preferring it above other sources.

The impact of gender

No significant correlations were found between gender and Internet use, and there were no discernible
differences between male and female perceptions of the Internet even though weak correlations were
found between gender and using live chat with a webcam as well as gaming. These findings may
confirm common perception that males are more likely to engage in online gaming and females are
more “social’. However, this is purely speculative and requires further study as the study was biased
towards females.

Academic sources and reliability of sources

Students had clear preferences with regard to sources that they cited for academic work. From their
comments it was apparent that their choices were strongly influenced by their tutors, and it was also
evident that they did not always agree with their tutors. A consistent bone of contention was the use of
Wikipedia, which some felt was reliable, while others felt it wasn't — sometimes simply because their
tutor said so, citing the fact that “anyone can add information” to the site and that there is no “peer
review”. A few lamented the fact that they were allowed to use Wikipedia at school but not at university,
which seems to point towards an incongruence in bridging respondents into university education.

Many were unsure what "wikipages"3 referred to and put it into the same category as "Wikipedia". As a
result, a strong correlation was found between using Wikipedia for academic work and wikipages.

Respondents' views whether or not a source was reliable clearly determined whether they would use
these for academic work. Not surprisingly, a positive correlation was identified between seeing
Wikipedia as reliable and citing wikipages and Wikipedia respectively for academic work and vice-
versa.

Also, if they saw Wikipedia as reliable, they were more likely to view blogs and podcasts/vodcasts as
reliable sources of knowledge too, which may indicate that a greater exposure to contemporary ICTs
reinforced the belief in their reliability and relevance. This is corroborated by the fact that the more time
respondents spent on the Internet, the more likely they were to view Wikipedia as a reliable source, and
the more likely they were to cite from it (and from blogs) for their academic work. Thus, hours of Internet
appeared to have some impact on how they perceived these knowledge sources.

In line with earlier findings about age groups and Internet use, respondents who used educational or
academic sites were also likely to use online academic journals — more so than using hard copy
academic journals. One respondent commented that it was simply easier to access these journals
online. The issue of easy access may thus be more pertinent in this case than perceived reliability.
Overall, though, respondents used a mix of sources when citing their academic work even though there
were tendencies among these respondents to prefer certain sites or sources for academic work.

Respondents who were likely to cite a print newspaper were also likely to cite online newspapers. In

3 A wiki is an online collaborative tool that allows participants to edit and add content through a simple browser
(http://mobileman.projects.supsi.ch/glossary.html). A wikipage is the result of such online collaborative work and
is currently adopted by companies to share information and knowledge and improve internal communication.
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addition, respondents who were likely to cite from podcasts or vodcasts were likely to cite from
business sites and blogs too. In fact, a significant correlation was found between the perceived
reliability of a podcast/vodcast and seeing blogs as reliable sources of information.

Another interesting finding was that respondents who viewed radio as reliable were likely to view
television as reliable too. Both are “traditional” sources of knowledge and information, having
established a reputation for reliability, and both showed significant correlations of reliability with
newspapers and magazines (online and print) and internet websites. All of these have established
reputations of reliability.

Conclusions and recommendations
Although this research is merely exploratory in nature, some discernible trends have been identified.

Primarily, a growing divide between generations (age) regarding the use and reliability of various
sources, such as more traditional, established sources vs. 'new' or 'emerging' ones, appears to be
emerging. Familiarity with sources determines reliability, and impacts on how they are perceived. To
ensure appropriate guidance, tutors will need to familiarize themselves with emerging knowledge and
information sources and be aware of their own biases.

Podcasts, vodcasts, wikipages and Wikipedia have not yet built a sturdy record of reliability and in
some cases these sources fall short of conventional measurements of reliability. New or adjusted
measurements of reliability will need to be researched. One such method is sanctioning by the
respective online communities.

However, it also needs to be pointed out that a convergence between the various sources is taking
place. Many newspapers such as the New Zealand Herald have blogs that provide social and political
commentary while news stations such as ABC World News and CNN have daily news vodcasts — the
latter being of the same quality as the television news broadcasts. In these cases, traditional
measurements for reliability and credibility may apply.

As the convergence continues many of the traditional sources may, over time, become redundant as
they are superseded by new technological and socio-cultural developments. The extent of this shift and
its impact on the next generation’s perceptions is an area that needs to be studied in much more depth
as it is likely to impact on current teaching and communication processes. Messages received through
conventional or “traditional” channels may — in the long run — no longer have the desired effect and
industries such as public relations, advertising and marketing will need to take even more care in
tailoring messages to their audiences.

Areas for further research include:

e The nature of the generational shift and the impact on perceptions of source reliability, social
networks, teaching and learning as well as communication-related industries.

e The existence of gender differences in using the Internet, e.g. for social networking and gaming,
and the impact this may have on communication and society.

e The impact of social networking sites on communication and relationship-building.

o If these changes are indeed occurring the impact on society and communication would be far-
reaching.
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Round Table Discussion
Social Networking Sites (Facebook, Bebo, Myspace, Etc.)
Teaching And Research Applications

Dr Petra Theunissen (Chair)
AUT University

Abstract

There is a silent revolution taking place — one that is likely to change the landscape of society.

For the past ten years or so, the Internet has become part and parcel of our daily lives:
reputable companies have their own websites, we check the daily weather reports online, look
who won the latest “Survivor: China” (before it's broadcast here) and we even buy our
groceries online. We marvel at the speed with which we can communicate with friends and
family in other parts of the world and — should we be so bold — might even venture into using
MSN messenger. We are indeed technologically aware. Or so we think.

According to Greenberg (2003) it takes a generation for a new technology to reach its full
potential, and it seems that the Internet has now reached this point. It's no longer a functional
tool that helps us find information faster, it's becoming a place to make new friends and meet
up with old ones. Various online communities exist where people who have never met in
person participate in social events and share their experiences. Social networking sites, file
sharing sites, video and photo sharing, and gaming sites have sprung up all over. Blogging
and vlogging have become the “in-thing” to do. It's all about sharing and being connected to
others: the humble hot dog stand has evolved into a state of the art coffee shop where
everyone is seen and wants to be seen.

Recent research shows that tweens (8-14 years of age) are more likely than the previous
generations to have a friend they’ve met online, are more likely to text their friends (even while
they’re sitting next to them), are more exposed to other points of view and expect to know
instantly what’s happening and find information fast and efficiently (Lindstrom, 2004). They are
the “super connectors” and they are undoubtedly more technology savvy than the generation
before them (i.e. our current students...).

In less than ten years these super connectors are entering university. Are we as educators
really prepared for them?

This round table aims to have a lively discussion around some of the key questions with which
we as educators should concern ourselves:

« Are we fully prepared for the next generation of students?

« If not, how can we prepare ourselves?

« Should we integrate the new social media into our teaching or is it irrelevant to learning
and teaching? What — if any — are the educational benefits to integrating the social
media?

« If we do integrate the social media into our teaching, how can we do this?

« On which areas should we focus our action research?
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Using The Internet And A Learning Management System —
Blackboard — To Provide Supplementary Interactive Resources
For A Unit Standard

Liz West
Manukau Institute of Technology

Abstract

Many students enrolled on the Unit Standard 1279, Write in Plain English, come along
to classes with very high expectations. A major expectation is that at the end of the
course they will be able to write in clear English. With a credit value of two, which
equates to only 20 teaching hours, it is difficult for students who are not fluent in the
English language to fulfil their expectations.

A closer examination of the performance criteria for this unit reveals that students
need a good grasp of English grammar and written expression to pass the unit.
Therefore the learning outcomes take longer to achieve for learners who do not
already have good written English skills. The ideal situation would be to hold extra
classes for students who need help with their writing; due to the intensive nature of
most vocational classes, however, time for such classes is not available.

With this in mind, | created a series of supplementary, self paced, interactive
resources which could be accessed via Manukau Institute of Technology’s Learning
Management System. Students have responded very positively to these resources.
This presentation aims to demonstrate not only the use of a learning management
system to supplement course resources but also to demonstrate an interactive internet
site which can be accessed by students who are motivated to improve their English
language skills.
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“The digital native, the digital
Tired Metaphors That Have Had Their Day?

Jocelyn Williams
Unitec

Abstract

This paper will draw on a variety of material including my 2003 — 2005 research on the
connection between internet use and community capital, popular metaphors such as
the idea of a digital divide, Marc Prensky’s notion of “digital natives” and “digital
immigrants” (2001), and commentary about Generation M - the media-hungry, multi-
tasking generation - to reflect on whether the terms of the debate about “how ...
technologies are impacting on society” are unhelpful and misleading. Because the
terminology is often dichotomous it encourages either / or categorisations, when real
life is much more nuanced.
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