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Preface

The importance of effective communication within construction teams is well
known, yet published data regarding the manner in which individuals interact
within the temporary project team is scarce. Thus, managers and researchers
have little other than anecdotal evidence on which to develop effective tools and
methods to facilitate construction communication and hence better the perform-
ance of the project team. Our aim in writing this book is to provide an insight
into communication in construction teams based on extensive research from live
construction projects.

In this book we provide a comprehensive overview of the literature on inter-
personal communication and a critical review of various research methods previ-
ously used both within and outside the construction management field. The
review leads to a focus on Bales’ interaction process analysis (IPA), a proven
and robust research tool, which has been used successfully in many fields to
collect interaction data. The IPA technique was successfully piloted before being
used on a large-scale research programme that investigated the link between
successful projects and the effectiveness of communication. Bales” IPA was used
to categorise task-based and socio-emotional communication acts in a series of
site-based construction progress meetings. This data was then compared with
specific project performance criteria to see how communication affected the
success of the project. The findings indicate that participants exhibit regular
patterns of interaction, but there are different patterns of interaction associated
with successful and unsuccessful projects — this is essential information for
researchers and managers. Strengths and weaknesses of the research method are
also discussed as an aid to other researchers in the field. Based on the empir-
ical work a number of practical suggestions are put forward to assist all actors
involved in construction projects, regardless of their position within the construc-
tion team. Our focus in this research is on site-based progress meetings, which
are common to the vast majority of construction projects, and to which the main
actors attend and interact during the course of the construction project. The data
was collected in the UK, although our experience of other cultures tends to
suggest that our findings are applicable to those working elsewhere.

The book has had a long gestation period. As practitioners, we were inde-
pendently dealing with aspects of communication through our daily management
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activities, trying to implement procedures to improve the effectiveness of
communication within construction projects. In 1996, we both moved into an
academic environment and started working together on aspects of construction
communication, starting with small research projects, a completed doctoral thesis
(of Christopher A. Gorse) and continued data collection that has led to this
book. We have systematically and deliberately integrated our research findings
into our teaching since 1996 to enrich our work in the softer side of project
management. Our earlier book Construction Communication (2003, Blackwell
Publishing) sets out some of the fundamental communication issues common to
the successful management of construction projects. The data published here is
complimentary to our earlier book and we would urge the readers to consult
both to ensure a rich understanding of the issues facing all actors in construction,
regardless of their position in the project team. Consistent with the style of our
earlier book, we have attempted to write in a simple and informative style. To the
best of our knowledge this is the only book on communication in construction
teams that is based on research collected from meetings during live projects. We
hope it helps to shed a little more light on an area too often taken for granted.

We are extremely grateful for the help and encouragement we have received
over the past decade while researching various aspects of construction team
communication. We are particularly indebted to the organisations and individuals
that gave us permission to enter their commercially sensitive world to collect
data and ask impertinent questions. As promised, you will remain anonymous —
but thank you all the same. We would also like to extend our gratitude to our
Masters students at the Technical University of Denmark and Leeds Metropolitan
University who have been keen to engage in discussion about the softer side of
project management. The Johan Hoffmann og Hustrus Mindefond provided the
funding for Stephen Emmitt’s professorial chair at the Technical University of
Denmark and hence the space that helped us to realise this complex undertaking.
Finally we would like to thank the anonymous individual who suggested to Tony
Moore at Taylor and Francis that our research findings should be published as
part of a research series: here it is.

Stephen Emmitt
Christopher A. Gorse






1 The social life of construction
projects

Communication in construction teams, or rather the effectiveness of communic-
ation in construction teams, is a significant factor in the successful completion
of construction projects. Communication between the organisations and indi-
viduals temporarily brought together to realise a constructed work is undertaken
constantly but remains an aspect of construction that has, to date, received
very little attention from researchers. A number of government-led reports have
consistently drawn attention to the difficulties caused by the organisational
systems in which construction teams operate. The inadequacies reported seem
to stem from poor interaction practices. The nature of interaction affects the
strength of relationships between the actors and ultimately colours their ability to
transfer knowledge and appropriate task-based information to complete projects
successfully. Team building, the discussion and subsequent sharing of values,
resolution of minor differences and conflicts, asking questions and the creation
of trust between construction team members are just a few of the factors that are
crucial to the smooth running of projects and which are reliant on the ability of
the actors to communicate effectively and efficiently. It follows that the interac-
tion of multidisciplinary parties within the construction team should be of real
interest to researchers and managers alike. Despite this, there appears to be very
little research into, or indeed knowledge about, what actually happens in practice.
Much is spoken and written about the importance of project communication;
unfortunately much of this is largely based on anecdotal evidence rather than on
the findings of applied research in the workplace.

The first specific review of communication in the UK construction sector
appears to have been undertaken by the Tavistock Institute with two publications,
Communications in the Building Industry: The Report of a Pilot Study (Higgin and
Jessop 1965) and Interdependence and Uncertainty (Building Industry Commu-
nications 1966). These two publications tentatively follow some of the issues
raised earlier in Simon (1944), Phillips (1950) and Emmerson (1962) reports. It
is also possible to see some parallels with the work of the economist Marion
Bowley (1960; 1966), who was concerned with innovation in the UK construc-
tion sector. The Tavistock publications attributed many of the problems to the
separation of the design and production teams, a theme that still persists in
the research literature. More recent reports initiated by the UK government, for



2 The social life of construction projects

example Latham (1993, 1994) and Egan (1998, 2002), follow a similar pattern
in urging improvements and suggesting ways in which the construction sector
should be organised. Similar trends can be seen in many other countries, for
example Denmark (Kristiansen eral. 2005). The construction reports do not
address aspects of communication explicitly, but in the message to improve
existing practices it is implicit. In a comprehensive review of the communication
literature, Emmitt and Gorse (2003) found a paucity of scientific research. With
the exception of a small number of doctoral studies the published research was
based on questionnaire surveys and interviews, thus restricting the data gathered
to actors’ perception.

Since publication of the early work there has been a rapid development
of information technologies (ITs) and information communication technologies
(ICTs). Much attention has been paid to the impact that the new technology has
and will have on our working lives. In architecture the increasing sophistication
of technologies and computer aided manufacturing has allowed for more exciting
designs and in some cases a redefinition of how buildings are procured. Current
emphasis is firmly on digital information and improved communications through
project web technologies, which provide a tool for better exchange of information
between project participants. However, doctoral research has shown that there
is no correlation between the use of project web tools and improved commu-
nication between team members (den Otter 2005). The message in den Otter’s
research is that we need to be careful when implementing ICTs and remember
that the use of new technologies does not necessarily ensure better performance.
Technological advances in communications are very welcome; however, the lure
of technology has detracted from the softer, and arguably more complex, issue of
interpersonal communication in construction teams. It is the interpersonal, often
informal, communication that forms the glue between individuals and organ-
isations contributing to projects. Few researchers have attempted to observe or
examine the nature of construction communication as it happens in live projects
(see Chapter 2).

Another factor worthy of consideration is the manner in which we organise
design and construction projects. Government-led reports have a tendency to
promote a particular approach, for example partnering, supply chain management,
lean thinking etc. This (temporarily) skews research into specific areas identified
in the reports and some of the more complex underlying issues, common to all
construction projects, tend to be overlooked. There is, of course, no universal
‘answer’ to the challenges facing construction participants, instead there are a
number of underlying factors common to each project, regardless of context. The
dominant factor is the temporary interaction of people and our collective ability
to use communication media effectively in dynamic situations. It is the social life
of construction projects and the formal and informal relationships that help and
sometimes hinder the delivery of a successful project. Emphasis for researchers
and practitioners alike should be on the ‘contact’ between actors rather than
the legal contract. Researching and hence developing a better understanding of
how participants interact during construction projects and how they communicate
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within the context of the construction team would, in our view, be a significant
step forward. To start understanding this complex area, it is essential that research
is rigorous, based on real observations and/or can be applied to real contexts.
Most importantly the research should be published in the public domain.

Communication

Communication is arguably the one aspect of project management that pervades
all others, for without effective communication between the participants the
project team cannot succeed in realising its objectives. Key management compet-
ences of leadership and decision-making are founded on good communication
skills. Construction projects are undertaken in a dynamic social system, nothing
is particularly stable for very long, and uncertainty and interdependence are
constant factors, regardless of size or complexity. It is the dynamic interac-
tion of the various actors to a construction project that constitutes a process of
communication.

We use the word ‘communication’ throughout this book in the way it is used in
the majority of the communication literature, i.e. communication is the sharing of
meaning to reach a mutual understanding and to gain a response — this involves
some form of interaction between the sender and receiver of the message. It is
important to note that we do not use the term ‘communication’ in the way it is in
some of the construction project management literature, where to ‘communicate’
is simply to transfer information to another party. Here, the opportunity to ask
questions to reach mutual understanding is rarely available (and we wonder
why we get into difficulties). Indeed, with some notable exceptions (e.g. Moore,
2002) much of the construction project management literature fundamentally
fails to deal with the interaction of disparate actors and the manner in which they
communicate in construction teams.

The creation of meaning between two or more people at its most basic level is
an intention to have one’s informative intention recognised (Sperber and Wilson
1986). Informing someone by any action that information is to be disclosed is
considered to be an act of communication. There are many ways that people make
their introduction and let others know information is about to be disclosed, or
by their non-verbal actions set a context for discussion. A client’s representative
could, by way of a raised eyebrow or nod in the direction of others, send a
non-verbal signal that contains significant information to alert a construction
manager to act; for example, to stop site workers from engaging in inappropriate
behaviour. The message and clues can be very subtle, but still convey considerable
information to the receiver of the message. Status is another factor. The mere
presence of a person with reputation in a particular context or whose profession
is known can send sufficient information to identify the nature of the discussion
that is likely to take place. Specific examination of how professionals convey
‘informative intention’, how they capture the floor in a meeting and how they
hold and maintain conversations encouraging others to hang on to the next word
is useful and important if one wants to develop such skills. This book investigates
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task-based demands and emotions that are used to capture the interest or attention
of others, but clearly there are other aspects of non-verbal communication that
should be investigated.

Sperber and Wilson (1986) suggest that when people communicate they intend
to alter the cognitive environment of the persons whom they are addressing.
As a result, it is expected that the receiver’s thought process will be altered.
Communication performs much more complex tasks than simply letting someone
know that we are about to send information. For understanding to take place
most theorists claim that a background of shared social reality needs to exist.
To engage in a meaningful communication we need to build on information and
develop a context supported by cues and clues. These guide us to use subsets of
knowledge and help us to link information together. Clues used come in many
different guises. For example, Brownell ezal. (1997) suggest that the appropriate
mode of referring to something or someone in conversation depends on what
common ground a speaker and addressee share. It is this common ground and
the development of a shared understanding that makes communication possible.
Similarly, a lack of common areas of understanding can create difficulties in
communication.

Where there is a lack of congruent understanding, the speaker has to provide
an infrastructure of contextual information onto which the new information can
be built, developed and hence understood. During interaction the speaker has to
access and build a framework of the other’s knowledge and influence the way the
recipient draws together the subsets of knowledge to make communication work.
Using clues sent by the receiver of the message the sender may make assumptions
of the knowledge the receiver possesses. This initial and often tentative interaction
can be used to check whether early assumptions are correct at a critical stage in the
development of a relationship. In practice, offering information, opinions, beliefs
and asking questions help to develop an understanding of the other person’s
knowledge and beliefs, as does examining and analysing the verbal and non-
verbal information presented (Bales 1950, 1970). Failure to exchange information
and ask questions will decrease a person’s ability to use the other’s knowledge
and thus considerably hinders effective communication (Brownell etal. 1997).
The importance of cues and clues that are embedded in the context, body language
and emotion play a key part in the development of understanding and relevance of
exchanges. An important element of our research is to identify the different types
of communication exchanges used by construction team members to access and
present information, since this influences behaviour and affects the successful
performance of tasks.

Improvements in the effectiveness of communication between individuals and
groups can help to increase the performance of projects and organisations (Austin
etal. 1993; Hill 1995; Azam etral. 1998; Shirazi and Hampson 1998; Swaffield
1998; Mutti and Hughes 2001; Swan ezal. 2001). In a survey of 500 engin-
eering firms by Gushgari eral. (1997), communication and listening were the
first and second (respectively) on the project managers’ list of most needed
skills. A questionnaire survey, obtained directly from the workforce, found poor
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communication to be one of the problems experienced in the construction sector
that results in serious production difficulties (Zakeri etal. 1996). Best practice
in construction teams is characterised by open exchanges of information and
good communication (Cook and Pasquire 2001), enabling responsibilities and
ownership of tasks to be negotiated and shared (Macmillan 2001). Furthermore,
where inadequacies in the communication process are reported, problems with
construction activities arise (Building Research Establishment 1987; Cook and
Pasquire 2001). Research undertaken by Taywood Engineering found that poor
communication, lack of consultation and inadequate feedback are among the
primary causes of construction defects (Betney 1997). Ineffective communication
is a challenge not only for people involved in construction. In a report into the
effectiveness of UK government procurement (the Kelly Report, 2003), similar
concerns were voiced about the lack of communication within and between
government departments and their suppliers.

The construction team

In the context of this research it is necessary to be clear what is meant by
terms such as ‘team’ and ‘group’. Construction ‘teams’ are a loose grouping of
interested parties brought together for a specific construction project. The team
is composed of specialists operating in a disaggregated sector, each carrying
different values and intentions to other team members. The reality is a series
of individuals and groups working towards individual and group goals in a
temporary social system that we term a ‘project team’. (For a more detailed argu-
ment, see Emmitt and Gorse, 2003). Although the term ‘construction industry’
is used, the reality is that construction draws from many different disciplines,
with many organisations also operating in other sectors; thus construction is
not a particularly homogenous sector. Similarly, organisations are not as homo-
geneous or stable as we would like to assume. Contractors tend to rely very
heavily on sub-contracted and sub-subcontracted labour. So do architects and
engineers, outsourcing non-core activities to other professionals in an attempt
to stay competitive. It would be misleading to assume that the suppliers of
sub-contracted labour share the same values as the main contractor. Similarly,
it would be unreasonable to assume that the suppliers of sub-contracted work
share the same values as the architects or engineers: they do not. Discussing and
sharing of values, with the aim of establishing some common project values, is
crucial to the successful development and delivery of projects. It is also important
to recognise that values and priorities change during the course of the project.
Communication skills are essential to recognise and respond to the values of
others and to align and reinforce the values of the project team.

Individuals and their organisations bring differing values and interests into the
construction team and it is to be expected that differences of opinion emerge
as different interests and values are developed and challenged. Hill (1995),
Azam etal. (1998) and Thomas eral. (1998) claimed that the way in which an
organisation is structured and operates, and hence its success, is determined by
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the communication practices employed. This applies equally to the temporary
construction team and to the individual organisations that constitute the various
supply chains. There is a strong bias in the construction management literature
to the reporting of unsuccessful projects, despite the fact that many projects
progress to a successful completion. The successful projects appear to be of
less interest to researchers and tend to go unreported, thus making it difficult
to compare successful and unsuccessful projects objectively to identify critical
success factors. With moves to benchmark projects objectively, this bias may
be addressed over time. Many projects experience problems (both small and
large) during their life cycle, despite the best intentions of the actors involved.
We believe that this may be partly due to insufficient attention to the manner
in which organisations and individuals interact during the life of a project, in
particular the failure to understand how the participants communicate and how
they influence each other through communication. Organisations pay far too little
attention to the communication skills of their staff and the interaction practices
they employ. However, it is important to realise that this is a complex topic and
models of best practice and solutions to communication problems are not easily
developed.

Concern about the disaggregated nature of the construction sector has resulted
in new (or rediscovered) approaches to the design and construction of build-
ings. Associated with this is the publication and promotion of new forms of
contract, some of which aim to remove some of the organisational barriers and
stimulate teamwork. Contracts are concerned with formal communication routes,
ideal situations that few participants follow to the letter. Informal communication
routes are required to make things run smoothly and are regularly used. Indeed,
many actors may be quite ignorant of contractual arrangements until something
goes wrong; they simply have a job to do. The response to the new contractual
forms has not, however, been to change the way design and contracting organ-
isations are structured, leading some to argue that little has changed under the
surface (Cox and Ireland 2002). Although new contractual arrangements have
been developed (and no doubt will continue to be developed), the construc-
tion sector still operates with different organisations (or different departments)
dealing with design and construction. Regardless of the contractual arrangement
actors have to communicate over organisational boundaries, and communication
barriers still exist (Swaffield 1998). So, it may be necessary to examine successes
within the current structural constraints and identify the type of communication
practices that are associated with successful projects.

Professional and organisational cultures interact at boundaries within projects.
Obvious cultural boundaries are the interfaces between client and brief taker,
brief taker and design team, design team and contractor, and contractor and
sub-contractors. Other more subtle boundaries, for example between architects
and engineers, also exist. In many cases the interface is effective and projects
progress well, delivering a building that satisfies both client and end users.
Conversely, interaction difficulties are experienced and may quickly spiral out
of control into a dispute. There is a need for effective communication on
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two levels, intra-organisational (within organisations) and inter-organisational
(between organisations). Organisational boundaries within construction projects
are constantly changing; individuals enter and leave the teams at certain stages
(i.e. they have separate goals), the team changes in size and format (GaSparik
1999). Meetings, which are often used to transfer information between different
organisations, are all too often performed at sub-optimal levels (Cummings 2000).

Language can, and frequently does, present challenges to the efficient manage-
ment of construction projects. Professionals have developed specialist languages,
using words that are specific to their professional background (Gameson 1992)
to enable them to communicate specific facts and ideas quickly to fellow profes-
sionals (Emmitt and Gorse 2003). The construction process relies on the actors
from various professional disciplines with different vocabularies and people easily
fall in to the habit of using what others perceive to be jargon — a codified language
that is difficult to understand by those lying outside the professional culture. The
use of some of these terms may lead to confusion if not supported with suffi-
cient background information and explanation. Additionally, some words will
carry more meaning and information when used in a specific context and when
exchanged with other actors who share the same language.

Workers from different parts of the United Kingdom use different words
for the same thing and some dialects offer the potential for misunderstand-
ings and confusion. Add in the increasing migration of construction workers in
Europe and it is not uncommon to find construction sites with a multi-national
workforce using their native tongue to communicate. The potential for misun-
derstanding is never too far from the surface in such environments, even where
everyone’s intention is to do a good job. The increase in the number of profes-
sional roles and market forces also means that many of the parties are competing
for the same business while, somewhat paradoxically, also collaborating on
projects. Thus, communication may not always be as open or as frequent as we
might expect.

Relationships can be volatile and adversarial, making it difficult to form and
thereafter maintain inter-organisational relationships (Hall 2001). To a certain
extent initiatives such as partnering, strategic alliances and integrated supply
chain management help to mitigate the effects of fragmentation, although, as
with more traditional approaches there is still a heavy reliance on the ability
of the team members to interact and communicate effectively. Thus, regard-
less of the approach adopted, the basic tenets of running a project remain the
same, that is, we are reliant on getting the right people together for the right
job. Competences and the development of competent practices are a key factor
in the success or otherwise of the construction team. Research undertaken by
Naoum and Mustapha (1995) and Charoenngam and Magsood (2001) led them
to conclude that the attributes and actions of key construction personnel strongly
influenced the success or failure of the project. Recent research in Denmark
into the composition of construction teams to facilitate communication within
projects, and hence improve the success of the project, supports this view (Emmitt
etal. 2004).
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Interaction during construction projects

Interactions during the early stages of a project are conducted in a relatively free
and open atmosphere because the level of information in the system is relatively
low and unstructured (Wallace 1987). Over time, the amount of information
increases and formal and informal structures emerge, creating implicit rules of
engagement. Goals and targets are set and the pressure to develop and exchange
information increases. The number of actors contributing to the process and the
amount of information are at their peak during the construction process, and it
is here that the possibility for misunderstandings and conflict is highest. Morgan
and Bowers (1995) review of research on stress and teamwork found that the
pressure resulting from limited time and increased workload can affect the ability
of team members to work together, leading to changes in communication patterns
that may either impede or improve performance.

During construction the contractor’s prime functions are to coordinate informa-
tion and to allocate, manage and coordinate resources (e.g. the actions of specialist
sub-contractors and numerous other participants). At this stage the roles and respons-
ibilities of the architect and contractor, with regard to communication with specialist
sub-contractors and consultants, may become complicated. Although drawings,
specifications and schedules from the contract documents are often assumed to
be complete and free from error, the reality is that they are not (Calvert etal.
1995; Harvey and Ashworth 1997; Gorse 2002). Much of the interaction during the
construction phase is therefore concerned with the final development of detailed
designs, changes to construction details and coordination and integration of the
specialised components to ensure that the building can be assembled safely and
within agreed parameters of time, cost and quality. A key objective for designers
is to ensure that the information flow does not interrupt the construction process,
but this is not always achieved in practice. Research conducted by Loosemore
(1996a) found that information may be insufficient to perform a task and may
result in a crisis. Indeed, it is probably unrealistic to expect the participants to
know everything or be prepared for every eventuality. Thus, all actors need appro-
priate skills to be able to provide and extract the relevant information to stimulate
and influence the behaviour necessary to deliver the project successfully.

Clarification of information and discussion of progress and problems is usually
conducted within the forum of formally scheduled progress meetings and ad hoc
meetings called to discuss a specific problem. When discussing complicated
issues each actor will need to explain the situation in such a way that others
(less familiar with the issues) may understand the context and hence be able to
differentiate between what is important and what is not. Professionals may use
different communication mechanisms, expressions and emotions to ensure that
others pay greater attention to their message. Types of actions that ensure that
other professionals’ attention is focused on their interaction may be very useful
in environments where large quantities of information are exchanged.

Open and supportive communication is conducive to building trust and facil-
itating interaction between construction team members. Loosemore’s (1996a)
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social network research found that defensive behaviour developed during problem
solving had adversely affected the ability of team members to work together.
Ironically, when communication between team members is most needed, during
times of uncertainty and crisis, relationships often break down and communic-
ation becomes difficult. In an investigation based on two construction projects,
participants took part in group discussion sessions (quality circles) to identify
the actions that had resulted in specific failures. Using the root cause analysis
technique, Hall (2001) found that poor communications and misunderstand-
ings resulted in failing inter-company relations. Hall (2001) claimed that open
exchanges of information and sharing task responsibilities are essential for
effective teamwork. Interaction that builds and maintains the fragile profes-
sional relationships necessary to accomplish tasks is fundamental to the project’s
success. It is important that research identifies how interaction can be used to
strengthen and maintain relationships enabling participants to work on tasks
effectively. Open exchanges may involve both supportive and critical comments.
Open communication can be very effective, but if it is not managed in a sensitive
and appropriate way for the context it may be destructive to relationships. All
actors need to be equipped with the appropriate communication skills to ensure
that matters that may cause conflict can be openly discussed while at the same
time ensuring that the relationship is maintained and not damaged.

Negotiation, influence and persuasion have an important role to play within
a business setting. Redmond and Gorse (2004) found that subtle differences in
the negotiation approach had a considerable influence on the success of the
meeting. Thus, it is necessary to develop communication skills and understand
the effectiveness of negotiation approaches so that they can be adapted to suit
the business or project context.

Researching communication during live projects

An examination of communication practices adopted by the key construction team
members operating on successful and unsuccessful projects may reveal different
interaction traits. The first stage, in this research project, was to identify aspects
of interaction that could be investigated and compared to previous research, thus
helping to provide valuable insights into communication behaviour. Communic-
ation is a complex issue and undertaking a research project to better understand
communication in construction teams posed some formidable challenges. The
first issue to address is the characteristics of the communication acts, that is, what
type of data are we trying to collect and why? Trying to analyse who says what
to whom is, in our opinion, a little too detailed and too project specific to identify
trends or to have wider application. To avoid overcomplicating the data through
examination of each individual word and the subtle nuances they carry, it was
felt that the emphasis at this stage would be better placed on the characteristics
of interaction. Thus, the exchange of information, opinions, beliefs, emotions
and other communication acts and their relationship to group performance is a
fundamental concern.
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Our research attempts to understand how team members gain control over their
physical and social environment, using communication signals supported by task
and emotional content. Communication within the construction team is considered
from an interpersonal perspective, exploring the use of communication by various
actors and the effect that various types of communication acts have on group
interaction and behaviour. The research deals with contextual issues, such as the
environment and the number and type of actors engaged in the communication.
Observing all communication stimuli would prove impossible, so observations
were limited to verbal interaction, while recognising that body language and
facial expressions provided important information in helping to understand the
meaning of the verbal messages. The physical observation of group interaction
is considered important; it will assist the researcher’s interpretation of messages
and their meaning.

Without pre-empting the discussion of methodological issues it is important
to identify a number of factors that influenced the focus of this research and the
research method. At an early stage in the research, an exploratory investigation
using postal questionnaires, interviews and case studies was undertaken. The
aim was to investigate the perceived effectiveness of communication media and
communication problems encountered by construction participants (see Emmitt
and Gorse 2003 for a full description). The results found that face-to-face (inter-
personal) communication was perceived to be the most effective communication
medium. We also found that meetings, both formal and informal, were perceived
to be beneficial to the successful completion of construction projects. Collecting
data from informal (unstructured and unscheduled) meetings posed some meth-
odological problems that were difficult to overcome. Prearranged meetings are,
by their very nature, more amenable to systematic study, and so a decision was
taken to collect data from site-based progress meetings.

An analysis of previous research indicated that relational communication
(interaction that affects the development and maintenance of relationships) and
task-based communication (interaction necessary to complete tasks) between indi-
viduals from different organisations appeared to be a core problem. Relational
communication is used to engage in and manage conflict. Failure to balance rela-
tional and task-based exchanges could prevent group conflict from being properly
managed. An uncontrollable escalation of conflict will threaten the team’s ability
to continue a positive dialogue necessary for the progression of the project. This
led us to focus on live projects. An investigation of ‘real’ interpersonal and
group communication behaviour between designers and managers appeared to
have the potential to make a significant impact on the lack of knowledge and
understanding of construction interaction.

Effective communication could have a major effect on project outcomes.
The research reported here investigates whether there is an association between
a number of project outputs and part of the project’s communication process
(management and design team meetings). By obtaining interaction data from
construction project progress meetings, the communication behaviour was
examined. This helped to provide a greater understanding of communication and
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interaction during the management and design team meetings. Contracting organ-
isations supplied information about project cost (over- or under-budget), project
completion time (earlier or later than the programme target) and the incidence
of formal conflict between the main actors. Information on the ability of the
contractor’s representatives to repeatedly deliver projects on time and within
budget without contractual dispute was also made available to us. Combined, the
data enabled patterns of interpersonal communication behaviour for the successful
and less successful representatives to be identified and evaluated.
The first research objective is to determine whether:

1. The management and design meeting has a characteristic model of
interaction, being different from interaction profiles found in other contexts.

In relation to the first research objective, the research sought to test the following
hypotheses that:

2. The interaction patterns of group meetings associated with successful project
outcomes are significantly different from the interaction patterns of group
meetings that are associated with unsuccessful project outcomes.

3. The contractor’s representatives considered to be most effective exhibit signi-
ficantly different interaction patterns from the contractor’s representatives
perceived to be less effective.

Testing these hypotheses had the potential to make a significant contribution
towards understanding the nature of professional interaction and its association
with project outcomes. The investigation of group interaction offers the potential
to explore conflict and interaction related to its use and management. Issues of
specialist participation, dominance and methods of influencing group interaction
will be identified and discussed within the above context. Our aim was to provide:

e a greater understanding of group communication between management and
design professionals;

e a better understanding of the trends, patterns and norms that emerge during
interaction and determine whether they are different or similar to those found
in other contexts;

e information on the traits of group communication behaviour associated with
successful projects (completed within cost and project duration and no major
disputes) and those associated with unsuccessful projects; and

e a greater understanding of communication traits of the contractor’s repres-
entatives who have repeatedly delivered successful projects.

The book is structured to provide information to ground and support the
final conclusions and recommendations. Building on this introductory chapter,
the research into communication within construction processes is reviewed
in Chapter 2. This leads into a discussion of group interaction research and its
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applicability to the construction sector (Chapters 3 and 4). A crucial consideration
for construction communication researchers is the ability to select an appropriate
data collection method from live projects and this is explored in Chapter 5,
together with a description of the method used for the research presented in
this book. Results of the data collection and data analysis are presented in
Chapters 6, 7 and 8, which describe the case study results, team interaction char-
acteristics and project outcomes respectively. Discussion of the research findings
can be found in Chapter 9. By way of conclusion to the book, a number of
practical considerations for practitioners and researchers are proposed in the final
chapter (Chapter 10).

Being the first study of its kind in the field of construction we would like
to encourage others to build on our data, thus helping to provide a sound basis
for evidence-based communication practices. We also hope that we help to raise
awareness of important, yet largely ignored, aspects of interaction common to
all construction projects. Our hope is that by presenting the work in a logical
and clear manner practitioners can reflect on the issues raised in this book
and apply appropriate frameworks and working methods to facilitate effective
communication in their construction project teams.

Further reading

Dainty, A., Moore, D. and Murray, M. (2006) Communication in Construction: Theory
and Practice. London: Taylor and Francis.

Emmitt, S. and Gorse, C.A. (2003) Construction Communication. Oxford: Blackwell
Publishing.

Fryer, B., Egbu, C., Ellis, R. and Gorse, C.A. (2004) The Practice of Construction
Management, 3rd edn. Oxford: Blackwell Publishing.

Moore, D. (2002) Project Management: Designing Effective Organisational Structures in
Construction. Oxford: Blackwell Publishing.



2 Construction communication
research

Research into group communication has shown that social interaction is essen-
tial for building and maintaining relationships and that task-based interaction is
necessary to accomplish the group goal (Keyton 1999). Key to project success
is the interaction practices that help to establish and then maintain the inter-
organisational relationships necessary to accomplish the construction team’s
goals. The nature of the relationship established through communication will
affect the actor’s congruent understanding and hence the actor’s ability to use
information to aid decision-making (Gorse and Emmitt 1998a). The relational
qualities necessary to deliver a functional building can only be achieved through
effective social and task-oriented communication. Improvements in the construc-
tion process will only be achieved if we start to understand how we use
communication to build and maintain the relationships necessary to undertake
multidisciplinary tasks. The success of construction projects seems to be highly
dependent on relational and task-based communication. In a construction context
these two elements of communication are interdependent. Communication and
the social context in which it occurs are interwoven and research must consider
both factors (Gudykunst 1986).

One of the first findings of group interaction research was that groups exhibit
patterns of communication that are directly related to their structure and context
(Bales 1950). Some of the factors that have affected the group and individual
communication patterns include: reasons for the group meeting; maturity of the
group’s participants; the participants’ relationship with each other (Bales 1950);
their professional goals, roles and experience (Gameson 1992); organisational
relationships (Pietroforte 1992); and experience of the information and commu-
nication technologies used (Abadi 2005; den Otter 2005). Combined, these factors
have implications for team assembly and for research into team communication.
A fundamental requirement is to clearly define the environment in which the
research is taking place, providing contextual information relevant to the research
problem (Ragin and Becker 1992; Hughes 1994; Abadi 2005). It is to be expected
that research projects undertaken at different times, in different contexts and
with different participants may produce different results. There are, however, a
number of factors common to construction projects that enable some comparisons
to be drawn. These relate to group development within the temporary project
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team and the extent and nature of the actors’ interaction during the project. Some
of the characteristics and patterns of communication in a construction context,
and indeed other contexts, may remain constant across projects; others may be
specific to the context and/or the actors involved.

Communication research attempts to provide theories that explain a situation
or event (Albrecht 1997). Unlike physical or chemical science, the social sciences
are not exact sciences and by virtue of this many of the theories will not apply
every time in all situations. The study of communication in the construction
industry is applied research; it attempts to offer practical advice and explanation
of real situations. Communication research has been defined by Hargie (1992)
as the scientific study of the production, processing and effects of signal symbol
systems used by humans to send and receive messages. This view presents three
main dimensions (Hargie eral. 1999):

o Communication is capable of scientific categorisation; data from the process
can be recorded and is open to interpretation, classification, measurement,
analysis, evaluation and improvement.

e The study centres on how messages manifest are produced, processed or
delivered and what effect they have on those who receive them.

e The importance of the signs and symbols is highlighted. Interpersonal beha-
viour serves a communicative function, being judged on the basis of verbal
content and non-verbal signals. Understanding the signals and identifying
the clues that give meaning to the signal is an important aspect of the
communication process.

Hargie eral. (1999) argue that if we are to improve communication, we must
first understand the communication process: but this is not an easy task (Fiske
1990). Even though we constantly engage in communication, in organisational
and private settings, it is an activity that few can define satisfactorily. A review
undertaken by Dance and Larson (1972) found 126 definitions of communication,
since which many more have been formulated. Definitions are usually specific to
the context in which communication occurs, and/or closely related to the purpose
or field of research. There are, however, some underlying similarities. The most
common features or sentiments of these definitions include: communication is
the transfer of meaning; a response of an organism to a stimulus; the process
through which people make sense of things and share this with others; the
transmission of information, ideas and emotions; an act initiated by individuals in
which he or she seeks to discriminate and organise cues to orientate themselves
in their environment; and a mechanism to influence the environment (Trenholm
and Jensen 1995). Burgoon etal. (1994) provide a simpler and more pragmatic
description of communication as a tool by which people may gain some control
over their social and physical environment.

It is not so critical that the definitions of communication differ; rather it
is important that the attributes of communication that are to be researched
are adequately defined. Classification schemes are often used to assist in the
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analytical distinction, helping to identify the unit of analysis (Bowen 1993). One
of the most prominent distinctions made between different types of communica-
tion is that of level. In construction management literature, differentiation between
levels tends to be made in terms of operation and actions, from the micro-level
(individual) to the meso-level (group) and then to macro-level (project); however,
it is more common in communication research to define levels as shown in
Table 2.1. Here, the process and the people involved are discussed in five levels,
from intrapersonal to interpersonal, group, multigroup and mass communica-
tion. Our research will focus on interpersonal communication and group inter-
action because of its importance to building and maintaining effective groups

and teams.

Table 2.1 Levels of communication (From Gorse 2002)

Process

People involved

Intrapersonal communication

Internal communication process
(cognition); includes the manifestation of
information in the brain, which is
understandable and has some relevance.
Intrapersonal communication would also
include the knowledge that another person
is able to process the information sent
(relevant information). The way others
behave or react to messages stimulates
conscious and subconscious processing in
the mind of the observer. Attempting to
understand situations around us is natural.
It is important to note that we are affected
by the information received.

Interpersonal communication

Face-to-face communication between
people enables individuals to establish and
maintain relationships. It involves the
transfer of signals, clues and messages
that manifest in both parties to the
communication act. Intrapersonal and
interpersonal communication functions
enable information to be processed and
joint decisions to be made. Each party
sends out signals, attempting to affect the
cognitive environment of the other, while
both parties process clues from the signals
to help develop understanding and engage
in conversation. Most face-to-face

Only one person is involved. It is

the thought process of one person
either when they are alone or when
communicating with others. If processed
at a subconscious level, it may not

be considered a thought process.
Intracommunication may be used when
one person makes a decision alone, or
simply observes communication or the
environment around them. As there is
often only one person involved some
scholars do not view intrapersonal
communication as a communication
process.

Generally this involves two people
(dyad), more than two people may be
considered to be a group. Although
some scholars do not differentiate
between two people and a group, there
is a significant difference. With
communication between two people, the
message is only intended for one
receiver. When a message is broadly
directed at a group it is not always
known whether the message is aimed at
one or more persons within the group,
whereas in one-to-one conversations
there is no doubt who the message is

intended for. With certain comments
this polarity significantly increases the
intensity of the message.

interaction is processed in the subconscious
mind; thinking out every word before being
spoken would result in slow conversations.
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Table 2.1 (Continued)

Process

People involved

Group communication

Messages are sent to the group, they may
be presented in a way that addresses the
whole group or individuals within the
group. Messages may be interpreted and
processed by individuals within the group
in different ways. Members within the
group may use other members’ reactions
and responses to understand the message,
its meaning and intent. Terminology and
language may be specific to the group.
Each group will have its own culture and
norms and may act and react differently.

Multigroup communication

A person or group communicates a
message to a number of different groups or
subgroups, the response to the message
may be different depending the groups’
motivations and norms. Subgroups may
react differently to messages.

Mass communication

Messages are sent through, media, radio,
television and newspapers to large
audiences. Individuals and groups of people
receiving the message may attach different
meanings to it depending on their culture
and norms. The message is often designed
to attract the attention of the largest
audience. Such messages often carry
information that stimulates emotional
responses.

Involves more than two people but
limited to a single group of people.
Communicators may address the whole
group or individuals within the group.
When personal conversations take place
within a group, others will be aware that
the conversation is taking place, even if
the content of the message is not heard
or understood. In small groups members
are extremely vigilant and aware of the
behaviour, actions and reactions of
others.

Although communication of this nature
targets a number of groups or subgroups,
there is an element that the messages are
largely contained within the specific
groups, for example departments within
an organisation.

Offers some control of who and

how many receive the message.
Groups can be targeted for example
television viewing at a particular time —
advertising to children, for example on
Saturday mornings between children’s
programmes. New communication
systems enable TV, newspapers and mail
shots to target specific regions.
Professional journals are used to send
information to their profession.

Interpersonal communication occurs when two or more people are engaged in
a form of communicative exchange (Kreps 1989). Reinard’s (1997) work on
communication identified interpersonal communication as interactions occurring
in one-to-one and small group situations. Price (1996) suggests that for group
communication to occur, the collection of individuals forming the group needs
to share common attributes, goals or interest or at least have some common
values or norms of behaviour. Kreps’ (1989) definition of small group commu-
nication has some similarities to that proposed by Price. For Kreps, small group
communication occurs when three or more people interact in an attempt to adapt
to their environment and achieve commonly recognised goals. In the context of
the construction project it is the interpersonal and group interactions between
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members of the management and design team that are potentially of greatest
interest. It is here that the gulf is greatest between the values of the designers
and the constructors.

Individuals may contribute to group activities for many different reasons, for
example social or task based. The context does not always set the agenda for being
involved in the group, although they are normally closely related. Involvement
in work groups may have greater social attraction than the task they are intended
for. Conversely, people may join a group to sabotage the group’s goals (which is
not always evident until it is too late). Groups are often said to have a common
goal, which is little misleading. It is important to recognise that the group goal
may be either social or task based, and this is both conscious and subconscious.
Normally groups have a reason, motive or driver, behind their communication. At
the most basic level, people form groups to interact and socialise, gaining comfort
and belonging from the group. At much higher levels, people gain considerable
power from the group and are able to accomplish things that would be difficult
or impossible in isolation.

Group development within the temporary project team

It is common, and perhaps a little too convenient, to consider that the participants
involved in the construction project operate as a single organisation. It should
be recognised that the organisation is transient, only lasting for the duration
of the project, involving a large number of sub-contractors (Cherns and Bryant
1984; Hill 1995). Thus, the construction team is in effect a loosely coupled
arrangement of interdependent teams, groups and individuals all contributing in
different ways and at different times to the realisation of specific tasks. In the
vast majority of construction projects the participants are brought together to
work on one project only. On completion of the project, or more accurately on
completion of a participant’s particular work package, the relationship between
the individual and the project stops. This means that, with the exception of large
and repetitive projects, it is common for the project team to be composed of actors
different to the previous one. This is often true even where the same organisations
are involved, simply because different individuals within the organisation have
been assigned to the project according to internal workload commitments. Thus,
communication is required to support industrial relations and hence to provide
the means by which teams can develop quickly and effectively.

The small teams, groups and individuals that constitute the construction team
are dominant at different stages in the project. Thus, although interdependent
upon the work of others, many of the participants will not meet other participants
during their period of involvement with the project. Relationships form, evolve
and disband throughout the life cycle of the project. This is an important point
to make, because newly formed groups exhibit characteristics different to estab-
lished groups (explored in further detail in Chapter 3). In a newly formed group,
members must simultaneously find their place within that group and socialise
with one another (Anderson etal. 1999). Each construction project embraces a
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new grouping of actors who must attempt to develop social relationships that
support the project. Research on group interaction and socialisation processes
found that in new groups the exchanges present a two-way process of social influ-
ence, changing other’s ideas and opinions through communication (Anderson
etal. 1999). It is claimed that the norms that govern group members come into
force as each of the actor’s objectives become apparent (Lawson 1970, 1972;
Derbyshire 1972). The group norms regulate group behaviour. Wallace (1987)
found that as groups developed, the importance of individual professional roles
would be recognised; the group regulatory forces are then used to control interac-
tion of individual members. In construction, as the tasks change from feasibility
to design and then construction, the power, importance and involvement of the
professionals will change. The challenge for project managers is to try and lead
this dynamic process. As the project develops and the specific demands of the
situation changes the actors with the most relevant skills become more influen-
tial and powerful. Those with relevant skills emerge or are nominated by other
members of the group to be the most dominant for a particular period of time,
during which they are central to the information processing and decision-making
because of their expertise. Most construction projects and the teams assembled
to deliver them are new ventures and regardless of the expertise and experience
of the actors they are often presented with unfamiliar situations.

It could be argued that designers and managers are often presented with unfa-
miliar situations wherein they do not know how to act. Any social situation is a
sort of reality agreed upon by those participating in it, or more exactly those who
define the situation (Scheerhorn and Geist 1997). Everyone who enters a situation
does so with preconceived definitions of what is expected of him or her and the
other participants (Bentley 1994). Such beliefs, which include expected interac-
tions, are established from experience of previous groups to which the individuals
had belonged (Scheerhorn and Geist 1997). Thus, each situation confronts the
participant with specific expectations and demands. Such circumstances gener-
ally work because most of the time our perceptions and expectations of important
situations coincide approximately (Berger 1986). Culture, society and individual
power play an important part in the norms that govern they way social groups
act. The same aspects will also influence the behaviour of professional groups,
but the group may also draw on those members with nominated roles, perceived
expertise, skill and experience to determine who is allowed to interact, make
decisions and play lead roles. However, some people, regardless of professional
skill or experience, can use communication techniques to exert influence enabling
them to gain power over elements of group behaviour and decision-making.

Not all teams are totally new, and group norms and behaviour may be influ-
enced by previous relationships and experience of that relationship. Although
the project is often a one-off and teams will disband, some groups will main-
tain relationships and use that relationship in future projects. For example, if a
sub-contractor is required for a new project a contractor may be minded to use
those worked with in the past, especially if the relationship and performance was
good. Clients, developers and consultants usually have a number of preferred
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contacts (individuals within organisations) that they will use if given the freedom
to do so. Alternatively, parties may contact those that they have previously worked
with for advice or help without entering into a contractual arrangement. Working
with known actors through informal strategic alliances or formal strategic part-
nering may save time and improve knowledge transfer because relationships have
developed, a level of trust exists, some formalities have been dispensed with and
the skills are known (and to some degree have been tested).

Communicating to achieve project objectives

All actors need to collaborate, share, collate and integrate significant amounts
of information and knowledge to realise project objectives (Pietroforte 1992;
Oxman 1995). To do this well requires a combination of good management,
committed people, supporting ICT networks and the opportunity to regularly
communicate on a face-to-face basis. Research shows that for addressing conten-
tious issues, problem solving, conflict resolution and building relationships, face-
to-face communication is crucial (Abadi 2005).

The quicker information can be accurately produced and understood by those
dealing with it the better. Much attention has been given to the transfer of inform-
ation within project environments, since the timely exchange of information is a
key factor for effective co-ordination and hence control of project information.
A considerable amount of information can be processed at remote locations, for
example in the office where all the tools, equipment and information are handled,
and information produced can be easily sent via email or web-based technology.
If actors are working in different countries with different time zones (through
some form of collaborative venture or through outsourcing work offshore), the
information that is complete at the end of the day can be sent to other offices
so that the other parties can continue working on the project. Use of technology
in this way allows information to be processed quickly. When the information
is simple, easy to understand and non-contentious, face-to-face meetings may be
unnecessary and wasteful.

Asynchronous communication (where parties do not communicate at the same
time, for example by email where messages are sent and then responded to)
can be quick, but in face-to-face communication, where information is sent and
received at the same time via different clues, signals and expressions, so much
information is processed at one time that the ability to resolve problems and
issues is substantially increased. It is clear that different forms of communication
have different uses, advantages and limitations.

Information is required to enable the processes to proceed as planned and
also to control change as and when it occurs. Growing use of intra-webs and
project-extranets has made a significant impact on the way in which information
is exchanged between project actors. It would be prudent, however, to remember
that people produce information, and we often make mistakes, especially when
working under pressure. Subsequently some form of interaction between the
sender and receiver of information is required to resolve identified discrepancies.
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Drawing on a vast body of group communication research, Keyton (1999)
claims that communication in any group has social and task dimensions. Task
roles are those that determine the selection and definition of common goals, and
the workings towards solutions to those goals, whereas socio-emotional roles
focus on the development and maintenance of personal relationships among
group members. Higgin and Jessop’s (1965) pilot study found that interaction of
professionals during meetings was used to build and maintain the relationships
necessary to accomplish tasks, an early realisation of the importance of meetings.
The communication traits of key individuals and the interaction practices of
core groups were also seen to be important for problem solving during the
construction phase. Problems that occur during the construction phase require
the involvement of design and management professionals to resolve them. As
problems develop, key members of the design team and contracting organisation
will need to use effective communication to co-ordinate the available information
and hence allow decisions to be taken and the project to proceed (Yeo 1993;
Hugill 1998; Macmillan 2001).

Interpersonal relationships are developed through the behaviours of individuals.
We will respond depending on how others behave towards us. Even when the
period of interaction is short, there will be signals sent that will influence the
behaviour during the communication act. Signals transmitted during communica-
tion help to provide feedback on the relationship. Signals of this nature are known
as metacommunicative messages (Kreps 1989; Lesch 1994). Typical providers of
metacommunication include remarks or gestures that are directly related to what
is being said. Such signals help us to understand why something was said and
why it is important to the person making the statement. Personal reactions by the
receiver, in the form of metacommunication, would also send clues to the sender
if the message were not properly understood. Relational communication signals
of this type are used in the development of implicit contracts, helping to under-
stand how the other person feels, recognise mutual expectations, and identify
what is agreed and what is not (Kreps 1989; Lesch 1994). As relationships
develop, implicit contracts are formed which enable strong relationships to be
formed. Metacommunication provides us with information on how to act together
to accomplish tasks (Kreps 1989). Failing to use and process metacommunication
may mean that issues of potential disagreement are not recognised and conflicts
not managed. Metacommunication will provide information on potential areas of
conflict and agreement, both being important to the development of an amicable
relationship.

When the construction project starts, the architect and main contractor (acting
as project managers for design and construction respectively) are, arguably,
the most important communication nodes. The flow of information during
the construction phase is channelled primarily through the architect and main
contractor. The dominance of the contractor over the architect or vice versa will,
to some extent, depend upon the type of contractual arrangement entered into,
and their relationship with the client. Members of other groups that are party
to the project (e.g. sub-contractors) are dependent on these intermediaries for



Construction communication research 21

their information. Thus, both the architect and main contractor occupy powerful
positions when controlling project information and communications. Successful
and efficient construction projects depend on the highest degree of co-operation,
at every stage and between every level, but none more so than between the two
functional partners, the architect and contractor (Calvert etal. 1995; Byrd 1998;
Emmitt 1999).

Gardiner and Simmons (1992) have suggested that personal differences
between architects and construction managers can lead to conflict, but conversely
can also be used to prevent conflict. It would seem that historical separation in
education and development of strong professional identity has led to dissimilar
perceptions of social status and role definition. Stereotypical images of architects
and construction managers are easy to find, and many actors have quite strong
perceptions of how certain professional types should act. Pietroforte (1997) found
a dislocation between the roles and rules of standard contracts and the actions
of the professionals, noting that successful contracts are completed through co-
operation, informal roles and rules, which both complement and circumvent
standard contracts. These findings tend to indicate that professionals may not
rigidly adhere to the prescribed procedures. Wallace’s (1987) research supports
this view, concluding that interaction patterns of professionals are a function
of group process as opposed to administrative factors imposed by contracts
and organisation. Wallace (1987) found that although professional status would
provide participation rights during early interaction, the problems faced by the
team and group control mechanisms were a greater predictor of who participated
in the group’s tasks during later stages. The effects of status on communica-
tion and decision-making have been found to be different for permanent and
temporary groups (Hare 1976). In permanent groups (groups that have been
together for a long time), the higher status members have a greater influence on
the decision-making process than higher status members in ad hoc or temporary
groups (Hare 1976).

Construction communication research

A small number of doctoral studies have tackled aspects of communication in
construction. The most relevant of these include work by Kreiner (1976), Wallace
(1987), Gameson (1992), Lawson (1970), Pietroforte (1992), Bowen (1993),
Loosemore (1996a), Emmitt (1997), Larsson (1992), Hugill (2001), Gorse (2002),
Abadi (2005) and den Otter (2005). In these works the importance of interpersonal
communication as a ‘glue’ to keep projects moving forward is evident. Some
of these researchers deal with discrete aspects of the construction process, such
as interaction in the feasibility stage (Gameson) whereas others (Larsson and
Emmitt) have investigated communication between specific actors, manufacturers
and contractors or manufacturers and architects respectively. Kreiner, Pietroforte,
Loosemore, Hugill, and Gorse collected data on distinct events and situations
that occurred during the construction phases. Abadi and den Otter concentrated
on project web tools to facilitate communication.
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A few points emerge from the studies of communication during the construc-
tion process. There is a lack of research that observes interaction of the
construction manager and other key professionals during site-based meetings.
The research was conducted in different countries, for example Kreiner’s research
was conducted in Denmark, Pietroforte’s in the United States and Bowen’s in
South Africa. The findings are useful, but care is required in drawing compar-
isons because cultural, legal and contractual differences exist. From the findings
of the research it is clear that interaction between actors is used to resolve
professional differences, to clarify conflicting requirements, to overcome crises
and also to circumvent formal communication routes dictated by construction
contracts. Face-to-face interaction is still considered the preferred method for
resolving problems and contentious issues, yet there is little information on the
behaviour and practices of professionals during face-to-face meetings.

Communication research during the feasibility stage

Gameson (1992) investigated interaction between potential building clients and
construction professionals. Gameson arranged 44 meetings during which exper-
ienced and inexperienced clients interviewed different types of construction
professionals, on a one-to-one basis, to discuss how a potential project could
be managed. The interaction patterns and behaviour of different types of clients
with different construction professionals were examined to determine whether
the clients’ experience and the construction consultants’ professional background
affected interaction. Although Gameson’s research observed face-to-face interac-
tion, this was staged in a laboratory setting (experimental direct observation). He
found that different types of professionals and clients exhibited different inter-
action patterns depending on their profession and experience. Data, which were
collected from an initial meeting, showed that construction professionals from
the same profession tended to use some words more than other professionals
would. For example, quantity surveyors made greater use of words associated
with cost and legal issues, such topics being more aligned with their educational
and professional background. Gameson also found that clients and professionals
with more experience tended to dominate communication during the meetings,
directing and questioning the other parties. Inexperienced clients would listen to
the advice given, without exerting the same degree of questioning on the other
party. The degree that a person is able to question another’s statement may be
linked to the degree of knowledge the questioner has in that particular area.

Communication research during the pre-contract phase

Wallace (1987) observed the interaction of four actors (architect, client,
consulting engineer and quantity surveyor) and the influence of design team
communication content upon decision-making processes at the pre-contract
design stage. Interaction was recorded as it occurred (using natural direct obser-
vation). Two types of observation were conducted. One longitudinal study of a
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series of group meetings was undertaken to provide a continuous picture of the
group’s evolution throughout the pre-contract design stage. The observations of
the longitudinal study were supported by cross-section studies collected from 16
projects, providing observations of the group at brief periods in the design stage.
The intermediate observations were undertaken at the outline proposal, scheme
design, detailed design and production information stages. Interviews were also
conducted with the subjects to provide qualitative support for observations.

Through the examination of group interaction during this stage, Wallace found
that decisions made by the architect were a function of an evolving group devel-
opment process. Changes in the content and type of group interaction emerged
as the project developed. The architect was prominent during early stages, where
he or she was initially perceived as team leader. During the initial meetings,
the architect was found to have considerable freedom and interaction flexibility,
and thus imposed their ideas on the group. As the design information developed
through multidisciplinary group interaction, new goals were discovered and these
led to changes in the group’s interaction patterns. The interactions of the archi-
tect in the design team were less pronounced during the middle stages of the
pre-contract design process. At this stage, interaction changes were evident, with
the design requirements being imposed by other members of the team on the
architect.

As the project design developed and became more complex, the architect
was forced to draw on the practical experience of the other group members to
resolve design problems. This resulted in changes in the group norms, which
allowed other design team members to challenge the authority of the architect.
Additional cost information presented to the group resulted in the formation of
conflict. At this stage the architect was said to progressively disassociate himself
or herself with the group process and the new group goals (which focused on
costs). The increase in conflict led to the formation of sub-coalitions. Wallace’s
findings show that as the design develops and different specialists become more
involved, ambiguities and incompatible approaches surface and conflict emerges
within the team. The evaluation and selection of design information is a result
of relational interaction, a process that determines who influences the integration
of information and hence the final design.

Wallace’s results suggest that when the subjects believed they were less influ-
ential in the group process they were less assertive. When less assertive they
made fewer attacks on proposals and tended to be more defensive. Communic-
ation acts such as asking more questions and giving opinions and information
were considered to be indicative of uncertainty, making subjects less influen-
tial. Subjects with greater influence also asked questions to extract information
and give direction. Perceptions of influence were based on observations by the
researcher and subjects. Where members of the group were found to agree with
others on a particular issue, or wished to defend their position against other influ-
ential members, a subgroup or coalitions would form. The development of the
coalition was assisted by supportive exchanges, fewer attacks and less expression
of dissatisfaction. Wallace’s results are useful, but unfortunately his thesis fails
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to provide detailed description for each communication act making interpretation
of other results problematic.

Bowen’s (1993) cost communication questionnaire, based on 124 responses
from clients, 100 responses from architects and 99 responses from quantity
surveyors, gathered perceptions on communication practices necessary to build
‘price messages’. Although covering aspects of communication, Bowen’s
research is concerned with cost data and price models; as such the findings
offer limited information to support the study of group interaction during the
construction phase.

Abadi’s (2005) research focuses on the issues and problems that face parti-
cipants attempting to communicate project information. A major consideration
of the research is the context in which most construction teams operate. Due to
the rather fragmented nature of the construction industry, most teams are made
up of designers and contractors, who are employed by different companies and
who work in locations remote from the construction site. Abadi defines this as a
virtual team. Abadi investigated the use of different communication media and
their use at different phases within the construction project.

Questionnaire results suggested that certain aspects of construction were more
dependent on face-to-face meetings when the team felt the need to work together.
During such stages, information and communication technologies, which were
used for remote working, were seen to be less of an advantage. Design was one
aspect of construction where participants felt that they were able to work remotely
using modern technology to communicate design information. The research,
which focused on the design stage, suggests that ICT is playing an increasingly
important role in the construction project, but there are many barriers to its
effective use. Most actors still consider that face-to-face meetings are essential
for building relationships, addressing contentious issues, resolving problems and
managing conflict. ICT was being used to develop and provide design informa-
tion, ask questions, request information, send information and store information.
When working in remote locations, significant benefits were identified with the
use of information technology over traditional paper-based systems; however,
the practices of a few members within the team could often undermine such
benefits. Each company within the virtual team had a different communication
culture. Due to the different levels of training, experience and skills, specifically
with the use of ICT, some companies would not use, nor learn how to use,
some of the technologies that the management team had set up for the project.
Some professionals exploited different communication techniques and technolo-
gies to improve their efficiency while others, who did not comply with systems
in place, significantly reduced the efficiencies gained. Selecting participants for
construction projects is currently determined by their cost and construction skills.
If Internet or web-based systems are to become a significant part of construc-
tion communication then clearly participants must also have the skills to use
these systems. Abadi’s research also underlines the importance of face-to-face
communication for developing relationships and resolving problems. Regardless
of phase, it is clear that different communication media have their own strengths
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and if employed correctly can enable more relevant and efficient communication.
Many of the communication methods complement each other, but thought needs
to be given on how they can be used effectively.

Communication research during the construction phase

Kreiner (1976) studied the social relationships on Danish construction sites,
focusing on interaction during construction site progress meetings. Drawing on
the work of Goffman (1974) he described the site meeting as a ‘ceremonial
event’, where actors met to act out relationships in accordance with a fixed
agenda. Observation of the site meetings revealed relatively stable relation-
ships and harmonious debate with little exchange of information, a situation he
described as ‘uneventful’. Some participants did not contribute to the debate.
The conclusion was that participants attended the site meetings to fulfil their
contractual obligations. The findings helped to illustrate the importance of the site
manager and in particular the ceremonial staging of the site manager in authority.
Although Kreiner was rather dismissive of site meetings as a place to exchange
information he found that the co-presence of a group of people allowed for
misunderstandings and ambiguity to be removed, agreements reached and plans
accepted, that is it provided the forum for coordination and problem resolution.
The overall conclusion of the work was that more attention to the nature of inter-
action in organisational contexts was required. Especially the manner in which
consensus is reached — consensus being a prerequisite for concerted (organised)
action.

Using a longitudinal study of the design of a granite veneered facade, Piet-
roforte (1992) examined both formal and informal information generated and
communicated during the execution of the design, purchase, engineering and
testing of the system. This longitudinal study traced and observed the interactions
of a major specialist sub-contractor, the cladding sub-contractor. Pietroforte’s
(1992) work identified a number of differences in the organisational structures of
main contractors and facade sub-contractors, as well as the differences in the way
construction projects were organised. This would suggest that while construction
contracts identify responsibilities between parties, the organisational and opera-
tional arrangements that emerge are specific to the situation and the organisations
engaged in the project, rather than being directly attributable to the contractual
arrangement. This factor makes the process of identifying real responsibilities and
relationships between the parties rather ambiguous, suggesting that the models
of organisational structure do not always apply. Similarly, Loosemore (1996a)
identified that social adjustment, behavioural instability and power struggles were
some of the main factors that affected the resolution of unplanned events, rather
than contractual procedures.

Loosemore (1996a) investigated the patterns of communication and social
structures that develop as a response to a crisis during the construction phase.
The actors observed included clients, estates department representatives, project
managers, architects, clients’ quantity surveyors, contractors’ project managers
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and contractors’ quantity surveyors. The research examined interaction that
developed following a crisis and used social network analysis to examine data
gathered through participants’ reports. Loosemore found certain patterns in
communication behaviour and interaction. Communication networks emerged
out of a need for information to overcome a crisis. Construction crises resulted
in conflict that discouraged collective responsibility and reduced the effective-
ness of the communication network. The resulting conflict also generated latent
tension that continued to appear cyclically throughout the phase. The crisis had
a detrimental effect on communication. Paradoxically, it was also found that
the same crisis that created a division in teams could also present opportun-
ities for increased cohesion, harmony and efficiency. Parties could demonstrate
commitment and sensitivity to the other professionals’ needs, increasing cohesion
and strengthening mutual trust within the project team. Where cohesive teams
emerged, the efficiency with which unexpected sub-crises could be dealt with
increased. Lee (1997) and Cline (1994) also found other benefits from conflict.
They observed that disagreement can be productive, helping to expose alternative
views and reduce the potential of ‘groupthink’. Loosemore (1996a) noted that
cohesion following a crisis can be used to resolve problems. Although Loosemore
claims that some episodes of conflict strengthen relationships, the exact nature
of such conflict was not reported.

Hugill’s (2001) work on a team meeting from one project was mainly
concerned with the method used to study the meeting. He noted that the method
used, conversational analysis, had been particularly useful for examining short
episodes of group behaviour, but was restricted in its ability to examine multiple
meetings due to the amount of time taken to analyse data in this way. Discourse
analysis, which could fall within the scope of this work, and conversation analysis
have been differentiated on methodological grounds (Potter and Wetherell 1987).
While discourse analysis is a broad term covering all forms of interaction, conver-
sation analysis is restricted to verbatim transcripts of interaction rather than
on field notes. Conversation analysis is considered to take a more naturalistic
approach, it is focused on people’s talk and how contributions are meshed together
and the way different types of actions — blaming, excuses and greetings etc —
are produced and managed. Conversation analysis may be considered a part of
ethnomethodology. Ethnomethodology is concerned with the study of people and
their methods for making sense of everyday life; analysis of conversation using
such an approach is demanding. Due to the amount of detail extracted, studies
are often limited to short episodes. The aim of ethnomethodology is to establish
an understanding of the situation rather than testing a hypothesis. Most of the
time the data is unstructured. Analysis of the data involves interpretations of the
meaning and function of human actions, the product of which normally takes the
form of descriptions and explanations (Atkinson and Hammersley 2001). Such
detailed and intricate methods restricted Hugill’s (2001) report to the analysis of
one hour of the meeting’s discussion. Although his observations were of meet-
ings undertaken during the construction phase, his report presents a very brief
snapshot of this period. Due to the length of interaction reported, the findings
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offer limited information. Such observations provide insight into human inter-
action and behaviour, but to uncover trends and practices that affect the project
many meetings need to be researched and the data collated. It is unlikely that
an individual could undertake research of multiple meetings using ethnometh-
odology because of the amount of time required. Indeed, a team of researchers
would also find it difficult. It is more likely that the small episodes of human
behaviour, recorded using ethnomethodology, will develop over time, as different
researchers examine the aspect of behaviour that they are interested in. As the
studies emerge, patterns of behaviour may be identified and such behaviour may
be linked to successful or unsuccessful interaction. The details of data collected
using this method may be important; however, the method lacks focus and often
means that resources may be wasted investigating aspects that have little impact
on the group behaviour. Ethnomethodology is useful, to examine the detail of
specific aspects of human behaviour, but research into group behaviour, within
the construction context, is at such an early stage in its development that we have
little understanding of the general patterns of behaviour.

Professional engagement and procurement

Given the amount of attention paid to procurement routes and contractual arrange-
ments, it may appear that the type of procurement route adopted would have a
major influence on communication. Practitioners are constantly urged to use a
particular approach to procurement because it is deemed (for a while) to be better
than other approaches. Both research findings and experience from practice would
tend to confirm that one approach is no better or worse than another, merely more
suited to a particular set of circumstances at a particular point in time (Emmitt and
Gorse 2003). Procurement is primarily concerned with the control of resources
(risks associated with those resources) and, one might assume, communications.
However, Pietroforte (1992, 1997), Hill (1995) and Loosemore (1996a) have all
questioned the extent that formal contracts control the communicative behaviour
of those participating, especially when managing events, resolving problems and
dealing with a crisis. Their work helped to highlight the importance of informal
communication routes.

A number of procurement systems have been developed. The four main
forms include traditional, design and build, design and manage, and management
contracts (NEDO 1985). Although traditional contracts are still the most popular
procurement method, there has been a reduction in the number of traditional
contracts and a growth in design and build procurement methods (Gameson 1992;
Langford etal. 1995). In the United Kingdom, the two most common procure-
ment methods are general (traditional) and design and build. Both procurements
systems were encountered during this research. Although each procurement path
offers certain advantages and disadvantages, the same actors are involved; it
is only the contractual relationships that vary (Gameson 1992). Thus, issues
concerning communication and the building of a collaborative culture within the
project team are omnipresent regardless of the type of contract used.
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Construction project management publications identify communication struc-
tures related to specific contract arrangements. While helping to illustrate assumed
(formal) relationships such work may be misleading. Research on professional
interaction in live construction projects has found that communication does not
always follow formal channels (Pietroforte 1992; Hill 1995; Loosemore 1996a).
Formal communication channels may be found to be ineffective, and the proced-
ures and contracts that govern and determine their structure are insufficient to deal
with all circumstances (Hill 1995). Indeed, as already discussed, the professionals
will pursue social structures that benefit the individual organisation (Loosemore
1996a), that is they will use informal communication routes to achieve their
objectives. Even when management structures and systems are established and
training provided, those not skilled or unwilling to use the system may persist in
their own individual methods, forcing others to conform to practice outside the
defined systems (Abadi 2005).

Pietroforte (1992) found that interaction between professionals was often
different from that stated in the contract. A critical comparison between the
‘assumed’ (that written in contract documents and procedures) and what actu-
ally happened (observed behaviour) revealed a number of differences. He also
concluded that where formal or administrative provision does not exist, or is
incomplete, the formal provision is integrated by the development of co-operative
attitudes. He suggests that much of the construction process is based on informal
relationships and roles, especially when dealing with interdependent functional
problems and transfer of small sets of uncertain or uncodified information. While
status and elected position would enable certain professionals to participate more
than others during initial meetings, it is the group’s regulatory framework (norms)
that exerts an influence on the individuals, dictating their roles within the team
during subsequent interaction.

Regardless of construction contract, the professionals who make up the
management and design teams receive and process much of the information
generated by other groups. Even in situations where a full set of information is
available prior to the commencement of the work, there are inevitably situations
that arise which require the production and exchange of new information. This
is especially so in the case of refurbishment and adaptation projects where the
exact extent of the work is often not known until the building is ‘opened’ up. The
site progress meetings provide a forum where the managers and designers can
interact in a way that has similarities to a decentralised network. Decentralised
structures have been found to be more effective when dealing with complex
problems and also help reduce information overload (Kreps 1989).

Construction meetings

For certain types of interaction, such as complex negotiation, Hastings (1998)
suggests there is no substitute for face-to-face meetings. In a decentralised struc-
ture, such as a meeting, members have more avenues of interaction and may
be able to seek assistance from someone considered supportive. The findings
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presented here suggest that when construction teams engage in problem solving
that involve large amounts of complex information, a decentralised environ-
ment, where participants can openly engage with each other, would offer greater
potential to resolve problems. Management and design team meetings provide
a vehicle for information to flow freely. Further investigation is required to
determine whether the contribution by specialists is unobstructed and to what
extent members’ interaction is influenced by others.

Discussions between management and design professionals are essential if
individual aspects of the building are to be successfully integrated. Similarly,
interaction between the specialists is necessary in order to determine whether
the individual parts and products will function and fit together. Meetings play
an important role. A number of different types of meetings routinely take place
during the design and construction process. These include the formal project team
meetings, sub-contractor meetings, project initiation (start-up meetings) and hand-
over meetings as well as the more informal meetings arranged to discuss a specific
issue (e.g. team building meetings). Common to every construction contract,
regardless of procurement route, is the progress meeting. Key participants are
brought together here on a regular basis, therefore it provides an ideal forum to
research interaction between professionals.

Construction progress meetings are fundamental to the smooth running of the
construction contract. The site meeting serves as a forum to discuss the technical
co-ordination of the work as well as helping to develop and maintain relationships
between the actors who have the most influence and control over the project.
The purpose of meetings as a forum to resolve misunderstandings and reduce
friction, while allowing discussion and decisions to be made to allow the work
to proceed, seems to have changed little since it was noted in the Simon report
(1944). Decision-making is an essential part of construction allowing the process
to move forward. Problem solving within progress meetings falls within the
technical and operational decision categories described by Loosemore (1992):
technical decisions are said to be very important as they will affect the product
and because operational decisions will impact on the process. Thus, the nature
of professional interaction during meetings has the potential to affect the product
and the delivery process.

Even though early studies identified the importance of construction meetings
and benefits that would be gained from understanding the forum (Higgin and
Jessop 1965), research on group meetings during the construction phase is scarce.
Kreiner (1976), Loosemore (1996a), Hugill (2001) and Gorse (2002) provide
research based on observations of real meetings in their natural setting.

There are no regulations or rules on the number of parties or organisations that
should be contracted to design and manage the construction project. Equally, there
are few construction publications that give real guidance on which and how many
professionals should be present in meetings. General management text suggests
that for economic reasons (Franks 1991) and optimum results (Calvert etal.
1995) the number of people attending meetings should be kept to a minimum.
Early communication scholars such as Thelen (1949) suggest that the group
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should be just large enough to include individuals with all the relevant skills for
the problem solution, this is known as ‘the principle of least group size’ (Hare
1976). 1t has been suggested that the optimum size for problem solving groups is
five (Gray and Hughes 2001) and discussion groups is six (Bales 1958; Hackman
and Vidmar 1970). When groups are below five, members often complain that
groups are too small, although the opportunity increases for individual talk time.
Similarly, members become dissatisfied with discussions when groups are much
larger (Hare 1976). In construction projects it is common for the group members
to number around ten, or more, which is less than ideal.

Construction professionals enter and leave the process at different times and
contribute to different extents depending on their particular expertise (Emmitt
1999) and so it is likely that different professionals will attend sequential
construction meetings. Kreiner (1976) found stable membership of site meet-
ings in Denmark in the 1970s, but our experience of UK construction sites and
preliminary research work prior to the commencement of this project suggested
that membership was anything but stable. For example, when sub-contractors or
consultants engage in activities during the construction phase they may be asked
to attend meetings, and as their involvement in construction tasks reduces, their
need to attend meetings may reduce. Problems with group development may be
experienced when membership is not stable. Borgatta and Bales’ (1953) study
of group interaction using interaction process analysis (IPA) method found that
where people have taken part in a series of meetings on related subjects and
different people are present in each of the previous meetings, the group particip-
ation is the same as if the group had met for the first time. Bales (1950) claimed
that this phenomenon was due to the fact that groups needed to go through
socio-emotional development. As new members enter the group they cautiously
interact, testing and checking behaviour and responses, understanding the roles
and behaviour of others, and then establishing their position within the group
and adopting the group norms. While an individual may be able to influence the
group, their influence is dependent on the nature of the group that they have
entered and the context that the group has set. Wallace (1987) believes this
situation often occurs in construction projects and the associated meetings. He
suggests that, although an architect and a quantity surveyor may have attended
many meetings with different clients, it does not influence their participation at
a given meeting with a new client or other construction professionals, so long
as they have not worked together in the past. With this in mind, and consid-
ering the temporary multi-organisational nature of the construction team, it is
difficult to perceive a situation where a team on one project would continue
to work together on another project without any personnel changes. Equally,
depending on demand, professionals may or may not choose to attend meetings.
Such instability may affect group development, and should be considered when
investigating group interaction.

Although the structure of the meeting is most closely associated with the
decentralised open information network, there is the possibility that, in the group
context, communication may not flow freely. Within organisation settings, some
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people are less willing to communicate ideas than are others (Daly ezal. 1997).
The group’s norms may also influence individual members to accommodate
desired communication behaviour (Kreiner 1976; Wallace 1987; Loosemore
1996a). Some members may have a greater influence on the group interaction
and decision-making. This could change what is perceived to be a free flowing
network into a network that does not necessarily have open lines of commu-
nication. Factors such as communication dominance, influence and reluctant
communicators may affect the group’s interaction. Such attributes are likely to
be important in the decision-making process that leads to success or failure of
the project.

Directing meetings

Some interesting findings have emerged regarding participation and the person
who influences discussion. Traditionally, architects have been perceived to be
the leader of the construction project in the United Kingdom (Wallace 1987;
Gameson 1992; Emmitt 1999). It is suggested that the external and self-perceptions
of this role (as architect and historical team leader), by default, allow them a
certain level of participation (Lawson 1970, 1972; Wallace 1987). Using this
status he or she may assume the role of chairperson. In non-traditional procure-
ment environments, where the contractor or other professional is perceived to
be the leader, it would be expected that they assume similar participation rights
(acting as chairperson and leader), as described in Kreiner’s (1976) thesis. Wallace
(1987) found that assumed participation rights continue until the group’s regu-
latory forces impose a change in the situation. As this study is taken from
the contractor’s perspective it is important to identify how the representatives
are using communication to achieve the contractor’s desired results.

Boyd and Pierce (2001) interviewed project managers to find out what they
actually do in practice. They found that project managers observed people to
see how they were reacting to a particular situation and adjusted their beha-
viour in order to get the best out of the other participants at the meeting. The
project managers claimed to understand the people they were dealing with, for
example knowing who responds to gentle persuasion and who responds to a
more aggressive stance. This research helps to illustrate how individuals use
communicative behaviour to influence and react to others during meeting. While
such observations are helpful, it is also important to know the communication
behaviour that has the greatest effect and influence. When dealing with complex
technical problems that involve multiple parties, interaction must develop the
task and social requirements of the solution.

Misunderstandings and conflict: The nature of interaction

Many of the communication problems seem to occur during the construction
phase when the architect and contractor have to work closely together: a period
during which the level of information, and the pressure to perform well, is at
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its highest. A study conducted in a non-construction communication field found
that increases in the amount of information and greater involvement of actors
produces increased levels of conflict (Huseman etal. 1977). This would suggest
that the construction phase, where the majority of professionals associated with
the process are involved and where the cumulative sum of information reaches
its peak, would be prone to conflict. Indeed Melvin (1979) suggests that most
conflicts and problems manifest themselves during the construction phase. Thus,
research is required to uncover the attributes of those participants who can manage
conflict and maintain relationships.

There is little information on the nature and type of interaction that takes
place during site progress meetings. The few studies that do exist reveal some
important characteristics relating to interaction practices. Architects have been
found to dominate discussions during the initial stages of the pre-contract design
phase when architectural development is needed, but reduce their contribution
when other issues become important and other professionals impose their views
more assertively (Wallace 1987). Communication studies have found that the
interaction content of architects has tended to concentrate on architectural and
design related issues and quantity surveyors tend to increase participation when
aspects of cost are discussed (Derbyshire 1972; Wallace 1987; Gameson 1992).
Group members are not always receptive to new information: if a view is to be
considered and synthesised into the group decision it may have to be delivered
assertively and other proposals may need to be challenged. During pre-contract
meetings with potential building clients, Gameson (1992) found that communic-
ation between the contractor and client tended to concentrate on certain procure-
ment options, project time-scale and services. Derbyshire (1972) discovered that
contractors tended to become more involved in discussions when aspects of
management are discussed.

During meetings with other actors, engineers have been found to become
more involved in discussions that have a structural emphasis (Derbyshire 1972).
Gameson (1992) found that during pre-contract meetings with clients, discussion
between consulting engineers (structural and mechanical) and clients tended to
concentrate on issues of structure, foundations, services and costs. Swaffield’s
(1998) doctoral research on mechanical and electrical (M&E) cost advice found
that poor communication between clients and construction professionals led to
misinterpretation of mechanical and electrical requirements.

Gameson (1992) also noted that differences emerged in the content of inter-
action when actors were engaged in discussions with clients: the professionals
concentrated on issues more related to their profession. Not unexpectedly, each
professional concentrates on their own area of subject specialism, and seems to
devote little attention to understanding other aspects of work. Communication
practices of this nature present difficulties when attempting to integrate work
packages. Each specialist must have an understanding of how their work package
is affected by, and affects, other works. As actors realise that components, ideas
and beliefs do not integrate conflict inevitably emerges. Dealing with conflicting
ideas is an essential component of effective integration.
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Gardiner and Simmon’s (1992) structured interviews with construction clients
found that personal differences between architects and construction managers may
result in, or conversely prevent, conflicts. The different backgrounds, education
and training may lead to different perceptions of what is of greatest importance to
the project at any point, and this could result in disputes between the professions.
Such conflicts of interest between different professionals do emerge (Loosemore
1996a). When faced with a problem that requires a multidisciplinary input, two
problems emerge: the professionals will concentrate on the detail associated
with their specialism (Gameson 1992) and when proposing solutions the actors
will attempt to reduce their organisation’s resource costs (Loosemore 1996a).
Professionals tend to use interaction to influence the discussions so that the
resulting decisions favour the individual and their organisation (Gameson 1992;
Loosemore 1996a).

Once differences emerge between actors there is a tendency for conflict to
propagate. Both Wallace (1987) and Loosemore (1996a) found that when the
architect and client argued there was a good chance that the same issue would
emerge in later discussions. Participatory behaviour of professionals is linked
to current co-operation or conflict (Wallace 1987). To demonstrate this further,
Wallace cited construction-related studies that support this notion (Mackinder
1980; Mackinder and Marvin 1982). As the construction project develops, the
number of parties and organisations involved will increase. It is suggested
that, as the number of parties involved in construction activities increase, feed-
back increases, which produces conflicting objectives and value judgements
(Derbyshire 1972; Mackinder and Marvin 1982). Initial conflict tends to lead
to subsequent conflict inducing conflict cycles that become self-propagating
(Higgin and Jessop 1965; Yeomans 1970). The level of conflict may affect project
performance (Preece and Tarawneh 1997). During the construction process, prob-
lems, both large and small, may emerge which will affect individuals and their
organisations’ ability to perform the tasks with the resources originally allocated
to the project. Meetings, negotiations and discussions are held to resolve prob-
lems. Loosemore (1994) identified two factors associated with problem solving
in construction, which could lead to a defensive attitude:

e All problems involve a redistribution of resources (possibly meaning that
some will benefit and some will not).

e Solutions to problems require something to change, and the act of change is
not attractive to everyone.

Conflict may emerge in construction projects as organisations defend their
allocation of resources (Loosemore 1994). Gardiner and Simmons’ (1992)
research found that conflict can be beneficial, leading to improved performance.
However, if the level of conflict threatens co-operation, it is much less desir-
able. The temporary construction organisation is subject to communication prob-
lems. The complexity of the construction industry and ineffective communication
increases the potential for dysfunctional conflict (Emmitt and Gorse 2003). When
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conflict develops, actors must ensure that interaction is managed so that the
relationship is not permanently damaged.

Misunderstanding and reluctance to ask questions

Misunderstandings during construction have been identified as a major contri-
bution to legal disputes (Lavers 1992; Needham 1998). Inexperienced clients
have little knowledge of the construction process and rely on the advice offered
by construction professionals (Gameson 1992). Occasionally, participants may
not have a full understanding of a specific construction component, activity or
service. Investigations by Lavers (1992) and Lee (1997) found that professionals
in this situation may be reluctant to ask for advice, or fail to inform the person
relying on their services that they are unable to carry out part of their duty. Thus,
professionals may offer advice or provide a service while not fully understanding
the situation, even though there is a legal obligation to disclose that such advice
is based on limited, possibly flawed, knowledge.

Professionals may not admit that they do not understand a situation because
they fear that others will perceive them to be incompetent (Lee 1997). Although
professionals should be proactive in stating their limitations, advising of the
need for further consultancy services, they may be reluctant to do so. Lavers
(1992) claimed that clarification constitutes good practice and is part of a legal
obligation of the construction professional. Legal disputes arising from building
failure often derive from a mismatch of knowledge and expectations. Through
a review of construction case law, Lavers notes that it is not uncommon for a
mismatch in understanding of construction or design knowledge to occur. Lavers
(1992) suggests that where information is required, is missing or not fully under-
stood, requests for information should be made to reduce potential project failure.
Pietroforte (1997) identified a need for informal and responsive communica-
tion to ensure the success of construction contracts. However, the extent that
such interaction occurs requires further investigation. For actors to communicate
effectively, they must have an inclination of what the other person might under-
stand, and make assumptions about their knowledge and experience. Brownell
etal. (1997) made this observation when addressing the generic issue of commu-
nication. Assumptions about what a professional may or may not understand may
be based on knowledge of the other person’s profession and status (Gameson
1992). Once the speaker is aware that the addressee has an understanding of
an area, he or she may be able to discuss that subject (Sperber and Wilson
1986). If a certain amount of knowledge and understanding regarding a situation
is not possessed by the parties communicating, issues must be discussed and
congruent understanding developed (Brownell etal. 1997). Macmillan’s (2001)
review of team work claimed that those members who are prepared to explain
their assumptions and decisions would work better in teams than those who
are not.

From studies of interaction behaviour Bales (1950, 1970) found that people
who share a considerable amount of time together, having a close relationship,
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are able to provide information without offering as much explanation as would
normally be required. As construction teams are temporary, generally the
construction professionals will only know each other for the duration of project.
Professionals must quickly learn how to interact with fellow professionals and
how to gain the information and facts necessary to perform in this environment.
Previous research into group interaction has found that some groups give greater
amounts of explanation and ask more questions than others do, helping develop
understanding (Bales 1950; Gameson 1992). When communicating across discip-
lines, that is across professional and cultural boundaries, there is a need for
explanation and providing background information so that others, not familiar
with topics, can better understand issues. Where construction participants do not
understand problems there is also a need to ask for information and explana-
tion. Project time constraints mean that the period available to understand and
act on information is restricted. How professionals use interaction to overcome
such barriers is clearly an important area. Further investigation is necessary to
determine whether higher or lower amounts of information, explanation and
question asking, during group interaction, is related to certain project success
criteria.



3 Group interaction research

Communication between design management and construction management
teams is a function of group interaction. Without an organised social system,
individuals are limited to the tools and efforts they, and they alone, produce
(Weick 1969). The accomplishment of projects is achieved though the interlocked
and co-ordinated activities of people (Kreps 1989), and the larger the project the
greater the number of people involved. With the contribution of others there is
an increase in the number of perspectives, values and depth of expertise, usually
accompanied by an increased amount of information from which decisions can
be taken (Littlepage and Silbiger 1992). Effectiveness of groups and the degree
of co-operation between their members will depend on the nature of the commu-
nication strategies employed (Ackoff 1966; Hollingshead 1996) and the training
provided (Gutzmer and Hill 1973). According to Hare (1976) one of the clearest
findings in the literature on small group behaviour is that the productivity of the
group, no matter what the task, will improve if training is provided. However,
Morgan and Bowers (1995) have argued that training must be suited to the context
otherwise training programmes may have a detrimental effect on group perform-
ance. The lack of scientific research on construction communication makes it
challenging to implement effective training programmes. Improvement of generic
communication skills may be worthwhile, although training on more specific
communication skills in construction teams is, in our opinion, not a realistic
option until we all have a better understanding of interaction practices. Further
research into the composition of construction teams, their behaviour over the
life of projects and the nature of interpersonal communication practices must be
undertaken in live projects to see how different communication patterns affect
group, and hence project and organisational, performance. Such information is
essential for identifying what constitutes good and bad practice in a construction
context. Similarly, it is also important to understand how group behaviour can
be moderated and changed to improve performance.

Only a few research projects on group behaviour have attempted to change and
influence the nature of interaction. Weber’s (1971) research on team building,
using Bales” IPA method to study the effects of video feedback on nine different
groups’ interaction, found that simply exposing the groups to video footage of
their earlier meetings moderated subsequent behaviour. Over a series of five
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meetings the control groups that did not receive feedback during the experiment
increasingly engaged in less co-operative behaviour and became more negative.
Members who watched the footage of previous interaction reduced their commu-
nication dominance and encouraged others to participate in the group. Gorse
and Whitehead (2002) also found that group members became self-critical and
identified behaviours that they would like to change and improve after watching
video feedback of their earlier performances. So it would seem that even simple
reviews of behaviour can result in changes to group interaction.

Research into group communication has shown that the process is difficult
to understand in its entirety (Poole and Hirokawa 1996). The interactions of
multiple actors who are subject to psychological, social and contextual influ-
ences make the subject difficult to piece together as a complete picture. With the
vast number of variables constantly changing and with interaction occurring in
different time frames, it can be very difficult to trace causal analysis, although
interaction variables associated with successful projects can be identified. Thus,
much of the research on group interaction and communication focuses on group
satisfaction. These studies frequently deal with perceptions of how members feel
after a particular group encounter or how they think they would feel under partic-
ular circumstances or situations. They provide a useful insight into individuals’
perception of behaviour, but the work has not measured behaviour or perform-
ance. Indeed, perceptions of how people think they behave and how they actually
behave can be quite different. This means that research based solely on percep-
tions should always be checked against actual behaviour before assuming that
changes based on the research results will result in improved performance. Simil-
arly, research taken from different contexts should always be carefully analysed
to see whether the methodology and/or results can be applied to a new context,
and if so, with what caveats.

Multidisciplinary groups and organisational communication

Multigroup communication occurs within social systems that are made up of inter-
dependent groups that share the performance of tasks to achieve a common goal
(Kreps 1989). Construction teams are composed of groups of individuals with
different specialist knowledge from different organisations, forming a loosely
coupled multidisciplinary group. This helps to ensure that the various aspects of
a project are developed in a manner befitting the client’s aspirations. As a general
observation the literature on group performance (Hare 1976) and multidiscip-
linary teams (Ysseldyke eral. 1982) tends to suggest that decisions made by
groups are more workable and accurate than those made by an individual. Due
to their broad range of specialisms, multidisciplinary teams have been found to
consider a wide range of potential solutions (Ysseldyke eral. 1982) and groups
have also been found to make more accurate, workable and rational decisions
(Stroop 1932). Stroop has argued that the grouping of knowledge and experience
acts as a moderating influence to restrict extreme views. The group’s regu-
latory forces (imposed using a combination of conflict and group norms) control
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unacceptable views that are presented to it (Wallace 1987). Unacceptable views
are moderated through reactions, argument and conflict (Stroop 1932). Contrary
to these findings, Rim’s (1963, 1964a,b, 1965, 1966) research on group and
individual risk taking found that group decisions were more risky than those of
individuals. Using Wallach and Kogan’s (1959) risk-taking measures to examine
the behaviour of sixteen groups of five students, Rim found that thirteen of the
groups adopted higher risk strategies to problem solving following group discus-
sions. The subjects’ level of risk taking was based on the lowest probability of
success they would accept when engaging in a task.

Group interaction changes the behaviour of individuals. As a general rule indi-
viduals will accommodate greater risks within a group environment than they
would on their own. Using the same research approach as Wallach and Kogan
(1959), Bemm etal. (1970) found that individuals within groups would take
greater risks even if the consequences of the risk taking would affect them person-
ally. However, when group members were informed that failures associated with
risk taking would be openly discussed and disclosed to the group, there was a shift
to lower-risk decision-making. The fear of group or public humiliation appears to
temper risk-taking behaviour. Although such findings have been compared to the
‘real world’ context, the findings remain limited to laboratory-type experiments.
In real life it can be very difficult to identify the level of risk associated with
a decision. Similarly, it can be a challenge to state with any certainty whether
the distinction made between individuals and groups applies to all commercial
decisions. Organisational studies that may provide a direct comparison to our
research are scarce, although reports are available on group behaviour associated
with unsuccessful organisational outcomes and these are reviewed later.

Early research by Stroop (1932) found that group interaction produces a higher
degree of creativity in relation to a potential solution to a problem than an indi-
vidual does, although others (Taylor efal. 1958; Lamm and Trommsdorff 1973)
subsequently noted exceptions to this observation. Lamm and Trommsdorftf’s
(1973) and Taylor etal.’s (1958) research on idea generation through brain-
storming exercises has shown that individuals outperform the group by a factor
of 2:1, and the individuals’ ideas were found to be more creative than those of
the group. The main finding from their research was that the process of group
pressures inhibit participation by some members. Individuals were found to parti-
cipate less in small groups when they perceived their skills to be inferior to other
group members (Collaros and Anderson 1969), a finding supported by Emmitt
and Gorse (2003). In a parallel research project undertaken over a five-year period
we found that groups of four, five and six project management students consist-
ently underperformed in brainstorming (also known as information showering)
activities compared with the combined results of individuals working separately.
We found that turn taking, turn blocking, fear of embarrassment and the loss of
concentration all had a detrimental effect on the group’s ability to generate ideas.
As a general finding each individual would produce fewer ideas than the group,
but the combined output of the individuals outnumbered that of the bona fide
group. Although the individuals were more productive than the groups they could
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not benefit from the evaluation of ideas within the group setting, which may be a
disadvantage. Although some individuals find it difficult to interrupt others, gain
the floor or generally participate in group discussions, when rules and structural
mechanism were introduced to ensure that members take turns or all participate
in the discussions the natural flow and development of decisions became further
hindered, when compared to the unstructured bona fide group. While mechanism
to ensure each member participates often reduces the effectiveness of the group,
individuals who are not confident speakers often benefit from the experience,
gaining confidence and improving communication skills. Over time, groups that
have structures or rules imposed do improve their performance as they become
more accustomed to the framework in which they have to work.

When working independently some individuals produced a comparable number
of ideas to that of the bona fide group. However, when individuals who show signs
of exceptional performance are placed together in a group, similar productivity
benefits may not be achieved. Belbin (1981, 1993, 2000) found that groups of
highly intelligent individuals often performed worse than that of a randomly
formed group. This is because groups of highly intelligent people often have
difficulty in agreeing on whose idea is the best.

Brown’s (2000) review of group communication research indicates that the eval-
uation of ideas may be better dealt with in groups where different perspectives can
be used to analyse ideas. While individuals and groups can both improve and limit
idea generation and the evaluation of ideas, it is always important to consider the
task and the attributes required from the individual or group. From the research and
literature that surrounds idea generation and evaluation it is clear that for complex
problems elements of the task should be broken up into individual and group
exercises combining the attributes of individual and group problem solving.

Campbell (1968) reported that the contribution of more than one person increases
the potential to solve complex problems quickly. Typically, in laboratory studies
of human problem solving, subjects are presented with just sufficient data to solve
the problem. However, a prime obstacle to solving ‘real life’ problems is selecting
the relevant data from the body of superfluous, irrelevant and possibly misleading
data. In line with this logic, Campbell conducted an experiment testing the subjects’
ability to determine a sequence of codes from various words. Students were tested
on their ability to solve the code when the data was just sufficient and where data
irrelevant to the solution was included. Campbell found that the subjects generally
take longer to solve problems where they had to differentiate between irrelevant and
relevant data; this is something thatis worth remembering when attempting to under-
stand real life problems. More interesting, the results show that individual members
could at the outset adopt a route that would lead to the solution. Some individuals
appear to have the ability to instantly separate the relevant from the irrelevant data,
although when more than one person is working on the same problem the chance
of finding appropriate information in a shorter time period is increased. Although a
laboratory experiment (and notreally a group exercise), the research does provide an
example of a situation where the ability to solve difficult problems is increased when
more than oneindividual contributes. Incommercial environments participants must
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explore the various options and solutions available to them when solving problems.
Although Campbell attempted to move laboratory experiments closer to the real
world by requiring subjects to select the relevant information from the irrelevant, in
complex problems people are rarely limited to just one solution. Laboratory research
provides insight into problem solving and decision-making behaviour; however,
it is likely that group behaviour in commercial organisations is more complex.

Interaction and compatibility of group goals and individuals’ goals in
multidisciplinary teams is fundamentally different from the corresponding process
in unidisciplinary groups (Cartwright and Zander 1968; Lieberman et al. 1969). In
unidisciplinary groups the objectives of each individual are likely to be similar
to those of other members, while in multidisciplinary groups there is likely to
be larger variation in objectives (Wallace 1987). Differences between group
members may make the establishment of team goals difficult and reconciling indi-
vidual objectives with the overall group objective may be equally problematic,
resulting in ambiguity and group conflict. Bales (1953, 1958, 1970) suggested
that role ambiguity may lead to apathy towards overall goals, disrupting the
early stages of group development and interfering with the implementation of a
compatible social structure for the group. Establishing the aim of the group and
the role of the individual and developing a group structure that aligns individual
skills towards the goal are important. Incompatibilities and ambiguity will cause
problems and so conflict within the group may be a natural way of (re)aligning
group behaviour or conversely disrupting the group as it develops, changes and
new information is considered by group members.

Multidisciplinary teams have also been found to propose and consider a wider
range of solutions to a problem when attempting to arrive at an overall solution
(Ysseldyke et al. 1982). Although Bales suggests that multidisciplinary teams may
appear more productive in terms of alternative solutions generated during interac-
tion, this could be a result of goal ambiguity. Yoshida etal. (1978) examined the
content of multidisciplinary group interaction and classified it into: contributing
information, processing information, proposing alternatives, evaluating alternat-
ives and finalising decisions. They found that the frequency of the individuals’
participation, their perceptions and their contribution to multidisciplinary teams
varied more than that in unidisciplinary teams.

Yoshida eral. found that the stronger combined group forces often overruled
individual expertise and experience. Thus, group consensus may go against expert
opinion and information. Contrary, work by Littlepage and Silbiger (1992) found
that, regardless of uneven and skewed participation rates, groups were able to
recognise and use individual expertise confidently. In their study, 324 college
students were assigned to 1, 2, 3 or 10 person work units and were asked to
complete 20 multiple choice questions. When answering the general knowledge
questions they were also asked to indicate how confident they were that the
answer given was correct. A second part to the study controlled participation
in the 10-person groups. Subjects were given 5 coloured cards and 10 white
cards. Members deposited one card in a box each time they spoke. The coloured
cards were deposited first. Once a subject had deposited all of their cards he or
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she was not allowed to speak again until all other members had deposited all
of their coloured cards. The use of the cards resulted in a greater distribution
of participation amongst members, but it did not increase the groups’ ability
to recognise individual expertise. Participation may not necessarily be the most
dominant influence in recognising group expertise.

When repeating this experiment we found that the use of the coloured card
system resulted in ‘stuttered’ interaction. Those most reluctant to contribute
largely controlled the pattern of interaction. Reluctant members still suffered
from an apparent inability to contribute at the same speed and with the same
fluency of other members. When the exercise was repeated a number of times, the
most confident interactors improved their ability to encourage the more reluctant
members to contribute. Eventually the flow of the participation improved and
the reluctant members’ contribution was strengthened. Over time, the learning
gleaned from repeated exercises helped to improve the group participation
dynamics. These experiments seem to suggest that group members need to prac-
tice to make more distributed patterns of interaction work. To do this they
need to be educated and trained in the use of turn taking and helping others to
communicate.

Gameson (1992) found that construction specialists would rely on their own
knowledge rather than suggesting that others should be consulted. Specialists
were more inclined to sell their specialism rather then recognising the attributes
and knowledge of other specialists. The competitive nature of professionals does
seem to have an effect on professionals, such that they avoid exposing their
knowledge gaps to others. Lee’s (1997) investigation, based on a laboratory
experiment involving 153 participants and a hospital field study, made similar
observations; results showed that even when professionals experience difficulties
in solving a problem due to limitations in their knowledge, they tended to
rely on their incomplete knowledge rather than consulting a specialist for help.
Lee found that this was particularly prominent in male participants, although
as the females assumed higher status positions they also became associated
with the trait of not openly asking for assistance. Mabry’s (1985) laboratory
study of 44 student groups using the Bales’ IPA method found no difference
in the level of questions used by groups composed predominantly of males or
females. So, gender difference may not be an issue in the use of question asking
and information seeking, although construction participants who think they hold
key positions may be reluctant to seek help, request more information or ask
questions that may be perceived as revealing gaps in their knowledge. High status
professionals may still use probing questions to contest the knowledge of others,
query the nature of information and/or to undermine other contributors, but may
avoid openly asking for help.

Effective communication

Communication is critical to business. The information fed into and subsequently
held within the organisation is used to make decisions (Cyert and March
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1963; Kreps 1989). Effective communication in decision-making is required to
share understanding of problems and discuss the various solutions (Gouran and
Hirokawa 1996). Hosking and Haslam’s (1997) observations of business relation-
ships found that informal conversations within organisations were an important
process for understanding what were considered as ‘taken-for-granted’ state-
ments; thus, conversation was essential to overcome ambiguity. The importance
of background information, clues and what may be considered ‘small talk’ is
important for building relationships and thus crucial for developing an under-
standing of unfamiliar contexts. Being able to enquire further into subject matter
without the fear of embarrassment, ridicule or risk of offending others is achieved
primarily through interpersonal interaction, which helps to build relationships
and hence establish contextual information. Research is required to show how
such behaviour is structured and takes place in a construction context.

Hollingshead (1998) identified the importance of overt interaction to decide
responsibility. Her laboratory experiment, which involved 88 couples tasked with
learning and later recalling words in 6 different knowledge categories, found
that different communication practices affected the ability of the dyad to recall
information. Hollingshead found that when members of a group are tasked with
a problem, they became specialists in some areas but not others, and all members
came to expect each participant to access information in specific domains; thus,
each individual took responsibility for specific tasks. Specialisation reduces the
cognitive load on the individual, while also providing the group with access
to larger amounts of information. Newcomers must communicate to explicitly
identify responsibility for gathering and processing specific information; making
assumptions about responsibility for problem solving results in less effective
teamwork and duplication of tasks. In groups it is necessary to know who is most
knowledgeable and skilled in specific areas so that people can assume key roles
in related tasks. When members freely interact and openly disclose information
other members gain access to, and clues about, a member’s knowledge and
skills. Such information is key to establishing informal group roles and hence
the effective use of the group’s knowledge (Figure 3.1).

Over time, the knowledge of each member’s skills and attributes should make
the group more effective. Roles and responsibilities can be assumed and the most
appropriate person can be quickly allowed to undertake the task, without the
need for lengthy discussions to determine who has the necessary skills or know-
ledge. Effective groups in industrial settings are those that are more productive
and meet the organisation’s objective. Shepherd (1964), drawing on previous
communication research, suggests that successful groups have open and full
communication; information, ideas and feelings are exchanged, and, no one holds
back. However, without placing this view in context with other communication
studies, the statement is quite naive.

A good example of interaction where feelings are exchanged openly and ‘no
one holds back’ can be seen in the behaviour of children, which Bales (1950)
described as unorganised and unrestrained. The behaviour of adults is far more
sophisticated, with emotional interaction often restrained to a bare minimum
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Exchanges are needed to establish and structure the
relationship. As information is exchanged, important
attributes of each individual will be shared and used.

disclose:

Skills
Knowledge
Expertise
Experience

and

Willingness to share and
help

Figure 3.1 Identifying individual attributes and using them within a group situation

(Bales 1950). Interaction differences in adult groups are often subtle (e.g. Bales’
1970 review of 21 adult group studies). Thus, while restrained by adult norms,
more open exchanges of ideas and emotions, as described by Shepherd, may
be more productive. Overuse of emotion can easily stray outside what may be
considered ‘normal’ behaviour, yet relevant use of emotion is known to be highly
effective (Goleman 1996; LeDoux 1998). The use of appropriate emotion can
be used to build relationships and help to generate desired behaviour (Goleman
1996). While adult behaviour tends to restrain use of emotion, being able to
respond to and use emotion is important for building, maintaining and structuring
effective groups.

Groups that have been found to be more productive are said to have a structure
that is suited to their function (Hare 1976). The high level of productivity is
achieved not only because they have procedures for solving problems but because
the group is stable and less time is devoted to status struggles (Heinicke and
Bales 1953; Hare 1976). Similarly, the members are aware of each other’s skills,
attributes, knowledge and roles and only a relatively small amount of discussion
is required to organise tasks.

Various arguments have been presented regarding what improves the effect-
iveness of group communication; however, the nature of the improved interaction
is often task specific. Research by Meister and Reinsch (1978) and Woodcock
(1979) found significant communication skill deficiencies often arise at times
when effective communication skills were most needed.

Group development and group norms

The development of the construction team will have an effect on the group’s
interaction and vice versa. Similarly, the strength of the professional relationship
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between designers and managers and their ability to resolve problems will also
be a function of their interaction behaviour. Achievement of a group’s goals
depends on concerted action and so group members must reach some degree of
consensus on acceptable task and socio-emotional behaviour before they can act
together (Hare 1976). Interaction has been described as task specific and social.
The social element of interaction is developed through emotional exchanges
that are used to express a level of commitment to the task and other members.
To accomplish group tasks, relationships need to be developed and maintained.
The level of interaction associated with maintaining, building, threatening and
breaking-up relationships will be a function of socio-emotional interaction and
will be subject to group norms.

A group’s behaviour develops and changes over the period of interaction.
Even the behaviour of children becomes more structured over a series of meet-
ings (Socha and Socha 1994). As task groups attempt to solve problems, they
undergo changes in terms of their attitude and behaviour towards each other
(Hoffman and Arsenian 1965). Groups go through a process of learning (Wallace
1987), which can result in changes to structure as the group moves through a
range of social, emotional and developmental stages (Bales 1950). Two vari-
ables that are said to affect the group development are the length of time that
a group has existed (Lieberman eral. 1969) and the number of occasions that
the group has previously met (Hoffman and Arsenian 1965). Both factors are
important in a construction context. Borgatta and Bales (1953) studied groups
using the IPA method and found that when people have taken part in a series
of meetings on related subjects and different people are present in each of the
previous meetings (a common occurrence in construction meetings), group parti-
cipation is the same as if the group had met for the first time. This would tend
to suggest that construction meetings are not overly productive. Bales (1950)
found that this phenomenon is due to the group’s socio-emotional development.
Individuals are not aware of the group’s social and emotional norms, nor does
the group know how the individuals will react to the group norms. Thus, a socio-
emotional framework develops and re-establishes itself when new actors enter
the group.

Initial group meetings necessitate the formation of socio-emotional structure
and a participation strategy that will be used to access information, develop
group knowledge and make decisions (Cartwright and Zander 1968; Shadish
1981). When actors have experience of the subject being discussed but have not
experienced interaction in that group setting, they are more likely to use task-
based interaction rather than socio-emotional interaction (Bales 1953). Socio-
emotional communication emerges later once the newcomers are familiar with
the group members and the group norms. Although task-based discussions build
understanding, socio-emotional interaction is a fundamental part of any decision-
making process. Agreeing and disagreeing are socio-emotional communication
acts (Bales 1950). Equally, emotion is used to show support and concern. In
groups it is the socio-emotional interaction that regulates interaction and provides
the framework against which decisions are made.
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Development of group norms

Although the behaviour and characteristics of groups change and develop over
time, it is well known that groups develop (and are subject to) behavioural norms.
Newly formed groups will develop relatively stable patterns of interaction as
they mature (Heinicke and Bales 1953; Keyton 1999). Scheerhorn and Geist
(1997) describe group norms as the recurrent patterns of thinking and behaviour.
Anderson eral. (1999) make a distinction between rules and norms, noting that
members come to accept norms as their way of being a group and doing group
work, whereas rules are agreements about how to behave appropriately. The
norms of group behaviour may be specifically associated with the reason or
purpose the group formed, or the task, or they may be attributable to the group
make-up.

Group norms may change as members adapt to changes in context. In almost
every situation there are a number of specified roles, environmental clues or
repertoire of acts that provide information about how the individual is supposed
to interact (Jackson 1965), and these vary from one situation to another (Furnham
1986). It is important to note that the norms found in laboratory groups (groups
created for the purpose of studying group behaviour) have been found to be
different from real life groups, or bona fide groups (Ketrow 1999).

The expectations of the way members are supposed to act are articulated into
implicit rules that are adopted by the group to regulate its members’ behaviour
(Jackson 1965; Fledman 1984). Such norms and rules are said to provide powerful
control over the group. While there are rules and norms that are explicit, it is
those that are implicit that have the greatest direct effect on relational beha-
viour (Keyton 1999). It would seem that norms are the least visible yet most
powerful form of social control that can be exerted on a group (Bettenhausen and
Murnighan 1985).

Group norms can be so influential that some members will express a
judgement differing from the one they hold privately (Hare 1976; Hackman
1992; Schultz 1999). Fledman (1984) has identified four ways that norms are
developed:

e Norms can develop from behaviour and statements made by leaders and
other influential members.

e C(ritical events in the group’s history can establish a precedent. Keyton
(1999) offers an example of this, suggesting that, when members are faced
with a deadline, the group may change from the normal leisurely pace of
interaction to a faster pace to ensure the deadline is met. The group uses
previous responses resulting from tasks and demands undertaken that have
set an implicit response or framework for the situations and other similar
situations.

e Norms may simply develop from repetitive behaviour patterns. Such patterns
are particularly prominent in certain seating configurations (Ketrow 1999),
formal events and meeting procedures (Sunwolf and Seibold 1999).
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e Members can import group norms from previous group experiences (Katz
and Kahn 1978; Anderson etal. 1999). Where members have worked in
other groups they may assume that a new group operates in the same manner,
and if enough members accommodate the behaviour it will develop into a
group norm.

Newcomers need to observe the communication behaviour and practices of
other members so that they can understand the group culture and participate
in it (Trujillo 1986). When new groups form, they establish beliefs, values,
norms, roles and assumptions as a result of communicative behaviours that
uncover similarities and differences (Fledman 1981; Anderson etal. 1999). An
individual’s actions and behaviours are also influenced by his or her motives for
membership, positions and role (Zahrly and Tosi 1989). It is clear that norms
formed through communication affect group interaction and decision-making.

Norms and decision-making

A number of case studies focus on how norms are used by groups (Hirokawa and
Salazar 1999). Rules and norms are habitual, forming a backdrop or structure
against which decisions are made (Larson and LaFasto 1989; Hackman 1992).
These and other studies have shown that norms can have positive and negative
effects on the decision-making process (Janis 1982; Senge 1990). They can
encourage cohesion and agreement, suppress critical inquiry (Janis 1982; Cline
1994), reduce political input and increase rational discussion (Senge 1990).

Looking more specifically at language, Giles (1986) noted that communic-
ation behaviour reflects the norms of the situation; however, it is often the
communication behaviour and language that is used to define, and subsequently
redefine, the nature of the situation for the participants involved. Group norms
are powerful and will affect the way actors interact within the group; however,
some individuals are able to exert such a strong influence that it changes the
group norm.

Individuals who deviate, and are exempt, from norms

Group norms affect all members of the group; however, Keyton (1999) has
suggested that high status members might be exempt from the norm expectations
that others are expected to follow. Generally, it is assumed that if a member
deviates from the group norms the other members will react in one of three ways
(Hackman 1992):

e  Group members may try to correct the behaviour, normally through pressure
outside the group environment (a form of informal diplomacy).

e [f deviation persists, other group members may exert psychological pressure
through communication within the group, placing the deviant in an ‘out-of-
group’ position (which the majority of people find uncomfortable).
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e Finally, if deviation presents an acceptable alternative to the group norm and
the behaviour (stance) is maintained over time it can influence other group
members to accommodate the alternative norm.

The way a group interacts and behaves can be changed radically by the
presence of one or two newcomers. For example, one may consider the actions
of a group of children playing and the change of behaviour when the school bully
enters the group, or the behaviour of teenagers and the changes that take place
when parents enter their environment. The most striking change of behaviour in
professional settings seems to occur at relatively informal events, for example
sports functions or in corporate boxes etc. when a chief executive unexpectedly
enters the room or comes into close proximity of colleagues who would not
normally interact with their highest ranking professional. Informal chit-chat and
banter often stops when the director or CEO arrives, the mood changes and
the focus is now on the high status member. The actions and behaviour of the
chief executive then seems to be the strongest indicator of the group behaviour
that follows. Although anecdotal, these recollections of high status individuals
changing group behaviour are easily recalled.

Bales’ interaction process analysis

Much of the research reviewed in this book so far has used content analysis to
observe, record, measure and hence analyse group interaction. Most of this work
has been developed from the seminal work of Bales (1950), which made a clear
distinction between task-based and relational communication (Keyton 1999) and
conceptualised the group as a social system (Mabry 1999). The early work of
Bales (1950, 1953) did two things: it provided a system for categorising commu-
nication acts (Interaction Process Analysis), and it established the theory of phase
movement during group communication (equilibrium theory). IPA provides a
detailed method for observing and coding group members’ communicative beha-
viour, at a micro-level, so that their interaction can be isolated, recorded, and
subsequently interpreted (Schultz 1999). Bales’ IPA is one of the most widely
used research techniques to study overt group interaction in the social sciences
(Mills 1967; Hartley 1997), with application to the construction field limited to
the doctoral work of Wallace (1987), Gameson (1992) and Gorse (2002).

The IPA system specifically focuses on task and emotional communication
acts (Figure 3.2). The task acts are categorised to capture neutral emotional
exchanges of information, the exchanges needed to achieve group goals. The
emotional categories are separated into negative and positive reactions. The socio-
emotional categories are those used to develop and maintain group relationships
(Hare 1976).

The publication of Bales’ IPA shifted attention from issues of reasoning and
the individual’s oral style to trying to explain how patterns of communication
constitute systemic processes, influencing group integration and performance
(Mabry 1999). IPA provides a method of breaking communication down into



NUMERICAL CATEGORY DESCRIPTION

ID

1 SHOWS SOLIDARITY — raises others’ status, SOCIAL-EMOTIONAL
gives help, encourages others, reinforces AREA
(rewards) contribution, greets others in a Positive reactions.
friendly manner, uses positive social gesture. Behaviours used to
encourage commitment,
2 SHOWS TENSION RELEASE - jokes, laughs, help build and
shows satisfaction, relieves or attempts to strengthen relationships.
remove tension, expresses enthusiasm,
enjoyment, satisfaction.
3 AGREES - shows passive acceptance,
acknowledges understanding, complies,
co-operates with others, expresses interest and
comprehension.
4 GIVES SUGGESTION — makes firm TASK AREA:
suggestion, provides direction or resolution, NEUTRAL
implying autonomy for others, attempts to Input and attempted
control direction or decision. answers.
Acts used to develop
5 GIVES OPINION - offers opinion, evaluation, information,
analysis; expresses a feeling or wish; seeks to understanding and
analyse, explore, enquire; provides insight and control.
reasoning.
6 GIVES ORIENTATION - provides background
or further information, repeats, clarifies,
confirms; brings relevant matters into the forum,
acts that assist group focus.
7 ASKS FOR ORIENTATION — asks for further TASK AREA:
information, repetition or confirmation. Acts NEUTRAL
used to request relevant information and Questions and requests
understand the topic. Acts used to seek,
analyse and explore
8 ASKS FOR OPINION - asks others for their information and request
opinion, evaluation, analysis, or to express how direction.
they feel. Act used to request or explore
reasoning.
9 ASKS FOR SUGGESTION — asks for

suggestion, direction, possible ways of action.
Requests for firm contribution, solution or
closure to problem.

Figure 3.2 Bales’ 12 interaction categories (Adapted from Bales 1950: 9)
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10 DISAGREES - shows passive rejection, D
formality, withholds help, does not support view
or opinion, fails to concur with view, rejects a
point, issue or suggestion.

SOCIAL-EMOTIONAL
AREA

Negative reactions,
Behaviours used to

11 SHOWS TENSION - shows concern, E reject task information,
apprehension, dissatisfaction or frustration. question commitment
Persons interacting are tense, on-edge, Act that and threaten
express sarcasm or are condemning. relationships.

12 SHOWS ANTAGONISM — acts used to deflate  F

others’ status, defends or asserts self,
purposely blocks another or makes a verbal
attack, expressions of aggression and anger.

Examples of communication associated with each category can be found in Appendix A1
LEGEND

A Problems of orientation D Problems of decision

B Problems of evaluation E Problems of tension management
C Problems of control F Problems of integration

As task acts move from Ato C Emotional intensity of

greater effort is extended communication act increases from D
towards control and closure. to F.

Figure 3.2 (Continued)

predefined categories, from which the structure of group interaction can be
analysed. To some extent the predefined categories determine and hence limit the
data being captured; nevertheless, the method allows for scientific investigation
into task and emotional interaction. It can be used to look at interaction trends,
more specifically it can be used to identify where and when certain types of
behaviour occurs and to identify responses to those behaviours.

Strengths, limitations and application of Bales’ IPA

Bales’ IPA system and the studies that have developed from it (Bales and
Strodtbeck 1951; Bales etal. 1951; Psathas 1960) have been particularly influen-
tial in helping to develop an understanding of interaction as a part of the group
process (Gouran 1999). The work of Bales and others using the IPA method has
provided a basis for the view that groups constitute systems; and that communic-
ation within the group exhibits regularities, especially in the development phases
of group interaction (Gouran 1999). Mills (1967) and Brown (2000) have claimed
that there are few methods for collecting empirical data of group interaction and
behaviour that are better than Bales’ IPA. Furthermore, they suggest that the
method has provided important insights into group interaction, classifying direct,
face-to-face interaction as it actually happens.
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Bales’ (1950) initial argument was to assume that any group is ultimately
directed towards the achievement of a task. Thus, the group has a function and
moves through different stages of interaction behaviour to achieve that function.
Using the IPA coding system, analysis of the group and individuals’ interaction is
possible. The empirical method can provide operational substance to interaction,
showing the stages, phases, conditions and occurrences that can result in specific
conditions or problems (Bales and Strodtbeck 1951). The method has led to the
discovery of certain regularities and tendencies (Talland 1955; Psathas 1960;
Mills 1967; Brown 2000). Once identified, the patterns of interaction that tend
to result in specific behaviour can be used to great effect, or if necessary the
interaction can be moderated so that the undesirable outcome is avoided (or
mitigated).

The main strength of Bales’ IPA is its ability to examine different types of
groups. The method offers a generic system that is not specific to one context
(Stone etal. 1966; Olmsted 1979). The methodology has been successfully used
to analyse: labour mediations (Landsberger 1955); three-person family units that
contained a normal or schizophrenic child (Cheek 1965); undergraduate training
groups (Stone eral. 1966); leadership (Katzell efal. 1970); construction profes-
sionals during initial meetings with building clients (Gameson 1992); issues
confronting both co-located and virtual design teams (Bellamy etal. 2005);
children’s task group communication (Socha and Socha 1994); primary school
children, adolescent groups, groups of chess players, university discussion groups,
and interaction between married couples (Bales 1950); 21 different studies of
adult groups (Bales and Hare 1965); adult group norms (Bales 1970); Bell’s
(2001) observation of child protection teams; and interaction in construction
teams (Wallace 1987; Gameson, 1992; Gorse 2002). The Bales’ IPA system is
said to offer a full repertoire of verbal acts, although a few limitations have been
noted (Furnham 1986).

It is evident from a review of the literature that the Bales’ IPA may be
successfully applied in a wide variety of situations, although a few researchers
have noted some difficulties in specific situations. For example, Socha (1999)
found that the system was difficult to apply to studies of the family unit. McGrath
(1997) claimed that the Bales’ method was formulated as a tool to discover and
support a theory. McGrath claims that no matter how general a functional coding
system may seem, and no matter how neutral the categories, the system always
represents a particular perspective and thus may not be useful in all situations.
The problem with any classification system is the categories are predefined
and determine what information is collected. Data that does not fall within
the categories is missed or assembled with a category perceived as closely
related. Poole eral.’s (1999) critique of IPA research explains that special coding
functions may be necessary in some ‘special’ situations, such as the examination
of legal proceedings.

Bales’ IPA has 12 categories, illustrated in Figure 3.2. Each category is
developed from a vast body of explanation that is supported by rules and these are
applied regardless of terminology that is specific to context. Indeed, as already
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discussed, the system is generic, allowing the researcher to ignore terminology
and concentrate on the intended nature of task-based and socio-emotional interac-
tion. The system is not used to evaluate the content of a specific communication
act (unlike, e.g. audio recording and transcription). Bales has argued that if a
specialist system for identifying subject-specific interaction is developed it is
limited and tightly bound to the original research context, and this makes it
difficult to use for other research. However, a context-specific system is often
required. Wallace (1987) combined and developed a bespoke system, using parts
of Bales’ IPA and other methods; however, the combination severely limited its
potential for use in other contexts. Because Wallace developed his own system
with additional categories mixed in with the IPA system it is not possible to
compare the work of Wallace to others who have used the IPA system in its
original form. Gameson (1992) took a slightly different approach, using two
systems separately, IPA and a bespoke system. The IPA system was applied
in its original form in accordance with the Bales (1950) protocol. Gameson
(1992) stressed the importance of using the documentation provided by Bales
for producing reliable and valid data. This means that the results pertaining to
Gameson’s research can be compared to other research using the IPA method,
whereas Wallace’s research cannot. When considering how data is to be collected
from within construction teams it may be necessary to use one or more systems
so that data can be triangulated; however, we would urge researchers not to
alter well-established and respected systems, simply because it prevents compar-
ison with earlier work. Given that we need to build up a strong research base
in construction communication the tendency to invent new systems should be
tempered until we have developed a better understanding.

Equilibrium theory

Using the IPA method Bales and Strodtbeck (1951) uncovered evidence to
suggest that problem solving groups exhibited recurrent patterns of interaction,
which they identified as orientation, evaluation and control. The initial phase
‘orientation’ is marked by high levels of task-related messages in the form of
information, opinions and suggestions, and positive and negative reactions to this
information. This phase involves communication about the nature of the problem
to be solved, when actors orientate themselves within the group, identify aspects
of the task and contemplate their role. The second phase ‘evaluation’ is char-
acterised by a reduction in exchanges of informational acts, a levelling out of
opinion and evaluation, accompanied by suggestive behaviour and positive and
negative reactions. During this phase the group confronts ‘what to do and how to
do’ type issues. At this stage roles and responsibilities start to be outlined and the
group structure emerges. In the final stage, the group establishes ‘control’, this
is marked by a continued and sharp decline in informational behaviour, a slight
decline in opinionation, a reduction in the quantity of suggestions and negative
emotional behaviour, and continual increase in positive reactions. The control
phase involves deciding what to do. At the same time as the task-related acts are
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discussed, a parallel cycle of positive socio-emotional phases results; interaction
acts such as showing solidarity and tension reduction are used. During the final
stages the structure of the group has developed and is relatively stable allowing
tasks to be identified, allocated or adopted. Roles within the group are also relat-
ively clear at this stage. Bales (1953) found that in order to address problems,
groups had to move through this set of acts. To ensure that task-based discus-
sions can continue, the relationships are maintained with positive and negative
emotional exchanges. The structure of the group needs to be maintained and
adjusted as necessary taking into account the nature of task and reactions of
individuals.

Theories such as the equilibrium theory, because of their single-dimension
approach, became known as linear-type theories. This approach went largely
unchallenged until the 1970s and 1980s (Gouran 1999). Scheidel and Crowell
(1966) were the first to question this theory. They noted that interaction did
not unfold in a linear fashion and needed to take into account other internal
and external stimuli. According to Scheidel and Crowell (1966) interaction is
determined by a set of internal relationships that emerge from the elements
composing and characterising a group; at the same time the group is influenced
by other elements from external environments. Inspired by the work of Scheidel
and Crowell (1964, 1966) Poole (1981, 1983a,b) also found evidence to support
the multiple sequence models. The view was that group interaction progressed in
many different fashions, constantly changing and adapting, rather than through
linear development. Poole (1981) argues that group acts are contingent on task
and situational factors, and that multiple sequences of phase movement are caused
by such variables as task characteristics, group composition and the level of
conflict evoked by task issues. Bales (1950) had also claimed that the same
factors affected interaction, but this appears to have been overlooked by others.
The arguments over unidimensional and multidimensional methods of studying
interaction continue; however, theories developed from both approaches have
contributed to the understanding of group dynamics. Neither approach offers a
comprehensive picture of the multidimensional nature of group communication,
but both provide valuable insights into the interaction process.

System for multiple level observation of groups (SYMLOG)

Following the development of the IPA technique, Bales and Cohen, with assist-
ance from Williamson (1979), developed a different system for studying groups,
called SYMLOG (System for the Multiple Level Observation of Groups). This
method is an extension of the IPA system, and although it is considered to
be theoretically more complex, it is believed to be more flexible for collecting
multiple perspectives (Keyton 1999; Poole eral. 1999). Rather than limiting
observation to an independent researcher, the system is based on participant
observation of others and a self-study of internal feelings. The advantage of
participant study is that observations are not just limited to overt interaction and
behaviour, but they also capture the participants’ own feelings, judgements and
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values of themselves and other individuals within the group. SYMLOG can be
used to enquire into areas of group interaction that the IPA system cannot, but it
requires participants to complete a number of proformas. Each proforma provides
reflective data on the participant’s motives, feelings and contributions as well as
their perceptions of other members’ behaviours and interaction attempts. Tables
and grids are used to establish some consistency to the feedback gained from
each participant. With the increased number of people coding interactions, there
are increased difficulties experienced with intercoder reliability; and functions
may be attributed to ambiguous acts (Poole ezal. 1999), although the forms and
tables do provide a degree of consistency over the subject matter that would
not be achieved if each participant’s reflection of events was totally open and
unstructured. The time for each individual member to understand and complete
the SYMLOG self-study is about three to four hours for a group of five; larger
group sizes require more time (Bales 1980). Furthermore, SYMLOG is extremely
complicated to apply because of the depth of multiple analysis (Poole 1999),
and in live business projects there are real difficulties associated with applying
this type of methodology. Considering the difficulties experienced by Loosemore
(1996a, 1998b) when requiring participants to complete diary entries, the use
of SYMLOG, which uses a small booklet to collect data from each participant,
taking in excess of three hours to complete, would be impractical. Poole (1999)
notes that while the IPA has received considerable attention, the SYMLOG
system is hardly used by group communication scholars, possibly because of the
difficulties of application. Fryer eral.’s (2004) SMOT analysis is easier to apply
than the SYMLOG, yet still requires a considerable amount of time by each
participant to state their motives and thoughts regarding each group meeting.
Obtaining consistent feedback from professional participants following discus-
sions and other encounters can be particularly difficult (Loosemore 1996a, 1998b;
Gorse etal. 2000a,c).



4 Group participation and
interaction

Group participation and interaction are key characteristics of project-orientated
organisations. Participation is the extent to which individuals are involved in
group interaction, being coloured by the group norms and group development
(Wallace 1987; Anderson etal. 1999). Research into participation should also
include aspects of turn taking, the initiation of conversation, how individuals
interrupt others and if, and how, the interaction intensifies. Littlepage and
Silbiger’s (1992) research on participation and turn taking found that interaction
is controlled and dominated by a few members of the group. In moderate and
larger sized groups it is widely accepted that participation among group members
is skewed and unevenly distributed, but this does not necessarily hinder group
performance. Although participation is uneven there is some evidence to suggest
that group members become more dominant when issues associated with their
specialism become more important. Wallace (1987) found that different commu-
nication tactics were used to control specialist contributions. His observations of
construction design team interaction using a coding system adapted from Bales’
IPA found that group participation is a function of the group characteristics; with
participation varying in relation to the way the group develops.

During group interaction, actors’ participation is regulated by the feedback
or response received to their contribution. Group norms and regulatory mech-
anisms help to suppress and encourage participation. The amount an individual
contributes to discussions and participates within the group is controlled by the
behaviour of other group members. Dominant individuals will provide many of
the back-channel signals, but other members, being aware of the group norms,
may also provide signals that suggest whether continued interaction is acceptable.

Types of feedback or response signals include turn-taking signals, attempt-
suppressing signals and back-channel signals. The speaker gives turn-taking and
suppressing signals, which are used to defend the right to continue speaking on
the same subject or with the same level of emphasis. Back-channel signals are
communication acts by other group members, such as agreeing or disagreeing
with the speaker. Members may support, disagree with, or even attempt to
interrupt the speaker through back-channels, which may help to elaborate the
discussions or conversely distract the speaker from the main point. The types of
signals and the rate at which they are used relate to the underlying group process,
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particularly the group regulatory forces. The person sending the prominent back-
channel signal will (or will not) also receive support from other group members
through sub-level back-channel signals. As well as verbal utterances, facial
expressions and body language can convey information and emotion that help
control, regulate and direct an individual’s interaction. Back-channel signals can
be discrete, subtle or overt. Figure 4.1 provides a schematic of the turn-taking
dynamics. Influential individuals who have developed communication traits that
are capable of changing participation rights can change group regulatory forces;
however, the group response is an important determinant of who controls the
meeting.

Drawing on group interaction research and the relationship between long-
term and short-term agreement, Meyers and Brashers (1999) stated that groups
use a form of participation reward system. Those who are co-operating with
the group receive communication-helping behaviours and those in competition
receive communication-blocking behaviour.

Participation is dependent on the groups’ regulatory framework, its influential
members and the individual speaker’s ability to gain the floor. Participation is
also related to a participant’s willingness to speak in the group, a factor that may
be outside the direct influence of the group process and development (Wallace
1987). An individual’s reluctance to communicate in a group may affect the
group’s participation process. Burke (1974) posits that a person’s willingness
to communicate accounts for most of an individual’s participation during group
interaction, assuming that communication takes place in a democratic group
environment. People who avoid communication are termed ‘reluctant commu-
nicators’ (Wadleigh 1997). By using a combination of self-report measures and
trained and untrained observers, McCroskey (1977, 1997) found that the parti-
cipant might feel shy due to communication discomfort, fear, inhibition and
awkwardness. Through a review of group research that had used the IPA method
McCroskey (1997) proposed a ‘willingness to communicate trait’, where some
people will initiate communication and others will not under virtually identical
situational constraints.

Speaker Key:
Q —»  Main speaker speaks and provides turn-taking
signals to others.

A

AN
Q Jl& O —»  Member trying to suppress the main speaker may
o~

attempt to interrupt.
\
\

A f N ---> Back-channel signals given by other group
> ) members offer support or reject interaction
‘ <- attempts made by the speaker and members
attempting to interrupt or suppress.

Suppressor

Figure 4.1 Turn-taking dynamics: Suppressing, supporting and back-channel signals
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In a group environment apprehensive individuals talk less than other members
and tend to avoid conflict. They are perceived more negatively and are less liked
by members who are not apprehensive about communicating (McCroskey and
Richmond 1990; Haslett and Ruebush 1999). Highly apprehensive people also
have a tendency to attend fewer meetings, avoiding situations where group inter-
action is encouraged or seen as the norm (Anderson and Martin 1995; Anderson
etal. 1999). However, Anderson efal. (1999), reporting on the findings of group
research, found that the degree of communication apprehension diminishes with
group experience.

Members who are reluctant to interact tend to make fewer comments, do not
communicate their opinions, ideas or suggestions, and tend to avoid disagree-
ment. Although they may have little influence on the direction of the group,
their presence may help support the group direction. When group members do
not openly disagree with the speaker others may be fooled into thinking that
those withholding comments are in agreement, even when they are not. If an
apprehensive actor feels that the majority of the group favour the suggestion
made, they may choose to withhold their view and accept the direction, while
privately disagreeing. Conversely, those members who interact more frequently
increase their ability to make others aware of their opinions, ideas and beliefs
and have a greater opportunity to influence the direction of the group. Confident
speakers are more likely to disagree, challenge others, and defend their own
argument; subsequently they have greater opportunity to influence the decision-
making process than those who are anxious and less vocal. In decision-making
groups, those who talk the most ‘win’ the most decisions and become leaders
(Bales 1953), unless their participation is excessive and antagonises the other
members (Hare 1976). Reichers (1987) proposes that more proactive interactors
have a greater influence on socialisation and the development of group norms.

Most groups make one or two attempts at encouraging reluctant communic-
ators, but then the confident actors choose to carry on discussions paying little
attention to less active members. Gorse and Whitehead (2002) found that some
group members are good at encouraging the less active to participate. Rather than
making one or two attempts to include reluctant communicators the influential
and active members made continued attempts using different methods, styles and
approaches. Active members used questions, prompts and gestures that provided
specific openings for the individual. In a few instances apprehensive members
became quite active. Members skilled at encouraging the apprehensive individual
to participate were also good at interrupting and controlling the participation
rights of the same individual if discussions became prolonged.

Leadership and participation

Reluctant communicators are unlikely to hold influential positions or be perceived
by others as leaders. Relationships have been found between perceived leaders
and high levels of verbal participation. Mullen etal. (1989), Bales and Slater
(1955) and Kirscht etal. (1959) found that the person perceived to be leader by
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group members and observers is the most frequent contributor, being responsible
for 50-70 per cent of the participation in groups. One of the problems with the
theories that link the group process and leadership is that the studies draw on the
perceptions of the group members and their perceptions are often coloured by
dominant individuals. Considerable research has shown that those who dominate
interaction draw attention to themselves. When asked to nominate group leaders,
members often attribute leadership to the most active. Dominant members may
be attributed with responsibility for the actions of the group yet have limited
effect on resolution of tasks or problems. Bales (1970) found that talkative group
members draw attention to themselves through their domination of interaction.
This attention may result in other members attributing leadership to that person.
Although some actors may dominate conversations, their continuous talkative
nature may frustrate, irritate or annoy others and the dominant member’s ability
to influence group decision would be reduced.

Talk time seems to have a strong link with perceived leadership, although
there are mixed views over whether there is a relationship between leaders and
their use of interaction content (Pavitt 1999). Using the IPA method Lonetto and
Williams (1974) detected no significant differences between the perceived leader
and the other group members’ proportional use of the interaction categories.
These and similar research findings have been used to imply that leaders may
be saying nothing different to the other group members, just more of the same.
Other researchers have reported differences between high participators who were,
and were not, viewed as leaders (Pavitt 1999). Goleman (1996) posits that indi-
viduals who fail to use appropriate emotion to emphasise communication will
not gain the attention of others, may have difficulty forming relationships, and
will have difficulty influencing other actors. Trying to bombard people with
constant conversation may gain early attention, but it is unlikely that this will
always result in the dominant communicator being nominated as leader. Influen-
tial members often realise that those making the most noise have little relevant to
contribute and make efforts to encourage the reluctant communicators to parti-
cipate (Gorse and Whitehead 2002). Before we reject the dominant theory, the
turn-taking norms of the group must also be considered. Even if a person wishes
to dominate discussions, suppression and back-channel signals may be so strong
that only those with considerable communication skill and influence emerge as
the dominant communicators. The attributes of dominant communicators may be
closely associated with those of leaders.

Bales’ (1953) early studies of those perceived as leaders by the group found
that differences existed between task and relational leaders, based on their talk
time and content. Kirscht eral.’s (1959) examination of leader communication,
using content analysis and group member perceptions to identify leaders, found
that leaders offered more answers than other members. Such findings do not
support the view that leaders are simply saying more of the same thing. A problem
with these studies is that they are based on internal group perceptions and they
do not distinguish between leaders who enable groups to work more effectively
than others.
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Armstrong and Priola (2001) investigated how people who had a tendency
towards analytical and intuitive approaches (cognitive behaviour styles) used the
Bales’ task and emotional categories under simulated ‘work’ conditions. Their
research involved 100 students working in 11 teams, who were required to
produce written responses to a tender application. The students worked in groups,
discussing surrounding issues and producing the tender. Using Allinson and
Hayes’ (1996) cognitive-style index (a self-report questionnaire) team members
were assessed on their intuitive and analytic dimensions. They found that there
was a tendency for teams to select intuitive individuals as team leaders. The
intuitive subjects were more likely to use emotional interaction and initiate socio-
emotional behaviour. Intuitive members were more likely to engage in acts of
solidarity, being supportive of others, showing affection and attraction. Such
behaviour helped maintain relationships with other members. It was proposed
that their tendency to use supportive behaviour and engage in socio-emotional
exchanges was the primary reason why they tend to be more liked and respected.
However, it was also found that the intuitive individuals also engaged in greater
task-oriented behaviours than the analytical individuals, which was contrary
to Armstrong and Priola’s predictions. Earlier research suggested that intuitive
individuals would use less task-orientated behaviour than analytic members,
although such behaviour is suggested to be context dependent (Gruenfeld and
Lin 1984). The earlier research on which the Armstrong and Priola hypothesis
was based had been conducted in well-structured environments. Armstrong and
Priola considered their context to be less structured and more natural. Further
investigation is required to determine whether the findings of the laboratory work
correspond with the behaviours of construction participants in real life.

Task and relational interaction

Both unidimensional and multi-dimensional schools of thought pay considerable
attention to the relationship between task and emotional exchanges during group
communication. Scholars generally agree that the two main interrelated dimen-
sions of group life are task and social dimensions (Frey 1999). Work-oriented
groups need to maintain a balance between task and social demands (Frey 1999;
Keyton 1999, 2000). Bales (1953, 1970) found that as groups address problems,
emotions start to develop and, as a result of disagreement, tension is built up
between members as they focus on the problem rather than relationships. Bales’
observations noted that conflict, even when constructive, leads to tension that can
damage the cohesiveness of the group and threaten group maintenance; yet too
much attention to cohesion tends to stifle constructive conflict and threatens the
group’s ability to solve problems. In order for a group to be effective task issues
must be discussed, conflict will emerge, and relationships must be managed
so that they are sufficiently sustained to bring the discussion to a successful
conclusion. Cline (1994) identified the importance of functional conflict to avoid
‘groupthink’ and improve the decision-making process, but conflict may also
damage relationships between group members if not managed with sensitivity.
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Conflict often emerges from perceived failure. If group members fail to meet
their level of aspiration they may or may not try harder. Moderate levels of failure
have been found to produce greater effort towards organisation than either low or
high failure levels (Hare 1976). When the failure level is high there is a greater
chance that people perceive the task to be impossible or the chance of failure to
be so high that it is not worth the effort. Very low levels of failure may be taken
as a job achieved, but not done too well. Moderate failure, where the task is
considered tough but achievable, may present a challenge and a chance to prove to
oneself and others that the task can be achieved. Thus, moderate levels of conflict
(being related to perceived failure) may be productive. Negative feedback can
be stressful (Shapiro and Leiderman 1967) and group members need to be aware
of the development of socio-emotional tension. Debate and negative emotional
exchanges may threaten relationships; however negative emotion can be useful
if positive socio-emotional interaction is also used to maintain relationships.

Any socio-emotional tension that develops is removed by positive emotional
acts (such as showing support, joking and praising) and negative emotional acts
(such as disagreements, an expression of frustration and even aggression). Bales
found that if socio-emotional issues are not addressed in a timely fashion the
increase in tension may inhibit the group’s ability to progress its work. Bales states
that groups must maintain their equilibrium, moving backwards and forwards
between task and socio-emotional-related issues. Negative and positive socio-
emotional interaction is interlinked with the group’s task-based interaction. The
task-based interaction will provide information about possible ideas, action and
direction of the group. The positive and negative emotional signals will provides
clues about how group members feel about the suggestions and encourage others
to provide further information. Through suggestions and ideas, the subsequent
testing of them and the reaction of the group (conveyed in rational and emotional
responses), members are able to learn what is acceptable behaviour for the group.

Too much attention to task interaction limits the communication required to
build and maintain relationships. If groups are to perform effectively positive
reinforcement (agreeing, showing solidarity, being friendly and helping release
tension) is needed to offset negative reactions (showing tension, being antag-
onistic, appearing to be unfriendly and disagreeing). Negative emotions should
be expressed, although the impact of the negative act needs to be reduced
or tempered with statements that reinforce the importance of the relationship.
Subtle positive socio-emotional acts such as agreeing, joking, smiling, laughing,
praising, showing support may help reinforce the relationship.

Clearly it is important to focus on the task and disagree if necessary, but this
should not be at the expense of positive emotional exchanges that maintain rela-
tionships. Drawing on McGrath’s (1984) review of small group communication
research, Keyton (1999) suggests that positive relational acts need to be in excess
of negative relational acts to accomplish tasks successfully. It is suggested that
a larger positive to negative ratio facilitates and regulates the flow of interac-
tion among members and contributes to the motivation and satisfaction of the
members (Bales 1953; Keyton 1999).
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Bales (1953) found that after group members had dealt with a problematic
task they would diffuse negative emotions with positive emotional discourse,
returning to the task issues once the tension had been dissipated. When negative
socio-emotional interaction occurs the tension is released in stages, first through
task-related discussion, then via positive socio-emotional exchanges. The total
communication of healthy groups is said to contain several times as much
positive socio-emotional acts as negative socio-emotional acts and about twice
as much task-related communication compared to maintenance acts (Shepherd
1964). Maintenance acts being the combined total of positive and negative socio-
emotional acts.

Group members feel comfortable in a positive socio-emotional environment.
Members prefer positive feedback (Jacobs eral. 1974), and interaction that
suggests the group is effective can help to increase morale (Frye 1966; Streufert
and Streufert 1969), but too much may be counterproductive. Cline (1994) used
Bales’ IPA to analyse transcripts of groups that were known to have made
flawed decisions and found that too much emphasis on agreement resulted in
unsuccessful outcomes. In ‘real life’ groups that were found to be associated
with groupthink, the levels of agreement were ten times higher than disagree-
ment and, when groupthink occurred in laboratory studies, agreement was seven
times greater. Although groups that avoided groupthink used more positive than
negative socio-emotional interaction the difference in levels of agreement to
disagreement was much lower (ratio 5:1) than unsuccessful groups. Thus, while
the results of laboratory experiment groups suggest agreements should be several
times higher than disagreements if members are to be ‘satisfied’, such a high
ratio could be detrimental to the performance of workgroups and may result in
groupthink.

Bales (1950) also identified that some socio-emotional acts help to develop
understanding, for example when talking, communicators acknowledge under-
standing by emotional expression. Bormann (1996) and Trenholm and Jensen
(1995) suggest that when group members respond emotionally to a dramatic
situation they are openly proclaiming commitment (or not). Such expressions
strengthen the group’s social system; group members develop an understanding
of how others will react to future situations. Such behaviour structures the group’s
decision-making.

The distinction between task and socio-emotional behaviours still remains
a fundamental assumption of group communication research (Poole 1999).
However, rather than the relationship between task and socio-emotional beha-
viours, proposed by Bales in his equilibrium theory, there has been a tendency
for scholars to believe that task and social dimensions are in competition (Frey
1999). The result is that many studies have a greater emphasis on the task-based
factors, neglecting social relationship issues (Frey 1999; Keyton 1999). Keyton
(1999) points out that even when research does consider emotions, they are
usually considered with respect to their impact on task messages or outcomes
rather than their impact on relationships. In many studies, relational acts are often
found to facilitate the group development process but inhibit group performance
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(Keyton 1999). However, recent research has identified that relational commu-
nication matters on many levels, including its role in establishing the climate
and structure within which group tasks are accomplished (Keyton 1999). The
role of task and relational communication appears to be more interlinked than
previously thought.

It is clear that the use of socio-emotional interaction is important in the
accomplishment of tasks. The combined effort of the group requires exchanges
that develop and maintain the group and provides a social structure capable of
decision-making and task accomplishment. The information gleaned from the
use of Bales’ IPA can be used to estimate the effectiveness of a group as well as
individual member’s performance, allowing members to change those commu-
nication patterns that hinder performance (Schultz 1999). Use of socio-emotional
communication, which helps us to understand the meaning and value of the task
message and which can also threaten and reinforce relationships, is fundamental
to group research.

Task and relationship roles within groups

Referring to work by Bales (1950, 1953, 1970) and theorising about group
performance, Pavitt (1999) suggested that members must undertake roles to
ensure that task and maintenance goals are maintained. Concentrating on these
roles Bales (1950) found that those judged to hold positions of leadership
had certain tendencies. The most frequent talker tended to be the most highly
respected but most disliked member of the group; this role is often referred to
as the ‘task leader’. The next most frequent talker was not as respected as the
first but tended to be the most liked member of the group; this member has
been labelled as the ‘maintenance leader’, the person who was responsible for
supporting the task leader and other members of the group. The maintenance
leader ensures that the group relationships are sustained during difficult periods.
By lubricating the task discussion with supportive interludes, positive socio-
emotional relationships are maintained. Focus is on controlling the interaction so
that tasks can be discussed and relationships sustained. The maintenance leader
will be involved with the task-based discussions, but is aware of the group’s
emotional needs.

A study of interaction leadership traits by Heinicke and Bales (1953) found
that individuals who held high status would participate and contribute the most
during early meetings, with their contribution reducing in subsequent meetings.
Laboratory studies undertaken at Northwestern and Harvard University comprised
six groups of five students each, which met once per week for six consecutive
sessions. At each session, groups were given a different problem and asked to
write an advice letter or proposal stating how to overcome the problem. Each
session was audio recorded and observed through a one-way mirror. Observers
ranked the member’s displayed leadership. In controlled experiments undertaken
prior to the main research it was found that ranking of leadership by group
members and observers had a strong correlation. The status ratings were based on
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‘who had the best ideas’, ‘who did the most to guide the group’ and ‘who stood
out the most definitely as leader’. Regardless of the differences in the location of
the groups and the number of sessions attended, the trends found were the same
for the two sets of groups. Those subjects who were ranked high on the status
rating initiated greater amounts of opinions and suggestions to the group, offering
direction, and also received a greater amount of agreement from other group
members. An examination of high-consensus and low-consensus groups found
that leaders in high-consensus groups used even greater amounts of directive
communication. Conflict between high and low status members was found in
both groups, although it reduced in high-consensus groups. The successful groups
used greater amounts of information and suggestions to guide the group while
also engaging in socio-emotional exchanges. Less successful groups offered less
direction and were unable to overcome disagreements and conflict that emerged
from information exchanges.

At first, Bales (1950) failed to examine the extent that leaders were associated
with task and maintenance functions. The second problem that emerged was
that the participants’ ratings implied a distinction between two different types
of task leaders; the best-ideas person (also known as the substantive leader) and
the person giving the most guidance (the procedural leader) (Pavitt 1999). The
overall group leader was found to be procedural rather than the best ideas person
(Bales and Slater 1955). The use of suggestions and directions emerged as an
important aspect of successful groups in all of these studies.

While the split between different types of leaders in a group has been ques-
tioned, the functions of leaders have largely been substantiated. Pavitt (1999)
noted that the distinction between task and maintenance leadership functions as
well as the further divisions of the task function into substantive and procedural
appears to be sound, although it has been criticised. Wyatt (1993) found that
in certain situations, such as therapy and support groups, the task is to build
relationships, task work being the same as maintenance, and a communication
act could actually serve both roles. The extreme role differentiation between task
and maintenance leaders sometimes appears artificial (Pavitt 1999), as such roles
often change between meetings (Turk 1961). In Wallace’s (1987) study of the
construction design team, the group used social and emotional interactions to
nominate and elect the group leader and support their status. As the group tasks
changed, socio-emotional interaction was used to remove those elected, enabling
others to become more influential.

Task-based communication is often used to steer the group towards the group
goal, but it is really just a label for communication that serves a function and
does not contain any emotional content. When communication acts use emotion
they should be classed as having either positive or negative socio-emotional
context. In certain contexts, such as therapy or support groups, it would be
expected that there is a tendency towards greater use of socio-emotional commu-
nication, and while this would help achieve the group goal it would not be
classed as task-based communication. Communication acts that fall into socio-
emotional categories should be classed as such, thus Wyatt’s conclusions are
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slightly misleading. The task of undertaking therapy is emotionally intensive
and achieved through high levels of socio-emotional interaction. One may be
tempted to identify such acts as contributing to the task in hand, but they are
socio-emotional acts and signals used to establish and maintain a relationship
between counsellor or therapist and client. Studies that recognise that there is
a tendency to use more, or less, emotional communication in certain situations
should also examine what effect the communication pattern has on the parti-
cipants and what types of behaviour tend to improve the group experience or
product.

The Bales system is not used to capture the detail of the task, but is used to
identify the communication act and its overarching nature. Many communication
acts have two or more purposes. The Bales system captures that which is most
obvious to the observer. The observer uses their emotional sensitivity to capture
signals of a socio-emotional nature. Certain environments may be particularly
socio-emotionally intensive or, for that matter, heavily dependent on task-based
interaction. To further understand the nature of emotionally intensive environments
further research methods may be required in addition to the use of IPA.

Observations of socio-emotional and task-based interaction in specific
contexts

Early studies of group behaviour (Morris 1966) using IPA found that groups
exhibited regular patterns of interaction that were specific to the context in which
they were observed. When the context of the group setting is very controlled,
small changes in the group size do not have a profound effect on the behaviour
of the group; for example Bales’ (1950) observations recorded little difference
in the interaction patterns of different-sized groups of chess players (Figure 4.2).
However, quite a large proportion of problem solving behaviour is relatively
consistent regardless of setting (Mann 1961). For example, Bales’ (1970) study
of adult norms generated from 21 studies of different groups (Figure 4.3).

The characteristics of the groups (Manheim 1963) and the reason for discussion
or nature of the problems discussed can affect an interaction (Bales 1950).
Differences between groups may be subtle, yet influential. Small differences in
socio-emotional behaviour have been found to produce significant changes in
the groups’ behaviour (Hare 1976). Bales investigated a number of groups with
differing characteristics, problems and tasks to investigate these variables. The
interactions of adult groups were found to be different from groups of children. As
the children developed, their interaction patterns changed. Preschool interaction
was found to be unstructured, and high levels of emotional interaction were
observed, the interaction of the child being described as unhindered, uninhibited
and uncontrolled (Figure 4.4). The children’s emotional communication would
quickly change depending on their immediate needs. Children quickly show
their frustration and express satisfaction; adult behaviour is more inhibited and
controlled. The difference between children and adults is important as is the
way children and adults use task-based information. As adults we have learned
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Figure 4.2 Interaction profiles of different-sized chess groups (adapted from Bales
1950: 149)

to control our emotions, yet subtle use of the same emotions is used to gain
influence in relationships and groups.

The suggestions made by the children were almost entirely unsupported by
any preliminary or accompanying analysis, inference or persuasion (Figure 4.4).
Later studies of older children found that they had developed some control of
extreme emotional expression, although the amount of tension shown and tension
released, such as by laughing and joking, were found to be much higher than
adult groups (Bales 1950; Socha and Socha 1994). It is to be expected that the
behaviour of adults is more reserved; however, it is important to consider that
this is a developed, learned and controlled response. Adults may not express
their emotions as readily as children, but they may still experience the feeling
of enjoyment, frustration, being hurt, not belonging etc. Socio-emotional signals
may be suppressed when compared with children, but it would be wrong to ignore
their function and use within a group. Equally it is important to recognise and
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Figure 4.3 Norms of adult interaction (adapted from Bales 1970: 473): Based on 21
studies

understand how adults develop their task-based interaction in order to convey
information and influence others.

Adult groups do not tend to have high levels of laughing and joking, and tend
to use even lower levels of negative emotional expression (Figure 4.3). The level
of socio-emotional interaction is low when compared to task-based interaction.
The interaction of adult groups is characterised by high levels of information
giving, supported by even higher levels of explanations and opinions, while
asking for information, opinions and suggestions occurs less than half the time in
task-based interaction. The level of information and opinions is higher than that of
suggestions. Before suggestions can be made the context can be set by exchanges
of information. Exchanges of information provide background data that helps
others orientate themselves within the group and the context of the discussion.
Opinions are slightly more sensitive because they associate the person speaking
with the message conveyed, whereas suggestions are much more control orient-
ated. When offering direction an individual gives the direction that they or other
actors ought to take. Suggestion and directions are relatively hard statements,
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Figure 4.4 Interaction of preschool and 9th grade children (adapted from Bales
1950: 23) and 1st grade children (adapted from Socha and Socha
1994: 242)

when compared to that of opinions, analysis and information-based acts. Thus,
there is a continuum of sensitivity and degree of intrusion that each message
potentially conveys on other group members. Information is least sensitive to
others, whereas opinions and suggestions become potentially more intensive as
they convey self-belief and are intrusive as they have potential to engage others
into action, and ultimately direct the group. There is also a hierarchy of socio-
emotion communication acts. As a person moves from disagreeing to showing
frustration and then to being aggressive the intensity of the message increases.
Bales (1950) made several interesting observations of adult groups. His obser-
vations of a group of five married couples made two points. One was that giving
information exceeded giving opinion and explanation. Although he found explan-
ations to be higher than opinions (Bales 1950) in early studies, later work showed
that many adult groups used higher levels of information giving than giving
opinion and explanation (Bales 1970). Explanation is normally used most in adult
groups to support the understanding of information. However, in married couples
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it was claimed that the strength of the relationship might be such that information
can be presented and any inferences to the nature and meaning of information will,
in many cases, be mutually understood. Thus, when relationships are established
the degree of explanation needed diminishes rapidly. Equally, when professionals
share similar education and industrial experiences their understanding of issues
may be sufficiently similar that the degree of explanation needed may be reduced.
Gameson’s (1992) observations of construction professionals and clients found
that the primary category for construction professionals when meeting clients for
the first time was giving information, although this did vary between meetings.
The second point of interest from Bales’ (1950) study of married couples was
that the level of antagonism was higher than observed in other adult groups
(Figure 4.5). Antagonism in marital relationships may be more marked because
of the longevity of the relationship, permitting the use of extreme negative
emotional behaviour without endangering the relationship. Thus, the strength
of the relationship (or the need to maintain the relationship) may become so
strong that members feel that they are able to express greater levels of negative
socio-emotional communication in order to shape group behaviour.
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Figure 4.5 Interaction of married couples and thesis group (Bales 1950: 25) and
construction client — professional first meeting (Gameson 1992: 312-317)
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Other temporary adult relationships observed by Bales (1950) hardly used the
extreme emotional behaviours, such as showing solidarity or antagonism. The
level of negative socio-emotional interaction recorded in the study of an academic
discussion group was described as a bare minimum, accounting for only 4 per cent
of the total interaction observed. Gameson (1992) found virtually no occurrence
of the extreme emotional categories in his study of meetings (Figure 4.5), which to
some extent supports Heinicke and Bales’ (1953) work. They recorded interaction
development in two groups of studies over four and six sequential meetings.
They found that task-based communication was high in the first meeting and as
the groups progressed through the meetings there was a significant reduction in
task-orientated categories (giving orientation, opinions and suggestions) and a
concomitant rise in the socio-emotional categories (agreeing, disagreeing, tension
and support). Negative reactions were low in the first session, rose sharply
in the following session and thereafter decreased. Positive reactions increased
throughout the meetings, with a substantial rise in the final meeting. There was
also a shift from the more neutral task-oriented agreement to the more effectively
charged positive reactions. However, when participants are aware that they are
to take part in a final group meeting, increases in emotional expression could
be due to tension release as members attempt to make their final contribution.
Alternatively, it could be a result of camaraderie, as research participants are
aware they no longer have to undertake the group exercises, although this is not
stated in Heinicke and Bales’ findings. Even in laboratory settings it is difficult
to know exactly why such behaviour occurs.

Heinicke and Bales’ (1953) study also examined the different types of interac-
tion found in groups that had high and low consensus. A participant self-report
scale and observer analysis determined the level of consensus reached (a strong
positive correlation between the self-report scale and observer analysis was
found). High consensus groups showed a significant increase in solidarity and
tension release, a significant decrease in the amount of negative social interaction
and significant decrease in the amount of suggestions and opinions. It is difficult
to know to what extent such behaviours transfer to other contexts. Nevertheless,
Bales (1950) suggests that certain interaction patterns may be similar although
differences in the group exist; for example, a group dealing with a typical problem
in a different context may exhibit similar interaction patterns to other groups
addressing the same type of problem.

Issues to consider in a male-oriented context

Construction is predominantly male orientated and although gender balance is
not our main concern, we need to recognise that the type of interaction observed
in construction teams may be related to male dominance. Aries (1976) observed
the interaction of two male, two female and two mixed student groups who
met in five one-and-a-half hour sessions with the task of getting to know each
other. Using the IPA, Aries found that males were the dominant interactors
in the mixed groups. In the male groups those dominant in the first meetings
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maintained their high level of interaction throughout all meetings. In the female
group there was greater distribution of interaction tendencies. Following the
initial meetings those previously dominant encouraged interaction from less active
parties and the interaction became more distributed. When compared to the mixed
group, members of the male groups addressed more of their communication to
the group as a whole. Male members were found to be more competitive and
aggressive when with other males, attempting to dominate interaction using jokes
and information to establish their status. Females were more inclined to show
warmth and friendship in the form of joking and laughter. The differences in
interaction style between males and females were less dramatic in mixed groups.

In a later study by Hawkins and Power (1999), 39 male and 59 female students
were formed into 18 groups and asked to produce a semester paper, which
formed part of their assessment. Contrary to Aries’ (1976) results, there were no
significant differences in the participation of males and females. Using an adapted
version of Bales’ IPA, Hawkins and Power found that the use of question asking
was different for men and women. Although there was no difference in the level
of question asking, females made greater use of probing questions. Such questions
are more likely to foster co-operation and connection with others, helping to
strengthen and deepen relationships. The nature of such questions was to invite
elaboration of arguments, sharing of information and opinions, and inviting
increased participation from fellow members. The different interaction styles are
consistent with the behaviour observed by Aries (1976). Male-dominated groups
are more competitive and less inclined to pursue relationships.

IPA and multidisciplinary groups

A few researchers that have used the IPA tool refer to ‘work groups’ in their
title or abstract (e.g. Armstrong and Priola 2001), although research using IPA in
commercial and industrial environments is scarce. A publication that did report
the findings of a multidisciplinary group was Bell’s (2001) investigation of
15 child protection teams. Although not a commercial group the teams were made
up of different professionals and agencies operating in ‘real’ meetings. Group
members were predominantly female. High levels of task interaction ranging
from 83 to 93 per cent typified the discussions observed. When the proportion
of giving information, opinions and suggestions were compared with asking for
information, opinions and suggestions, all of the professionals except the psycho-
logist gave, rather than asked for, information. Consistent with earlier studies
some members were more influential and dominant than others and interaction
within the groups was not evenly distributed. Where an agency involved in the
meeting was represented by more than one member the senior representatives
would make a greater contribution than the less senior representatives. Interac-
tion was not evenly distributed across the group and would be dominated by
one or two members. As the group sizes increased the proportion of members
contributing to the meeting decreased, this is consistent with the reports by
Bales (1950, 1970). In three of the teams observed, 21 per cent of the members
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communicated less than 1 per cent of the group interaction. Bell concludes
that the lack of contributions made by many of the specialists meant that the
multidisciplinary teams failed to provide a holistic view necessary to determine
the needs of a maltreated child. Even though this context is somewhat removed
from the multidisciplinary nature of construction teams it provides a perspective
on the workings of a multidisciplinary context, and it also raises a question
as to whether specialist perspectives are fully utilised in multidisciplinary team
meetings.

Effects of closure on task and social interaction

Problem solving during the construction process is subject to the pressure of
closure. Tasks must be completed by a set time and on completion the project
comes to an end. Meetings also have timescales and must be brought to a satis-
factory close on time. Closure is defined as the desire for a definite answer to a
question, issue or problem (Kruglanski 1990). Problems experienced in construc-
tion projects must be resolved if the building is to be completed within the
scheduled duration. The need for closure is increased when time constraints are
imposed (De Grada eral. 1999). In research involving 24 four-person student
groups, engaging in role-play discussions to resolve fictional corporate prob-
lems, significantly different interaction patterns were found when the groups
were subject to time constraints. Using Bales’ IPA, De Grada et al. found lower
levels of positive socio-emotional interaction and a higher occurrence of ‘giving’
task-type interaction in groups that were subject to making decisions within a
time constraint. De Grada etal. concluded that the time pressure prevented the
groups engaging in ‘social niceties’, resulting in groups emitting a lower propor-
tion of positive socio-emotional acts. Although De Grada eral. attempted to
simulate a commercial environment by asking students to engage in a business-
related problem, a weakness of the findings when considered against a real
business environment is that the students only took part in one meeting. The
time-constrained meeting lasted 50 minutes and the unconstrained meeting lasted
66 minutes. In real commercial projects, while constrained by time factors, the
professionals would normally make decisions over a series of meetings. They also
have to sustain relationships sufficiently so that they can work together during
future meetings. The lower level of socio-emotional interaction observed in the
group subject to time constraint is still interesting. Bales (1950, 1970) claims that
positive socio-emotion is used to disperse tension that results from task-based
discussions and to maintain relationships. If the participants had been observed
over a series of time-constrained meetings interaction patterns may have been
different. Although socio-emotional interaction was less in the time-constrained
situation, both sets of results produced higher levels of socio-emotional interac-
tion than many of the earlier studies.

De Grada etal.’s profile of group discussion differed from the classic data
described by Bales (1970), with levels of positive and negative socio-emotional
behaviour being considerably higher than the norms of adult interaction proposed
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by Bales. De Grada eral. suggest that the high level of conflict and positive
social interaction could have been due to the bargaining nature of the simulated
discussions, which might have been more emotionally involving for participants
than the problem solving tasks used by Bales. The time constraint also encouraged
a conversational pattern wherein some members manifest greater dominance
of the discourse than do others. Using scales to assess individuals’ tendencies
towards closure, De Grada et al. found that those with a greater tendency towards
resolving problems quickly were more dominant in time-constrained discussions.
They also tended to adopt more autocratic styles of leadership, giving directions
to other members of the group.

Social influence and persuasion

A few works have examined the way in which individuals or groups use commu-
nication to influence others and gain compliance. A factor affecting social inter-
action is the power of each side to affect the other (Patchen 1993). Frost (1987)
used the term ‘surface power and politics’ as a label for social influence that is
used by a person to get what they want from a decision, negotiation or discus-
sion. It is suggested that people who have, or gain, greater power, use coercion,
whereas those with less power tend to submit when a more powerful adversary
uses power against them (Patchen 1993). Hare’s (1976) review of communic-
ation studies suggests that regardless of whether a person’s power is based on
legitimacy, ability to co-ordinate group activity, skill, or some other factor, the
more the person attempts to influence another person the more likely he or she
will be successful, especially if the recipient is willing to accept the proposition
and peers do not set counter norms.

Using discourse analysis to examine a city council meeting’s transcripts, Barge
and Keyton (1994) found that politicians used argument as a means of persuasion.
During an observation of a council meeting, an autocratic mayor’s power was
reduced by analytical arguments that helped to build relationships and alliances
with other members at the meeting. To create and sustain a context for his
proposition the Mayor of the council adopted an autocratic position claiming
outright authority for his argument based on position. He made an assertive
claim that his elected position gave him outright authority to decide what was
discussed at a council meeting. A council member challenged the proposition as
undemocratic. The Mayor reinforced his position, becoming even more assertive.
The council member repeatedly challenged this position by establishing a rapport
with those who were aggrieved by the Mayor’s stance. Thus, not only was the
Mayor’s attempt to dictate action challenged by the initial disagreement, but the
challenge was reinforced by support from others.

The council members and the Mayor used various influence strategies to gain
control over meeting discussions. The Mayor used simple arguments (hard control
statements proclaiming his supposed authority and power) with minimal explan-
ation as a method of claiming authority to control discussions. However, when
unsubstantiated assertions were made (by the Mayor), another member attacked
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the way the statement and position was set out. By open analysis of the statements
made by the Mayor the member in opposition was able to use the autocratic posi-
tion adopted by the Mayor against the Mayor. Attacking the unilateral nature of
the statements made and forming relationships with others achieved the challenge.
The council member who was observed to have the most influence challenged
and insulted the Mayor, questioning whether anyone who could assume such
authority could operate in a democratic way. Others were able to use their elected
positions to exercise their own opinion. Through unsuccessful use of the simple
‘hard-line’ approach by the Mayor, and successful use of insults, and by gaining
support from other members, rather than insisting on support, a coalition formed
against the authoritarian ‘hard-line’ attitude. Although De Grada etal. found
autocratic behaviour to be more influential in time-constrained situations; in this
case study Barge and Keyton show that the extremes of dominant autocratic beha-
viour prove unsuccessful if relationships are not maintained. Using suggestions,
giving direction, asking questions and disagreeing are repeatedly observed during
interaction of members who are perceived to influence group behaviour. Control
statements and negative and positive socio-emotional exchanges are clearly an
important mechanism for ensuring information is considered properly by groups.

The common thread through the literature on group work shows a link between
the way task-based information is used to provide information, analyse situ-
ations and direct the group and the need for socio-emotional interaction as a
decision-making and support tool. Socio-emotional interaction provides clues
and signals that indicate whether task information is being accepted, equally
emotional responses can be used to support and contest others.

Influence and persuasion in the business context

Influencing skills enable the development of relationships (Craig and Jassim,
1995) and are a key skill of good managers. Godefroy and Robert (1998)
claim that people with a high persuasive ability can use their skill to handle
conflicts constructively and hence to promote openness and constructive debate.
To perform effectively construction project managers need the ability to nego-
tiate and persuade others to take action (Hodgetts 1968; Sotiriou and Wittmer
2001). Creyer (1997) suggests that prior to initial negotiations there is a small
level of social persuasion which may influence the way negotiations are actually
started, potentially providing one of the parties with the ‘upper hand’ before
real negotiations have commenced. To develop a social link the negotiator needs
to tentatively get to know the other party, making comments which would not
offend and drawing out background information from the other party so that a
relationship can be developed without any initial upset. Such encounters rely
on information giving and seeking and on low level positive socio-emotional
reinforcement.

Morley (1984) suggests that one way to view negotiation is as a struggle. This
approach emphasises concealment and competitive tactics. An alternative view
of negotiation is as collaboration, a process in which parties make sacrifices
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rather than demand concessions in the pursuit of some overriding goal (Strauss
1978). Strauss divides negotiations into those that are competitive and those that
are collaborative, whereas Scott (1988) presents two contrasting styles, which are
labelled ‘competitive’ and ‘constructive’. Pruitt (1981) discusses competitive and
co-ordinative negotiating tactics and the concept of integrative bargaining. He
defines ‘integrative bargaining’ as the search for mutually beneficial agreements.
Pruitt (1981) adds to this by describing how this might involve working towards
novel or unique outcomes that could produce considerably greater benefits for
both parties than a straight compromise. It is suggested that, where parties use
collaborative strategies during negotiations, it is more likely that a mutually
agreeable solution will be produced (Harwood 2002). Both the collaborative
and competitive styles of conflict involve positive and negative socio-emotional
discussion. The collaborative method would have a tendency to maintain and
repair relationships during discussion. The competitive style would be prepared
to threaten the relationship and have a greater tendency towards extremes of
the negative socio-emotional traits. Both approaches would also use task-based
logic to explain the rationale; however, getting mutual understanding would be
far more important in the collaborative approach than the competitive approach.

In situations where negotiators or project managers feel that they have to satisfy
tough demands (e.g. negotiations with stakeholders within a project), they will
adopt a more competitive approach (Harwood 2002). However, Murray (1986)
noted that the use of a competitive approach emphasises emotional pressure.
Emotional pressure, especially if tension is not managed, may lead to distorted
communication and result in misleading information. Subsequently, the chances
of a project manager achieving success may be hindered.

Yukl (1998), Gupta and Case (1999) and Harwood (2002) all found that
different influencing tactics were being adopted at different stages of negotiations.
The level of resistance encountered by the negotiator often governed the type of
influencing technique. Yukl (1998) suggested that initial influence attempts often
involved a simple request through a relatively weak form of rational persuasion,
using task-based logic to explain the situation. However, Yukl goes on to say
that if the project manager or negotiator feels that his or her attempts are failing,
or just falling short of that required, then other types of soft persuasion tactics
will be introduced, such as, personal influence, appeals, ingratiation, consultation
or inspirational tactics.

Redmond and Gorse (2004) undertook a small study to observe and identify the
external influencing and persuasion techniques used by business bank managers
during negotiations. Managers were observed having face-to-face meetings with
potential clients, during which negotiations took place regarding possible finan-
cing of a new contract. The study was based on four senior business managers
from a major bank and their attempts to persuade various outside contacts,
including financial directors and property developers to engage in business
relations. All the business managers were involved in initial negotiations of new
projects that required funding.
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The research attempted to establish what influencing tactics, methods or tech-
niques formed part of a successful or unsuccessful meeting. When subsequent
meetings or negotiations took place between the bank and the potential client,
the meeting was considered a success. Audio recordings of the meetings were
taken between the finance directors or property developers and the business bank
managers. The recordings were then categorised using the Bales’ IPA technique
and discourse analysis. Based purely on the Bales’ IPA information, the two
successful negotiations had similar start patterns. On both occasions the banker
consciously or unconsciously started the meeting by raising the status of their
opposite members, while at the same time offering passive acceptance and agree-
ment of the information being presented. Both of these tactics were adopted
from the beginning and continued for at least the first quarter of the meeting.
These tactics were accompanied by the offering of information or by requesting
information, which was forthcoming.

The successful negotiations showed traits that were comparable to the collabor-
ative approach of negotiation. Here, the two parties readily exchange information
and seem willing and comfortable with the sharing of information. This is similar
to successful negotiating tactic observed by Hayes (1991), Strauss (1978) and
Harwood (2002). Both negotiators portray attributes of joint problem solving
(sharing information and ideas). Hayes (1991) believes that solving problems
together will lead to a more beneficial solution for all concerned. The collabor-
ative method was accompanied by the use of ingratiation-influencing tactics in
the early stages of the meeting, which in some instances was reciprocated by
the opponent suggesting ideas and changing those ideas to accommodate others
beliefs.

The exchange tactic was also used in the two successful negotiations (it is
noted that the Bales’ IPA system was not used in this part of the analysis). In
this instance the rewards for either party came about via the negotiations and
the sharing of information that was of value to the other party, at which point
benefits and rewards were identified and presented by each negotiator to their
respective opponents.

From this point in the successful negotiations, the bankers employed the use
of personal appeal tactics. The bankers, having first identified benefits to the
opponent, which may not have been recognised, adopted the use of the personal
appeals. This tactic is usually employed by opponents that are familiar with
or friends of each other, or by one person on another to test the strength of
trust or level of friendship developing (Hayes 1991; Siminitras and Thomas
1998; Yukl 1998). Such interaction makes use of socio-emotional categories to
reinforce the relationship. Based on the previous research, an influencing tactic
is more likely to be successful if the opponent perceives the tactic to be a socially
acceptable form of behaviour. This would mean that no one tactic or technique
used in isolation would prove successful or unsuccessful. Research suggests that
external influencing and negotiation is a combination of techniques (Siminitras
and Thomas 1998; Yukl 1998; Gupta and Case 1999).
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Rational persuasion is often used during negotiations. The most common form
of rational persuasion consists of logical arguments and factual evidence to help
develop understanding and explain the situation. Harwood (2002) suggests that
rational persuasion is most appropriate when the opponent shares the same task
objectives, but does not recognise the proposal in its current format as the best
way to attain the objectives. Both Yukl (1998) and Harwood (2002) recognise
that in a situation where the opponents have incompatible objectives or end
goals, this type of influencing tactic is unlikely to be successful for obtaining
commitment or partial agreement. In the two unsuccessful negotiations, it was
also found that the effectiveness of rational persuasion diminished when it was
used alone or with harder influencing tactics such as pressure and aggression
tactics. The results help to illustrate the use of different communication acts and
their use in different influencing and persuasion approaches.

Disagreement, argument and aggression

Disagreement is often seen as a negative term (Cline 1994), yet it is found in
most observations of group interaction (Bales 1950, 1970). Moreover, Cline’s
agreement—disagreement analysis of three transcripts that were used by prosec-
utors in the Watergate case, using an adapted version of IPA, found that when
groups avoid disagreement the vulnerability of a proposal may be overlooked.
In the Watergate case, participants that were locked into a groupthink frame of
mind showed a higher ratio of agreement to disagreement than non-groupthink
discussants. Groupthink occurs where individuals, within the group, do not agree,
but fail to show their concerns because of group pressure or they believe the
majority of the group are in agreement. Ball’s (1994) investigation of conver-
sations and reports of the J.F. Kennedy administration using symbolic interac-
tion analysis found that the President fostered norms of secrecy that prevented
and suppressed challenges and conflict. The lack of conflict and challenge
subsequently led to confusion during the decision-making processes. Conflict
during discussions can have positive effects on decision-making, challenging and
evaluating proposals and exposing risks of decision. However, if conflict develops
into a full dispute (allocating blame and fault), outcomes of a satisfactory nature
are substantially reduced, as the relationship is threatened.

A certain amount of challenge, evaluation and disagreement is necessary to
appraise alternatives and reduce the risks. Furthermore, Averill’s (1993) review
of anger-based research found that a typical angry episode would often result in
change which had positive benefits, and typically the relationship within which
the anger was expressed was strengthened more often than it was weakened.
Emotional expression helps others to recognise an individual’s preferred beliefs,
behaviours and actions. It exposes the structure and routine in which the indi-
vidual would like to work. In groups such expressions are needed to establish what
is acceptable and what is not and in which areas conflict is likely to occur. The
decision-making structure of a group is dependent on individuals expressing their
agreement and disagreement and working through any variance. As individuals
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work through their differences they develop a much deeper understanding of
others’ beliefs and values. However, people may choose to avoid disagreements
to enable them to pursue relationship goals, believing that disagreeing would
weaken the relationship (Wallace 1987; Cline 1994). Clearly, it is important
to expose differences of opinion and explore issues in depth, but it is equally
important to identify and respond to an individual’s values and beliefs. During
difficult discussions it is important that tension is reduced. Communication acts
that offer support and release tension can help to sustain and rebuild relationships.

A distinction has been made between argumentative and verbally aggressive
behaviours. Argumentativeness involves making refuting statements, whereas
verbal aggressiveness involves attacking the self-concept of another (Anderson
etal. 1999). Humans are extremely sensitive to negative emotional and aggressive
behaviours, and we seldom experience difficulty recognising when we, or others,
are being aggressive (Averill 1993). Our evolution and survival is partially
based on an ability to recognise aggression and respond to it by escaping
from, or confronting, the situation. Our sensitivity to negative emotional expres-
sion tends to be very sharp; actors can quickly distinguish between concern,
distress, disagreement, frustration and aggression and take appropriate actions.
Some actors are more inclined to take part in altercations or to help others
than their colleagues who may choose to avoid emotional engagement. Goleman
(1996) associates this difference with our emotional development and emotional
intelligence.

Research has shown that members who are argumentative express greater
satisfaction with communication, and perceive their groups as reaching higher
levels of consensus and cohesion, than the members who are not argumentative
but are verbally aggressive (Anderson efal. 1999). Argumentative members make
contributions that are more rational and thorough than their less argumentative
counterparts. Verbally aggressive members alienate group members. Mild forms
of aggression, such as threatening to break off talks, committing and sticking to
one position, imposing time pressures on opponents or belittling the opponent’s
argument, are often used in negotiations (Pruitt efal. 1993).

Agreement

Few studies have investigated the nature of agreement within groups, and even
less have considered what happens when group members seem to agree but
probably do not. Research that did consider this phenomenon was that under-
taken by Cline (1994). The research, based on the tapes and transcripts from the
Watergate case using IPA and content analysis found that much of the agreement
within the group discussions lacked accompanying substance. The level of agree-
ment found in the Watergate case (29 per cent of group interaction) was higher
than previous investigations of group interaction. The highest level of agreement
found by Bales and Hare (1965) in their review of 21 studies of group research
using the IPA method was 22 per cent; this level of agreement being found in a
student discussion group. Cline claimed that during difficult tasks and stressful



Group participation and interaction 77

situations, members of the group were more inclined to pursue relationship goals,
supporting each other rather than dealing with the problem and enquiring about
the risks involved. Pressure to agree may be so strong that group members may
continue to agree blandly while unwittingly consenting to their own destruction.
Such attributes are associated with groupthink.

Groupthink occurs when members of a group do not agree with statements
that are made, although they do not make their view known to others, which
results in the group members believing agreement is reached. Cline suggested a
few ways of avoiding ‘groupthink’; these included asking questions, noting an
absence of disagreement (which serves as a warning to group members to reassess
alternatives) and being aware that the risk of illusory agreement heightens as
external stress increases. Hartley’s (1997) review of communication research also
points out that a seemingly unanimous agreement by the group may disguise a
silent minority.

Meyers and Brasher’s (1999) review of group communication research suggests
that there has been too much focus on task-based attributes of interaction and
calls for investigations on the influence of emotion-based communication, for
example aggressiveness and protests and how they affect group interaction. The
Bales’ (1950, 1970) IPA tool has the capability to collect emotional data and the
potential to investigate such issues.

Defensiveness and barriers

The seminal work of Gibb (1961) is worthy of discussion at this point. Over a
period of eight years, Gibb recorded discussions and conducted a series of exper-
imental and field studies designed to investigate the arousal and maintenance of
defensive behaviour in small groups. Defensiveness can be defined as the beha-
viour of an individual when he or she perceives threat in the group. A person who
perceives threat may communicate in a guarded or attacking way. Defensiveness
of this nature will manifest behaviour patterns that are either consciously or
subconsciously recognisable to other parties. The inner feelings of defensiveness
create outwardly defensive postures. If such actions take place without question
an increasingly circular destructive response may occur. Defensive signals are
said to distort the message. When a receiver attempts to understand a commu-
nicated message they also extend their efforts towards understanding the motives
behind defensiveness, attempting to understand why someone is behaving in this
manner. Excessive defensive and aggressive behaviour distracts those engaged
in the interaction away from rational discussion. Defensive arousal prevents
the listener from concentrating upon the message. The defensive behaviour
increasingly distorts as the circular defensive behaviour continues. The conver-
sation moves from the subject matter to defensive action and reciprocal attacks.
Gibb (1961) suggests that the defensive and supportive communication can be
accommodated without changing the content of the statement. For example,
enquiring for, rather than demanding, information reduces defensiveness and
aggressive responses. McCann (1993) suggests that good communicators develop
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flexible interaction techniques, enabling a greater appreciation of the other’s
perspective.

Help-seeking and question asking

Help-seeking behaviour implies incompetence and dependence (Lee 1997), and
many professionals are reluctant to ask questions for fear of being perceived in
such a manner. Furthermore, most people are not very good at asking questions
(Ellis and Fisher 1994). Hawkins and Power (1999) summarised the findings of
previous research using the IPA method noting that 67 per cent of a group’s
total acts tended to be questions. However, using an adapted version of IPA,
which focused more on questions than other communication acts, Hawkins and
Power found that question asking constituted 16 per cent of the total turns taken
by groups of undergraduate students. Hawkins and Power also noted that the
difference in research methods could have resulted in the increased amount of
questions. However, the higher level of question asking may also be due to the
context and lack of status difference between the students.

Lee’s laboratory experiments, which investigated the number of times a person
sought help and asked questions, found that it is more likely that high status
professionals will avoid situations where they need further information, in order
to avoid asking questions and to defend their status. Lee noted that when teams
were formed of high status members the number of questions asked reduced. By
undertaking a field study of a hospital that had recently installed a new computer
system, Lee confirmed that the results also apply to organisations. All of the
nurses and physicians had knowledge gaps about how to use the computer systems
and they needed help from either the specialist assistant, who was provided to
help the staff operate the system, or those more familiar with the system. Using
surveillance equipment Lee was able to monitor how the professionals sought
help and who they approached. The results showed that the participants were
less inclined to ask for help from higher status colleagues, and higher status
colleagues were less inclined to seek assistance. In both cases, advice was often
sought in informal environments during conversations. Other research has also
found that serious and costly errors have been made in multidisciplinary projects
which could have been prevented by seeking expert help that was available at the
time, for example Capers and Lipton’s (1993) candid research into the behaviours
of engineers involved in the development of the Hubble Space Telescope. The
engineers were found to avoid interaction with specialists employed to provide
expert optical advice. The engineers’ behaviour showed that they did not want
faults to be seen by others and wanted to resolve problems on their own, even
though they failed to resolve the faults.

In Mabry’s (1989) laboratory research involving 27 female and 18 male
students undertaking unstructured tasks in 4 groups, the males asked other males
less questions compared with the females. Although asking questions is the single
most effective way to extract ideas and information (Ellis and Fisher 1994), these
studies suggest that where professionals do not understand a situation they may
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be reluctant to ask for help. Help-seeking behaviours are fundamentally inter-
personal; one person seeks assistance from another (Lee 1997). Seeking help
from others often occurs simultaneously with seeking information and feedback
(Morrison 1993). Individuals are more likely to seek help from equal status
peers (Morrison 1993; Lee 1997) and others who have helped them earlier; co-
operative patterns are reciprocal (Patchen 1993). The use of question asking and
seeking information within construction meetings requires further investigation;
however, the method used to investigate interaction must be able to differen-
tiate between interaction that is used to seek information and questions that may
expose another person’s weakness or threaten another. Some questions can be
perceived as an accusation (e.g. ‘who did that?’) and can result in defensive
arousal (Gibb 1961: 143), although Gibb notes that questions without overtones
or negative emotion do not ordinarily result in defensive behaviour. Questions
can be used to gain further information or understanding, seek help, accuse
or threaten others. The Bales’ IPA system classifies information seeking into
three categories: these include requests for information, opinion and direction.
Where questions have emotional overtones they would be classed into one of the
socio-emotional categories. It is important to see how much effort is placed on
gathering information from others and whether there is a difference in the level
of information requests between those members who are more and less effective.

Functional and dysfunctional conflict

Conlflict has been found to develop in multidisciplinary building design teams as
the group members discover their team objectives and then attempt to enforce
them on others (Wallace 1987). This is true of competitive and collaborative
arrangements. Situations change and evolve over the time frame of projects and
it is impossible to predict all eventualities: it is inevitable that conflict will occur,
for example in an attempt to avoid rework. Conflict can be natural, functional and
constructive or unnatural, dysfunctional and destructive (Huseman eral. 1977,
Gardiner and Simmons 1992). Natural conflict is described as the intended or
actual consequence of encounter resulting in stronger participants benefiting from
the clash. This is inevitable and thus plans to deal with it can be made in advance.
Unnatural conflict is where a participant enters into the encounter intending the
destruction or disablement of the other, usually with the intention of making a
financial or personal gain. This is quite a well-known strategy of less scrupulous
contractors looking to increase their profit margins on a project. One reason why
parties have a strong desire to work with those who have a good reputation or
with others where they have previously formed successful relationship is to avoid
the commercially aggressive or ‘claims conscious’ contractor. Care should be
taken when selecting the project participants. Further research is necessary to not
only recognise the aggressive ‘win at all costs’ party but to develop strategies
that can deal with them.

There is enormous disagreement over the effects of conflict on the group’s
social system and communication (Pondy 1967; Folger and Poole 1984; Ellis and
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Fisher 1994). In Farmer and Roth’s (1998) study of conflict using content analysis
of audio recordings of 29 different group meetings from employee work groups,
student groups, medical school teams, conservation committees, environmental
planning committees, physicians and funding consortia, conflict emerged in all
situations. Furthermore, conflict was found to be more prominent in the smaller
groups. While different groups handled conflict differently, many of the group
members accommodated the conflict behaviour, failing to attempt to satisfy their
own concerns. Farmer and Roth concluded that such action may result in process
losses (ideas and information being suppressed); as participants fail to argue for
their concerns the synergies from different inputs and ideas may be lost. Whereas,
when parties are assertive and co-operative, collaborating to satisfy the concerns
of all parties, delving deeper into issues and exploring disagreement, the process
gains from the aggregated group inputs. Conflict is important to expose and
explore risks and alternatives. Equally, conflict needs to be managed so that it
does not suppress information or become personal and dysfunctional and damage
relationships.

A number of reports suggest that conflict has advantages as well as disadvant-
ages, although few go so far as to say that conflict should be actively encouraged.
Loosemore etal. (2000) present a strong view on the importance of conflict
within the construction industry. Loosemore ef al. claim that indiscriminate reduc-
tions in conflict incurs an opportunity cost for construction clients. The research,
which focused on the construction phase and conflict between the contractor and
architect, and contractor and sub-contractor, found that the contractors’ attitudes
and the social structure of the construction system were receptive to functional
conflict, although not as strongly as Loosemore originally thought. Rahim’s
(1983) independent scales for measuring conflict-handling styles were distributed
to 300 site managers involved in a broad range of commercial, domestic and
industrial developments. The findings suggest that most conflicts were managed
by exploring alternative solutions, different perspectives and encouraging all
participants to engage in discussions and co-operate. Such behaviours were
believed to be most likely to result in win—win solutions. However, a considerable
proportion of the site managers’ conflict-handling style was not considered to
offer such positive benefits. Too much emphasis on compromising and obliging
by the site manager restricted the potential development of mutually beneficial
solutions. While site managers are often considered to be uncooperative and
lacking concern for others, the style of conflict management, which was least
used, was the dominating style, which places concern for self before others.
Loosemore etal. concluded that teams should foster more integrative styles
of conflict management, balancing both concerns for others and self interests.
While such approaches are encouraged, little information is presented on how
members should interact to engage in and manage conflict. Before attempting to
manage conflict, consideration must be given to the group’s regulatory system,
how conflicts emerge, how they are controlled and how task objectives can be
achieved while maintaining relationships.
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Early laboratory studies of small groups by Heinicke and Bales (1953) found
that higher status members in high consensus groups were more involved in
socio-emotional conflict than others (status was based on observers’ and subjects’
perceptions of influence and leadership). The nature of the task has also been
found to affect levels of conflict. In observation of interaction in 44 student groups
completing structured (ranking tasks) and unstructured tasks (case studies), Mabry
(1985, 1989) found that there was a higher rate of disagreement in structured
tasks. In unstructured tasks, group members had to first understand the problem
before they could disagree on issues. Using the Bales’ IPA, the levels of disagree-
ment were found to be related to high levels of information given and requested,
and lower levels of opinions. The differences in levels of disagreement were
relatively small, although significant. It is rather difficult to conclude whether
such findings are a result of what were considered unstructured and structured
tasks or the idiosyncrasies that result from different tasks.

Benefits gained from conflict include increased understanding of issues and
opinions; greater cohesiveness and motivation (Ellis and Fisher 1994). Through
argument, challenge and conflict, group members are forced to see that others hold
strong and defensible positions. Attacks on proposals will mean that members
have to defend and justify their ideas, beliefs and suggestions. When members
disagree and explore why they disagree, they expose key issues and points of
misunderstanding. If conflict is managed issues are explored in depth. Groups
that experience tension and conflict and then work through these experiences
often feel closer and stronger; Loosemore’s (1996a) research found that this
sometimes occurs following a crisis.

Disadvantages that may be experienced include decreased group cohesion,
weakening of relationships, ill feelings and destruction of the group (Ellis and
Fisher 1994). If conflict goes on too long and is not resolved, it will decrease
cohesiveness within the group; conflict between people can be distasteful and
personalised, having little relevance to the task or problem. Most people do not
like to be criticised and all conflict has a negative socio-emotional impact, which
must be recognised. When conflict takes place it is important that the impact
on individuals is tempered with some form of positive socio-emotional support.
The support does not need to come from the person who initiated the criticism,
but the group’s relationships must be managed. Groups that do not work through
conflict and repair relationships will fall apart. Conflicts that turn into disputes
incur major resource costs, can disable a company, and often results in significant
expense for both companies. The negative perceptions that develop from public
dispute often serve to damage the winning and losing parties. Emotions that
become embroiled and inflated during disputes normally mean that the issue that
was at the heart of the dispute becomes of little concern. Thus, public disputes
normally result in process losses rather than gains.

It is inevitable that conflict will occur in groups (Loosemore 1996a; Farmer and
Roth 1998). Bales (1950, 1953) recognised that individual goals associated with
performing tasks and maintaining relationships can sometimes be in conflict with
other group members’ goals. Groups and individuals must confront conflict to
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balance group and personal goals, attempting to pull the group back to equilibrium
(Bales 1953), where a balance is maintained between the task and relationships.
It is frequently argued that functional groups need to maintain relational as well
as task-based communication if they are to perform effectively, especially during
conflict (Bales 1950).

Participation: Conflict and support

Individual levels of participation in a group have been linked to group conflict and
co-operation (Ackoff 1966; Hancock and Sorrentino 1980; Wallace 1987). Using
content analysis to identify disagreement, tension and non-conformist behaviour
and measuring the number of times members participate in group interaction,
previous research has noted that as interaction increases so does the occurrence
of conflict. Wallace’s (1987) longitudinal and cross-sectional study of design
team interaction found that arguments between construction design participants
continue to re-emerge over a period of time; thus, as opportunities to interact
increase, the chances of conflict reoccurring also increases. However, Hancock
and Sorrentino’s (1980) study of group interaction found that where a group
member had previously received support from other group members he or she is
more likely to participate in a conformist manner on that subject during future
group interactions rather than engaging in conflict.

Lawson (1970, 1972) suggests that greater amounts of information increase
levels of conflict. High levels of information and conflict are often experienced
towards the end of projects. Hancock and Sorrentino (1980) found that an upsurge
in conflict may be self-propagating as a result of conflict being carried forward
and expanded. People tend to be more inclined to express their emotions when
they are more familiar with each other: thus the longer groups have been together
the more likely negative emotions will be shown. Established groups may not
necessarily experience less conflict than newer groups, but they tend to be better
equipped for dealing with it.

During a group’s development a more defined structure of interaction evolves
through the group’s regulatory procedures (Wallace 1987). Through experience,
group members learn to expect conflict in certain areas between certain members
(Lieberman etal. 1969; Schutz 1973; Hancock and Sorrentino 1980), and also
gain support from other members. Wallace (1987) supports this view suggesting
that, as the group’s socio-emotional awareness develops, the members anticipate
where potential conflict could manifest and use supportive reinforcement interac-
tions to overcome conflict between members. This allows participants to engage
in task-related elements and control discussions with socio-emotional interludes
(Bales 1950; Wallace 1987).

Deutsch (1949) suggests that higher levels of conflict in the later stages of
a group’s life tend to produce greater diversification in group members’ parti-
cipation. However, Wallace (1987) and Loosemore (1996a) found that competi-
tion and conflict between group members produce co-operation between others.
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Co-operation between subgroups was characterised by a decrease in conflict and
an increase in supportive contributions.

A certain amount of conflict within any organisation is inevitable and the exist-
ence of communication problems will make the management of conflict difficult.
The management of conflict within organisations needs to concern itself with
the reduction and eradication of dysfunctional conflict and the manifestation and
management of functional conflict, which will help discussions remain creative
and useful. When there is more than one organisation affected by conflict, such as
in a project environment, each organisation will attempt to secure their own goals
before addressing those of the temporary construction organisation (Loosemore
1996a). Loosemore observed evasive and defensive behaviour during a crisis.
Through interviews and diary reports he was able to deduce that such behaviour
was aimed at reducing or minimising increased commitment of an organisation’s
resources to the construction project.

Klob (1992) believes that a supportive group climate should be developed so
that when conflicts emerge, as they inevitably will, the group is able to repair
emotional damage and continue with the group task. Conflicts should not be
avoided but managed (Klob 1992). Bales (1950, 1953) argued that relational
damage caused by critical discussion is repaired by positive emotional expression,
such as showing support, passive agreement etc.

Group performance and outcomes

Clampitt and Downs (1993) note that intuitive links between communication
and productivity make sense. They also cited a number of surveys that showed
perceptions on this relationship were strong. However, their research, based on
the interviews of 175 employees from two companies, which were analysed using
content analysis, found that perceptions of productivity were diverse and the link
between communication and performance was more complex than previously
assumed.

There are issues that need to be considered when attempting to measure the
effectiveness of group performance. Critics of theories that are linked to outcomes
argue that assessing the performance and outcomes of group interaction is very
complex and the conclusions are far from straightforward (Billingsley 1993;
Stohl and Holmes 1993). Valid criteria for judging the effectiveness of real
world decisions are difficult to define and often conflict; what might appear
to be a successful short-term decision may result in long-term problems, and
vice versa (Poole 1999). Success is a subjective factor and what one party
perceives as success another can view as failure. The successful completion of
most construction projects normally results in some being happy with the end
product while others dislike the building or could have been against the project
from the outset.

A humanist perspective on success focuses on satisfaction of parties during
group activity or contentment with group behaviour, project-oriented perspectives
focus on achieving tasks and goals. In short-term projects, sustaining relationships
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between members may only be important to achieving the goal. The success
of long-term relationships and repeat business is dependent on satisfying both
relationship (humanistic needs) and project needs, thus there is a balance between
social and task dimensions of success.

Observers’ values, background and perspective will affect their assessment
of group performance. Poole etal. (1999) found that when different groups
of people evaluate group performance, differences are often found. External
evaluators have been found to evaluate group performance differently, taking a
more negative view of group performance than group members. Both observers
and group members are said to contain bias, and one method of reducing the bias
is for group members, external observers and specialists to evaluate the same
performance, producing a triangulated view (Poole etal. 1999).

Hackman and Morris (1975) formed and studied 108 groups undertaking
4 intellectual tasks for a period of 15 minutes for each task. The groups’
written solution output was measured against action, length, originality, quality
of presentation, optimism and issue involvement. The group interaction was
coded and analysed by a 16-category coding system. Despite their efforts, no
consistent relationship was found between the groups’ interaction variables and
performance. The conclusion reached was that the apparent complexity of the
relationship makes it difficult to develop simple explanations of how interaction
affects performance. Jarboe (1988) using IPA (as well as some unique categories)
examined the effect of input, process and procedures on the output (quality
of solution). Although Jarboe found no relationship between procedures and
quality of solutions, interaction categories that were found to have an effect on
the quality of solution were communication that involved suggesting solutions,
offering direction and generally showing autonomy. Consistent with previous
findings, direct communication has been shown to have the potential to influence
group behaviour.

Many of these studies, such as Jarboe’s, are based on member satisfaction or
broad perceptions of performance and are quite subjective. Because of the values
people hold, performance data should be clearly defined and measures should be
assessed against the defined criteria, reducing the subjective assessment. Such
objective measures do limit the scope of studies, but are clear on what they are
measuring and what criteria are used to assess ‘success’. Data on satisfaction
are often based on self-reports; however, people are not always aware of the
causes of their satisfaction. Although it is difficult to draw causal relationship
between group interaction and output, it may be possible to identify the practices
of groups that are associated with specified performance; a characteristic that is
of interest to design and construction teams.

Summary

Conlflict is an essential part of organisational activity. Previous research claimed
that arguments and disagreements might be avoided so that members can pursue
relationship goals. The balance between disagreement and agreement in a project
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environment may be difficult. During group meetings, issues have to be discussed
with sufficient rigor to produce the optimal solution, but relationships must be
sufficiently maintained so that members are able to continue to operate as a team.
Failure of participants to make effective contributions to group discussions will
reduce the group’s decision-making ability. It is inevitable that some members
of the construction team will be reluctant communicators. Similarly more active
communicators may restrict their interaction to task-based discussions in an
attempt to avoid emotional exchanges. The temporariness and fragility of the
construction team may also restrict the nature of interaction. During early stages
of group interaction, the participants confine their communication to task-based
messages; emotional exchanges emerge as members become more familiar with
each other. Where specialist knowledge is required and the professional does
not make a full contribution, the ability of the group to make an informed
decision is reduced. The characteristics of group interaction will be affected by
the development of the group norms. Group norms may constrain or encourage
participation and the use of certain communication acts. In particular the norms
associated with construction meetings deserve more attention.

The way in which a group develops interaction norms will affect the
group’s ability to successfully discuss tasks, evaluate proposals and maintain
relationships. The findings of earlier research suggest that question asking,
giving directions, and use of emotional interaction can affect group behaviour.
The development of communication mechanisms that inhibit and enhance the
exchange of information within the group is fundamental to the team’s perform-
ance. Although it may be difficult to show causal relationships, it is possible to
examine the group interaction patterns associated with successful outcomes and
subsequently analyse the communication traits of those individuals considered to
be more successful than their peers.



5 Collecting communication
data from construction
projects

The PhDs reviewed earlier help to highlight some of the principal difficulties
of gaining access to sensitive business environments and extracting appropriate
scientific data from the field. Indeed, one of the reasons why so little research
has been published on communication in construction teams may be related to
the methodological challenges inherent in trying to gain permission to access and
record interactions with dynamic and sensitive business environments (Emmitt
and Gorse 2003). Gaining access to business settings is difficult and often exacer-
bated by the social scientist’s desire for rigour and use of a method capable of
capturing the data in its richest (most real) form (Bryman 1988). Negotiation with
senior members of organisations is necessary to reach agreement on the research
method to be used, the amount and type of observation methods, the manner in
which data is recorded and the dissemination strategy to be employed, before data
collection can commence. Negotiation is dependent on the gatekeeper’s belief
that helping the researcher is a good gesture, or the research has some benefit
either to the company and/or benefits the wider scientific field. Gatekeepers also
need to be convinced of the researcher’s integrity and of the value of the research
before they decide to cooperate (Bell 1999). Once this has been granted the
researcher is then often faced with the added difficulty of getting the approval
from the individuals who are subject to the research.

Collecting data during construction negotiations can be problematic because
information is seen as a confidential source of power (Loosemore 1998b). During
a construction project actors frequently discuss activities and make decisions that
ultimately lead to an allocation, or redistribution, of resources. The continued
success of an organisation is dependent on its effective allocation and use of
resources; subsequently, the financial pressures on the negotiators may be high.
To ensure financial success and achieve their desired outcome, actors may
move through informal and formal discussions using whatever communication
skills and powers of influence they have. At times the discussion may become
emotional, argumentative, involve brinkmanship and result in behaviours that
may become somewhat uncontrolled and irrational, with the use of dialogue that
some may consider inappropriate. The fear is that participants may unwittingly
discuss confidential issues or make statements that could threaten their repu-
tation, if made public. Not surprisingly participants may be very wary about
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their conversations being recorded or even witnessed, especially if discussions
are perceived to be of a highly confidential nature. Non-participant observation
by a third party (the researcher) adds no immediate value to the participants’
business processes and the perceived threat of someone unknown (and hence
not trusted) entering their private space may outweigh any benefits associ-
ated with the research. Even when researchers have been given permission to
record communication interaction it is not uncommon for participants to ask
researchers to switch their devices off, not to write anything down or even to
leave the room if discussions are perceived to be too sensitive by one or more
participants.

Data collection methods must be appropriate to the context, being both capable
of extracting relevant data and acceptable to those being observed. For example,
capturing interaction using video and audio recording can provide a rich source
of data, but professionals are often reluctant to let such equipment be used in
the business setting. Our experience is that less resistance is encountered when
researchers use written records to collect data from the field (Gorse 2002; Gorse
and Emmitt 2005a,b). Although this may reduce the richness of the data collected
there may be no other way of extracting data from the situation and some
compromises may be difficult to avoid.

Observing interaction

Communicators simultaneously send and receive multiple signals, which are
stimulated and responded to by different levels of intellectual and emotional
processing (Kreps 1989). The communicators are consciously aware of much of
the information exchanged verbally and through non-verbal interaction; however,
the sender and receiver may not be consciously aware of powerful signals
that they send and receive while the subconscious mind still processes and
reacts to those same signals. In small groups and even in one-to-one meetings,
messages are sometimes cryptic with more meaning to certain individuals; parti-
cipants who do not have the same background knowledge have little chance of
recognising the relevance and significance of such messages. The nature and
dynamics of interaction within groups can be considered to be both observable
and hidden (Hugill 1998). Signals are sent at a subconscious and conscious
level, although observations of communication are limited to aspects that are
consciously processed. Observers can record interpersonal communication acts
transmitted through expressions, sounds, actions and reactions. Thoughts and
beliefs can only be accessed by retrospective explanations, records or accounts
supplied by the person in whom the thoughts manifest.

Messages processed by the subconscious mind can be hidden from those
interacting, yet may still be recognised and observed by a third party. Even
though actors are unaware of the signals they process subconsciously, others
may recognise and respond to them. The Johari window (Luft 1984) is a useful
concept to consider when thinking about the hidden and disclosed aspects of
human behaviour (Gorse and Emmitt 2003 and Fryer et al. 2004 provide detailed
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explanations of the theory). Simply put, the Johari window divides aspects of
human behaviour into four areas:

e Hidden information: Information, beliefs and thoughts that are known only
to our self.

e  Open information: Information known to our self and openly disclosed to
others.

e Information known only to others: Behaviour and information that is recog-
nised and known to others, but not consciously recognised by our self.

e Information known neither by self nor by others: Aspects of behaviour
that are totally hidden from both participants and recipients (although the
behaviour or information exists, those engaging in discussions or involved
in the relationship are not consciously aware of it).

A variety of research tools can be used to investigate these areas. Diaries, inter-
views and retrospective accounts can be used to delve into thoughts and beliefs
that were previously private and hidden. Information that is open can be accessed
using a range of observation and inquiring techniques. Third party observation
and specialist analysis of audio and video data are particularly good at identifying
behaviour that is neither recognised by the self nor by others participating in
the group. It is inevitable that the research team will fail to record all thoughts,
signals and behaviours given the nature of communication. It is to be expected
that the person, participants or the researcher, or all of these parties will not be
consciously aware of all of the signals exchanged, yet such information could be
processed subconsciously. It is within these limitations that all aspects of human
research are conducted.

Quantitative observation with qualitative explanation

Social scientists have developed and tested a number of methods that have been
used to study different social contexts (Clark 1991; Frey 1994). The researchers of
construction communication, using the tools of the social scientist, have identified
strengths, weaknesses and degrees of applicability that various research methods
have when applied to the study of construction processes (e.g. Gameson 1992;
Loosemore 1993, 1996a,b, 1998b; Simister 1995; Hugill 1998, 2001; Gorse 2002;
Abadi 2005).

Reliable and consistent measurement of communication

Research may seek to classify and categorise communication acts, enabling the
development of models based on a particular classification system. A difficulty
associated with studies of this nature is that they must transform communic-
ation that is continuous, intermingled, overlapping and abstract into observ-
able phenomena. For classifications to be reliable, observations must also be
categorised with significant degrees of confidence (Clark 1991). Aspects of
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communication must be described so that they are not abstract, but observable
acts and occurrences. Thus, the study of communication is not easy and care
must be taken to select or develop an appropriate methodology that is reliable,
consistent and which produces valid results.

Hargie etal. (1999) argued that communication can be characterised in a
scientific manner because it is a process that is open to measurement, analysis
and improvement. The translation of behaviour into communication acts allows
the data not only to be segregated into categories, but also to be aggregated
together providing opportunity to analyse groups of categories. Once captured
and classified the interaction data of an individual, the group or multiple groups
can be compared and analysed. Use of specific categories may be more or
less prominent during certain types of encounter or between specific members
of a group. Thus, systems such as Bales’ IPA enable differences between
individuals to be identified across 12 categories of behaviour. Classification
and quantification of data enables trends and patterns of behaviour to become
apparent that would otherwise be missed. Multiple comparisons of interpersonal
exchanges between different actors are easily produced with the aid of spread-
sheets or statistical processing software. Once trends are identified it is often
useful to investigate the specific events with more qualitative approaches to
determine the exact nature of behaviour that is responsible for the pattern of
interaction.

Research on communication in organisational settings is considered by some
researchers as too complex or inappropriate to model using quantitative methods
(Cassell and Symon 1994). Use of quantitative methods alone offers a limited
perspective since the experimental unit associated with a temporary multidiscip-
linary organisation is not one that can be totally controlled. The research unit
being observed develops, changes and responds in different ways depending on
how the participants behave and act out their roles. There is a danger, particularly
with statistical methods, of becoming too focused on the intricacies of meas-
uring, and thereby focusing attention on the classification of interaction instead
of observing what is actually happening (Cassell and Symon 1994). Classifica-
tion systems by their nature are very tightly defined to enable researchers to fix
the observations to specific acts of communication. Actions and events that fall
outside the prescribed categories will either be missed or may be recorded incor-
rectly, introducing inconsistencies to the recorded data. This problem is more
than offset by the advantages afforded by a system of recording with predefined
categories, allowing the research to be focused and helping the researcher to
collect data in a challenging environment such as construction. Rather than
attempting to collect everything, the narrow categories allow specific events to
be recorded, quantified and analysed allowing trends to be identified that would
be missed if a broader more qualitative system were used.

For every advantage that a quantitative observational system possesses in
terms of effectively capturing some aspect of reality, there will be corresponding
losses in terms of the abstraction that such systems invariably demand (Halpin
1990). For example, in the Bales’ IPA system the coding of the communication
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act ignores information relating to its significance, intensity and salience. The
system does not capture the motives behind communication nor does it recog-
nise the participants’ feelings and beliefs during interaction. Many scholars also
stress the need to add a qualitative dimension to the observation of communic-
ation. Some feel that there is a need for the researcher’s qualitative comments
to support the quantitative observations (Hirokawa and Poole 1996; Cappella
1997; Philipsen and Albrecht 1997; Frey 1999). Even those whose work is
based mainly on quantitative analysis, such as Bales’ (1950, 1953), call for
qualitative comments to explain the interaction. A third party’s interpretation
of the acts and reactions can be useful. The use of reflective commentary
provides an additional perspective to the theory and an extra dimension to
the research enabling greater understanding of how the interaction develops
(Cappella 1997; Philipsen and Albrecht 1997). Observations of group commu-
nication behaviour that fall outside classification systems may be helpful in
understanding how communication acts are used, helping to contextualise the
data. Commentary on the behaviour of groups during interaction sequences
will provide information on the immediate effects, behaviour and reactions of
members’ communication. Explanation of interaction will help differentiate beha-
viours that would belong to the same category. Expressive information could be
captured, for example intonation, emotional expression and intensity with which
the communication act was used, which would often be outside the scope of
the categorisation system. Such observations are directly linked to the group
communication behaviour observed and help to differentiate the significance
of communication acts that may be captured within the same communication
category.

Ethnomethodology

Rather than quantifying and classifying interaction, Hugill (2001) adopted an
ethnographic approach making use of conversation analysis to study group inter-
action during construction progress meetings. Ethnomethodology aims to develop
patterns of thought about that which is observed (Silverman 2001; Sanders et al.
2003). The method provides insights into what, how and why the subjects’
patterns of behaviour occur (Fellows and Liu 1999). Features of ethnographic
research include (Silverman 2001; Abadi 2005):

e Emphasis is on the nature and understanding of the social phenomena rather
than attempting to test any particular hypothesis. The method aims to develop
an understanding of reality.

e The method uses original, non-coded, unstructured data. As far as possible
the data should be captured in its raw form. Even though they have
their own limitations, raw transcripts and audio and video data are a
preferred method of capturing the experience, but these support the exper-
ience. It is important that the researcher is present at the situation being
studied.
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e Due to the richness of the qualitative data, investigations can be limited to a
few case studies; on occasion the data may be limited to one case study or
part of a discussion.

e Analysis of the data is based on interpretations of meanings and functions.
The interpretations must be explicit. Verbal descriptions and explanations
are the product of ethnographic research.

Ethnography aims to describe the social experience of the group being studied
from the participants’ viewpoint. The researcher is usually described as a parti-
cipant observer, their presence makes them part of the process (Jankowicz 2005).
The study attempts to provide an account of what the participants notice as
meaningful actions, events and statements. To be true to the nature of the ethno-
graphic study the data should be described in the participant’s own language.
The emphasis is placed on those aspects that the participants wish to emphasise.
Because the researcher wants to see and experience the world through the eyes
of the participants and not be placed under the influence of external sources, the
researcher is discouraged from undertaking the literature review prior to the main
study (Jankowicz 2005). However, attempting to remove previous assumptions,
when researchers already have an interest in the area being studied obviously
proves to be practically impossible, especially for those who research specific
areas for prolonged periods of time.

The ‘Hermeneutic interpretation technique’ can be used to identify and interpret
the meanings expressed in the data. Parts of the method are also useful for
interpreting and analysing research regardless of whether ethnomethodology is
used. The technique relies on the following steps (Jankowicz 2005):

e Attempt to understand the meanings expressed by the participants either in
the text, objects or events that manifest.

Identify trends and sub-themes.

Identify clusters of themes which occur across text or events.

Compare and triangulate with other data.

Check the validity and reliability of interpretation with other people.
Ensure that the themes are placed within the correct original context.
Sample key documents, being systematic and preparing a case report — which
will represent a conclusion.

Ethnomethodolgy and the subsequent analysis process are concerned with the
contextual sensitivity of language with a focus on dialogue as a vehicle for social
action. Investigations using conversation analysis can only be pursued through
intensive qualitative analysis of interaction events, because conversation data
proves quite resistant to treatment in terms of normal sociolinguistic variables
and quantification (Drew and Heritage 1992). Transcripts, video or audio record-
ings of interaction are required to provide the data necessary for conversation
analysis. The detail of analysis required can often restrict the amount of data
analysed, for example Hugill recorded 30 hours of construction team discussion
but analysed less than 1 hour of data. Although the use of conversation analysis



92 Collecting communication data

does not lend itself to studies involving multiple observations of different projects,
qualitative observations are considered to be important when examining group
interaction. Ethnomethodology is not suited to the study of multiple groups over
long periods of time; however, it is capable of developing meaning and under-
standing to specific episodes of communication where other quantitative tools
would not. Because the data extracted is that of the subjects’ verbal utterances,
confidentiality and anonymity can be a problem in business settings. It should
also be noted that transcripts from group discussions rarely capture all of the
utterance made.

Transcripts and video footage

The act of transcribing data is not always as easy or as precise as one would
necessarily think. In a study conducted by Gorse and Emmitt (2005a,b) a group
of 18 research students were given the task of observing and analysing group
behaviour using different data collection methods and research tools. All students
took part in one of three 30-minutes group discussions, which were recorded
on video tape. Each student was given a video copy of the group discus-
sion and asked to transcribe the data and then analyse it. Most research text
assumes the transcription of audio data to be relatively straightforward and
offer little or no guidance on how transcripts should be prepared so that they
produce consistent results. At the outset the students were asked to reflect on
all of the research methods and tools used to record the interaction. The results
provide some interesting perspectives on the preparation and use of transcripts
and use of video data (Tables 5.1 and 5.2). It is important to note the degree
of variation that can be found in the act of transcribing. Although transcripts
can be prepared from audio records, we should recognise that the consistency
of the transcripts may vary according to the abilities of the transcribers. To
improve consistency, transcribers should be given guidance on the level or detail
expected to be extracted, especially in the area of overlapping conversations,
muffled and whispered comments. Clearly there are many advantages to the
use of video and audio footage, but it may be difficult to use in professional
environments.

Different perspectives

Different perspectives are gained through the use of different methodologies
(Seymour and Hill 1993) and when triangulated they can help develop better
understanding than a single method. Combined use of quantitative and qualitative
methods increases the detail of the information collected thereby improving
the overall methodology and hence reducing some of the research limitations
(Fielding and Fielding 1986; Azam eral. 1998). Quantitative data is useful for
summarising and analysing large sets of data whereas qualitative approaches can
enquire into specific instances and events. Thus, qualitative analysis of interaction
behaviour data could help to aid interpretation of quantitative data.



Table 5.1 Reflections on the processing and use of transcription

Strengths

Limitations

Provides a general overview of the
meeting.

Audit trail of all of the verbal messages
sent. Every sentence and word recorded.

The transcribing process allowed for a
better understanding of what was said,
helped to understand some group
dynamics; this was considered an
advantage during the later stages of
the analysis.

The transcript and video can also be
used with other data, such as Bales’
IPA, self-perception profiles and Belbin
self-perceptions.

Useful to focus in on the interaction
trait, to analyse in depth.

Detailed nuances of the video would be
very difficult to follow without the
support of the transcript.

Once the classification data identifies
certain tendencies, these can be
investigated in greater detail using the
transcripts and videos.

Time frames should be recorded on all
data so that they can be easily compared
and cross-referenced to other data.

After repeatedly watching and
transcribing a video footage, a general
distinction of the contribution of each
member can be made and evaluated, for
example the frequency of each speaker,
arguments and other occurrences.

Transcriptions provide a qualitative
piece of work, which is a useful
reference document. It is sometimes
hard to locate the piece of transcription
that you are looking for. It is important
that appropriate coding is used alongside
the transcription.

Video data and transcripts are useful for
those who are less familiar with the
language — foreign researchers, observers
from different industries and professional
backgrounds.

Transcription is time-consuming.

The distillation of video data into words
varies. For example, the time taken for
one research to transcribe the data was
5!/, hours, another 9'/, hours and further
researcher 3 days to transcribe 30 minutes
footage. One researcher employed a
professional audio typist, but still found
that it took hours to turn the type into a
proper transcript.

Some transcribers record more than
others. It is a difficult and confusing
task to record transcripts, and it is
impossible to track every nuance of the
conversations.

It is difficult to transcribe muffled speech,
people talking over each other, and
attempted interruption.

Transcripts ignore how the message was
sent, body language, eye contact,
intonation, tone, emotion and humour.

Unless the research is strongly tied to the
transcriptions, there may be a limited
need for a transcript. Considering the time
it takes to produce the transcriptions,
some thought should be given as to
whether this is a worthwhile exercise.

On its own the transcript does not really
constitute a systematic study.

Transcripts fail to record whom the
message was sent to.

When analysing the data, looking for
specific quotes or searching through the
data can be a painstaking procedure.

Some observers add their own
observations to the transcript, introducing
an element of subject interpretation into
the raw data.

Transcripts compiled by different
researchers are often slightly different.

Transcripts should be used as a secondary
tool, in combination with the video to see
how the ‘live’ communication took place.
It is easy to create the wrong picture by

just looking at the transcript or video
data.




Table 5.2 Video data and observations/reflection of video data

Strengths

Weaknesses

Events and situations can be observed and
reflected on.

Provides initial understanding of the group
interaction, good base to work from.

Accurate account of discussion.

Data set in context, some surrounding information
available.

Can judge positive and negative reaction, often
missed in other data.

Body language, voice tone, intonation and
emotion can be examined. Emotional context can
change literal meanings of words considerably,
which is missed in transcripts.

Disjointed conversations make much more sense
and gain a congruent reaction. Transcripts of such
event are meaningless.

Recordings are essential to recall what happened.

Without video data other analysis can be
inaccurate.

Useful for cross-examining perceptions, whether
individuals do what they say do.

Participant, non-participant and external
observation can be used to assess data.

Can be watched by many different people —
obtaining multiple observations. Can be used for
many different purposes.

Requires little training, however, quality of
observations dependent on researcher’s training,
experience and skill.

Can be repeatedly reviewed to capture the subtle
nuances of interaction.

Recollections of events, based on memory alone,
are sometimes different from the video evidence.

Issues can be examined in detail, researchers can
look at what created these scenarios and how the
group collectively and, or, the individual reacted.

Allows relationships, dominance, blocking,
conflict, leadership, seating arrangements etc. to
be assessed.

Facilitates the use of other analytical methods.

Can be played at different speeds, this often
identifies behaviours not apparent at normal
speed. In the fast forward mode it is easy to
notice the members who remain motionless and
others who fidget or move.

Can be difficult to interpret any
underlying intentions, may be
considered wrong to infer
intentions. Other methods should
be used to identify participants’
intentions during a specific
sequence of event. Participants
could be asked to review the video
and asked what their intentions,
thoughts, beliefs etc. were during
the specific episode of events.

While the data is rich and real, it is
still difficult to capture every
communication act, participants
talk over each other and interrupt.

Some utterances and statements
may not make sense.

Video observation is
time-consuming.

Emotion and body language can be
observed, but it can be very
difficult to transfer non-verbal
observations into the written form.

Relying on video data without
proper analysis can be too
simplistic and subjective, lacks
systematic rigor, no way of judging
whether a group is typical or not.
Subjects are aware of the camera
and their behaviour may be
affected.

How does an observer record what
is going on when it may not be
clear to the group?

Camera positions mean that
behaviour is missed, multiple
cameras may be required.

Individuals may hide their
interaction from the camera.
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We considered it important that the research presented here should build
on existing theories, offering an empirical perspective. Similarly, to identify
differences between groups we felt it was important to attempt to measure rela-
tionships between variables systematically and statistically using quantitative
methods. In adopting such an approach it was recognised that the flexibility
and scope of study would be constricted. Adding qualitative observations, such
as reflective commentary, to aid interpretation of the quantitative data would
help to reduce these limitations and enrich the data. We also wanted to collect
interaction data from multiple meetings on different projects. With many meet-
ings exceeding one-hour duration, producing vast quantities of data, the method
selected needed to be capable of capturing the data in a consistent manner.
Analysis would involve looking at trends across all of the data or that collected
from a single project or specific participant. Comparison between projects and
participants, as well as previously reported studies, was a further consideration.
Classification and quantification of data using an established system would allow
the use of descriptive and inferential statistics to be applied to the data as a
whole and to individual data sets. Reliance on purely qualitative methods, such as
ethnomethodology, restricts analysis to relatively small sets of data or particular
episodes of interaction and requires data capture on video or audio recording
devices.

Clarifying, classifying and coding communication acts

The categorisation of communication is often used to allow quantities to be
generated from observations of interaction; however, there are many different
units of analysis that can be recorded (Burke 1974). The most basic units include:

e  Participation: Participation identifies the contributors, those who are actively
involved in the communication behaviour being observed (Stephen and
Mishler 1952).

e Act: The communication act defines and classifies communication into
discrete acts of verbal and non-verbal communication (Bales 1950).

A core assumption of many group communication theories is that communic-
ation is the observable phenomenon binding together the systemic entities of
the group (Mabry 1999). Most communication models are based on observa-
tions of external factors or indicators of communication, such as the sending and
receiving of verbal and written messages, facial expressions, emotions and body
language, or reactions to these messages. Observation of overt external factors
of communication, identifying who makes the communication act and whom the
communication is specifically directed at, has been termed the ‘surface meaning’
of communication (Heinicke and Bales 1953). Surface meaning identifies the
acts of communication that are most obvious to the observers, it does not attempt
to identify motives, beliefs or cryptic messages.
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Coding systems are used by communication researchers to group together
related communication acts under a common heading. Different categories can
be used to identify aspects of communication that can be observed, tabulated and
compared. A coding system is simply a lens through which the researcher has
chosen to view events (Bakeman and Gottman 1997). Bakeman and Gottman go
on to say that a good coding system can be used to generate a better understanding
of events, whereas an ill-conceived coding scheme has little use.

One of the most fundamental components of the communication research
process is discovering and documenting the discrete action-based elements, the
signals, gestures, units of interaction and patterns, and to specify the relationship
obtaining between these elements (Duncan and Fiske 1977). To capture and
accurately record the acts they need to be described with sufficient clarity and in
detail so that others can recognise and observe the same act. The methods must
be capable of being learned and administered by others to produce consistent and
reliable results. Duncan and Fiske (1977) believe that observations of face-to-face
interaction should be generated from a disciplined observation of categories of
action, which require a narrow focus of attention, minimum levels of inference,
discrete decisions, and moment-to-moment judgement. They also add that coders
should avoid attribution of meaning and intent to the interaction. Contrary to
this view, Bales (1950) claims that the researchers need to use, and cannot avoid
using, their own intuition, considering the statements made before and after
each observed communication act. Poole etal. (1999) discussed the difference in
viewpoints and concluded that observers can take two stances when attempting
to code information: either observer-privileged meaning or subject-privileged
meaning. The observer-privileged meanings are attributes of understanding that
are accessible to observers external to the specific group context, and subject-
privileged meanings are the understandings that only the group’s participants
would have of the same incidents. Poole etal. (1999) noted that it is harder
to capture the subject-privileged meaning than it is to the observer-privileged
meaning. Capturing the subject-privileged meaning would involve asking the
participants to discuss or record their actions and motives with regard to specific
incidents of communication or group behaviour. The observer-privileged meaning
does not understand the nature of relationships that exist within the group or
the group knowledge; however, the external perspective has the advantage that
it is not biased by relationships and motives that would exist within the group.
Some systems such as Bales eral.’s (1979) SYMLOG and Fryer efal.’s SMOT
(2004) analysis make use of third party observers (observer privileged) and
participants (subject privileged) to capture as much data on the group interaction
and experience as possible.

Poole etal. posit that the observer, when using the Bales’ IPA system (what
may be considered the observer-privileged position), takes the position of a
receiver, rather than being blind to the group communication. They argue that
such approaches allow bias when attributing meaning, bias being influenced
by the observer’s desire to support research hypotheses. However, the IPA
protocol when applied correctly can be sufficiently rigorous to prevent bias
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towards hypotheses (Bales 1950) and it is not capable of capturing subject-
privileged information (Gameson 1992). The system is blind to the purpose
of the group, being objectivist and yet is still able to use observer-privileged
meaning.

The Bales’ system does not attempt to add something that is not there, it
attempts to code the function of the communication act. Codification is not based
on words alone, but our understanding of words when used in a context of
interaction sequences supported by the reactions and emotional expressions of
the group and its individual members (Bales 1950). It is important to recognise
discrete interaction variables within the context of the larger interaction sequence.
Discrete observations that fail to recognise how a gesture, comment or interaction
was used can sometimes be misleading. Bales highlighted the importance of
using our ability to understand language to identify the real meaning of words.
For example, coding a sarcastic statement as an act of praise, if it is not meant
to praise, would be incorrect. Researchers can easily fall into this trap especially
if using transcripts alone to code communication. If the words were written on
paper and read by a third party who was not present at the group meeting, their
literal meaning may be attributed to a wrong category, for example coding an
agreement as an agreement when the act was a sarcastic statement. To the observer
of real interaction such attributes are much more obvious being supported by
emotions and reactions of individuals and the group. If meanings are not attributed
to words, or interaction, then communication is a collection of words without
meaning. The distinction needs to be made between a system that attempts
to understand the specialist nature of discussion and methods that attempt to
capture the general intent of interaction. The IPA method classifies acts on the
basis of simple emotions and task-based categories that can have positive and
negative connotations. The system makes no attempt to capture specialist subject
information.

The findings of a coding system are tied to the method used to capture the data
(Poole etal. 1999). 1t follows that there will be some limitations involved with
all coding systems, but more importantly there will be difficulties in comparing
results obtained from different systems. The major advantage of observer rating,
as used in Bales’ IPA, is that once the researcher has been allowed into the
environment where communication is taking place the ratings are easy to obtain
(Clark 1991).

It may be possible to observe the subjects, taking ratings without their know-
ledge, in the natural environment, for example by using hidden recording devices
or one-way mirrors or being present in the environment under the guise of
a normal participant. Unfortunately, from a researcher’s perspective, once the
subject is aware that they are being observed their behaviour tends to change,
since it is natural for individuals to want to make a favourable impression on
others (Clark 1991; Robson 1993). There are many studies that have argued
whether or not the observation and/or recording of interaction affect the beha-
viour of participants. Some suggest that over a period of time members become
familiar with the observer and the group resumes normal behaviour. However,
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unless a researcher uses hidden devices or attends a meeting under the guise of
a normal participant, upon which ethical arguments emerge, there are few other
options available to the researcher.

Coding communication and multiple observation techniques

Before selecting the method it is worth exploring the practical limitations associ-
ated with classification systems and multiple level observation techniques. Gorse
and Emmitt (2005a,b) conducted a study of research students who were analysing
group behaviour. The researchers provided comments on their experiences when
quantifying communication, coding using Bales’ IPA and on their use of a Simple
Multiple Observation Technique. A summary of the reflections is presented in
Tables 5.3, 5.4 and 5.5.

Table 5.3 Quantifying communication acts, identifying the act, the sender and receiver

Strengths

Limitations

Simple, accurate and relatively consistent
statistics produced across different
observers. Although quantities produced
by the observers can vary, sample sizes
are so large that the differences are not
significant.

Reveals trends that are not apparent
without it.

Useful for identifying pairs who work
together and subgroups.

Provides indication of the participant’s
willingness to be involved.

Allows the researcher to look at
individual and group level communication
and examine who sends the data and
whom it is sent to.

The group can be split into subgroups, for
example male and female and interaction
examined within these categories.

Allows patterns to be identified, for
example who contributed throughout, who
interjected periodically, who appeared to
dominate the proceedings and which
members were reluctant to communicate.

Quantitative data can be examined over
time (longitudinally), during different
phases or time periods (segmental) or as
one unit of data for a group, or individual
(cumulatively).

Recording communication acts is
laborious and time-consuming.

Sometimes it is difficult to know who is
speaking to whom.

Sometime it is difficult to identify an
individual recipient, so it is taken that the
whole group is being addressed, rather
than a particular individual.

Can be more than one intended receiver,
but not broadly directed at the group.

Impossible to capture all communication
acts.

If the group divides into subgroups and
separate conversations take place, it is
difficult or impossible to identify all
communication acts.

Frequency counts do not indicate the
nature, quality, relevance or length of
communication.

Does not show periods of no interaction
takes place. However, can be presented
over time rather than cumulative to show
who talks when, and when nobody talks.

Does not recognise less frequent
communicators that nonetheless make a
valid and possibly lengthy contribution.

Fails to identify or discount verbal
messages that are sent, but not received.




Table 5.4 Coding and categorisation of communication acts, for example Bales’ IPA

Strengths

Limitations

The group as well as the individual
discussion can be broken down into
different categories, which are easily
analysed, in many different ways, once the
data is collected.

Standardisation: some methods, such as
IPA, are widely recognised and can be
compared to other research.

Can be used alongside other methods
for cross comparisons and deeper
understanding of behaviour, for example
Belbin’s team role classifications.

Codification correlates between different
observers.

Easy to categorise acts, after some practice.

Methods, such as Bales’ IPA, have
survived from 1950s; this suggest they are
powerful data collection methods.

After all the data has been collected,
researchers can just concentrate on one,
two or all of the categories.

The classification helped to identify points
in the group discussion that could be
investigated further using other techniques.

Useful for identifying categories, for
example questions and then, cross-referring
to other data, for example video or
transcripts, to look at whether participants
openly gave information or whether it was
coaxed out.

Can be used to identify specific categories
and then more detailed research on those
areas and sections can be undertaken. Once
patterns are identified these can be
cross-referenced to locate the relevant
section of audio and video data and
investigated using other qualitative research
methods, for example ethnomethodolgy.

Can check who dominates under different
categories — can be quite different to who is
most talkative.

Helps to understanding group dynamics.

Some interactions are difficult to classify,
especially for the untrained researcher.

Where understanding of a communication
category starts out incorrect, they will
probably continue to be incorrect.

One act may seem to fall into two
classifications and a decision needs to be
made.

Without training to calibrate observations,
the results may be inconsistent and
unreliable.

Contributions from group members with
different international origins can be
difficult to classify, especially if

their English is not always correct.
Interpretation may be incorrect.

Observer may have social and cultural
expectations that mean that they can
never be entirely objective.

No way of recording whether the message
was received and understood.

The method is very useful, but has little
relevance unless it is combined with other
methods. Other methods help to explain
what happens during occurrences and
trends.

Neglects the comments of what was said.

Many comments have numerous purposes
and meaning, classification relies heavily
on the observer’s ability to judge and
categorise.

Can be misleading when not fully
understood.

If the meaning of the speaker or intent of
the message is misunderstood the
classification is incorrect.

Takes time to develop natural
understanding, the Bales’ IPA system
recommends three months training.

Where relationships between observers
and researchers exist, there may be bias
when analysing the data.

Concentration levels can be difficult to
maintain over long coding periods.

Does not capture or categorise for every
situation.
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Table 5.5 Simple Multiple Level Observation Technique (SMOT)

Strengths

Limitations

Simply makes use of different perspectives
from different participants and researchers,
using different research tools to collect data
on the same topic or subject in a meaningful
and manageable way.

Focused and simple triangulation. Different
methods and perspectives are used to collect
data from a specific episode of interaction.
While using different methods and
perspectives the topic and focus of the
observations and records are the same.

Gathers multiple observations using both
quantitative and qualitative tools and
techniques.

Provides a reliable source of data (coming
from multiple points, participants,
researchers, observers, and evidence
collected after reviewing the video footage).

Very useful to get a deep insight into a topic.

Provides a broader understanding of what is
happening within the group.

In some cases views are supported and in
others the views are very different,
providing a more meaningful perspective.

The participants’ recollection of events and
feeling and thoughts are important. Reluctant
communicators may provide deep insight
into issues, even though they appear to
distance themselves from group interaction.

Initially, there is some difficulty in
understanding how multiple level
observation techniques work. After some
instruction and reading the difficulties
are overcome.

If questions or topics are vague then
participants may misinterpret them.

Timing of any personal reflection by
group participants is crucial; reflections
vary with time.

Good for specific focused investigation,
but inevitably misses out other issues that
may be important, but not considered.

The method is flexible; data could be
compiled by any combination of
specialist observers, participant observers
and participants’ reflections of events.
Clear description of the research method
is needed to ensure that studies can be
repeated with a good level of consistency
and reliability.

Preliminary testing of data collection methods

Following a review of earlier studies it was evident that we needed to establish
whether participants would accept the use of a method to study their interaction.
We also needed to find a method that was capable of extracting reliable interaction
data. A pilot study was undertaken to test the suitability of different methods for
collecting interaction data. The methods tested included:

e the use of diaries to collect retrospective accounts of interaction during
meetings, similar to those used by Loosemore (1996a);
audio recordings of meetings, as used by Hugill (1999, 2001);
the observer entering the meeting to make written observations using Bales’
(1950) IPA to classify interaction, as used by Gameson (1992) and (Bellamy

etal. 2005).
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Testing of diaries

A simple data collection sheet was designed to collect retrospective accounts of
meetings, identifying who was involved in discussions, the degree of involvement
each participant had during discussions, the main issues that were discussed and
the nature of interaction. Contact was made with five construction participants;
all of these were contractor’s representatives. Initial contact was made with
senior personnel within the contracting organisation. The senior managers then
recommended and nominated personnel who would be able to support this study.
A number of meetings took place with the representative nominated to complete
the diary. These meetings were used to discuss issues such as when the sheets
should be completed and the type of data that could be recorded. Once the
participant understood how to complete the sheets they were asked to start
recording meetings. They were asked to make records of meetings that took place
between the design and the contracting team.

Feedback on the method identified a number of methodological difficulties.
During initial meetings with the participants the diaries were considered to be easy
to use, yet only one out of five participants completed the diary sheets. This result
was surprising since regular contact was maintained with all participants, and in
all of the cases support for the research project was gained from more senior
members (in the participant’s organisation) who encouraged the participants to
complete the data sheets. Even in the case of the one participant who completed
the data sheets, the quality and detail of the data reduced over time, raising
concerns over the consistency and the reliability of the data.

Discussions with the participants revealed that they had neither the time nor
the inclination to complete the diary sheets, thus a different strategy was needed.
The researcher telephoned participants on a regular basis and asked them to
recount events over the telephone, which were written into a diary. This method
was far more productive than the use of diaries, although there were weaknesses.
Occasionally participants were too busy to talk and had to be contacted later,
or they were difficult to contact. However, in most cases regular contact was
maintained. Once the participants answered the telephone, most of them spoke
freely recounting events. Although the detail of events was quite rich, it soon
became apparent that the accuracy of events varied. Participants would forget
occurrences one week but remember them the following week. The question has
to be asked: If people are remembering certain events at certain times, what
are they forgetting during the telephone interview? Are they recalling the events
they wish to discuss, those which remain most salient or those that had the
most emotional impact? The study did not attempt to answer these questions, but
recognised the limitations of this method.

Testing of audio recording

Attempts were made to negotiate the recording of interaction in two site-based
progress meetings. The management company responsible for organising the
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meetings was approached for their consent. Once the person organising the
meeting had agreed to the research, other participants in the meeting were
contacted. The majority of the participants from different organisations were
apprehensive about the idea of having their conversations recorded on audiocas-
sette. Participants wanted to know which organisation had requested the research,
whom the research was for and who would have access to the recordings. The
concerns were that the recordings may get into the ‘wrong hands’ and could then
be used against an organisation. A number of participants stated that they were
also concerned about the recording of inappropriate language, sensitive financial
information and contractual discussions.

The process of trying to gain participant co-operation was extremely time-
consuming. In one of the pilot studies it took over two weeks to make contact with
the eight participants who were due to attend the meeting. In this particular case a
high degree of resistance was experienced from most of the participants and two
refused permission to be recorded. With the amount of resistance, and additional
concern that recording may change communication behaviour, the methodology
was abandoned. It is accepted that, given adequate time to develop trust between
researcher and participants, it is possible to negotiate access to sensitive business
settings and make audio and video recordings. At the outset of this research
it was considered important to gain access to multiple project meetings and
capture interaction data from those meetings. It was felt that the difficulties
experienced when attempting to use audio and video would significantly reduce
the ease that the researcher could gain access to multiple meetings. In this phase
of the research, ethnomethodology could not be used. Ethnomethodology relies
on the use of verbal records and transcripts. It is still considered important that
qualitative observation is also added to quantitative data; however, the detail of
such comments is considerably reduced without verbal records.

Testing of note-taking

The final method tested was for the observer to enter the meeting and record interac-
tion on written data sheets using the IPA technique. A main contractor was contacted
and two projects were identified as suitable for the study in terms of their locality and
size. The main contractor’s representative was approached and the potential research
project discussed. Following the main contractor’s representative agreeing to the
research, the remaining eight participants taking part in the management and design
team meeting were contacted and their agreement sought. There was little resistance
to the researcher attending and observing meetings. The researcher informed the
participants that any matters deemed confidential would not be recorded or would
be coded in a manner that would not allow the nature of the material to be revealed
and that participants would remain anonymous. Following this initial discussion all
participants were happy to allow the observer into site meetings and record obser-
vations in writing. Actors from the projects that had previously refused to let the
researcher make audio recordings were again approached, the researcher asking
if he could observe the meeting and make written notes: this time approvals were
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forthcoming. Following this experience we were relatively confident that approval
to observe and record meetings using the Bales IPA method would be forthcoming
for the main research programme.

Summary

Difficulties were experienced with developing a methodology that allowed the
collection of meaningful data. It is clear that an element of trust needs to be
built between the researcher and the organisation before interactions can be
observed. Difficulties were experienced when attempting to collect data using
audio recordings and although we recognise that it may be possible to negotiate
access to record meetings, the risk of being refused access was considered to
be too high. The use of diaries also presented difficulties. Research methods
that require participants to undertake activities that are not part of their normal
duties may hold a low priority and may not receive sufficient attention to be
usable. Loosemore (1996b) recognised this in his pilot study; the leanness of
the construction industry meant that participants had little spare time and their
participation in research activities had to be limited. Thus the method used must
cause minimum inconvenience to those participating.

The degree of negotiation and cooperation is a determining factor in the choice
of method. Participants must have the time to cooperate and agree to provide the
necessary information. A danger of carrying out work that requires participants
to undertake additional activities is that, when building projects have problems
demanding increased commitment by the participants, the research activity may
suffer a reduced priority, either reducing the detail of the data collected or
failing to provide data. If the research requires all participants from different
organisations to complete the diaries for the research method to be successful,
considerable effort may be required to gain sufficient co-operation before the
research can be undertaken.

The final method of recording interaction, using data sheets completed by the
observer, was the method that met with least resistance. It should be noted that,
after the first few minutes of the meeting, the parties’ inquisitiveness and any
defensiveness or other type of behaviour towards the researcher went unnoticed. It
was felt that the researcher’s presence had little effect on the nature of interaction
between the other participants, although this cannot be proven.

Testing Bales’ IPA: The pilot study

Schultz (1999), drawing on the work of Schein (1987), recommends the use
of clinical descriptive methods when collecting data on groups. Using such
methods, researchers observe overt behaviour over a specific period, collecting
information through a range of techniques. Schultz (1999) identified two specific
tools for providing such feedback on group interaction: Bales’ (1950) IPA and
Bales etal.’s (1979) SYMLOG (both discussed earlier). Gameson (1992) used
the IPA method to study the first meeting between clients and their potential
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professional advisors, classifying sequences and patterns of interaction. The aim
was to determine how interaction content differed according to the profession,
age and experience of the professionals. He identified the main limitations of
the IPA method as an inability to measure and classify the problem being
discussed. Despite these limitations Gameson concluded that the IPA was the
most appropriate system to classify interaction between client and professional.
Additional measures were devised by Gameson to capture the content of inter-
actions. Gameson transcribed the meeting allowing grouping and quantification
of words used. This provided information on the topics being raised by each
professional. Using an established system, Gameson was able to contribute to
the theories previously developed using the IPA method. In collaboration with
others, Gameson has continued to use the IPA method to study construction
interaction (Bellamy ezal. 2005).

Bellamy eral. (2005) looked at the differences in communication patterns
of design teams in traditional face-to-face and virtual environments. Meet-
ings were structured and staged for the purposes of examining the differences
between co-located (face-to-face) and communication in remote locations using
synchronous speech and visual communication technology. Initially the discus-
sions were captured using video footage and later transcribed and coded. Whether
the participants were resistant or otherwise to the use of video equipment to
record the discussion was not discussed in the research. It was however noted that
the investigation was restricted to research partners, thus a relationship between
the participating and the research organisation had already been formed for the
purpose of research. By coding the data using Bales’ IPA method, Bellamy
etal.’s (2005) research generated graphs that summarised the interaction allowing
differences between the two environments to be easily identified. Categorisation
systems are particularly useful for summarising and comparing data. Tables and
graphs are easily generated and analysed when interaction is in a coded form.
While the use of video seems possible in staged experiments, resistance to the use
of audio and video footage in bona fide business settings is often experienced.

Wallace (1987) found single classification methods to be too limiting and chose to
draw on a number of category descriptions from established methodologies as well
as creating new subject specific definitions. Bakeman and Gottman (1997) support
such an approach, claiming that coding systems should be developed to suit the
context and that existing methods may restrict the nature of research. When using
an existing method for categorising the communication act the findings are limited
to the labels and definitions of each act. The aspects of communication captured
are those that are described in the method. The identification, coding of content
and measurement scales used by Wallace (1987) were largely based on existing
methodologies, such as Interaction Process Analysis (Bales 1950), the Bettman-
Park typology (Bettman and Park 1979), Evaluative Assertion Analysis (Osgood
etal. 1959), the General Inquirer (Stone etal. 1966) and ‘the Gottschalk-Gleser
typology’ (Gottschalk 1974), together with a bespoke coding system developed
for construction-based interaction. Wallace provides little explanation of how each
system was adapted to develop his bespoke classification method, thus making it
difficult for other researchers to use his adapted method.
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As previously discussed, the IPA method provides a system for identifying
and classifying interaction statements into one of twelve categories (Figure 3.2).
The categories fall into one of two groups, which identify communication acts
as either socio-emotional or task-based interaction. Bales’ IPA can be used
in sensitive business environments, which allows researchers to scientifically
observe situations where accounts were previously limited to ad hoc quotes
and hearsay. Although there are limitations with the method, it provides an
excellent tool for gaining interaction data that can be compared to previous
studies in construction and other research disciplines. Recent studies that have
successfully used the IPA method to investigate various aspects of communication
include:

e Hiltz and Turoff’s (1993) study of the differenced between the agreement
and the disagreement categories
Gameson’s (1992) research into construction professional and client meetings
Jaffe etal. (1995), Chou (2002), Bellamy efal. (2005) have all used IPA to
investigate issues of computer mediated communication

e Bell’s (2001) investigation of patterns of communication in multidiscip-
linary teams.

Observer coding: Agreement, reliability and validity

It is not easy to ensure that observer ratings are both valid and reliable (Clark
1991). Indeed, it is unrealistic to expect two or more researchers to break down,
capture and code the continuous interaction into exactly the same categories,
thus a certain amount of inter-observer variation is to be expected (Bales 1950).
However, there should be a significant degree of agreement between observers,
consistent with the established protocol (Clark 1991; Bakeman and Gottman
1997). The code is equivalent to a foreign language. Researchers must first
learn how to use it, how to recognise and interpret the meaning of words and
then translate it into the language required, or in this case the code. To ensure
that codes are applied consistently, checks should be made against the original
protocol and researchers using the system. When administered correctly there
will be consistency in the way the data is coded, that is researchers use the
same language and their interpretation of events is made without any significant
differences.

It is crucial that the coding system is reliable (Berelson 1971; Mostyn 1985).
Reliability is the extent that the measurement is consistent (Viney 1983); when
two or more researchers code the same piece of discussion they would arrive at
the same set of codes. For accurate content analysis, coding systems should be
stable and reproducible (Krippendorff 1980):

e  Stability: This is the extent to which the results of a classification are invariant
over time. Each time the code is used it is applied in the same manner.
Stability is achieved when the same content is repeatedly coded in the same
way by the same coder.
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e Reproducibility (intercoder reliability): This is the extent to that multiple
coders are able to classify interaction in the same manner. The interpretation
of interaction and the classification is consistent across multiple coders.

With regard to reproducibility, Bakeman and Gottman (1997) make an important
distinction between observer agreement and observer reliability. They argue that
agreement is simply the degree that two or more researchers agree on the use
of categories. Reliability is a more restrictive term and needs to be measured
against a standard protocol. Observer agreement only addresses errors between
observers and does not measure any deviation from a set standard. It is therefore
important to have a set protocol that can be used as an index or baseline of
observer reliability.

Where definitions are established and used by different researchers to
categorise interaction, reliability tests are necessary to check the consistency of
recording by different observers. Checks need to be carried out to ensure that
coding of interaction is the same, at least within significant degrees of confid-
ence. Variations when classifying or coding communication acts can occur in the
following areas (Bales 1950: 101), although the use of systematic training will
help to reduce the effect:

e  Unitising: The identification of the discrete act; division of interaction into
a number of communication acts, which are recognised and recorded separ-
ately. One utterance, statement or sentence may be coded as a single unit or
may be broken down into two or more parts. It must be clear how interaction
is divided and what constitutes an act suitable for coding.

e  Categorising: The communication act or unit is identified, classified and
coded. Clear definitions are important to ensure correct classification.

e Attributing: Identifying the designation of an originator of the communication
act and the target for that communication act — who made the utterance and
whom it was meant for.

Intra- and inter-coding agreement

To some extent the level of agreement between observers coding the same piece
of interaction can be verified using statistical tests. If two (or more) researchers
independently and simultaneously observe and code the same piece of group
interaction, tests can be undertaken to check the degree of consistency between
the observations. Bales (1950) advised the use of Chi-square, rather than a
correlation coefficient, to determine that the observers can score according to
a specified direction. Chi-square is usually used to find a significant difference
between sets; however, in this situation the statistical test is used to measure
coder agreement. Bales suggested that the correlation coefficients 7 tends to be
relatively insensitive to variations in values with small densities. When coding
using Bales interaction process analysis some of the categories tend to occur much
less than others, they have smaller densities compared to the other categories.
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When using a correlation coefficient, it is possible to find comparisons between
observers which have an r above 0.9, indicating high correlation, which do not
come within the p = 0.05 level, indicating a significant difference, when tested
by Chi-square. The Chi-square statistic is used as an indication of ‘goodness
of fit’, being applied to a situation, which does not represent random sampling.
The use of the Chi-square at the 0.50 probability level (not p = 0.05), or above,
demonstrates that the system being used is common to observers and not exact
(a p value of less than 0.5 indicates an unacceptable level of difference). What
is achieved is a level of agreement between coders that is not identical, but is
considered suitably consistent and acceptable.

Gameson (1992) adopted the Chi-square test to ensure that categorisation was
common. Initial scores were within acceptable limits (p = 0.67) and with training
areliability of p = 0.89 was achieved. Gameson’s reliability tests were carried out
using transcripts generated from audio recordings, that is the coding of data was
retrospective. Wallace (1987) used a classification system adapted from a number
of established systems, including the IPA method, but did not report any tests used
to determine the ability of observers to categorise communication acts consistently.
Research that fails to undertake such tests may be challenged on grounds of agree-
ment and reliability, especially when a system does not have a proven track record.

None of the statistical tests mentioned above were developed specifically for the
purpose of measuring the degree of agreement. Chi-square is not a good measure
of association because its value does not provide information on the strength of
the relationship between two variables (Norusis 1998). A method that is used to
measure the degree of agreement between different people is the Cohen’s kappa.
The Cohen’s kappa not only looks at the amount of ratings that are the same,
but also considers the effect of agreement occurring by chance (Norusis 1998).
Cohen’s kappa corrects the observed per cent agreement for chance; it normal-
ises the resulting value so that the coefficient always ranges from —1 to +1. A
value of +1 would indicate a perfect agreement and —1 shows perfect disagree-
ment. A value of 0 indicates the level of agreement that would be expected by
chance. This method can be used to test whether individual communication acts
are coded to a determined level of agreement, but it cannot be used to check
agreement between two coders when coding continuous speech. When observers
code continuous speech using IPA they identify the speech unit and classify that
unit. A degree of variation would be expected for both parts. Some observers
would occasionally break up speech into more communication acts than others
would and code a communication act differently. Kappa can only be performed
when both variables use the same category values and both values have the
same number of categories; the number of observations must also be symmetrical.

If coders were given a list of 100 statements and asked to classify each
statement into the appropriate IPA categories, the Kappa test can be applied.
Therefore, the Kappa test can be used as a training tool ensuring that recognition
of categories in a list form is reliable, and Chi-square can be used to determine
that the live communication acts can be reliably categorised. Using the many
examples of each of the 12 categories provided by Bales (1950), tests can be
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carried out on the reliability of observers to recognising and coding categories.
Examples provided by Bales can be listed on a page and observers asked to
identify the categories.

Reliability and validity tests and results

Training exercises were undertaken to ensure that the data collected would be
reliable and valid. The first exercise was to develop an understanding of each
category and then check the degree of reliability that could be achieved when
classifying communication acts against a set protocol. One hundred different state-
ments were reproduced from Bales (1950) and these were then listed on a sheet
of paper. The coder assigned an IPA category to each of the statements. Using
Cohen’s kappa test to examine the results against the protocol, scores in excess
of 0.95 were achieved. Then an attempt was made to code the interaction of a
group of postgraduate students discussing an assignment problem. This exercise was
repeated a number of times with the researcher re-reading information on coding
of categories between each observation. Once confident with application of the
system, comparisons were made with another researcher trained in how to use the
system. Independently the two researchers coded the interaction of postgraduate
students engaged in a group discussion. The intercoder agreement score developed
over a two-month period from y? = 14.648, df =7, p = 0.04 (unacceptable) to
x*=4.916, df =8, p =0.766 (acceptable, see Appendix 2).

Following this the researcher attended three site meetings and coded the inter-
action. During the first meeting difficulties were experienced with the coding
sheet. The coding sheet was simplified and refined for ease of use; the final coding
sheet is shown in Appendix 3. With the changes being made to the coding sheet
it was decided to undertake further agreement tests (Appendix 2). Two different
researchers helped with this task. To enable checking of inter-coder reliability
and for ease of observation, a video record of a small group interacting was used
for this study. The inter-coder reliability score for the researcher and one of the
assistants was much more stable and agreement levels were achieved relatively
quickly. A three-month training period was required to achieve satisfactory reli-
ability scores between all three coders, something that Bales (1950) considered
to be normal. The results of the reliability tests can be seen in Appendix 2. The
reliability scores were not as high as studies that used transcripts, such as those
achieved by Gameson (1992), nevertheless they were within the limits considered
acceptable by Bales. Following the training the observers’ ability to code using
the IPA method was deemed to be satisfactory.

Obtaining a representative sample

Meetings should be representative of the project team’s interaction, although
consideration must also be given to the number of projects to be observed.
Attempting to observe all site-based progress meetings during the construction
phase on a project, typically over a period of 12—18 months, would be very
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time-consuming and logistically fraught with difficulties. The way around this
problem is to reduce the research period by observing discrete parts of the
process, that is to take a reductionism approach as used by other researchers of
construction communication (e.g. Wallace 1987; Pietroforte 1992; Loosemore
1996a; Emmitt 1997; Hugill 2001; Abadi 2005). Problems of representativeness
have been recognised where research is based on a small number of cases;
however, there is little guidance about how to determine an appropriate number
(Loosemore 1998D). It can be difficult to dictate the sample size of ‘real’ research
projects when trying to collect data from natural and dynamic contexts (Robson
1993). For example, Simister (1995) invited 50 clients to take part in a study
from which only four agreed to the proposed use of observational techniques.

Case studies are context dependent, determined by the homogeneity of the
research population, the depth of the research method, time and cost limitations
and experiences gained from the pilot studies (Sudman 1976; Hakin 1987; Bryman
1992; Yin 1994; Loosemore 1998b). Loosemore collected data until the patterns
of communication and behaviour that emerged from analysis repeated itself.
Another method is to adopt purpose sampling (Patton 1990), where samples for the
research are selected based on their potential and ability for informing the research
question (Azam etal. 1998). The degree of confidence that a sample taken from
one project’s meetings are representative of other meetings in that project can be
checked. It is not possible to ensure that the study is representative of the general
trend of interaction across all projects, but with a transparent and reliable research
method further research can be undertaken to determine the extent of the trends
found and the degree of application to construction and other fields.

Representative observations

To achieve representative data effectively a number of observations are required
to reduce the impact of unusual events. With a small sample size it is not possible
to determine whether the findings are representative of the wider construction
community, but the data should be representative of the projects studied. Similarly
a method must be adopted that would allow others to compare their findings
against this research. The data can then be used to examine whether the findings
are applicable to the wider population and/or to another field.

Interaction in the same group is known to be relatively stable. There was no
reason to suppose that the interaction behaviour of the management and design team
on one project would vary; however, the research sought to ensure that the data
collected from a series of three meetings was representative of the general nature of
the meetings on a project. A pilot study was conducted to test that samples observed
were representative of larger interaction sequences from the same projects.

Interaction of site-based meetings on two projects comprised the pilot study.
Five meetings were observed on the first project and eight sequential meetings
on the second. Tables 5.6 and 5.7 show the percentage of group communication
acts for each of the IPA categories on both projects. The profiles for each of the
meetings follow a similar pattern, although greater variation between meetings
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occurs in project one (Figures 5.1 and 5.3). The general trend with the majority of
interaction being task-based (IPA categories 4, 5, 6, 7, 8 and 9) and small amounts
of socio-emotional interaction (IPA categories 1, 2, 3, 10, 11 and 12) repeat itself
throughout all meetings. However variations within the individual categories and
between meetings do exist. To ensure that extremes of interaction are considered,
but do not represent normal interaction, a minimum of three meetings should
be observed for each project. This will have the effect of normalising the data,
making it more comparable to the project’s interaction.

A comparison was made between grouped observations of two meetings
and three meetings, against the aggregated results from all of the meetings
(Figure 5.2). The results demonstrate that limiting observations to only two
meetings (shown by the + symbol) considerably increases the potential variation
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Figure 5.1 Pilot study 1: Observations of 5 meetings
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Figure 5.2 Grouped results of 2 and 3 meetings compared with grouped results for all 5
meetings observed

from the line graph that represents all meetings. The two interaction profiles
represented by three meetings (shown by the solid symbols m) are much closer
to the aggregated observations of all meetings (shown by the * symbol).

In pilot study 2 (Figure 5.3), the data represents a larger sample of the project
meetings. Interaction observed in these meetings was more consistent than the
first pilot study. A comparison was made between 4 sets of data, including meet-
ings 1-3, 3-5, 5-7 and all 8 meetings. The results of both pilot studies show that
extremes of behaviour are normalised by grouping project data from 3 meetings
(Figure 5.4). For example, meeting 1 was the only meeting where category 12
was observed, meeting 2 had the highest level of category 11, meeting 3 had
the highest occurrence of category 3 and 7 and the lowest level of category 6.
However, when these were aggregated with other meeting observations the effects
of the extreme values were substantially reduced.
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Figure 5.3 Pilot study 2: Observations of 8 sequential meetings
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Figure 5.4 Grouped results of 3 meetings compared with grouped results for all 8
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In many cases the lines for grouped observations overlap and it is difficult
to distinguish between the grouped observations for all meetings and those that
only represent three meetings. The degree of commonality found shows that the
patterns produced from three meetings do represent the interaction trends that
exist within project group meetings.

Summary

Direct observations using Bales’ IPA is capable of collecting data from site-
based meetings. The method enables the recording of communication patterns
and interaction behaviour. Variations were present when comparing meetings,
although the aggregated results of three meetings on each project normalises
the interaction so that it is representative of the interaction trends found in each
project. We also attended meetings on different projects, first as members of the
M&D team and then as researchers using Bales’ IPA and were unable to find
any obvious differences in the way the meetings were conducted. This tends to
suggest that our presence as researchers did not adversely affect the behaviour
of those present, although this cannot be determined for certain.

Research method

A company director of a large contracting company, known to the authors, was
approached and asked for his help. The contracting organisation was involved
in a significant number of construction projects that were located within a
reasonable geographical distance of our offices, this allowed researchers time
to get to the meetings and record data during a normal working day. The
contractor was a well-known organisation, involved in construction projects
both regionally and nationally. After we had explained the background to
the research and the proposed method of data collection, the director gave
his permission for the research to be carried out and for the results to be
disseminated (subject to approval from the meeting participants). This had the
effect of tying the researchers into the contractor’s current projects, some of
which were managed using design and build, some of which were procured
under a traditional contract (i.e. contract type was not controlled by the
researchers). Following the meeting the director provided us with project details
and contact details for the site managers. All projects observed were located
in the same geographical region of the UK and were associated with commer-
cial building projects of a varied nature. This meant that each project was
different to the next and therefore the meeting participants would differ between
projects.

Ten construction projects were used to gather data (summarised in Table 5.8).
Eight of the projects were managed under a general contract (architect led)
and the other two were managed through design and build contracts (contractor
led). All projects had a minimum contract value of 3 million pounds and a



116 Collecting communication data

Table 5.8 Description of the construction projects

Project Project description Approximate Procurement
number project value method
(£ millions)

1 Two-storey new build call-centre 7.5 Design and
with parking facilities. build

2 Conversion of existing inner-city 4.5 General
building into luxury flats and contract
restaurant.

3 Eight-storey block of luxury flats 5.0 General
with parking facilities. contract

4 Inner-city four-storey 4.5 General
building converted to luxury contract
flats, part new build and part
refurbishment.

5 Two-storey medical centre, shops 4.5 Design and
and public amenities. build

6 New school building with parking 7.0 General
facilities. contract

7 Five-storey building providing 4.8 General
accommodation for luxury flats and contract
restaurant part new build, part
refurbishment.

8 Refurbishment of four-storey 3.5 General
building to accommodate flats and contract
restaurant.

9 Refurbishment and new build to 35 General
hospital wing. contract

10 Refurbishment of five-storey 5.2 General
building to accommodate contract

a recording studio and
media centre.

maximum contract value of 8 million pounds sterling. The total contract value
of the projects studied was approximately £50 million. All observations were
undertaken during the construction phase when professionals interacted in site-
based progress meetings. The site-based progress meetings were all held in the
contractor’s site accommodation offices. The interaction of each participant at
the meeting was observed and coded using Bales IPA. By gathering data from all
contributors it was possible to aggregate the interaction results to provide a profile
of group interaction. Because performance information was collected on the
contractor’s representative, specific attention was also given to the observations
of interpersonal interaction between the contractor’s representatives and other
members of the management and design team. Interpersonal profiles for the
contractor’s representative were also produced.
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Use of the IPA method

Data were gathered from each of the construction projects by attending, observing
and recording interaction from three to four sequential meetings (discussed in
more detail below). In total, data were gathered from 36 site meetings, involving
96 different participants (listed in Table 6.1). Before observing the first progress
meeting on each project the researcher contacted all the key personnel scheduled
to attend and briefly outlined the nature of the research. All of the subjects
were shown the data collection sheet (Appendix 3). Reassured by the type of
data that was to be collected, all of the participants gave their consent for the
meetings to be observed and the data recorded on the data collection sheets.
During the first meeting of every project the researcher was briefly introduced to
the meeting participants. At the start of the meeting some of those present asked
to have a look at the data collection sheet, which was shown to them. Following
this, those attending the meeting paid little attention to the presence of the
observer.

At the end of the contract period, and following the observation of all case
studies, data on the success of the project was collected from the managing
directors of the main contracting organisation. This provided enough information
to determine whether the project had been completed to budget and to programme.
The criteria for evaluating project success were:

Project completion within or in excess of the scheduled duration;

Project completion within or in excess of the estimated budget;

Whether or not conflict occurred between the contractor and the architect;
Whether or not conflict occurred between the contractor and the client.

Half of the projects were completed on time and within budget. A further two
were completed within budget, but experienced time overruns. Three of the ten
projects failed to complete on time or within budget. Conflict with the client was
witnessed on three of the ten projects and only one project revealed conflict with
the architect (Case study 6). The five projects that were completed on time and
within budget did not demonstrate any conflict with the client or architect, and
could be considered to be successful projects. Two of the projects that failed to
deliver on time or programme also experienced conflict with the client, while
the third experienced conflict both with the client and the architect and is thus
classified as the least successful project (Table 5.9).

Following the completion of the observation period we asked the company
directors to rate the effectiveness of the contractor’s representatives. Their evalu-
ation was based on the site manager’s previous ability to contribute to successful
projects, that is those that were profitable, completed on time and did not result
in disputes. This allowed a comparison to be made between the perceived effect-
iveness of individual site managers and their performance as measured during
the research period.
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Table 5.9 Project performance

Project Completed Completed Experienced Experienced Number of

number within within conflict conflict positive
budget scheduled with the with the outcomes
programme client architect
1 Yes Yes No No 4
2 Yes No No No 3
3 Yes Yes No No 4
4 No No Yes No 1
5 Yes Yes No No 4
6 No No Yes Yes 0
7 No No Yes No 1
8 Yes No No No 3
9 Yes Yes No No 4
10 Yes Yes No No 4

Data processing and analysis

The interaction observed during meetings was manually recorded using a
tabulated data sheet (Appendix 3). Information on the length and nature of
communication acts is provided in Appendix 1. Data collected at each meeting
included the identification of the:

Participant who was initiating communication;

Participant at whom the communication is predominantly aimed; and the
Communication act using the 12 socio-emotional and task-based categories
provided by Bales” IPA method.

Reflective qualitative notes were also made following the meeting to aid inter-
pretation of the IPA results. These were based on interaction behaviour that
would not be identified by the IPA system and were limited to overt interaction
behaviour between subjects. The reflective data adds a contextual dimension to
the IPA data helping explain the nature and use of communication acts. For
example, although the IPA system would identify where conflict, disagreements
and disputes occurred it would not identify the nature of that conflict within the
group discussion, nor would it identify the intensity and how it was used. By
making notes after the meeting the observations made during the meeting and
the IPA coding were not compromised.

The IPA quantitative data were manually entered into a computer-based spread-
sheet (SPSS v. 10) ready for statistical analysis. The data relating to the project’s
success and the effectiveness of the contractor’s representatives were also entered
into the spreadsheet.

Investigation of the first research objective was undertaken by analysis of
the quantitative data on a case-by-case basis in the form of graphical profiles
and tabulated results. Then the aggregated results for all observations were used
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to provide a single profile for the management and design team meeting. This
profile could then be compared to previous studies of groups based on the
IPA method. Testing the validity of the first hypothesis is presented in two
formats:

1. Analysis of quantitative data presented in the form of graphical profiles and
tabulated results allows comparison between the project’s success criteria;

2. Statistical analysis is then undertaken, using the Chi-square statistic, to
determine if differences found are significant.

Testing the validity of the second hypothesis is presented in two formats:

1. Analysis of the quantitative data in the form of graphical profiles and tabu-
lated results allows comparison between the contractor’s representatives rated
effective and those rated less effective;

2. Statistical analysis, using the Chi-square statistic, was used to determine if
different interaction profiles based on the effectiveness of the contractor’s
representatives were significantly different.

Coding and analysing Bales’ IPA

The categories that are used to code communication are identified in Figure 3
(further information is also provided in Appendix 1), which provides a very brief
outline of the 12 categories prescribed in the original protocol. A more detailed
description of each category can be found in Bales (1950: 177-195). Appendix 1
also provides guidance on what constitutes a full speech act.

Method of categorising communication

Each communication act was coded in accordance with Bales’ IPA. The smallest
part of the interaction process coded and analysed was a sentence or a statement
of meaning. Analysis of individual words would be impractical when observing
and recording interaction in real time, and would be of little use when analysing
the results. The person speaking and the direction of interaction, the person being
addressed, are also recorded.

Analysing the data

It is conventional for researchers using the Bales methodology to pay partic-
ular attention to the trends found in the descriptive statistics; using line graphs
(profiles) and tables, indeed many including Bales choose not to support all of
their analyses with inferential statistics. Most recent IPA studies use a combina-
tion of descriptive and inferential analysis (Cline 1994; Socha and Socha 1994;
De Grada etal. 1999). Despite Halpin’s (1990) use of various statistical methods
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he suggests that problems in comparing IPA group profiles on statistical analysis
alone centres around a few related issues:

e The differences between 2 sets of data across all 12 IPA categories are typic-
ally small. Many statistical tests are inappropriate for such small differences.

e Some of the categories tend to be much larger than others, routinely
accounting for 30—40 per cent of the total IPA, while others that are equally
significant are seldom scored. In most observations the task-based categories
account for the majority of the interaction, and although the socio-
emotional categories are small, they often have the greatest effect on the
group.

e  Only some IPA categories are considered to be relevant to a particular trait
or association.

The results presented here first discuss the descriptive trends and relationships
with the aid of qualitative notes, line graphs and tables before analysing differ-
ences using inferential statistics. The statistics and tables are produced with the
aid of a statistical processing package, namely SPSS version 10. The Chi-square
test will be used to determine if differences are significant. The IPA system
relies on the classification of communication from a finite number of nominal
communication categories (12). The Chi-square test is used to see if there is
evidence that suggests that two categorical variables are associated with each
other, determining if they are related in population. The Chi-square test does
not measure the strength of the relationship, it measures whether the relationship
occurred due to chance.

Once it is determined that differences between data sets are significant the
adjusted residuals can be used to examine where the greatest differences occur.
Residuals are the difference between the observed value and the expected value.
The expected value is the number of cases one would find if there were no
relationship between the variables. Positive residuals indicate that there are more
cases in the cell than there would be if the row and column variables were
independent. The residuals are then divided by the estimate of its standard error
and expressed in standard deviation units above or below the mean. This is
known as the adjusted residual.

Tabulated results

All of the results are presented in tables and graphically using line graphs.
Line graphs are traditionally used to present IPA results. The use of line graphs
allows multiple sets of data to be laid over the top of each other allowing easy
comparison. Because there are 12 interaction categories, comparing multiple sets
of data using histograms can result in the graphical representation becoming
cluttered and difficult to read. The tables used (e.g. Table 6.1) identify the
number of communication acts observed in each category (No.), the percentage
of interaction, calculated vertically, and the adjusted residual (Adj.).
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Multiple comparison of the 12 IPA categories

The group interaction data was analysed from a number of different perspect-
ives: whether projects were completed within the scheduled duration, within
budget, whether conflict was experienced between the contractor and client, and
contractor and architect. Each analysis will consider the 12 IPA categories separ-
ately and when grouped into socio-emotional and task-based headings. When
using multiple comparisons, there is a need to know that all probability state-
ments are simultaneously correct; therefore, confidence statements should be
adjusted to reduce the potential for error. Undertaking multiple levels of analysis
on one data set can result in Type 1 error (rejecting the null hypothesis when
it is true). The chances of finding significant results are inflated as the number
of tests increase. However, to reduce the potential problems associated with
multiple comparison p =< 0.05 should be treated with care, with p =< 0.01
being a more reliable predicator (also p =< 0.001 is still highly significant).
Lederman (1984a,b) suggests the use of the Bonferroni method (dividing the
confidence level by the number of multiple comparisons) of constructing simul-
taneous confidence intervals. Thus, when analysing the 12 individual categories a
confidence level of p = 0.05 should be divided by 12 (0.05/12 = 0.004). Under-
taking so many comparisons, with large amounts of data, may result in findings
of such small magnitude. Following the analyses of results, attention needs to
be paid to the descriptive results and the degree and direction of differences
identified in the data.



6 Interaction data from
construction meetings

The interaction data collected from the management and design (M&D) team
meetings are presented here. Line graphs and result tables provide the descriptive
statistics for each individual meeting. The IPA data are shown below, with all
percentages rounded up for ease of reading. Rounding up does produce a slight
error (not all percentages add up to 100 per cent); however, all data counts
are included so that it is possible to calculate more precise figures if required.
Comments are made on the nature of interaction immediately prior to the meetings
and changes in personnel attending the meeting are also noted. An initial analysis
of the trends and differences are reported after the results, these are supported
with qualitative observations to help contextualise the quantitative data. The
inferential statistics and analysis regarding successful and unsuccessful project
outcomes are presented in the following chapters. Success of the project team
was determined by the completion of the project on time and within budget.

The contractors’ directors were also asked whether any conflict had emerged
between the contracting parties. Conflict in this instance is referring to formal or
legal action taken by the parties as a result of failing to resolve matters on site, it
does not refer to conflict that may manifest within meetings as a part of problem
resolution. Conflict, when used as a measure of unsuccessful performance, is only
considered when disputes continue after the building project has been completed,
are formal involving the exchange of written documentation or when third parties
are engaged to assist in the resolution of such matters (e.g. legal consultants,
lawyers, mediators, adjudicators, arbitrators etc.).

Table 6.1 provides a summary of the professionals and the number of people
attending each meeting. The highest number of people attending a meeting was 11
and the lowest 3. Rounded up, 7 were the average number of people that attended the
meetings and 9 were the mode. Although there are often many more professionals
involved in a construction project, it is notable that numbers attending the meet-
ings are consistent and tend to be small. There were a core group of professionals
present at most meetings, others attended to suit project requirements.

Results: Case study 1

The first case study was a new build call centre with parking facilities; the
approximate contract value was £7.5 million. The project was managed under a
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design and build contract. It was completed within budget, on time and without
conflict.

Observation of meetings 1.1-1.4

Very little social interaction was evident between the professionals either before
or after the meetings. The majority of the interaction that occurred before the
meeting was contained within subgroups; for example, the senior architect would
talk to the other architect, while the contractor’s quantity surveyor would talk
to the contractor’s project manager. Conversations within the subgroups were
neither loud nor whispered, these “polite’ discussions appeared to help maintain
interpersonal status. The structural engineer did not make much effort to interact
with the other professionals before the meeting, nor did others attempt to make
conversation with him. While waiting for the quorum to gather, actors sat in
silence and organised their notes and documents. The meeting was conducted in a
formal and structured manner. The lack of social and informal interaction across
the professional groups prior to the meeting seemed to emphasise the formality
and importance of the meetings.

Analysis

The first three meetings followed a similar profile (Figure 6.1 and Table 6.2).
Most of the interaction in this and the other cases are associated with the
emotional, neutral (task-based) categories. The low levels of socio-emotional
interaction are consistent with earlier observations of adult groups.

Meeting 1.4 has the largest variation in the task elements, when compared
with the other meetings, but this appears to be related to the fact that it was the
last formally scheduled meeting. During meeting 1.4 it was stated that many of
the M&D problems on the meeting agenda had been successfully resolved and
even though the contract had just left to run over two months, those present were
asked by the contractor’s project manager whether there was a need to continue
with the formal meetings. It was proposed that if any issues arose at a future
date, a meeting could be scheduled and it was agreed that meeting 1.4 would be
the last formally scheduled M&D team meeting.

Analysis of changes in behaviour between the meetings reveals a number of
apparent trends. Ignoring the last meeting, the largest gradual variation occurred
in categories three and four. Giving suggestions, direction and generally implying
autonomy increased at each subsequent meeting, and there was also an increase
in the level of agreement. Generally, there were more suggestions and agreements
in later meetings, which is matched with a decline in evaluation and explanation.
A reduction in the information requested and disagreements is also evident. The
amount of tension release and tension shown is stable in most meetings, although
highest in the first meeting. There was little variation in the use of showing
solidarity, raising other’s status, giving help and asking for opinion, evaluation
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Figure 6.1 Group interaction profiles of Project 1, meetings 1.1-1.4

or analysis. However, very few observations of showing solidarity were collected
in any of the cases.

The IPA categories can also be examined in terms of task-based and socio-
emotional interaction. In all four meetings the percentage of positive socio-
emotional interaction (categories 1-3) was higher than negative socio-emotional
interaction (categories 10-12). The total positive emotional interaction is five
times higher than the negative emotional interaction. This case study has the
highest overall occurrence of category three, accounting for 17 per cent of the
group’s total interaction.

The amount of socio-emotional interaction (categories 1-3 and 10-12) is low
compared with task-based interaction. The task-based interaction in case study
one accounts for 78 per cent of the interaction. Another noticeable trend is that the
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giving of information, opinions and suggestions were considerably higher than
requesting information, opinions and suggestions. The increase in positive and
the reduction in negative socio-emotional interaction corresponded to a reduction
in the number of issues and problems raised.

Early observations of this project witnessed a number of critical discussions,
with problems listed on the agenda discussed in detail. The contractor’s repres-
entatives would often ask for extra information and explanation rather than just
relying on the initial response given by a specialist. The contractor’s representat-
ives would also be prompted to show when they did not agree with a suggestion.
During early meetings the levels of suggestions given were high; it was only
when the number of problems being raised reduced that the number of directions
given also reduced.

The contractor’s project manager was particularly dominant during discussions.
Although a period of open discussion did take place on most issues, the project
manager was firm in his insistence on bringing matters to a close and coming up
with a definite course of action. If suggestions were not forthcoming he would
prompt others to provide proposals and make suggestions. When proposals were
not given, he would draw together information from the discussion, rephrase
what he thought others were suggesting and put the idea to the group. If others
agreed he would ask them to provide a firm date for completion of the suggested
activities. When professionals appeared to be vague on dates (e.g. ‘by the middle
of next month’) the project manager was quick to find a corresponding date
in his diary, and confirm the date with those suggesting the time-scale. This
often encouraged others to give slightly more thought to the date of the activity;
however, at the end of discussions a firm date was always set, agreed and
recorded in the minutes. The act of setting and recording exact dates always
made those responsible for the action appear slightly anxious. Providing a set
date encouraged them to give more thought to activities and the timing of events.

Summary

All of the performance outcomes on this project were successful. The company’s
director gave the contractor’s project manager the highest rating. The project
manager chaired the meeting. A simple agenda was produced for each meeting and
minutes from the previous meeting were tabled. The minutes concisely stated the
actors present, apologies, what had been discussed and what action was decided
and by which date. If the action had not been achieved by the next meeting, this
was recorded and a new date for the action was set. At each meeting the action
not completed was discussed. Those who had failed to achieve their action point
were asked to provide a new date for the action to be completed. Professionals were
never allowed to be vague on the date for completion. By checking the calendar
and taking time to record the new date and issues discussed, it was always made
clear that the date and any programme slippage were being recorded and monitored.
When an actor stated that work would be completed by the end of the week, the
project manager, who was chairing the meeting, opened his diary, checked the date
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that corresponded with the end of the week and asked if this was the date they
expected to have the work completed. The tone of the conversation was factual
and neutral in emotion, no positive or negative emotion was expressed. Emphasis
was on business, ensuring that matters were properly considered and formally
recorded. Rarely was there any detailed discussion about why the action had not
taken place. The project manager never forced a date on other parties, he merely
made it clear that the date had passed and that the new date was either critical or
in danger of becoming critical. If the delay had affected other tasks, this was also
mentioned and recorded, but again not discussed in detail. The focus on formality
seemed to emphasise potential consequences, without needing to discuss them, and
resulted in action. Interaction was neutral in emotion; however, the atmosphere
was slightly tense and the discussions showed that matters were important.

At all stages in the discussion, the project manager let actors make their
response to problems and recorded their suggestions. If there appeared to be
faults in the design or poor performance of a product was suspected, the project
manager would bring the matter to the attention of the relevant representative.
At the meeting the project manager would not tell the representative what action
would need to be taken, but would ask how they intended to resolve the matter.
The project manager would outline the issue, state his concerns and would ask
the relevant party for their intended action. Considerable emphasis was placed
on how the party at fault intended to resolve the matter and when it would be
resolved. If the project manager was concerned about the suggestion made to
rectify the situation, he would probe for more information. Discussions were not
prolonged and once action had been recorded matters would be moved on to the
next item on the agenda.

When disagreements emerged these were often followed by questions, inform-
ation seeking and probing statements that were specifically tied to the item
of disagreement. Once the problem had been exposed suggestions for action
were requested from those with relevant knowledge. Disagreements were swiftly
resolved with suggestions of action. Suggestions were reiterated by the chair and
confirmed for the purpose of the minutes, the chair would then ask for agreement
and the action was formally recorded.

Results: Case study 2

This project was a conversion of an inner-city building into luxury flats and a
restaurant. It was managed under a general contract and completed within budget,
but not within the scheduled programme. There was no evidence of conflict on
this project.

Observation of meetings 2.1-2.3

There was a considerable amount of social interaction before the start of the
meeting; most of this was initiated by the client’s project manager and focused
on less senior representatives. The discussions tended to focus on sports events,
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such as rugby and football, or television and news (discussing issues of current
interest). The members participating in these conversations tended to be limited
to the client’s representatives, including the structural engineering, mechanical
and electrical engineering consultants and the client’s project manager. The
contractor’s representatives often entered the meeting just before it was due to
start, which meant that there was little time for informal discussions involving
the contractor’s representatives prior to the meeting. The architect tended to
arrive just after the contractor’s representatives, and was also not involved in
discussions prior to the meeting. The meeting commenced as soon as the architect
arrived.

Analysis

Interaction associated with the more extreme socio-emotional categories, such as
shows solidarity, raises others status, gives help and shows antagonism, deflates
others status, were not observed during any of the three meetings (Table 6.3).
Showing tension release, laughing and joking was only observed on one occasion,
the only category remaining that provided positive emotional communication was
agreement.

Case study two has greater variation between group meetings than that was
found in any of the other cases. The most consistent category throughout the
series of meetings is asking for opinion, analysis or evaluation. The amount of
variation found in this set of meetings was particularly unusual when compared
to the other cases. A considerable variation occurred in the personnel attending
each of the meetings and changes in interaction patterns may be linked to changes
in actors.

Meeting 2.3 was the last formally scheduled M&D meeting of this construction
project. The profile for meeting 2.3 is similar to that of 1.4 (Figures 6.1 and 6.2);
both of these profiles represent the last formally scheduled M&D team meetings.
The only obvious difference between the two cases is that in profile 2.3 the
amount of disagreements is considerably higher than that observed in meeting
1.4. This project did not complete on time and there were discussions relating to
this fact.

Summarising all of the meetings, the amount of positive socio-emotional
communication is almost the same as the negative socio-emotional communic-
ation. The positive exceeded the negative socio-emotional communication in
only one of the meetings (meeting 2.2). Although the profiles have the greatest
variation between meetings, there was still a typically high level of task-based
interaction compared with socio-emotional interaction.

A degree of tension was attributable to the relationship between the client’s
project manager and the architect. This seemed unusual as both consultants
represented the client. The critical debate between the two parties did mean that
issues raised were considered from two differing perspectives. When the conflict
became prolonged other group members would attempt to disperse the tension
and resolve differences.
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Figure 6.2 Group interaction profiles of meetings 2.1-2.3

Summary

The tension that manifest between the architect and the client’s representative did
not distract from issues discussed at the meeting. At each meeting a simple agenda
was produced and additional information and representatives’ reports were tabled.
The meeting was conducted in a relatively relaxed environment although the
chair did ensure that each matter was dealt with. Potential delays were discussed,
but were not systematically recorded in the minutes of the meetings. The date
when the next activity was expected was discussed and activities scheduled on
bar charts noted, but no specific records of slippage were made. The client’s
project manager chaired the meeting. The meetings were relatively informal and
unstructured; however, if matters were losing their focus, the chair was quick to
end discussions and bring the focus back on the item being discussed.

Results: Case study 3

This project comprised an eight-storey high block of luxury flats with parking
facilities, managed under a general contract. The work was completed on time
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and within the scheduled programme. There was no evidence of formal conflict
or legal disputes once the contract was completed.

Observations of meetings 3.3-3.4

Informal discussions would take place between the construction professionals
prior to the start of the meeting. The client’s project manager initiated most of
the discussions. The architect and the contractor’s representatives arrived just
before the start of the meeting, so they did not take part in these conversations.
Most of the representatives who took part in the conversations were less senior
members of the group. The number of people participating in the meeting was
high compared with the other projects (Table 6.1).

Analysis

The three line graphs follow a similar profile (Figure 6.3). In all of the ten
case studies the line graphs within each case study typically follow similar
profiles, apart from case study two. In this case study, the largest variation occurs
in category 11 of meeting 3.1 (Table 6.4). Agreeing also has a high adjusted
residual; this indicates considerable variation in this interaction category between
meetings. However, the profiles are still typical of all other profiles with the
task-based communication accounting for the majority of interaction.

The qualitative observations during the meeting noted a conflict between
two of the participants. This was supported by relatively small increases in the
quantitative levels of negative emotional interaction. This helps to show that
slight deviations in the total quantitative measures can represent quite notable
differences in the real group environment.

From a qualitative perspective the level of tension within the meetings was
higher and more intense than that found in the other cases. Much of this was
attributable to conflict and disagreement between the client’s project manager and
the architect. Even though the qualitative observation of interpersonal behaviour
found the amount of negative emotional exchange to be high, it only resulted in
a few instances of antagonism (category 12). The interactions between the senior
architect and the client’s project manager were occasionally emotionally charged,
with few attempts being made to understand the other person’s reasoning. The
tension emerged from the advice and suggestions provided by one party, which
would not be accepted by the other. The architect did not seem to like the
client’s project manager making suggestions that impacted on the architect’s role
and duties. The architect argued and repeatedly put forward the view that there
were certain ways of dealing with other parties, such as statutory authorities,
claiming that this is ‘the way things are done’. The client’s project manager often
challenged this view, being the main protagonist of many critical discussions. The
initial points made by the project manager were not presented as a criticism of
the architect nor delivered with negative emotion; however, the architect became
irritated when the project manager raised such issues and the project manager
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Figure 6.3 Group interaction profiles of meetings 3.1-3.3

attempted to justify his point. Other members of the meeting were aware of the
tension between these two parties and would occasionally attempt to diffuse the
situation by offering information, opinion and occasionally attempting to release
tension. When other members of the group realised that the discussion between
the architect and the client’s representative was becoming tense, they became
notably quiet. Again in this case study, the disagreements between parties meant
that issues were considered from different perspectives and although arguments
were often tense, a course of action was often proposed and accepted by the
group. Although such arguments did threaten professional relationships, they
often resulted in a clear direction.

Even with this behaviour, the total amount of positive socio-emotional commu-
nication observed (11 per cent) was almost twice that of negative emotional
communication (6 per cent). The amount of agreeing was relatively high, only
case study one being higher; however, disagreeing was also high, only case study
two having had a higher level of disagreement.

This case study had a high level of giving information, which was considerably
higher than giving opinion, evaluation and analysis. The giving of information,
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opinions and suggestions during this series of meetings was over four times
higher than asking for information, opinions and suggestions.

Tension levels were high compared with other projects, but this did not result
in formal conflict or legal disputes once the contract was completed. The conflict
seemed to manifest from personal tension between the architect and the client’s
project manager. Comments made by the client’s project manager would irritate
the architect. The client’s project manager was young, ambitious and eager to put
forward his views. The architect was the most senior member of the team and
often challenged and criticised the views put forward by the project manager.
Disagreements developed in all of the meetings, but it did not dominate the
meeting, nor did it result in reoccurring disagreements about the same issue in
subsequent meetings.

Summary

Informal interaction took place prior to the meeting, but the meeting was
conducted in a formal and sober manner. An agenda was circulated prior to
the meeting. At the relevant item on the agenda, each sub-contractor present
was asked to report on progress. The contractor’s project manager would high-
light relevant problems that needed resolution and suggest what type of action
was required. The project manager was keen to ensure that each problem was
dealt with properly, safely and within the project’s time constraints. Matters
were discussed in detail. Where issues were impacting on other tasks or
programme slippage had occurred, the project programme was discussed and
options considered. A summary of the action agreed was briefly discussed before
moving on to the next item of the agenda.

Results: Case study 4

This case study project comprised an element of refurbishment and new build
work. An inner-city four-storey high building was converted and enlarged to
create a number of luxury apartments. The project was managed under a general
contract. The work was not completed within the budget, nor was it completed
within the scheduled programme. There was evidence of conflict with the client
on this project.

Observation of meetings 4.1-4.3

Compared with other cases, a high level of social interaction occurred both prior
to and after the progress meetings. The project manager did not get involved in
the conversations prior to the meeting as he was busy reproducing (photocopying)
minutes and reports for the other parties to use. The structural engineer often
arrived late and after the meeting had started. The architect arrived late in meeting
4.2. This was put down to problems with finding a parking space for the car near
to the city centre development. The problem of insufficient car parking spaces
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in close proximity to the site was one of the topics often raised in the social
discussion prior to the start of the meeting.

There was considerable variation in personnel attending this series of meetings.
Six people attended meetings 4.1, then ten people attended meeting 4.2 and
finally seven people attended the last meeting observed. The increase in numbers
during meeting 4.2 was largely attributable to an increase in the contractor’s
representatives. It was found that when new members entered the meeting the
amount of socio-emotional interaction reduced and explanation regarding task-
related issues increased slightly. As the new members, who were less familiar
with the project, started to engage in discussions a greater explanation of issues
was noted.

Analysis

The three line graphs present a pattern of interaction that has a degree of consist-
ency, although the variation between the lines is more notable than most other
cases (Figure 6.4). A factor that needs to be considered when examining the
degree of variation is the changing attendance and participation of contractor’s
representatives.

40

Meetings
—+— 4.1
—A— 4.2
—6— 43

% of interaction

1 2 3 4 5 6 7 8 9 10 11 12

Interaction process analysis categories

Figure 6.4 Group interaction profiles of meetings 4.1-4.3
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In this case study the most consistent categories observed were giving inform-
ation and asking for opinions (Table 6.5). The greatest variation occurred in
the amount of agreement. The variation between meetings associated with both
giving suggestions and disagreeing result in high adjusted residuals.

The total amount of task-based communication accounts for over 88 per cent of
the interaction and the vast majority of the remainder of the interaction are in the
positive emotional categories. The amount of positive emotional communication
is over ten times greater than the negative communication. Although this ratio
is high, the amount of positive emotional communication (10 per cent) was
not the highest observed. The factor that contributes the most to the high ratio
is the low level of negative emotional communication (1 per cent). Showing
solidarity, showing tension and showing antagonism were not observed in any
of the meetings.

Very little critical discussion regarding problems occurred in these meetings.
Many of the issues continued to be discussed from meeting to meeting, seemingly
reoccurring without resolution. Participants had gathered and presented further
information at each meeting to support the understanding of the problem, yet no
one person was prominent in offering suggestions or giving direction (compared
with, e.g. Case study 1). The inability to make decisions may have had an affect
on the inability of the contractor to complete the project on time or within budget.
Problems would be discussed and reasons for not being able to resolve the matter
put forward without any suggested way forward.

Summary

The contractor’s project manager was rather unorganised. The minutes of the
previous meeting were often prepared and copied immediately prior to the start
of the meeting. The minutes of the meeting and the agenda were neither easy to
understand nor systematically structured. Action points were recorded, but were
open to interpretation.

The meeting did not follow an organised structure and was further disrupted by
members entering the meeting after it had started. Although each actor contrib-
uted to the meeting, the meeting lacked organisation and failed to address key
issues. Much of the communication was focused on reports and people reading
through their progress reports (which did not seem to deal with all the problems
that needed addressing). When problems were discussed the contractor’s repres-
entative often became frustrated. The anxiety resulted in heightened moments
of negative socio-emotional expressions. These outbursts were not personalised,
but expressed frustration with a situation. Unfortunately, the frustration did not
result in action. Other members attending the meeting remained silent until the
frustration had subsided, they did not attempt to pacify the project manager. The
frustration did not prompt others to take or suggest a course of action. Although
the frustration was expressed in relation to a number of inter-related problems,
the specific cause and person or persons considered responsible for the problems
were not easily identifiable. As no specific person or situation was identified as
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the cause of the problem, none of the members of the M&D team were asked or
prompted to respond to the outburst.

Results: Case study 5

This design and build project comprised a two-storey medical centre, with retail
units and other public amenities. The work was completed within budget and
within the scheduled programme. There was no evidence of conflict.

Observations of meetings 5.1-5.4

Discussions took place prior to the commencement of the meetings and these
were normally within subgroups, that is people would generally talk with people
from the same organisation. The mechanical and electrical consultant did initiate
some communication across organisational boundaries. It did seem that while
some people would engage in conversations, others were not as forthcoming.
The contractor’s representatives avoided conversations with the mechanical and
electrical consultant, even though the mechanical and electrical contractor did
attempt to initiate conversations.

Analysis

The second and third meetings had a greater consistency than the first and final
meeting observed (Figure 6.5 and Table 6.6). Meeting 5.4 took place towards the
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Figure 6.5 Group interaction profiles of meetings 5.1-5.4
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end of the project, although it was not the final meeting. The results of meetings
observed towards the end of the project show changes in interaction patterns.

High adjusted residuals for category 4 (giving suggestions) were found in meet-
ings 5.4 and 5.1; this was the largest variation found in case study 5. The levels
of giving opinions, giving information and asking for suggestions did vary in
individual meetings, indicated by the high adjusted residuals. The categories that
are most consistent between meetings were agreeing and disagreeing. Much of
the variation occurred in the neutral socio-emotional categories. Giving inform-
ation, opinions and suggestions accounts for six times the amount of interaction
associated with requesting the same types of interaction.

The total task-based communication accounts for over 90 per cent of the
total interaction. The majority of the remaining interaction is positive emotional
(7 per cent); moreover, the positive emotional communication exceeds the
negative emotional communication by a factor of five.

It was evident that the contractor’s representatives were not satisfied with the
performance of the mechanical and electrical consultant. Much of the disagree-
ment and tension observed was attributable to the M&D of services within the
building.

Occasionally, the team members did express negative emotion, although this
was mainly confined within one particular dyad. There was a degree of emotion-
ally charged debate between the mechanical and electrical consultant and the
contracts’ manager. The planner also entered into the discussion, tending to
use occasional negative emotional communication. The contractor’s represent-
atives raised concerns over the action taken by the mechanical and electrical
consultant. They clearly showed that they were not satisfied with the consultant’s
performance.

The conflict and the complexity of the issues being discussed between
contractors and mechanical and electrical representatives resulted in the mech-
anical and electrical sub-contractors being asked to attend the meetings. The
discussions continued to be tense; however, it was evident in the later meetings
that many issues were resolved and courses of action proposed and agreed. In this
situation, the negative socio-emotional interaction was followed by suggested
action. Initially, the action suggested was to ensure that all the main parties
who were potentially involved in the problem were present at the meeting. This
ensured that no other party outside the meeting could be blamed for the prob-
lems occurring. Once all parties were present in the meeting the focus was on
how the position could be rectified and the time scales involved to rectify the
problem.

Summary

An agenda was produced prior to the meeting. Issues on the agenda were briefly
discussed and reported. The chair moved quickly on to the item that required a
report from the mechanical and electrical consultant. The consultant was allowed
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to report on progress, but was quickly questioned about problems with wiring
and delays with the design information. The meeting was clearly focused on
attacking and resolving this problem.

Questions were directed at the consultant from the architect, quantity surveyor
and project manager. Some of the questions had an accusing tone. It was clear
that the mechanical and electrical consultant was considered to be the cause of
the problem. The focus of the tension expressed was aimed at the mechanical and
electrical consultants. During the initial meetings the mechanical and electrical
consultant refused to accept responsibility for the problems and identified a
number of other issues that were impacting on the problem. The mechanical
and electrical consultant suggested that there were a number of issues associated
with the mechanical and electrical contractor, which had impacted on the main
problem and delay.

When the problem remained unresolved in previous meetings, the mechanical
and electrical subcontractor was asked to join the meeting. With up to nine
professionals meeting in a small site cabin (also used to store files) conditions
were cramped, however the meeting was conducted in a formal manner. At
times during the meeting there was tension between the members of the meeting.
Tension emerged as bouts of silence, followed by formal questions aimed at the
mechanical and electrical consultant. With all relevant specialist in the room, the
contractor’s representatives and the architect quickly dealt with the problems.
It was decided that other issues on the agenda should be dealt with after the
mechanical and electrical matters had been covered. It was also stated that this
would allow the mechanical and electrical contractors to leave the meeting, if
they wished, once the matter had been discussed. With all parties present and
focus on the mechanical and electrical consultant, matters were soon resolved.
The mechanical and electrical contractor made a suggestion, the architect asked
the consultant whether this was possible, the consultant agreed and the matter
was resolved.

Results: Case study 6

Case study 6 comprised a new school building with parking facilities, which was
managed under a general contract. The work was not completed within budget,
nor was it completed within the time schedule. This was the only project where
evidence of conflict with the client and with the architect was observed and was
the least successful of the ten projects.

Observation of meetings 6.1-6.4

Prior to the start of the meetings most of the professionals present in the room
took part in informal conversations. The contractor’s representatives did not enter
the room until just before the meeting was due to start and did not engage in
any discussions prior to the commencement of the meeting. Informal discussions
concerning issues raised in the meeting took place after the meeting had finished.
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Analysis

Prior to the start of the observations, a change took place in the contractor’s
management team and a new project manager was appointed. No personnel
changes were made during the observation period. This meant that the contractor’s
planner took on the role of project manager for the first meeting. During the
first meeting the contracts’ manager and planner led the interactions for the
contractor’s representatives. The new project manager, who at this point was
unfamiliar with both the project and the participants, did not make major contri-
butions until the second meeting, where he was a major contributor. His contri-
butions increased at each subsequent meeting. Although the architect chaired the
meeting, he was not dominant in directing interaction. Other meeting participants
(mainly the contractor’s representatives) took on this role and influenced much
of the interaction.

All of the line graphs (Figure 6.6) of case study 6 follow a similar profile. The
greatest variation in the profile occurs in the task-based categories (Table 6.7).
The most consistent interaction results were found in the agreement category. The
categories with the highest adjusted residual, indicating greatest variation between
meetings, include showing tension, giving information and asking for informa-
tion. Over the course of the meetings the amount of tension increased, which
corresponds with the pressure from the contractor’s representatives to resolve
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Figure 6.6 Group interaction profiles of meeting 6.1-6.4
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problems. As the new project manager gained confidence and understanding of
the project needs, he shifted his attention towards problems and tension mani-
fested. While stating the nature of the problem, specific questions and requests
were made to members of the design team, the phrasing of the problem implied
responsibility. Regardless of whether responsibility was accepted or denied, a
solution was requested or suggested.

The total task-based communication accounts for over 88 per cent of the
interaction. Positive emotional interaction is over twice the amount of negative
interaction, with 7 per cent being positive and 3 per cent of communication acts
being negative.

Summary

The change in personnel towards the end of the project has complicated the
analysis of this group against the project outcomes. The new project manager was
relatively inactive during the first meeting (he listened and asked questions). At
subsequent meetings his interaction increased. Initially he attempted to understand
the nature of the problems being discussed, at subsequent meetings his emphasis
was on looking for suggestions on how the problems could be resolved and giving
suggestions. The change in personnel resulted in an interpersonal and group
development process; those coming into the team had to understand the problems,
their context and develop relationships with the other members of the M&D
team. Rather quickly, over the short period of a few meetings, those new to the
project developed and changed their interaction style. Their interaction changed
from information seeking, questioning and listening behaviours to an interaction
which probed at comments, asked questions, then encouraged participants to
make suggestions. Where suggestions were not forthcoming, directions were
provided. Early interactions from the contractor’s representative were rather
passive; whereas later on in the project their interaction and influence increased
contributing greatly to the direction of the group.

It is not possible to say whether or not the interaction of this group was
representative of a failing group or a team that had managed to mitigate some of
the losses of the previous group. There were a plethora of problems at the start
of the observation, which were resolved as the new project team developed and
took action over the course of the meetings observed.

As new members entered the group, interaction changed as the newcomers
developed relationships with the project team. These relationships were for the
benefit of the project, and would not be described as friendships. Newcomers
used their interaction to gather information on the project and those responsible
for areas of work; the project problems and those responsible or associated with
the problem. By interacting with the members of the team, the new members soon
developed an ability to interact with each member, assimilating the information
required and gaining the desired cooperation to overcome problems. Most of
the interaction was formal, occasional negative emotion and tension emerged
when solutions to problems were not forthcoming, although some ‘light-hearted’
positive emotion was also used, which did reduce tension in the meeting.
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Results: Case study 7

This project involved elements of refurbishment and new-build. The development
was a five-storey building that contained a restaurant and luxury apartments.
Managed under a general contract the work was not completed within budget,
nor was it completed within the scheduled timeframe. There was evidence of
conflict with the client.

Observations of meetings 7.1-7.4

During the earlier meetings, informal conversations concerning the building often
took place prior to the meeting; however, in the later meetings such socialising
activity was rarely observed. As problems developed, informal interaction (social
or ‘small talk’) did not take place. Conversations that took place were quiet and
discrete. It appeared that the participants involved in these discussions did not
want other people to hear their conversation.

Analysis

Although procured under a traditional contract, with the architect responsible for
administration on behalf of the client, the architect did not actively chair the
meetings. The contractor’s representatives played a much greater role in directing
the meetings. The first two meetings took place in what was considered a normal
atmosphere, while the last two meetings observed were tense.

All four profiles follow a pattern of interaction that has a degree of consistency
across all of the meetings (Figure 6.7). The greatest variation occurs in meeting
7.1 agreeing, where an adjusted residual of 7.1 for ‘agrees’ is found (Table 6.8).
Other high adjusted residuals include meeting 7.2 requesting suggestions, meeting
7.4 showing tension and meeting 7.3 giving information. The amount of agreeing
is much higher in the first meeting than in any of the subsequent meetings, and
the amount of tension (category 11) is considerably higher in the last meeting
observed than in any of the earlier meetings. As the amount of interaction
associated with giving information increased, the amount of suggestions made
was reduced. Giving information, opinions and suggestions is almost five times
the value of requests for information, opinions and suggestions.

The amount of task-based interaction accounts for over 92 per cent of the total
interaction. The positive emotional communication accounts for 6 per cent of the
interaction and negative socio-emotion communication represents 2 per cent of
the total interaction.

During the later meetings, the contractor’s project manager generated much of
the negative emotional interaction. The negative emotional expression used by the
project manager seemed to be an expression of frustration related to past events;
it was difficult to identify whom it was aimed at, and whether a response was
required. When the project manager used negative emotional interaction the other
professionals seemed unsure how to react. In the vast majority of the cases, when
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Figure 6.7 Group interaction profiles of meetings 7.1-7.4

the project manager showed such emotion, the other professionals expressed no
direct verbal response. The meeting changed from an open information exchange
to a meeting where participants became very defensive.

The negative emotional communication in this case study is indicated by
disagreements and showing tension. This is the only situation where the amount
of tension exceeds the disagreements. Most of the tension that was observed in
this case study was attributable to the frustration shown by the project manager.
The frustration shown in the last meeting accounted for 3 per cent of the total
interaction. This is almost twice the amount of tension found in any other meeting
observed during this research. Although many different communication acts can
be classified as ‘showing tension’, generally this category was used to express
anger with something or someone. The project manager often expressed general
frustration with large areas of the project, making it difficult to point to the exact
nature of the problem or the person he considered responsible for the problem.

Positive socio-emotional interaction is almost four times greater than the
negative emotional interaction. The amount of socio-emotional interaction in
meeting 7.2 and 7.3 is low. There is a notable increase in the amount of agreeing
shown in meeting 7.4; much of this was in reaction to the negative emotional
expression. Because the exact target of the negative emotional interaction was
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not clear, the resulting expressions of agreement on such issues was also vague.
The socio-emotional interactions in this case study were more erratic than the
other cases.

Summary

Task-based interaction in this case study was high. When discussing progress or
issues there was a tendency to exchange information that was general in nature,
providing background information, identifying events, recounting occurrences and
conversations. The focus was on information and events surrounding problems
rather than identifying the nature of the problem and trying to resolving it. Due
to the amount of general information put forward, discussions seemed prolonged
and members appeared to lose interest and became distracted. Over the course of
the meeting the amount of suggestions provided to resolve problems reduced. The
tension expressed coincided with a commensurate fall in suggestions to problems.

Results: Case study 8

This case study project was managed under a general contract and comprised
the refurbishment of a four-storey building to provide a restaurant unit and
apartments. The contractor completed the work within budget, but not within the
scheduled programme. There was no evidence of conflict on this project.

Observation of meetings 8.1-8.4

All of the participants, other than the contractor’s representatives, arrived on time
or just before the meetings were about to start. Due to the participants arriving
just before the meeting, there was little time for socialising. In preparation
for the meetings, the contracts’ manager and the project manager would often
discuss problems, any action taken or action considered necessary to resolve the
problems, prior to the commencement of the meeting. The quantity surveyor was
normally present in the room with the project manager and contract manager
during these discussions, but would only intervene on issues of cost and contract.

Analysis

The four line graphs show relatively consistent levels of interaction between
meetings (Figure 6.8). The lines skew slightly to the left hand side of the task
dimensions, having higher levels of interaction associated with giving informa-
tion, opinions and suggestions. The level of information giving in three of the
meetings is lower than the giving of opinions or suggestions (Table 6.9).

The amount of task-based interaction, in Case study 8, accounts for over 92
per cent of the total interaction; the majority of the remaining of interaction is
positive emotional. The amount of positive emotional communication is almost
three times greater than the negative emotional communication. Extremes of



150 Interaction data from construction meetings

40

Meetings
—+— 8.1
—A— 8.2
—6— 83

—=— 8.4

% of interaction

1 2 3 4 5 6 7 8 9 10 11 12
Interaction process analysis categories

Figure 6.8 Group interaction profiles of meetings 8.1-8.4

negative emotions were not used, showing antagonism was not observed in the
meetings associated with this case study.

A client’s project manager attended all of the meetings and it was clear from
the interaction observed that the architect afforded him considerable respect.
During the meetings the architect was very attentive to the client’s expressions
and reactions, being quick to offer explanation to the points raised. Although not
disrespectful, the other professionals did not extend the same respect or attention
to the client’s representative.

Summary

Prior to the meetings, the client’s team (project manager, quantity surveyor and
architect) would walk around the site inspecting the work and assessing progress;
it was clear that there was some dialogue conducted on site prior to the meeting,
to gauge whether problems were in hand. Occasionally, the client’s team would
consult with the contractor’s site manager regarding progress and problems, before
the meeting commenced. The meetings were conducted in a formal manner. Parti-
cipants were asked to report on progress of their aspect of work. When progress
was as expected, comments and reports were fairly short and the client’s project
manager was quick to move on to the problems. Discussions regarding poten-
tial problems were dealt with in a firm and formal manner. The client’s project
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manager placed considerable emphasis on the importance of adequate resolution.
Where problems had occurred and/or he anticipated difficulties associated with
planned activities, his manner showed that he expected to be reassured that events
were under control. Most of the meetings were conducted in a very formal envir-
onment, but when problems had been discussed and reassurance given that they
were now in hand, other members of the M&D team would occasionally intervene
with ‘light hearted’ statements or a joking comment that would help relieve some
of the tension that had developed. Taking an overview of the group atmosphere,
the meeting could be split between very formal ‘professional but firm’ interac-
tion that dealt with issues that were clearly given a high priority, to short episodes
of more relaxed interaction. Statements that relieved tension did not come from
the client’s project manager. The client’s project manager, who upheld a formal
and business-like manner throughout the meeting, did not attempt to stop informal
interaction, neither did he openly engage in jokes or light-hearted statements.

This project had the highest number of personnel attending the meetings.
Although the meetings were conducted in a large room, which was part of the
building that was being refurbished, the table arrangement was rather awkward
and untidy. Tables that were of slightly different heights and shapes were pushed
together to make one large table arrangement. Although the table arrangement
was slightly untidy this did not seem to have a negative effect on the meeting.
The contracting team hosted the meeting; however, the architect led and chaired
the meeting.

Results: Case study 9

Case study 9 was the refurbishment and extension of a hospital wing, which was
managed under a general contract. The work was successfully completed within
budget and to programme. There was no evidence of conflict. The refurbishment
of the hospital facility was completed in a number of phases while the hospital
facilities and wards adjacent to building works continued to be used. To ensure
that patients and hospital employees were not put at risk and so that hospital
activities could continue, the construction operations had to be coordinated with
the hospital management.

Observations of meetings 9.1-9.3

Informal discussions did take place between various people prior to the meetings.
The majority of the professionals were friendly, making an effort to greet people
as they met and sat down at the meeting table. Drinks were offered to all who
attended the meeting.

Analysis

These meetings were quite different from the other case studies, due to the
number of non-construction professionals that represented the client. In addition
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to the professional consultants employed by the client, it was normal for at least
three representatives from the client organisation, a health trust, to be present in
the meetings.

The architect chaired the meeting and ensured that the participants’ contribu-
tions were focused on the agenda. Occasionally he allowed conversations to drift
away from the point for a few seconds but would then politely and firmly ask
the speaker to return to the issues. The general atmosphere of the meeting was
relaxed and professional.

The three line graphs present a consistent set of profiles (Figure 6.9). Meeting
9.3 has a lower level of giving opinion, evaluation and analysis, and higher level
of giving information than the other two meetings (Table 6.10). The profiles have
high levels of interaction associated with opinion giving and information giving,
and lower levels of giving suggestions.

The amount of task-based communication accounts for over 94 per cent of
the interaction, 4 per cent of the interaction is positive socio-emotional and
1 per cent is negative emotional communication. While the overt disagreements
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Figure 6.9 Group interaction profiles of meetings 9.1-9.3



6091 0£9 0€S 44 "ou [p1of
I [PUOOWI-0100S 2A1ID3IU [DIO]
0 0 0 0 0 0 0 0 0 0 0 wstuogejue SMoys 7|
0 T €0 0 I S0 0 I 60— 0 0 UOISUd) SMOYS [
I 1 70— I ¥ 0 I % 0 I € $0013es1q 0]
rI paspq-ysvy Suysanbaa pjof
¥ ¥9 8’1 S 43 80— € 81 ['1— € 71 uonsaZINS 10J SYSY :6
¢ 9% €T % ¥ ¢— I S L0 € P1 uorurdo 10y sysy :8
L 011 (= S €€ 91 3 44 S0 L €€ UONRULIOJUT 0 SYSY :/,
z8 pasvq-ysvy Suiais [pjog
9T oty - €C 24! a4 €¢ SLI 't— €C 101 UOTJRULIOJUT SOALD) 19
9¢ 08S (A 6¢ 84T ST 43 891 70 LE ¥91 uorutdo saAID ¢
0T 91¢ 91— 81 I11 T 81 S6 I'¢ ST 011 uonsdIINS SIALD Y
4 [PUo1I0W2-01008 2413150d VIO
¢ 8% 90 € 81 4! ¢ L1 61— [ 9 $eQIBY :¢
I Ic 9'C T 4! 81— I € 60— I ¥ 9SEA[aI UOISUR) SMOYS 7
0 I 4! 0 I L0— 0 0 90— 0 0 Ayreprjos smoys :|

Ipy % "ON "Iy % "ON Iy % "ON

% "ON £6 6 ['6

wiog Sunaapy §214082]D2 UO1JODAJU]

€'6-1'6 sSuneour 10§ uonoerayur dnoid jo SINSAY (79 219V



Interaction data from construction meetings 155

were low, many of the client’s representatives were very inquisitive of the issues
raised and suggestions made. While not often disagreeing with the proposals,
the client’s representatives enquired about alternative methods, asked for greater
explanation and offered alternative suggestions. Problems of construction and
design were discussed, as were issues of how and when construction activities
would take place, the impact that this would have on the management of the
hospital, aspects of hospital health and safety and the impact on the patients.
The method and management of construction operations had to tie in with
the hospital’s management processes and systems. Thus, many problems were
discussed in considerable depth before action was agreed.

Summary

Although the level of disagreement was not high, hospital staff were very clear
and insistent on what construction operations could take place and when. As
the contracting team discussed their proposed operations, client representatives
and hospital users would put forward their concerns or reasons why operations
could not take place. Through discussions the users (ward sisters and managers)
developed an understanding of the construction tasks. Even though they were
not construction experts, they enquired into aspects of construction and made
suggestions on how tasks could be accomplished, albeit different to that planned
and anticipated by the contractor. It was clearly difficult to co-ordinate construc-
tion operations and continue to run the hospital facility; however, the level of
negative socio-emotional interaction was low. The hospital staff were committed
to ensuring that the hospital could continue to operate safely, and were also keen
to help the contractor overcome problems and progress with the works.

The client team put a considerable amount of information and opinions forward.
At the end of a contribution, others who had not commented were also asked
what they thought on the point being discussed. The focus of the discussion
was to identify the barriers and then suggesting ideas or possible solutions to
the problem. One of the ward sisters was particularly prominent and influential
in the discussion. She tended to identify what could and could not happen,
and encouraged other hospital staff to contribute so that they could identify
ways that the contractor could be assisted in their operations. The sister was
particularly good at encouraging the hospital’s facilities manager to contribute to
the discussion. The facilities manager contributed little apart from when questions
were directed to him, yet he seemed to be a key link in ensuring that operations
could take place. It was clear that the running of the hospital caused problems
for the contractor, but through the ward sister, and other hospital users, options
were explored so that construction could take place. The meeting was conducted
in a formal manner; however, the level of agreement and light-hearted statement
were high.

This was the only project where females participated in the discussion.
Although we cannot say how this influenced group interaction, the positive
socio-emotional interaction that emerged often resulted from interaction between
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female and male members. Positive emotion, humour and supportive statements
with light-hearted emotional content were products of mixed gender interaction.
Little negative socio-emotional interaction was observed in this group. Groups
with female members tend to have a higher level of socio-emotional interac-
tion than those with only males, but this was not observed here. The level of
socio-emotional interaction observed in this meeting was lower than most other
cases. The small level of positive socio-emotional content was linked to female
interaction.

The female members of the group asked a lot of questions and also encouraged
other members to contribute. Requests for help, support and assistance were used
to draw other key members of the group into discussions to ensure operations
could continue. When a decision needed to be made and action taken, the ward
sister was keen to ensure the right people contributed to the task. Others who
were not major participants were asked for their opinion or help. During one
observation, while making a request to a rather reluctant group member, a female
member made comments to the rest of the group that had the potential to raise the
status of the person at whom the request was aimed. The polite ‘status raising’
gesture and supporting comments had the desired effect; the quiet and rather
sullen member of the group made a contribution and proposed action that he
would take.

Results: Case study 10

This case study project comprised the refurbishment of a five-storey building to
create a recording studio and a media centre. The project was managed under
a general contract and was completed within budget and within the scheduled
programme. There was no evidence of conflict on this project.

Observation of meetings 10.1-10.4

All of the meetings were conducted in a formal manner with a meeting agenda
issued at each meeting. During the early meetings there was a certain amount of
tension. Prior to the meeting the client’s project manager and consultants would
sit in the meeting room socialising and discussing problems and possible action
in preparation for the meeting. The contractor’s representatives would sit in the
adjacent offices doing the same activities as the client’s team. During different
observations the researcher had the opportunity to be in both the meeting room
and adjacent accommodation.

Analysis

The four profiles present consistent patterns of interaction (Figure 6.10). It was
noted that, as the meetings progressed from 10.1 to 10.4, the amount of interaction
associated with giving suggestions increased (Table 6.11).
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Figure 6.10 Group interaction profiles of meetings 10.1-10.4

The total amount of task-based interaction accounts for 93 per cent of the
interaction, the remainder comprises 6 per cent positive and 1 per cent negative
socio-emotional communication. High levels of positive socio-emotional commu-
nication tend to be associated with successful projects. The amount of positive
emotional communication is over seven times the amount of negative emotional
communication.

Although negative interaction was low, as discussions delved into the
specifics of problems and the contractual responsibility for tasks, the level of
negative interaction would increase. As action or resolution to the problem
was discussed, positive emotional responses would be used to indicate agree-
ment.

By exposing problems in early meetings and clearly stating where members
did not agree, the group was able to confront differences. In later meetings
most of the differences were resolved and the group members did not engage
in conflict. Meeting 10.1 was the only meeting where levels of disagreement
were found, however the researcher attended two earlier meetings (interaction
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was not recorded using the IPA) in which conflict between the participants was
observed.

Summary

A formal agenda and minutes of the previous meeting were distributed prior
to the meeting. The agenda was used to structure the meeting. When progress
was on track, little time was spent discussing or reporting on the agenda item.
When potential difficulties and problems experienced were tabled, the meeting
became more intense, and the focus was on the problem, and responsibility; the
identification of action to resolve issues brought with it some negative tension
and emotion. During discussions the client’s project manager, contractor and
structural engineer would exchange firm and formal statements about the events
and problems. The client’s project manager was keen to identify responsibility and
action, questions were used to both extract background information and quickly
identify what action the contractor and structural engineer would undertake to
overcome the problem.

During early meetings there was a clear focus on problems and ensuring that
these were resolved. Matters that were considered to be under control were
reported with some haste, allowing time for problems to be discussed until
all associated matters were identified, a suitable resolution was suggested and
responsibility for action agreed. As the number of problems reduced, the meeting
became more relaxed; however, matters were still dealt with in a formal manner.

Summary of observations

The qualitative analysis of the results found that conflict may be useful in
exposing alternative perspectives to an identified problem. Disagreeing with other
actors forced subjects to defend or better explain their ideas. To ensure that difficult
matters were given appropriate consideration and a form of resolution agreed,
dominant actors would often resort to assertive questioning. If information or
resolution was not forthcoming, tension within the discussion would increase and
disagreements occur. Assertive interaction that carried a level of negative emotional
tension helped to elevate the importance of the discussion and often resulted in
proposed solutions. Discussions were assertive and tense, but at no time did any
of the group members observed demonstrate outwardly aggressive behaviour.
Meetings that were structured and conducted in a formal manner corresponded
with those that were more successful. Meeting minutes, action points and agenda
were used to good effect where the items were structured and clear. The length
and detail of discussion contained within the minutes had little bearing on their
use within the meeting. Minutes and agendas had greatest effect when they clearly
and concisely identified the item reported, the group or persons responsible
for providing information or action. In some cases the minutes were used to
agree action, demonstrate what was agreed at the earlier meetings and identify
programme slippage. This method of reporting was used to greatest effect where
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the party responsible suggested the action and timescale, rather than timescales
being imposed by the chair or project manager. When an actor subsequently
failed to deliver, they were offered the opportunity to suggest a new date; again
responsibility for suggesting the date was clearly with the person responsible
for the action. Repeatedly failing to honour proposals resulted in minutes that
showed an embarrassing set of dates all suggested by the person at fault. The
ability of the chair to request proposals and allow parties to provide their delivery
time seemed particularly important. The pressure of surrounding events seemed
to be enough to encourage the parties to act quickly, set timely and realistic
dates, while placing the responsibility for suggestions firmly with those who
had the expertise and power to undertake the action. Minutes proved to be
influential where matters were clearly reported. Where dates, responsibility and
action were agreed, clearly recorded and the team’s progress monitored problems
were successfully resolved. Minutes that were particularly detailed, attempting
to include all matters discussed, often seemed to lack focus and be confusing,
and were of little use during the meeting and they were too lengthy to read or
follow.

While high levels of suggestion and direction in the group did not correspond
with projects that were successful, where those most prominent in-group inter-
action did not ask for suggestions, or give direction, many issues tabled at the
meeting remained unresolved and would reoccur in subsequent meetings. When
members made a suggestion and then offered direction to other parties, this
resulted in the key actors confronting the problem. Even in the cases of disagree-
ment, following critical and defensive discussion a course of action would often
emerge. A lack of direction and firm suggestions from those most active in
discussions resulted in groups discussing the same issues at subsequent meetings.

The use of positive emotions and joking often eased some of the tension that
occurred during the meetings. When positive emotion followed conflict, those
directly engaged in the disagreement did not immediately show the same amount
of tension release as others. The positive emotion of those previously engaged
in conflict developed later. Thus, those not directly engaged in conflict took the
initiative to reduce the tension.

Meetings associated with unsuccessful projects did not adequately deal with
problems. Time was wasted on matters that were not causing problems. Elements
that were progressing as planned were reported in the same detail and sometimes
in more detail than those that were causing problems. In successful projects, the
focus of the meeting was aimed at any issues that had the potential to cause
problems, little time was given to matters that were under control. The success of
the project was related to the ability to identify aspects of work that were causing
problems, or posed potential problems and deal with these properly, ensuring
their potential impact on the project was controlled.

In two cases where problems emerged, the project managers became frustrated
and emotional, but did not address their concern with sufficient direction to make
it clear who was responsible. Rather than being assertive the project managers
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became irritated and demonstrated frustration. Those engaged in the meeting
made no real attempt to alleviate the frustration or offer solutions to the problem.

The minutes in one of the unsuccessful cases were so poorly structured that
it was difficult to follow the logic of what had been reported and who was
responsible. Each item on the agenda had been given a code, the codes were
supposed to follow a logical structure so that each item had a unique number
following a logical sequence that could be traced back through the minutes.
The coding was clumsy, numbers for different issues were repeated, mistakes
were made and the numeric system proved difficult and impossible to follow.
Matters reported lacked clarity, it was difficult to identify the issue, action and
responsibility.



7 Team interaction
characteristics

The data from all projects were aggregated to provide a single profile for the M&D
team meeting (Figure 7.2), this was then compared against previous studies. The
line graph provides a profile that represents the combined interaction of all the
meetings. With few earlier studies investigating bona fide meetings, this provides
the most comprehensive model of communication behaviour during M&D team
meetings to date. Comparisons between this and previous research is presented
in Chapter 8.

Interaction norms of construction progress meetings

Research objective 1 was to determine whether the management and design
meeting has a characteristic model of interaction, being different from the inter-
action profiles found in other contexts. To determine whether the interaction
behaviour of the construction professionals is different or similar to meetings
in other contexts, the aggregated data is compared with previously published
research results.

There are some trends that occurred repeatedly. Some interaction categories
were consistent across all of the M&D meetings and others were prone to consid-
erable variation between meetings. The most consistent observations are those
that determine the characteristic patterns of interaction. Observations that exhibit
differences are investigated in order to determine whether the difference observed
resemble patterns of behaviour found in previous research. The first stage of
this process was to examine and discuss the trends revealed by the descriptive
statistics of the ten cases. Although there are trends that occur across all M&D
team meetings, which are discussed later, it is important to note that most of the
meetings within individual case studies exhibited trends that were specific to the
particular project. For example, the meeting profiles in Case studies 9 and 10
exhibit little difference in the interaction behaviour within each case. However,
other projects experience much greater levels of variation between meetings,
particularly in the task dimensions. Figure 7.1 and Table 7.1 provides data that
supports this discussion.

Three meetings were selected from each project for consistency. Chapter 5
provides evidence to suggest that the samples were representative of the cases
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Figure 7.1 Interaction profiles of all ten case studies

surveyed. An additional check of the profile produced from project data based on
three meetings and the project data based on three and four meetings found no differ-
ence between the two data sets (Appendix 4), suggesting that the selected meetings
were representative of the larger sample. The following line graph (Figure 7.2)
provides a summary of group interaction observed during the M&D team meetings.

Figure 7.2 illustrates the general trend of group interaction found in the M&D
team meetings. The norms operating within the meeting result in the groups giving
task-based interaction being consistently higher than requesting task-based inter-
action. The positive socio-emotional interaction is also consistently higher than
the negative socio-emotional communication. The degree of consistency varies
depending on the category. The most consistent to least consistent categories
are shown in Table 7.2. The more extreme socio-emotional categories (shows
tension, shows tension release, shows antagonism, shows solidarity) were a rare
occurrence in the M&D meetings, and the results in Table 7.2 show that this
was consistent across most observations. So although many have described the
construction sector as volatile and antagonistic, this was not evident in the data.
Observations of extreme emotion were relatively consistent across the meetings.
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Figure 7.2 Single interaction profile representing interaction data from 30 meetings,
3 meetings selected from each of the case studies

The level of agreement and disagreement, which is also described as a socio-
emotional behaviour, is not consistent across meetings and experienced consid-
erable variation. Categories that vary could be associated with unsuccessful and
successful projects and are investigated further in Chapter 8.

Comparison of interaction observed on each project

Project 2 had a larger variation between meetings than the other cases. A reason
for the variation in meeting 2.3 was that one of the profiles represented the final
M&D team meeting and the meeting exhibited a pattern that was not typical
of other meetings in this project. Meeting 1.4 (Project 1) was also the final
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Table 7.2 Consistency of categories

Interaction category Adjusted residual (difference
Most consistent to between expected and observed
least consistent counts)

2: shows tension release 3.1

1: showing solidarity 4.1

8: asking for opinion 4.3
12: shows antagonism 4.5

11: shows tension 5.0

6: gives orientation —6.5

9: asks for suggestion 6.9

5: gives opinion 8.7

4: gives suggestion -9.8
10: disagrees 10.1

7: asks for orientation 10.4

3: agrees 154

meeting of the project. Graphs 1.4 and 2.3 (Figures 6.1 and 6.2) have similarities
between them that are qualitatively different from the other meetings observed in
this research. The results indicate that final M&D team meetings have particular
interaction tendencies, but only two of the meetings were the final M&D meeting,
so there is insufficient data to provide strong support for this proposition. Issues
surrounding the interaction associated with project closure would be worthy of
further research.

A number of interaction patterns were reproduced in many of the projects,
although some were peculiar to an individual project. In all projects, except
Project 2, the meeting interaction patterns within each project are similar. This
suggests that the groups associated with each project had established their own
group interaction norms. Differences between each of the case studies were often
confined to a limited range, which was substantially reduced if the upper and
lower extreme values were removed. The amount of deviation from the mean
varies depending on the individual IPA category. A few of the IPA categories
exhibit little deviation from the mean, throughout the projects and meetings. It is
now possible to examine in detail where the most consistent patterns emerged
and where the greatest departures from the mean were found.

Category use and consistency across M&D team meetings

Category 1 results account for 1 per cent, or less, of the total interaction within
each case. So it is not common to see showing solidarity, raising others status,
giving praise or reward type communication acts during the meetings. However,
the observations of this category were associated with projects that had successful
outcomes (within budget, within time and no conflict). In all of the projects
that were deemed successful, this extreme behaviour of positive socio-emotional
support was observed. In contrast, the projects that were less successful did not
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experience such behaviour, or only experienced it on a single occasion. The
data, although limited, does provide some indication that support systems on
successful projects are more developed.

The interaction observed in category 2 (showing tension release) accounts for
just over 1 per cent of the total interaction. When this category was observed it
occurred at the beginning or the end of meetings, helping to ease any tension in
the group. It also occurred at the end of discussions when tension was noticeable
or the amount of disagreement was high. Interaction associated with category 2
is consistently low; it was uncommon for high levels of tension release to occur
in the meetings. Despite being low, interaction in this category occurred more
than it did in category 1.

Category 3 (agreeing) occurred more than the other two positive socio-
emotional categories (showing solidarity and showing tension release). Interaction
in this category was the least consistent of all categories. The most extreme obser-
vation was that found in Project 1, where agreement accounted for 17 per cent
of the interaction. Generally the higher levels of agreement are associated with
successful projects. Regardless of this, the amount of agreeing is low, generally
representing 10 per cent, or less, of the interaction observed. Agreement could
occur for a number of reasons. Agreement was often used to reassure parties that
the information provided or the progress reported was that which was expected,
such support encouraged parties to continue with their dialogue and reinforced
the value of their contribution. Agreement occurred the most where suggestions
were given in response to a difficulty or action point. The level of agreement and
the strength of sentiment surrounding the discussion recognised the importance
of the progress that the members in the meeting had made on a particular issue.

The task-based information associated with giving suggestions (category 4),
giving opinions (category 3) and giving information (category 6) had some of the
highest levels of variation across the interaction categories. These categories were
also those most used by the M&D groups. Giving suggestions was the lowest
of the ‘giving task-based’ interaction categories. With the exception of Project 2
and Project 3, which are considerably lower than the others, and Project 8, which
is high, the remaining seven cases have a variance of less than 8 per cent.

Information type communication acts were used to provide background data,
contextualise and present facts related to problems. Opinion and analysis acts
were used to explore issues and offer different perspectives. Opinion based acts
were also used to sensitively offer suggestions, from an individual perspective,
without implying that the suggestion was the most appropriate idea. Opinions that
were asserted with authority or implied direction, suggesting that this was the way
things were to be done, were categorised as suggestions. Interaction categorised
as giving suggestions was often used to direct discussions and action. Such acts
were usually autonomous statements, with the person making the suggestion
attempting to adopt a leading role in the group discussion, or attempting to
bring discussions to a close. The multidisciplinary nature of the group meant
that many different perspectives could be offered. Supporting information and
explanation was needed so that others could understand the discussion. Prominent
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use of suggestions was usually limited to one or two members in the group.
The use of suggestions had the effect of changing the nature of interaction from
passive discourse, where information was merely exchanged to aid understanding,
to assertive and directive behaviour. A hierarchy of task-based communication
exists. Some communication acts such as exchanging background information are
passive, while suggestions and direction are much more assertive communication
acts. As interaction changes from passive to assertive, those engaged become
more attentive and focused on the interaction. The length of assertive discourse
varied. Assertive behaviour was rarely prolonged, such episodes being broken
up by exchanges of background information and agreement.

Categories 5 (giving opinions) and 6 (giving suggestions) produced similar
levels of interaction. Although the total interaction observed in category 6 is
higher than category 5, in half of the individual case studies category 5 is higher
than category 6. The interaction observed in category 6 and 5 in most cases falls
between 25 and 35 per cent. High levels of giving information and opinions were
consistent across the meetings.

Requesting information (category 7) experienced some variation, as did
asking for suggestions (category 9), but to a lesser extent. Asking for opinions
(category 8) experienced the lowest variation of any of the task-based categories.
The level of interaction observed in the categories that requested a response was
much lower than the other giving task-based categories. Participants were five
times more likely to use giving communication acts than to ask for information,
opinions or suggestions.

Asking for information had the largest variation of the requesting type acts;
however, disregarding the extreme value in Project 5, the variation was low
(4 per cent). Asking forinformation was the mostused of the ‘requesting’ categories.
Asking for opinions was consistent across all cases, although it only represented 4
per cent of the total interaction. Asking for suggestion experienced greater variation
between case studies than asking for opinions; the interaction for this category
accounts for 5 per cent of the total interaction observed in all case studies.

The use of requesting interaction behaviour varied. Although used quite spar-
ingly, it was used to ask for further information and opinions; however, it was
rarely used to ask for explanation because a member was unable to understand.
Indeed, explicitly asking for help was not observed during any of the meetings.
In Project 9, a female participant implied that help was required, and sought a
suggestion from another group member. In this particular case the help-seeking
behaviour was used to raise the status of the person from whom the information
was requested, and this person was a rather reluctant contributor.

Requesting suggestions was occasionally used to insist that another group
member offered solutions. Such acts were used to bring an end to exchanges of
information and opinions and to encourage others to commit to a direction.

The total amount of negative socio-emotional interaction (categories 10-12)
was low, being much lower than positive socio-emotional interaction. Disagree-
ments (category 10) manifested the greatest variation of the negative socio-
emotional categories. The highest level observed within a case was 6 per cent
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(Project 2) and the lowest was less than 1 per cent in Project 10. The levels
of disagreements were consistently low; arguments and challenges were not
common.

The more extreme acts of negative socio-emotional interaction were very low.
The highest level of showing tension (category 11) was 2 per cent (Case studies
3 and 6), and the total interaction recorded was only 1 per cent. All except
one of the cases experience levels of tension, although the levels of tension
within the M&D team meetings are consistently low. Observations of the extreme
socio-emotional communication categories (showing antagonism) during M&D
meetings were rare and only occurred in two projects.

The amount of negative emotion in the meetings was low, and the expression
of tension was much lower. Those who dominated interaction were also more
inclined to show when they disagreed and expressed tension; less proactive
interactors hardly disagreed with others. In most cases disagreement and the
expression of tension were directed at a specific problem or directly at another
member’s argument or proposal; however, in one of the case studies many of
the negative socio-emotional acts were used to express frustration. The lack of
direction of the frustration did not result in other members attempting to defend
a proposal or position. During the meeting, the expression of frustration did
not seem to result in others offering any corrective action or justifying their
position. However, when negative interaction was directed at a problem or another
person, interaction quickly emerged to defending initial proposals or positions.
Such exchanges often resulted in different courses of action from that initially
proposed.

Although variation in some of the individual categories is quite high, there is
little variation between the aggregated results that form the task (categories 4,
5,6, 7, 8 and 9) and socio-emotional (categories 1, 2, 3, 10, 11 and 12) groups.
The ranking of the task and socio-emotional groups does not change in any of
the ten cases observed.

All ten case studies, regardless of project success, have higher levels of
positive socio-emotional communication (categories 1, 2 and 3) than negative
socio-emotional communication (categories 10, 11 and 12). In Case study 2, the
difference between the positive and the negative socio-emotional communication
is small but slightly higher positive direction. If all the cases are aggregated
under these levels of interaction, the positive and the negative socio-emotional
communication behaviour accounts for 8 and 3 per cent respectively.

Another aggregated aspect considered is the relationship between requesting
(categories 7, 8 and 9) and giving task-based interaction (categories 4, 5 and 6).
In all of the case studies the amount of task-based interaction given exceeds
the amount of task-based interaction requested by a minimum of three times.
Taking the aggregated data for all cases, giving and receiving task-based inter-
action accounts for 74 and 16 per cent respectively. The two relationships iden-
tified, positive exceeding negative socio-emotional communication, and giving
exceeding requesting task-based interaction, are consistent throughout all of the
case studies.
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Figure 7.2 shows the profiles for all ten cases. Less deviation occurs in
categories 1, 2, 6, 8, 9, 11 and 12 (see Table 7.1) than other categories. Most
of these categories 1, 2, 11 and 12, represent the more extreme expressions
of emotional behaviour. Categories 1 (showing solidarity), 2 (showing tension
release), 11 (showing tension) and 12 (showing antagonism) do not often occur,
and this behaviour is consistent throughout meetings.

Comparison of findings with previous studies

Previous studies of group communication have tended to discuss the relation-
ship between positive and negative socio-emotional communication. For positive
socio-emotional interaction, the values of categories 1, 2 and 3 are combined and
for negative socio-emotional interaction, the values for categories 10, 11 and 12
are aggregated.

Our results suggest that it is not normal to express high levels of extreme
emotional behaviour during M&D meetings. Bales’ studies of adult academic
groups (Figure 7.3) found that the low levels of socio-emotional behaviour were
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Figure 7.3 M&D profile and Bales’ (1950: 25) observations of married couples and thesis
groups
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far removed from the types of behaviour that would be found in infant groups.
Communication in adult groups is very structured, controlled and restrained
(Bales 1950, 1970). In the M&D meeting the levels of emotional interaction
were low and lower than that reported by Bales. We suspect that the commercial
environment reduces emotional communication to a level lower than that found
in counselling groups, social groups and laboratory experiments. Gameson (1992)
found lower levels of socio-emotional communication than those found here.
Bellamy et al. (2005) also found low levels of socio-emotional interaction in both
co-located and virtual environments (Figure 7.4); this too was lower than Bales’
earlier research. The level of socio-emotional communication in the design teams
is generally comparable to that of a mixed group of M&D professionals; although
the task-based interaction is different.

As groups develop so their behaviour changes. Groups initially use task-
based communication (Bales 1950) tentatively gathering information on other’s
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Figure 7.4 Interaction in M&D meetings and co-located and virtual design team interac-
tion (Bellamy et al. 2005: 359)
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personal beliefs and attitudes before using and developing socio-emotional
interaction. Once groups reach the later stages of group development the
amount of socio-emotional communication increases (Heinicke and Bales 1953;
Bales 1970). Gameson’s (1992) research supports this view: in a one-off
meeting between clients and construction professionals the majority of interac-
tion observed by Gameson was task-based (Figure 7.5). Observations of showing
solidarity, showing tension release, showing tension and antagonism were negli-
gible; agreeing and disagreeing during this ‘one-off’ meeting were also low. The
M&D group does not experience heightened levels of socio-emotional commu-
nication because it does not reach the final levels of group development.

Differences in interaction: To what extent is the M&D team peculiar

To determine whether the interaction behaviour is peculiar to the M&D meeting,
other studies of groups are compared and any differences noted. The data
for the M&D meeting is based on a total of 30 meetings (Figure 7.2). The
following graphs include the M&D meeting line graph superimposed on to
Bales’ (1950) profiles (Figure 7.3), Bales’ (1970) later review of 21 studies
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Figure 7.5 M&D profile and Gameson’s (1992: 312-317) observations of client briefing
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of adult groups, which provides a range of adult norms (Figure 7.6), Cline’s
(1994) study of disagreement and agreement (Figure 7.7), Landsberger’s (1955)
records of management disputes during 12 mediation meetings (Figures 7.8) and
Bell’s (2001) observations of multidiscipline child protection teams (Figure 7.9).
Gameson’s (1992) and Bellamy et al.’s (2005) results, which are specific to the
construction industry, are also considered (Figures 7.5 and 7.4).
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Figure 7.6 M&D profile and Bales’ (1970: 473) interaction norms of adult groups
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Figure 7.8 M&D meeting profile and Landsberger’s (1955: 568) observations of workers’
representatives and management dispute during mediation

While the interaction profiles of children may have little to do with this
work, they present an example of what is described as ‘unorganised commu-
nication’ (Bales 1950). The socio-emotional behaviour of children is relat-
ively uninhibited and uncontrolled when using task-based interaction, and the
suggestions made by the children are presented almost entirely unsupported
by accompanying analysis, inference or persuasion (Bales 1950). Socha and
Socha (1994) investigated changes in children’s behaviour and noted that as
discussions continued there was an increase in task and reduction in socio-
emotional interaction, moving towards the behaviour of adults. In adult groups,
information and suggestions are normally supported by explanation. It is
important to note that the M&D meeting interaction is much more restricted
and bears little resemblance to children’s behaviour, being more typical of
adult groups, although differences to previous adult studies are noted. Even
in the M&D meeting observed in Project 7, where a level frustration was
expressed without identifying the exact reason for the frustration, the emotional
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Figure 7.9 Interaction in M&D meetings and multidisciplinary child protection team
meetings (Bell 2001: 74)

interaction patterns produced do not resemble the type of behaviour used by
children.

As already discussed, the levels of social-emotional behaviour in M&D meetings
are very low. This type of behaviour is more comparable to the academic discussion
group studied by Bales (1950: 26) (Figure 7.3), where the amount of socio-emotional
behaviour was described as a bare minimum, ‘being as far removed from pre-school
child behaviour as one could imagine’. While categories 1 (showing solidarity)
and 2 (showing tension release) are low in the M&D profiles, Bales (1950) stated
that in adult discussion groups we do not ordinarily find the rate of joking and
laughing to be higher than the rate of agreement.

Although the positive socio-emotional communication in the thesis group is
described as a minimum, there is even less positive socio-emotional communic-
ation in the M&D team meeting results. The results show that the construction
participants are reluctant to use socio-emotional communication in this M&D team
meeting. It is noted that groups tend to use more neutral socio-emotional interac-
tion during early stages of interaction, with positive and negative social interac-
tion being increasingly used in the later phases of group development (Bales 1950,
1953). The low level of socio-emotional interaction observed in the M&D team
meeting is consistent with the results from Bellamy et al.’s (2005) research.

Wallace (1987) (mindful that he adapted the Bales IPA method) found that
when the group changed (members entered or left the group), the group regressed
back to early stages of the group interaction development process. During
the M&D team meetings the majority of members were consistent, but new
members would occasionally join the group. This resulted in temporary changes to
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interaction, as people familiarised themselves with other actors and the topic being
discussed. Considering the complexity of the building and associated discussions,
such familiarisation periods were short and the behaviour typical in previous
meetings soon resumed. The number of participants attending each meeting varied
(Table 6.1), although 7-10 members generally attended each meeting. Bales’
(1950) report of different sized chess groups showed that the number of parti-
cipants undertaking a specific activity does not necessarily have a great effect
on group interaction patterns (discussed in Chapter 3). Differences attributable
to the variation in the group size were not found in the M&D team meetings.

Gameson'’s results (Figure 7.5) provide data on the early stages of group beha-
viour, but there is no recorded evidence of the extreme socio-emotional categories
1,2, 11 and 12. Results were generated from transcripts of audio tape recordings,
which may limit such observation, the only socio-emotional categories observed
were agreeing and disagreeing. The levels of agreeing were comparable to those
found in the M&D meeting; however, Gameson’s observations of disagreeing
were considerably lower than our findings (Figure 7.5). Professional relationships
in this and Gameson’s study have not developed sufficiently enough to allow
higher levels of socio-emotional interaction to emerge.

The findings suggest that disagreements during initial meetings are rarely
observed. The level of disagreement is comparable to that found in Cline’s (1994)
(Figure 7.7) study of differences between the interaction of groups that fall into
the trap of groupthink and those groups that avoid groupthink. Cline’s study
suggests that group members who agree with each other without challenging and
evaluating proposals can suffer from groupthink. The important point here is that
the level of agreement, although less than found in Cline’s study, is closer to
groups that do not suffer from groupthink.

Comparison between Bales (1970), Landsberger’s (1955) and the M&D team
results (Figure 7.8) is illuminating. In the M&D meetings the group did not engage
in the same level of disagreement as that previously reported by Bales, nor did it
reach that experienced in Landsberger’s study of disputes. Landsberger found that
those unable to resolve their differences on their own and who subsequently used
a third party, such as a mediator, expressed a higher level of disagreement, tension
and antagonism during mediation than found in M&D meetings. Disagreement is
also lower than that reported in Cline’s study of groupthink — failing to disagree is
an indicator of groupthink. Rather than being classed as adversarial, the low level
of disagreement could be detrimental to the groups’ performance. If members
are accommodating the views of others without challenging them, when they
secretly disagree or have concerns with the proposal, then they fall victim to
groupthink. If groupthink occurs, problems often manifest and become of greater
consequence as time unfolds. Although the level of disagreement is low, so is
the level of agreement. The level of agreement is closer to the groups studied
by Cline that do not show traits of groupthink. The issue of disagreement and
groupthink requires further investigation.

The use of negative emotional expression had a profound effect on the groups’
behaviour. When members of the group disagreed or expressed tension the mood
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of the discussion quickly changed; the members became much more focused on
the conversation. Those engaged in the disagreement held the floor while others
remained silent. Those with an interest in the outcome of the situation would
interject to reinforce the importance of the issues discussed or attempt to control
emotion by suggestions that helped resolve matters. Although a rare occurrence,
the effect of negative emotion (if focused) could be used to ensure matters were
given desired importance and resulted in action or agreement. Negative and positive
emotion had a considerable effect on the group behaviour. The use of emotional
communication acts and signals changed the group dynamic. Some members
used socio-emotional interaction to influence group behaviour and reaction.

The level of socio-emotional interaction observed by Cline (1994), Gameson
(1992), Bell (2001) and Bellamy et al. (2005) are notably lower to that found by
Bales (1970). Interaction between professionals (in business rather than social
situations) uses less socio-emotional interaction. The formal interaction between
construction professionals shows greater emotional restraint when compared to
group discussions and meetings in other contexts. Even in the context of a labour—
management dispute found in Landsberger’s (1955) results, the level of socio-
emotional interaction is lower than Bale’s (1970) group norms would indicate.
Early research by Bales, which did look at a multitude of meetings and group
discussions, tended to look at the behaviour of school groups, college students,
family discussions, groups in roll play situation and other social situations. More
recent studies that have looked into group behaviour in the business context show
considerable differences in the interaction style.

In the business context, there is greater use of the giving task-based inform-
ation and far less use of the socio-emotional categories. In the M&D meeting,
when socio-emotional communication acts were used they often resulted in recip-
rocal responses of emotional behaviour. When positive emotion was used most
of the participants responded with reciprocal positive emotional expression. The
occurrence of positive emotion stimulated, influenced or encouraged a positive
emotional response from other participants. The heightened positive expression
continued when all group members participated or was restrained and normality
restored where key members did not participate with the same level of positive
emotion. It should be noted that positive expression from prominent and influ-
ential members was often more restrained. The restrained behaviour of a few
members has the effect of quickly restoring the normal task-based interaction.
Allowing the emotional expression, but then curtailing it ensured that the meeting
was emotionally expressive yet sufficiently reserved to ensure that it dealt with
business matters with relevant rigor. Short emotional episodes were often used
to quickly disperse tension or ease the group discussion.

Discussion of team interaction characteristics

Both the results presented here and those of previous research suggest that the
low level of socio-emotional interaction in the M&D meeting is resulting from
the temporary nature of the team, its instability (with people entering and leaving
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the group) and the short period of time that the group has existed. Thus, the group
has not progressed to the later stages of group development achieved by other
groups, or else the group restrains itself from using socio-emotional expression.
The level of emotional restraint and control that key members of the group
showed would suggest that they use the small levels of emotion to influence
group behaviour.

Gameson (1992) found that the differences in the use of task-based categories
were related to experience and profession. Both experienced and inexperienced
clients, when meeting with construction professionals, primarily used category 6
(giving information); however, the inexperienced clients tended to request more
information (category 7) and opinions (category 8). In this research the total
interaction observed shows higher levels of information giving (category 6) and
marginally lower levels of opinion giving (category 5); however, in half of the
cases the level of opinions were higher than information (Table 7.1).

The pooled interaction of five married couples (Figure 7.3) has much higher
levels of emotional communication; however, the task-related categories giving
information (category 4) opinions (category 5) and suggestions (category 6) while
not as high, follows the same order as the M&D group. Bales (1950) inferred that
the high level of antagonism (category 12) observed between married couples is
only possible due to the strength of the relationship, knowing that such emotional
outbursts would not damage the relationship. Therefore, it is not surprising that
the extreme negative emotional outbursts are uncommon in the M&D team
meetings, and other commercial or ‘working’ environments.

The levels of giving information (category 6) of the M&D profile are higher
than giving opinion, analysis etc. (category 5). In the studies described (Bales
1950: 19-29), this type of pattern, with giving information being higher than
opinions, is presented in only one situation: interaction amongst the groups of
five married couples. It was suggested that this pattern could arise from a type
of communication efficiency. The close relationship allows them to simply state
relatively incomplete information that would otherwise need to be explained. In
the M&D meeting, construction professionals use construction terms that have
implied meaning, without the need to fully explain them. Construction profes-
sionals are able to do this due to a degree of commonality in education, training
and experience. This may help to explain the high level of information given.
However, as most projects are temporary in nature and participants belong to
different organisations, it is unlikely that the professionals have such a close rela-
tionship that all statements carry additional information that is ‘fully’ understood.
In the earlier studies of professionals the level of information exceeds the level
of opinions. The high level of giving information, opinions and explanation is
considered to be necessary to enable parties to express issues sufficiently so that
other members understand; however, it is questionable why levels of explanation
are not greater than information.

Gameson (1992) also observed that the construction professionals used high
levels of category 6, when inexperienced clients and construction professionals
met for the first time. The information provided was supported with opinion,
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explanation and analysis. When the construction professionals met with experi-
enced clients, the amount of category 5 (opinions and explanation) was higher
than category 6 (information). Clients who understood less about the construction
process received less information than the more knowledgeable and experienced
clients. With experienced clients, the construction professionals had to justify
their information and suggestions more than with inexperienced clients. These
results are interesting because the level of asking for explanation and opinions
(category 8) by inexperienced and experienced clients was similar. The only
difference in the level of asking question was that experienced clients asked for
more information, but received more opinions and explanation than information.

Bales’ (1970) profiles shown in Figure 7.6, while bearing some similarity
to the M&D profile, are higher in the amount of positive and negative socio-
emotional interaction. The task-related interaction of these profiles differs most
in categories 4 and 6, giving information, opinions and suggestions.

Summary

The positive socio-emotional categories increased from category 1 to 3. The most
extreme expression of positive socio-emotional interaction, category 1, has the
lowest percentage. This observation occurs in all M&D meetings observed. Such
behaviour is also typical of all of the adult groups observed by Bales (1950, 1970).
In comparison with other studies the amount of positive socio-emotional interac-
tion observed is considerably less (apart from Gameson’s research and other studies
that involve professionals). The amount of negative socio-emotional communic-
ation is also lower. A combination of the members’ temporal relationships and
the commercial context in which they take place appears to restrain interaction,
thus restricting socio-emotional development, as achieved in more stable groups.
The high levels of conflict reported in construction literature were not evident in
the data; indeed, if the levels of conflict reduced much further, the groups may
be subject to the occurrence of groupthink. As Loosemore et al. (2000) suggest,
there may be too much emphasis on conflict avoidance and that the current indis-
criminate policy towards conflict reduction could result in positive process losses.
When actors blindly agree without attempting to disagree or challenge others,
while secretly being mindful of potential problems, then groupthink is manifest.

A number of peculiarities were found in the task-based interaction categories.
Giving suggestions, giving information and requesting suggestions have higher
interaction levels than any of the Bales’ studies. Category 6 was lower than
Gameson’s study. Although the requests for task-based interaction are not consid-
erably different from the previous studies, all of the three giving task-based
interaction categories are high and the amount of giving compared with requesting
task-based interaction is greater than all of Bales (1950) studies. The high level
of task-based interaction resulted from the low level of socio-emotional interac-
tion, due to the groups’ restricted development. This is supported by Gameson’s
(1992) results, which have even higher amounts of task-based interaction than
the M&D meeting.



8 Successful and unsuccessful
project outcomes

The second objective of our research was to determine whether any differences
existed between the group interaction associated with successful projects and that
associated with unsuccessful projects. Hypothesis 1 states that the interaction
patterns of group meetings associated with successful project outcomes are
significantly different from the interaction patterns of group meetings that are
associated with unsuccessful project outcomes.

Feedback from contractors on their projects’ performance indicated that seven
of the projects were completed within budget and did not experience conflict
with the client; five were completed within the scheduled duration and only
one case resulted in conflict with the architect and main contractor. All of the
projects that did not complete within budget also experienced conflict between
the client and the main contractor. The graphs and tables that present the data
for the budget are the same as those that would be generated from the data on
conflict with the client. For ease of discussion, only one table will be produced
for these two outcomes (graphs for conflict between client and contractor
and graphs that show projects that did not complete within budget). From
the interaction data generated, the group interaction associated with successful
projects (those with positive outcomes) can be compared with unsuccessful
projects.

Different levels of interaction analysis

Socio-emotional and task-based interaction

Interaction data gathered using the Bales IPA can be investigated from a number
of different perspectives. In this research the first level of analysis was the
emotional and task-based components of communication and their relationship
with project outcomes. Two categories were created by aggregation of data from
the six emotional communication acts (shows solidarity, shows tension release,
agrees, disagrees, shows tension and shows antagonism) and the six task-based
acts (gives suggestions, gives opinions, gives information, asks for orientation,
asks for opinions and asks for suggestions).
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Positive and negative socio-emotional, and giving and requesting
task-based categories

The second level of analysis looked at the emotional- and task-based components
in more detail and examined whether the four interaction categories associ-
ated with the positive and negative socio-emotional interaction, and giving and
requesting task-based interaction were significantly different when examined
against the project outcomes. To examine the socio-emotional and task-based
categories, individual IPA categories were grouped together. Positive socio-
emotional categories comprise of the aggregated data from categories 1 (shows
solidarity), 2 (shows tension release) and 3 (agrees). Negative socio-emotional
categories were compiled from the data in categories 10 (disagrees), 11 (shows
tension) and 12 (shows antagonism). The task-based categories were also split
into two groups: giving and requesting task-based interaction. Giving task-based
interaction included categories 6 (gives information), 7 (gives opinions) and 8
(gives suggestions). Requesting task-based interaction included categories 7 (asks
for orientation), 8 (asks for opinion) and 9 (asks for suggestion).

Individual IPA categories

The third level of group interaction analysis is the most detailed and has been used
to determine whether the 12 categories of interaction are different in the groups
associated with successful and unsuccessful project outcomes. Where significant
differences were found, the line graphs and tables are used to determine the
direction and scale of difference between the data. In addition to examining all
IPA categories together, within one data set, each category was also considered
separately.

Socio-emotional and task-based interaction

In this examination, emotional communication includes all acts that express
emotion, and the task-based interaction was composed of all of the giving
and requesting task-based communication acts. Tables 8.2.1-8.2.3 provide a
comparison and statistical analysis of task-based and socio-emotional interac-
tion in situations of successful and unsuccessful project outcomes. The Pearson
Chi-square statistic (y?) was used to test the relationship between interaction
levels and project outcomes. The findings were reported as probability values
(p), the degrees of freedom are also stated. The findings were used as evidence
supporting or rejecting of the hypothesis. Here the hypotheses were based on
the acceptance that the level of interaction was related to the project outcome
(thus, a significant difference existed between the interaction associated with
successful and unsuccessful projects). In this current work a significant differ-
ence was recorded as p = < 0.05, although, due to the level of multiple analysis
carried out, the significance of this result was reduced. A more reliable indicator
of significance is a p value of <0.01 and results of <0.001 are considered to
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Table 8.2.1 Results: Projects within budget and over budget—Socio-emotional and
task-based interaction. (Conflict with client was present in all cases that were

over budget.)
Interaction categories Within budget Over budget Total interaction
observed
No. % No. % No. %
Task-based interaction 8612 89 4903 91 13515 90
Socio-emotional interaction 1075 11 487 9 1562 10
Total interaction observed 9687 5390 15077

Notes
x> =15.857, df =1, p=<0.001.

Table 8.2.2 Results: Projects within and exceeding scheduled duration—Socio-emotional
and task-based interaction

Interaction categories Within schedule Over schedule Total interaction
observed
No. % No. % No. %
Task-based interaction 5305 90 8210 90 13515 90
Socio-emotional interaction 597 10 965 11 1562 10
Total interaction observed 5902 9175 15077
Notes

X2 =0.627, df =1, p=0.429.

Table 8.2.3 Results: Projects that did and did not experience conflict with the architect—
Socio-emotional and task-based interaction

Interaction categories No conflict Contflict Total interaction
observed
No. %0 No. %0 No. %
Task-based interaction 11640 90 1875 90 13515 90
Socio-emotional interaction 1351 10 211 10 1562 10
Total interaction observed 12991 2086 15077
Notes

X2 =0.157,df =1, p=0.692.

be highly significant. Results of this nature indicate that there is a significant
difference between interactions.

In two of the three comparisons (Table 8.2.1, 8.2.2 and 8.2.3), emotional
interaction associated with successful outcomes was greater than the emotional
interaction of unsuccessful outcomes, thus the task-based communication was
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lower in situations of positive outcomes. However, in two of the situations,
projects within and exceeding scheduled duration (y* =0.627, df =1, p=
0.429) and projects that did or did not experience conflict with the architect
(x> =0.157, df =1, p =0.692), the difference between emotional and task-
based interaction was not significant. This shows that the general relationship
between task-based and socio-emotional interaction in successful and unsuc-
cessful projects is relatively consistent. If there is a difference, it occurs within
the categories that make up task-based and socio-emotional interaction.

In the situation where the difference was significant (y* = 15.857, df=1, p =
<0.001), projects within and exceeding budget, the levels of emotional commu-
nication were higher in the cases associated with positive project outcomes
(Table 8.2.1). Although the difference shown by the Chi-square test is greater
than would be attributable to chance, the differences in the actual percentages of
interaction are very small.

The comparisons of emotional and task-based interaction for successful and
unsuccessful projects did not show a consistently strong trend. At this aggregated
level of analysis, no useful inferences can be deduced from the results. The groups
associated with positive and negative project outcomes used similar levels of
emotional and task-based interaction regardless of whether they were successful
or not.

Positive and negative socio-emotional interaction

Early indications show that greater amounts of positive socio-emotional inter-
action compared with negative socio-emotional interaction are desirable, having
a stronger association with the more successful groups. The interaction data
presented in Table 8.3.1 from the projects completed within budget exhibit
slightly higher positive socio-emotional communication (categories 1: showing
solidarity, 2: tension release and 3: agreeing) than the projects that were over
budget, and these differences are significant. The projects that were within budget

Table 8.3.1 Results of positive and negative socio-emotional interaction, and giving and
requesting task-based interaction: Projects within budget and over budget

Interaction categories Within budget  Over budget  Total interaction
observed

No. % No. % No. %
Positive socio-emotional interaction 816 8 373 7 1189 8
Giving task-based interaction 7037 73 4102 76 11139 74
Requesting task-based interaction 1575 16 801 15 2376 16
Socio-emotional interaction 259 3 114 2 373 3
Total interaction observed 9687 5390 15077
Notes

x> =24.202, df =3, p=<0.001.
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used less ‘giving task-based communication acts’ than the projects that were
over budget (73 per cent compared with 76 per cent). Projects within budget also
used higher levels of requesting task-based communication acts than projects
that were over budget. The results of the Chi-square test for projects within and
over budget is much greater than would be attributable to chance (x> = 24.202,
df =3, p=<0.001).

Table 8.3.2 presents the interaction data for projects completed within the
scheduled duration or not. This table presents similar results to those of the cost
comparison. The projects that were completed within the scheduled duration used
higher levels of positive socio-emotional communication than projects that failed
to complete within the scheduled duration.

The amount of positive socio-emotional communication for projects completed
within the scheduled duration, and those projects that exceeded the scheduled
duration, accounted for 9 and 8 per cent of the interaction respectively, and the
difference between these two figures was significant. The amount of negative
socio-emotional interaction of the projects that exceeded the project duration in
this analysis was 1 per cent higher than those that completed within time. The
projects that were completed on time also have 7 per cent more positive than
negative interaction, whereas projects that exceeded the scheduled duration only
used 5 per cent more positive than negative interaction. These figures continue
to support the argument for higher levels of positive rather than negative socio-
emotional interaction, this being associated with successful project outcomes.

Consistent with the cost analysis (Table 8.3.1), the projects that were completed
within the scheduled duration (Table 8.4.2) used less ‘giving task communication
acts’ than the projects that were in excess of the scheduled duration (73 per cent
compared with 74 per cent). Also consistent with the previous cost results,
projects completed within the scheduled duration use a higher proportion of
communication associated with requesting task-based acts than projects over
budget (17 per cent compared with 15 per cent). All of the differences at this
level were significant.

Table 8.3.2 Results of positive and negative socio-emotional interaction, and giving and
requesting task-based interaction: Projects within and over scheduled duration

Interaction categories Within schedule Over schedule Total interaction
observed
No. % No. %  No. %

Positive socio-emotional interaction 505 9 684 8§ 1189 8
Giving task-based interaction 4331 73 6808 74 11139 74
Requesting task-based interaction 974 17 1402 15 2376 16
Socio-emotional interaction 92 2 281 3 373 3
Total interaction observed 5902 9175 15077

Notes

X2 =42.090, df =3, p==<0.001.
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In the earlier table (Table 8.2.2), which restricted the comparison to emotional
and task-based acts, no significant difference was found between projects that
were completed within and exceeded the scheduled duration. However, in this
situation when the task-based categories are divided into giving and receiving
task-based interaction and positive and negative socio-emotional acts, the differ-
ence was highly significant (y*> = 42.090, df =3, p = <0.001). Thus, at a more
detailed level of investigation into the task-based and socio-emotional acts, we
find some useful difference.

Differences are emerging in the groups using task and socio-emotional commu-
nication acts. Less successful groups tend to devote a slightly higher proportion
of their interaction to information giving and have lower levels of asking for task-
based and positive socio-emotional communication acts. The successful groups
use more positive emotional expression and request more from other members
of the group.

Conflict with the architect

Only one of the ten case studies resulted in conflict between the architect and
the contractor’s representative. Thus, the strength of any argument that is asso-
ciated with projects that result in conflict with the architect is limited. However,
the findings from this analysis will still provide supporting data to test the
hypothesis.

The project that experienced conflict with the architect was associated with
conflict with the client; it also took longer than the scheduled duration and resulted
in a loss, this was the only project to be unsuccessful in all of the performance
criteria. With regard to the relationship between positive and negative socio-
emotional interaction and successful projects, the results shown in Table 8.3.3
add support to the previous discussion.

Table 8.3.3 Results of positive and negative socio-emotional interaction, and giving and
requesting task-based interaction: Projects that did and did not result in
conflict with the architect

Interaction categories No conflict Conflict Total interaction
observed

No. % No. % No. %
Positive socio-emotional interaction 1051 8 138 7 1189 8
Giving task-based interaction 9502 73 1637 79 11139 74
Requesting task-based interaction 2138 17 238 11 2376 16
Socio-emotional interaction 300 2 73 4 373 3
Total interaction observed 12991 2086 15077
Notes

¥} =51.232, df =3, p=<0.001.
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Again, the amount of positive socio-emotional communication was signific-
antly higher (8 per cent compared with 7 per cent) in projects that did not result in
conflict. In this particular situation there was also a significantly higher level of
negative socio-emotional communication used within the project that did exper-
ience conflict (4 per cent compared with 2 per cent). There was 6 per cent more
positive than negative socio-emotional communication in the projects that did
not result in conflict compared with a difference of 3 per cent in the project that
did result in conflict.

Consistent with all previous analysis of successful project outcomes, the
projects that did not experience conflict had a lower percentage of giving task-
based communication acts than the projects that did result in conflict (73 per cent
compared with 79 per cent). Also, consistent with the previous cost and duration
analysis, projects that did not experience conflict used significantly higher levels
of requesting task-based communication acts than projects that did (17 per cent
compared with 11 per cent).

As in the duration analysis, comparisons between projects that did and did
not experience conflict with the architect (Table 8.2.3) showed no significant
difference in terms of their task and emotional communication acts. However,
when the task-based categories were divided into giving and receiving task-based
interaction and positive and negative socio-emotional acts, the difference was
significant (y* = 51.232, df =3, p =<0.001) (Table 8.3.3).

Analysis of Bales’ 12 categories

Although the line graphs in each of the comparisons of projects that were
completed on time and within budget, or not (Figure 8.4.1), look similar,
the differences between the profiles representing successful and unsuccessful
outcomes are significant. At this level of analysis, all 12 communication acts are
identified. When examining all 12 categories together it is difficult to identify
trends and the interaction categories that are causing the differences. Following
this analysis of all 12 acts, each of the IPA categories are analysed separately,
helping to identify the individual detail of patterns associated with successful
and unsuccessful project outcomes.

The difference between interaction of projects that were within and over budget
produced a Pearson Chi-square value of (y2) = 122.534, df =11, p =<0.001.
Projects that were completed within, and in excess of, the scheduled duration
produced a value of y*> =94.598, df =11, p=<0.001. The project associated
with conflict with the architect was also found to be significantly different from
the other projects that did not experience conflict (y? = 161.010, df =11, p=
<0.001). The results were consistent in showing that the overall differences
found in the interaction associated with successful and unsuccessful projects were
greater than would be attributable to chance (Table 8.4.1).

The results of the duration analysis are particularly interesting because the
number of projects that were completed within, and in excess of, the scheduled
duration were the same — five projects being successful and five unsuccessful. Due
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Figure 8.4.1 TPA for group meetings of projects that were within budget and those that
were over budget (projects over budget also experienced conflict between
the client and the contractor)

to this occurrence it was possible to compare the total number of communication
acts in each case. It is notable that the count for the number of communication
acts for unsuccessful projects exceeded the communication acts of successful
projects by 22 per cent (Table 8.4.2).

Total communication % of total interaction
acts (15077)

Over schedule 9175 61
Within schedule 5902 less 39
22

Participants working on the successful projects tended to interact less during
meetings. Their communication was distributed across a wider range of commu-
nication acts compared to those working on the less successful projects
(Figures 8.4.1, 8.4.2 and 8.4.3). Contributors to successful projects made greater
use of more extreme emotional acts, as well as using higher levels of requesting
task-based interaction. Those operating on less successful projects tended to
use interaction that is concentrated around the giving task-based interaction
categories. It is important to note that while less interaction took place during



Table 8.4.1 Results for full IPA set: Projects completed within and over budget

Interaction categories Within budget Over budget Total interaction
observed
No. % No. % No. %
1: Shows solidarity 17 0 1 0 18 0
2: Shows tension release 134 1 59 1 193 1
3: Agrees 665 7 313 6 978 7
4: Gives suggestion 1612 17 1164 22 2776 18
5: Gives opinion 2645 27 1415 26 4060 27
6: Gives information 2780 29 1523 28 4303 29
7: Asks for orientation 721 7 321 6 1042 7
8: Asks for opinion 432 5 177 3 609 4
9: Asks for suggestion 422 4 303 6 725 5
10: Disagrees 185 2 58 1 243 2
11: Shows tension 66 1 56 1 122 1
12: Shows antagonism 8 0 0 0 8 0
Total interaction observed 9687 5390 15077
Notes

x*=122.534,df =11, p=<0.001.

Table 8.4.2 Results for full IPA set: Projects that were completed within and exceeded
the scheduled duration

Interaction categories Within schedule Over schedule Total interaction
observed
No. % No. % No. %

1: Shows solidarity 15 0 3 0 18 0
2: Shows tension release 94 2 99 1 193 1
3: Agrees 396 7 582 6 978 7
4: Gives suggestion 1006 17 1770 19 2776 18
5: Gives opinion 1575 27 2485 27 4060 27
6: Gives information 1750 30 2553 28 4303 29
7: Asks for orientation 474 8 568 6 1042 7
8: Asks for opinion 234 4 375 4 609 4
9: Asks for suggestion 266 5 459 5 725 5

10: Disagrees 66 1 177 2 243 2

11: Shows tension 22 0 100 1 122 1

12: Shows antagonism 4 0 4 0 8 0

Total interaction observed 5902 9175 15077

Notes

X2 =94.598,df = 11, p=<0.001.
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Figure 8.4.2 TPA for group meetings of projects that were completed within the scheduled
time and those that went over the scheduled duration
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Figure 8.4.3 TPA for group meetings of projects that were completed with and without
conflict emerging between the contractor and the architect
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Table 8.4.3 Results for full IPA set: Projects that did and did not result in conflict with
the architect

Interaction categories No conflict Conflict Total interaction
observed
No. % No. % No. %

1: Shows solidarity 18 0 0 0 18 0
2: Shows tension release 156 1 37 2 193 1
3: Agrees 877 7 101 5 978 7
4: Gives suggestion 2251 17 525 25 2776 18
5: Gives opinion 3449 27 611 29 4060 27
6: Gives information 3802 29 501 24 4303 29
7: Asks for orientation 951 7 91 4 1042 7
8: Asks for opinion 552 4 57 3 609 4
9: Asks for suggestion 635 5 90 4 725 5

10: Disagrees 206 2 37 2 243 2

11: Shows tension 86 1 36 2 122 1

12: Shows antagonism 8 0 0 0 8 0

Total interaction observed 12991 2086 15077

Notes

X2 =161.010, df =11, p=<0.001.

the successful projects a much broader range of communication acts were
used. The successful groups show a more developed pattern of interaction. The
projects that did and did not result in conflict with the architect are tabulated in
Table 8.4.3.

Considering the number of communication acts observed and the number of
variables (12 communication acts in 2 groups), it is likely that a difference will be
found when using the Chi-square test. It is possible that only some of the commu-
nication acts account for the significant difference shown. Although the adjusted
residuals can be used to identify individual variables that are different from the
expected results, they do not show the extent that the individual communication
act accounts for the significant difference. The examination of categories in isol-
ation will add support to the analysis of the full data set. The individual analysis
reduces the number of variables examined. However, with multiple analysis the
possibility of type-one errors is increased, thus a significance value of p = 0.01
is considered to be more reliable.

Results: IPA category 1 — shows solidarity

Category 1 represents the following types of interaction: shows solidarity, raises
others status, gives help or reward. A more detailed explanation of each IPA
category, and other events and behaviours that are coded for each of the IPA
categories, can be found in Appendix 1.
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Table 8.4.4 Results for IPA category 1: Projects that were within budget and projects
that were over budget

Interaction categories Within budget  Over budget  Total interaction observed
No. % No. % No. %

All other categories 9670 100 5389 100 15059 100

Shows solidarity 17 0 1 0 18 0

Total interaction observed 9687 5390 15077

Notes

Pearson Chi-square results = y> =7.153, df =1, p =0.007.

Using the Chi-square statistic, a significant difference was found between
projects that completed within and over budget. While representing less than
1 per cent of the total interaction, the higher levels of IPA category 1 were
associated with projects that completed within budget.

Table 8.4.5 Results for IPA category 1: Projects that were completed within the scheduled
duration and projects that exceeded the scheduled duration

Interaction categories Within schedule Over schedule Total interaction observed
No. % No. % No. %

All other categories 5887 100 9172 100 15059 100

Shows solidarity 15 0 3 0 18 0

Total interaction observed 5902 9175 15077

Notes

Pearson Chi-square results = x> = 14.771, df =1, p =<0.001.

A significant difference was found in the analysis of scheduled duration. Higher
levels of category 1 were associated with projects that completed on time.

Table 8.4.6 Results for IPA category 1: Projects that did not experience conflict with the
architect and that did experience conflict with the architect

Interaction categories No conflict Conflict Total interaction observed
No. % No. % No. %

All other categories 12973 100 2086 100 15059 100

Shows solidarity 18 0 0 0 18 0

Total interaction observed 12991 2086 15077

Notes

Pearson Chi-square results = y> =2.894, df =1, p =0.089.
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No significant difference was found between the levels of category 1 that
occurred in projects, which did or did not experience conflict with the architect.
Although no significant difference was found, all of the communication acts that
showed attributes of support and solidarity were found in the projects that did
not experience conflict.

Detailed analysis of category 1 — shows solidarity

The first observation of category 1 was that the levels of occurrence are very
low in both positive and negative project outcomes. Although it was low in
the successful project outcomes, it was even lower in the unsuccessful project
outcomes and rarely occurred in unsuccessful cases.

The p values of the Pearson Chi-square statistic shows significant differ-
ences in the levels of category 1 (agreeing) in the projects that were examined
against the budget (y* =7.153, df =1, p =0.007) and scheduled duration
(x> =14.771, df =1, p =<0.001) criteria. Although the statistical analyses
were undertaken, the Chi-square test is not accurate when cell counts for more
than 20 per cent of the cells are less than five. In all cross-tabulations that
examined showing solidarity (category 1), one of the cell counts associated with
unsuccessful projects was less than five, representing 25 per cent of the cells.

The observations of category 1 were very small, the highest count being 15. In
all of the studies, this category occurs less than 1 per cent of the time. Where it
does occur, it was higher in situations that were associated with positive outcomes.
The occurrence of this more extreme socio-emotional act, in cases with positive
outcomes, may be indicating that these groups have established relationships that
allow the M&D group to progress slightly further in group development. Altern-
atively, this could suggest that some participants in the successful groups use an
extended range of communication behaviours regardless of the group development
and this could be an attribute of the more successful communicator. Even though
the successful projects used less communication acts, the communication of the
successful group was distributed across more categories, with a few occurrences
in the extreme emotional categories (Table 8.4.2). Due to the category’s lack of
use, when it did emerge in meetings it was very notable. The most extreme positive
socio-emotional act being used to reinforce relationships and give praise to another
person. Offering praise and support often occurred following episodes of conflict
and was clearly used to maintain, strengthen or re-establish a firm relationship.

Showing solidarity is an extreme positive emotional act. When the act occurred
it was used to show support, for example openly suggesting that another member
had made a good decision. It was also used following tense negotiations, when a
course of action had been established and members of the group showed strong
support for the action. The expression shows faith in the decision or actions to
be taken. It is interesting that such strong support had a tendency to occur in
groups that ultimately resulted in greater levels of success. Those operating in
successful projects are confident enough to show their support for decisions. It could
be suggested that the successful groups had more reason to show such positive
emotion, as the participant probably knew the project was performing well, although
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it is also worth noting that the successful and unsuccessful projects experienced
similar amounts of negative emotion.

Results: IPA category 2

IPA category 2 represents the following types of interaction: shows tension

release, jokes, laughs, shows satisfaction.

Table 8.4.7 Results for IPA category 2: Projects that were within budget and over budget

Interaction categories Within budget ~ Over budget  Total interaction observed
No. % No. % No. %

All other categories 9553 99 5331 99 14884 99

Shows tension release 134 1 59 1 193 1

Total interaction observed 9687 5390 15077

Notes

Pearson Chi-square results = y> =2.284, df =1, p=0.131.

No significant difference was found.

Table 8.4.8 Results for IPA category 2: Projects that were completed within and exceeded
the scheduled duration

Interaction categories Within schedule Over schedule Total interaction observed
No. %  No. %  No. %

All other categories 5808 98 9076 99 14884 99

Shows tension release 94 2 99 1 193 1

Total interaction observed 5902 9175 15077

Notes

Pearson Chi-square results = x> =7.499, df =1, p =0.006.

A significant difference was found in the analysis of scheduled duration. Higher
levels of category 2 were associated with projects that completed on time.

Table 8.4.9 Results for IPA category 2: Projects that did not and did experience conflict
with the architect

Interaction categories No conflict Conflict Total interaction observed
No. % No. % No. %

All other categories 12835 99 2049 98 14884 99

Shows tension release 156 1 37 2 193 1

Total interaction observed 12991 2086 15077

Notes

Pearson Chi-square results = y> =4.668, df =1, p=0.031.
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A significant difference was found (but only at the <0.05 level) in the analysis
of conflict between the contractor and the client. Higher levels of category 2 were
associated with projects that did experience conflict with the architect. However,
due to the multiple analysis, such results are not a strong indicator of significance.

Detailed analysis of category 2 — showing tension release

Although this category has a low level of occurrence, it was higher than category 1.
The levels of interaction in this category were inconsistent. Using the Chi-square
statistic, significant differences were found in the levels of IPA category 2 (showing
tension release). The projects that were examined against the scheduled duration
criteria (x> = 7.499, df =1, p = 0.006) and those that assessed the occur-
rence of conflict between the contractor and the architect (x> = 4.668, df =
1, p = 0.031) produced significant results. However, the results were incon-
sistent, with higher levels of category 2 being associated with the successful
outcome in the duration analysis and higher levels in unsuccessful outcomes
in the conflict analysis. No significant difference was found in the projects
that did and did not complete within budget (x> = 2.284, df =1, p =0.131).

Showing tension release often occurred after episodes of tension or while
tension seemed to be developing. In some groups, tension was expressed and
directed at an individual member or professional group (e.g. architects, mechan-
ical and electrical consultants, contractors etc.) and sometimes it was expressed
as bouts of frustration that had little or no real direction. When tension was given
direction it was more likely to receive a response that resulted in action than when
it was a mere expression of frustration; however, with both episodes of frustration
or directed negative emotion it was common to see tension release following
the expression of tension. The observations did not reveal any differences in the
ways the groups expressed their tension release.

Results: IPA category 3

Category 3 represents the following types of interaction: agrees, shows passive
acceptance, understands, concurs, complies.

Table 8.4.10 Results for IPA category 3: Projects that were within budget and projects
that were over budget

Interaction categories Within budget Over budget Total interaction
observed
No. % No. % No. %
All other categories 9022 93 5077 94 14099 94
Agrees 665 7 313 6 978 7
Total interaction observed 9687 5390 15077
Notes

Pearson Chi-square results = y> = 6.388, df =1, p=0.011.
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A significant difference was found here. Category 3 has a significantly
higher level of occurrence in projects that completed within budget, although
due to the level of multiple analysis this was not a strong indicator of
significance.

Table 8.4.11 Results for IPA category 3: Projects that were completed within and
exceeded the scheduled duration

Interaction categories Within schedule Over schedule Total interaction
observed
No. % No. % No. %
All other categories 5506 93 8593 94 14099 94
Agrees 396 7 582 6 978 7
Total interaction observed 5902 9175 15077
Notes

Pearson Chi-square results = y> = 0.794, df =1, p=0.373.

No significant difference was found.

Table 8.4.12 Results for IPA category 3: Projects that did not and did experience conflict
with the architect

Interaction categories No conflict Conflict Total interaction
observed
No. % No. % No. %
All other categories 12114 93 1985 95 14099 94
Agrees 877 7 101 5 978 7
Total interaction observed 12991 2086 15077
Notes

Pearson Chi-square results = y> = 10.799, df =1, p =0.001.

A significant difference was found in the analysis of conflict between the
contractor and the client. Higher levels of category 3 were associated with projects
that did not experience conflict with the architect.

Detailed analysis of category 3 — agrees

IPA category 3 occurred considerably more than did socio-emotional categories
1 and 2. All of the analyses indicated that category 3 occurred more frequently
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in the projects with successful outcomes. Using the Chi-square statistic, signi-
ficant differences were found in the levels of IPA category 3 (agreeing) in
the projects that were examined against the budget (y> =6.388, df =1, p=
0.011) and conflict between the contractor and the architect (y? = 10.799, df =
1, p=0.001) criteria. No significant difference was found in the projects that
did and did not complete within the scheduled duration (x* = 0.794, df =1,
p =0.373).

Agreement was used in many ways, for example agreeing on an opinion, direc-
tion or suggestion. Unlike the more extreme positive acts, it did not show strong
support for a proposal, but provided an indication that others were accepting
the general idea. On a number of occasions the use of agreement would trigger
a disagreement act. Often information and opinions could be presented without
members agreeing or disagreeing, general ideas could be discussed without others
indicating whether they believed they were right or wrong. However, if members
were showing that they were agreeing with a suggestion, those members not
agreeing had to quickly show their dissent or allow the proposal to be agreed.
Occasionally members would refer back to a previous issue and reopen the
discussion to ask more questions or show disagreement, but it was more common
for disagreement to emerge when ideas were proposed and members showed
support.

Results: IPA category 4

Category four represents the following types of interaction: giving direction and
implying autonomy for others.

Table 8.4.13 Results for IPA category 4: Projects that were within and over budget

Interaction categories Within budget Over budget Total interaction
observed
No. % No. % No. %
All other categories 8075 83 4226 78 12301 82
Gives suggestion 1612 17 1164 22 2776 18
Total interaction observed 9687 5390 15077
Notes

Pearson Chi-square results = x> = 56.593, df =1, p =<0.001.

A significant difference was found here. Category 4 has a higher level of
occurrence in projects that were over budget.
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Table 8.4.14 Results for IPA category 4: Projects within over schedule

Interaction categories Within schedule  Over schedule Total interaction observed
No. %  No. % No. %

All other categories 4896 83 7405 81 12301 82

Gives suggestion 1006 17 1770 19 2776 18

Total interaction observed 5902 9175 15077

Notes

Pearson Chi-square results = y> = 12.066, df =1, p =0.001.

A significant difference was found here. Category 4 occurs more in the projects
that exceeded the scheduled duration.

Table 8.4.15 Results for IPA category 4: Projects that did and did not experience conflict
with the architect

Interaction categories No conflict Conflict Total interaction observed
No. % No. % No. %

All other categories 10740 83 1561 75 12301 82

Gives suggestion 2251 17 525 25 2776 18

Total interaction observed 12991 2086 15077

Notes

Pearson Chi-square results = x> = 73.551, df =1, p =<0.001.

A significant difference was found in the analysis of conflict between the
contractor and the client. Higher levels of category 4 were associated with projects
that did experience conflict with the architect.

Detailed analysis of category 4 — gives suggestion

Significant differences were found in the levels of IPA category 4 (gives sugges-
tions) in all of the analyses. Category four was consistently higher in projects with
unsuccessful outcomes; budget (y* = 56.593, df =1, p =<0.001), schedule
duration (y* = 12.066, df =1, p =0.001) and conflict with the architect (y*> =
73.551, df =1, p=<0.001).

Category 4 was often used to offer direction to the group. Some of the members
who adopted leading positions in the groups would be more prominent in offering
suggested courses of action. Such statements would often be made after consider-
able information and opinions of problems had been presented. Once one person
made a suggestion it was common to observe others offering slightly different
suggestions. On many occasions when members offered direction to others there
was an occurrence of agreement, disagreement and conflict. The use of suggestions
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was often used to bring discussions to a close. Attempting to close discussions
in this way encouraged others to express their support, identify weaknesses with
the proposal, or propose alternative solutions, rather than continuing to present
ideas, information or opinions on the topic. In successful projects the use of sugges-
tions were used to provide direction and guidance and resulted in action. In the
less successful projects, suggestions were often vague and associated with spurious
information. Even though many suggestions were made in the unsuccessful groups,
they frequently lacked direction and referred to too many different aspects of the
project, making discussion unnecessarily long. There is a difference in the way that
suggestions and directions are given. Suggestions that are made with some authority,
are precise, concise and clear, seem to have a greater impact on the group than
suggestions which lack relevance to the action point and come from all members
of the group regardless of their expertise. When too many members become
engaged in discussion for long periods of time the meeting loses its direction.

Results: IPA category 5
Category 5 represents gives opinion, evaluation, analysis, expresses a feeling.

Table 8.4.16 Results for IPA category 5: Projects within budget and projects that were
over budget

Interaction categories Within budget ~ Over budget  Total interaction observed
No. %  No. %  No. %o

All other categories 7042 73 3975 74 11017 73

Gives opinion 2645 27 1415 26 4060 27

Total interaction observed 9 687 5390 15077

Notes

Pearson Chi-square results = y> = 1.949, df =1, p =0.163.
No significant difference was found.

Table 8.4.17 Results for IPA category 5: Projects completed within the scheduled duration
and projects that exceeded the scheduled duration

Interaction categories Within schedule Over schedule Total interaction observed
No. %  No. %  No. %

All other categories 4327 73 6690 73 11017 73

Gives opinion 1575 27 2485 27 4060 27

Total interaction observed 5902 9175 15077

Notes

Pearson Chi-square results = x> = 0.290, df =1, p =0.590.

No significant difference was found.
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Table 8.4.18 Results for IPA category 5: Projects that did and did not experience conflict
with the architect

Interaction categories No conflict Conflict Total interaction observed
No. %  No. %  No. %

All other categories 9542 74 1475 71 11017 73

Gives opinion 3449 27 611 29 4060 27

Total interaction observed 12991 2086 15077

Notes

Pearson Chi-square results = y> = 6.865, df =1, p =0.009.

A significant difference was found in the analysis of conflict between the
contractor and the client. The results for the project that did and did not experience
conflict with the client show higher levels of category 5 being associated with
projects that did experience conflict with the architect.

Detailed analysis of category 5 — giving opinion

The results for category five are inconsistent. Significant differences were found
in the levels of IPA category 5 (giving opinion) in only one of the statistical
tests — conflict with architect (y* = 6.865, df =1, p=0.009). The results of the
other statistical tests were not significant (budget x> = 1.949, df =1, p=0.165
and schedule duration y?> =0.290, df =1, p =0.59).

Opinions and beliefs were often used to analyse problems and explore issues;
however, the decisive group action would only develop once levels of agreement
and disagreement emerged. Thus, information, opinions and analysis could be
presented in discussions without the group deciding on a course of action.

Results IPA category 6
Category 6 represents interaction associated with: gives orientation, information,

repeats, clarifies, confirms.

Table 8.4.19 Results for IPA category 6: Projects within budget and projects that were
over budget

Interaction categories Within budget ~ Over budget  Total interaction observed
No. %  No. %  No. %

All other categories 6907 71 3867 72 10774 71

Gives information 2780 29 1523 28 4303 29

Total interaction observed 9687 5390 15077

Notes

Pearson Chi-square results = x> = 0.332, df =1, p=0.564.

No significant difference was found.
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Table 8.4.20 Results for IPA category 6: Projects completed within the scheduled duration
and projects that exceeded the scheduled duration

Interaction categories Within schedule Over schedule Total interaction
observed
No. % No. % No. %0
All other categories 4152 70 6622 72 10774 72
Gives information 1750 30 2553 28 4303 29
Total interaction observed 5902 9175 15077
Notes

Pearson Chi-square results = y> = 5.868, df =1, p =0.015.

A significant difference was found, although due to the level of multiple
analysis, this was not a strong indicator of significance. Giving information
category 6 was higher in the projects that completed within the scheduled
duration.

Table 8.4.21 Results for IPA category 6: Projects that did and did not experience conflict
with the architect

Interaction categories No conflict Conflict Total interaction
observed
No. % No. % No. %
All other categories 9189 71 1585 76 10774 72
Gives information 3802 29 501 24 4303 29
Total interaction observed 12991 2086 15077
Notes

Pearson Chi-square results = > =24.283, df =1, p=<0.001.

A significant difference was found in the analysis of conflict between the
contractor and the client. Higher levels of category 6 are associated with projects
that did not experience conflict with the architect.

Detailed analysis of category 6 — giving orientation

The results of this category are consistently higher in cases with positive
outcomes. Using the Chi-square statistic, significant differences were found
in the levels of IPA category 6 (giving information) in two of the analyses:
scheduled duration (y? = 5.868, df =1, p =0.015) and conflict with archi-
tect (x* =24.283, df =1, p =<0.001). All of the results in this set of



202  Successful and unsuccessful project outcomes

analyses showed higher frequencies of category 6 in the positive outcomes.
Although the budget analysis also showed higher levels of category 6 in the
positive outcome, it was not significant (y* = 0.332, df =1, p = 0.564).
Giving orientation was used to present the information and facts relating
to project issues. High levels of information were presented to aid under-
standing and help others follow the issues associated with the problems being
discussed.

Results: IPA category 7

Category 7 represents interaction such as: asks for orientation, information, repe-
tition, confirmation.

Table 8.4.22 Results for IPA category 7: Projects within budget and projects that were
over budget

Interaction categories Within budget Over budget Total interaction
observed
No. % No. % No. %
All other categories 8966 93 5069 94 14035 93
Asks for orientation 721 7 321 6 1042 7
Total interaction observed 9687 5390 15077
Notes

Pearson Chi-square results = y> = 11.910, df =1, p =0.001.

A significant difference was found. Higher frequencies of the communication
act asking for orientation were found in the projects with a successful budget
outcome.

Table 8.4.23 Results for IPA category 7: Projects completed within the scheduled dura-
tion, and projects that exceeded the scheduled duration

Interaction categories Within schedule Over schedule Total interaction
observed
No. % No. % No. %
All other categories 5428 92 8607 94 14035 93
Asks for orientation 474 8 568 6 1042 7
Total interaction observed 5902 9175 15077
Notes

Pearson Chi-square results = y> = 18.910, df =1, p =<0.001.



Successful and unsuccessful project outcomes 203

A significant difference was found. Asking for orientation category 7 was
higher in the projects that completed within the scheduled duration.

Table 8.4.24 Results for IPA category 7: Projects that did and did not experience conflict
with the architect

Interaction categories No conflict Conflict Total interaction
observed
No. Y% No. Y% No. %
All other categories 12040 93 1995 96 14035 93
Asks for orientation 951 7 91 4 1042 7
Total interaction observed 12991 2086 15077
Notes

Pearson Chi-square results = y? =24.445, df =1, p=<0.001.

A significant difference was found in the use of communication act 7 when
examined against projects that did and did not experience conflict between the
contractor and the architect. The results show higher levels of category 7 being
associated with projects that did not experience conflict.

Detailed analysis of category 7 — asking for orientation

This category was consistent across all examinations, occurring more in the
positive outcomes. Using the Chi-square statistic, significant differences were
found in the levels of IPA category 7 (asking for orientation) in all three
statistical tests: budget (x> = 11.910, df =1, p = 0.001), schedule dura-
tion (x*>=18.910, df =1, p=<0.001) and conflict (y*> = 24.445, df =
I, p =<0.001). All of the results in this set of analyses have higher
frequencies of category 7 in the positive outcomes and in all cases the
results are significant. Asking for information was often used to delve
further into issues. Where participants presented scant contextual or back-
ground information on a problem, other group members would occasionally
ask for further information. Surprisingly, even in the multi-disciplinary group,
different specialists would not openly admit to not understanding specialised
information. To overcome difficulties presented by specialised issues, some
group participants would request more detailed and fundamental background
information.

Results: IPA category 8

Category 8 represents communication acts such as: asks for opinion, evaluation,
analysis and expression of feeling.
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Table 8.4.25 Results for IPA category 8: Projects within budget and projects that were

over budget

Interaction categories Within budget Over budget Total interaction
observed
No. % No. % No. %
All other categories 9255 96 5213 97 14468 96
Asks for opinion 432 5 177 3 609 4
Total interaction observed 9687 5390 15077

Notes

Pearson Chi-square results = x> = 12.350, df =1, p =<0.001.

A significant difference was found. Higher frequencies of the communication
act asking for opinion and evaluation were found in the projects with a successful

budget outcome.

Table 8.4.26 Results for IPA category 8: Projects completed within and that exceeded
the scheduled duration

Interaction categories

Within schedule

Over schedule

Total interaction

observed
No. %o No. % No. %
All other categories 5668 96 8800 96 14468 96
Asks for opinion 234 4 375 4 609 4
Total interaction observed 5902 9175 15077

Notes

Pearson Chi-square results = y> = 139, df =1, p =0.709.

No significant difference was found.

Table 8.4.27 Results for IPA category 8: Projects that did and did not experience conflict
with the architect

Interaction categories No conflict Contflict Total interaction
observed
No. % No. % No. %
All other categories 12439 96 2029 97 14468 96
Asks for opinion 552 4 57 3 609 4
Total interaction observed 12991 2086 15077

Notes

Pearson Chi-square results = y> = 10.666, df =1, p =0.001.
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A significant difference was found in the use of category 8 for projects that
did and did not experience conflict between the contractor and the client. The
cross-tabulation shows higher levels of category 8 being associated with projects
that did not experience conflict with the architect.

Detailed analysis of category 8 — asking for opinion

The results in this category have a degree of inconsistency. Using the Chi-square
statistic, significant differences were found in two of the results: budget (x> =
12.350, df =1, p=<0.001) and conflict with the architect (x> = 10.666, df =
1, p=0.001). The two sets of results have higher frequencies of category 8 in the
positive outcomes. The analysis of projects that did and did not complete within
the scheduled duration were not significant (x> = 139, df = 1, p = 0.709),
although the unsuccessful projects had a marginally higher level of category 8.

Asking for opinion, explanation and analysis was used to ensure that informa-
tion was not presented without a thorough explanation. This encouraged members
to defend their suggestions, explaining how they would be implemented, how
obstacles would be overcome and how other related issues would be dealt with.
Such questioning often exposed the weakness of a suggestion preventing under-
developed proposals being discussed further.

Results: IPA category 9

Category 9 represents communication acts such as: ask for suggestion, direction,
possible ways of action.

Table 8.4.28 Results for IPA category 9: Projects within budget and projects that were
over budget

Interaction categories Within budget Over budget Total interaction
observed
No. % No. % No. %
All other categories 9265 96 5087 94 14352 95
Asks for suggestion 422 4 303 6 725 5
Total interaction observed 9687 5390 15077
Notes

Pearson Chi-square results = x> = 12.110, df =1, p=0.001.

A significant difference was found. Higher frequencies of the communic-
ation act asking for suggestions were found in the projects that were over
budget.
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Table 8.4.29 Results for IPA category 9: Projects completed within and over scheduled

duration
Interaction categories Within schedule Over schedule Total interaction
observed

No. % No. % No. %
All other categories 5636 96 8716 95 14352 95
Asks for suggestion 266 5 459 5 725 5
Total interaction

observed 5902 9175 15077

Notes
Pearson Chi-square results = x> = 1.929, df =1, p=0.165.

No significant difference was found.

Table 8.4.30 Results for IPA category 9: Projects that did and did not experience conflict
with the architect

Interaction categories No conflict Conflict Total interaction
observed

No. % No. % No. %
All other categories 12356 95 1996 96 14352 95
Asks for suggestion 635 5 90 4 725 5
Total interaction

observed 12991 2086 15077

Notes

Pearson Chi-square results = y> = 1.292, df =1, p =0.255.

No significant difference was found.

Detailed analysis of category 9 — asks for suggestion

The results for this category are inconsistent. Significant differences were found
in the budget analysis only: budget (y? = 12.110, df =1, p =0.001), scheduled
duration (x> =1.929, df =1, p =0.165) and conflict with the architect (x> =
1.292, df =1, p =0.255). Where a significant difference was found, the level
of communication act nine was higher in the unsuccessful outcome. In the other
two sets of results, although not significant, the communication act nine was
higher in the projects that were over schedule and higher in projects that did not
experience conflict.
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Asking for suggestions was used mostly to encourage others who had initially
given information, ideas and opinions on an issue to turn them into a firm
proposal. Occasionally they were rather hard statements insisting that others

commit their resources and offer a solution.

Results: IPA category 10

Category 10 represents the following communication acts: disagrees, shows

passive rejection, formality, withholds help.

Table 8.4.31 Results for IPA category 10: Projects within budget and projects that were

over budget

Interaction categories Within budget Over budget Total interaction
observed

No. % No. % No. %
All other categories 9502 98 5332 99 14834 98
Disagrees 185 2 58 1 243 2
Total interaction

observed 9687 5390 15077

Notes

Pearson Chi-square results = y> = 15.180, df =1, p =<0.001.

A significant difference was found. Higher frequencies of the communication
act disagreeing were found in the projects that were within budget.

Table 8.4.32 Results for IPA category 10: Projects that completed within and that

exceeded the scheduled duration

Interaction categories

Within schedule

Over schedule

Total interaction

observed
No. % No. % No. %
All other categories 5836 99 8998 98 14834 98
Disagrees 66 1 177 2 243 2
Total interaction
observed 5902 9175 15077
Notes

Pearson Chi-square results = y> = 14.893, df =1, p =<0.001.

A significant difference was found. Higher levels of disagreement were found
in projects that did not complete within schedule.
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Table 8.4.33 Results for IPA category 10: Projects that did and did not experience conflict
with the architect

Interaction categories No conflict Conflict Total interaction
observed

No. % No. % No. %
All other categories 12785 98 2049 98 14834 98
Disagrees 206 2 37 2 243 2
Total interaction
observed 12991 2086 15077
Notes

Pearson Chi-square results = y> = 0.401, df =1, p=0.527.

No significant difference was found.

Detailed analysis of category 10 — disagrees

The results for this category are inconsistent. Using the Chi-square stat-
istic, significant differences were found in only two of the results: budget
(x>=15.180, df =1, p =< 0.001) and time (x> = 14.893, df =1, p =
< 0.001); however, the two results conflicted. Projects that were completed within
budget exhibited higher levels of category 10, and projects that exceeded the sched-
uled duration were also associated with higher levels of category 10. Interaction that
did or did not experience conflict with the architect was not significantly different
(x? =0.401, df =1, p =0.527).

Conflict emerged as a result of simple disagreements over opinions, statements
and proposals, or as a result of different personal or organisational interests.
Very few members of the M&D team would engage in conflict. Even after a
short period of observation, it was notable who was most likely to disagree
with others. Thus, it did not take long for the observer to become aware
of the group’s socio-emotional structure. Following disagreements, and thor-
ough evaluation of ideas, courses of action were often proposed and agreed.
Disagreeing with others helped expose and resolve technical and organisational
problems.

Results: IPA category 11

Category 11 represents the following communication acts: shows tension, asks
for help and withdraws out of field.
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Table 8.4.34 Results for IPA category eleven: Projects that completed within and over

budget
Interaction categories Within budget  Over budget  Total interaction observed
No. % No. %  No. %
All other categories 9621 99 5334 99 14955 99
Shows tension 66 1 56 1 122 1
Total interaction observed 9 687 5390 15077

Notes
Pearson Chi-square results = x> =5.519, df =1, p=0.019.

A significant difference was found, although due to the level of multiple analysis
this is not a strong indicator of significance. Higher frequencies of the communica-
tion act showing tension were found in the projects that were over budget.

Table 8.4.35 Results for IPA category eleven: Projects that completed within and over

schedule
Interaction categories Within schedule Over schedule Total interaction observed
No. % No. %  No. %
All other categories 5880 100 9075 99 14955 99
Shows tension 22 0 100 1 122 1
Total interaction observed 5902 9175 15077

Notes
Pearson Chi-square results = y> =23.015, df =1, p =<0.001.

A significant difference was found. Higher levels of tension were found in
projects that did not complete within schedule.

Table 8.4.36 Results for IPA category eleven: Projects that did and did not experience
conflict with the architect

Interaction categories No conflict Conflict Total interaction observed
No. %  No. %  No. %

All other categories 12905 99 2050 98 14955 99

Shows tension 86 1 36 2 122 1

Total interaction observed 12991 2086 15077

Notes

Pearson Chi-square results = y> =25.342, df =1, p =<0.001.
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A significant difference was found. Higher levels of the showing tension
communication act were associated with projects that resulted in conflict between
the architect and the contractor.

Detailed analysis of category 11 — showing tension

All of the results are consistent and indicate that the communication act 11
(shows tension) has a stronger association with negative project outcomes. Using
the Chi-square statistic, significant differences were found in all of the results:
budget (y* =5.519, df =1, p=0.019) (although the budget result was not a
strong indicator of significance), scheduled duration (y* =23.015, df =1, p=
< 0.001) and conflict with the architect (x> = 25.342, df = 1,
p =<0.001).

Unless directed specifically at another group member, the act of showing
tension did not result in others offering to help or more thorough discus-
sions of the problem. When members showed that they were frustrated with a
problem or process, others would not offer to defend their behaviour or position,
but would often remain silent until the party venting their frustration finished
talking. However, when members were engaged in critical discussions with
other members, and showed that they were becoming increasingly concerned
about the other’s view or proposal, the level of evaluation and critical interac-
tion increased. As tension increased, the members’ efforts towards resolving the
problem increased.

Results: IPA category 12

Category 12 represents the following communication acts: shows antagonism,
deflates others status, defends or asserts self.

Table 8.4.37 Results for IPA category 12: Projects within budget and projects that were
over budget

Interaction categories Within budget Over budget Total interaction
observed
No. % No. % No. %
All other categories 9679 100 5390 100 15 069 100
Shows antagonism 8 0 0 0 8 0
Total interaction observed 9 687 5390 15077
Notes

Pearson Chi-square = x> =4.454, df =1, p =0.035.

A significant difference was found (Table 10.4.37). Although the occurrence
of this category was very low, higher frequencies were found in the projects that
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were within budget. Where counts in cells are less than five the reliability of the
Chi-square statistic is reduced.

Table 8.4.38 Results for IPA category 12: Projects completed within the scheduled dura-
tion and projects that exceeded the scheduled duration

Interaction categories Within schedule Over schedule Total interaction
observed
No. % No. % No. %
All other categories 5898 100 9171 100 15069 100
Shows antagonism 4 0 4 0 8 0
Total interaction observed 5902 9175 15077
Notes

Pearson Chi-square = y> =0.396, df =1, p=0.529.

No significant difference was found.

Table 8.4.39 Results for IPA category 12: Projects that did and did not experience conflict
with the architect

Interaction categories No conflict Conflict Total interaction
observed
No. % No. % No. %
All other categories 12983 100 2086 100 15069 100
Shows antagonism 8 0 0 0 8 0
Total interaction observed 12991 2086 15077
Notes

Pearson Chi-square = x> = 1.285, df =1, p =0.257.

No significant difference was found.

Detailed analysis of category 12 — shows antagonism

Significant differences were found in only one set of category 12 interaction
results (budget). The occurrence of this category was very low (it is not possible
to rely on the Chi-square statistic in this situation). While all of the results
indicate that the communication act 12 (shows antagonism) occurs mainly in
groups associated with positive project outcomes, the frequency observed was so
low that it is difficult to draw meaningful conclusions.
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Successful and unsuccessful project outcomes: Relationships
between categories

Showing solidarity and showing antagonism

In all three analyses (Tables 8.4.4, 8.4.5, 8.4.6), budget, duration and conflict
with the architect, category 1 (showing solidarity) and category 12 (showing
antagonism) account for even less than 0.1 per cent of the communication in
unsuccessful outcomes. The levels of category 1 are low in both the positive and
the negative outcomes; however, the fact that they occur more in the positive
outcomes may have some association with group development. The groups asso-
ciated with successful outcomes may have developed relationships that allow
them to use marginally higher amounts of very expressive socio-emotional acts.
However, the occurrences of these categories are so low that reliable statistical
inference cannot be drawn.

Showing tension and showing tension release

The levels of interaction between positive and negative outcomes for category 2
(releasing tension) are not consistent across all analyses. However, category 11
(showing tension) is consistently and significantly higher in all of the categories
associated with unsuccessful outcomes. Thus, higher levels of tension are not
associated with successful outcomes. The level of frustration shown by some
members did suggest that there was a loss of control. The occurrence of tension in
unsuccessful projects could be an indication that group members are recognising
problems that could potentially affect the project’s performance.

The use of positive emotional acts (when grouped together) tended to have a
stronger association with positive project outcomes. Positive emotional acts used
to relieve tension occurred more following periods of critical debate, rather than
when members showed they were frustrated with the project. Tension occurred
in both groups, although those working in teams that were considered successful
used greater amounts of positive emotional expression. Such acts help rebuild
and maintain relationships.

Agreeing and disagreeing

Category 3 (agreeing) was higher in successful cases; however, disagreeing
(category 10) varies; it occurs less in successful schedule duration (significant
difference) and more in the positive budget analysis (significant difference), but
the analysis of conflict with the architect was not significant. In many of the
projects the use of agreement would be particularly prominent after disagree-
ment and critical discussions. The use of agreement and disagreement tended
to intensify the level of discussion. Early emergence of agreement following
a proposal would prompt others not in agreement to identify their concerns.
Disagreeing encouraged others to defend their proposals.



Successful and unsuccessful project outcomes 213
Giving suggestions and requesting suggestions

While giving suggestions (category 4) is used more in the projects associ-
ated with unsuccessful outcomes, requesting suggestions (category 9) is not
consistent throughout the analyses. The budget analysis produced the only
significant result, being higher in projects that were over budget. Both giving
suggestions and requesting suggestions were used to direct the group. Even
when asking for suggestions, the member requesting the action often adopted
an autonomous position demanding that the other person suggest a course of
action. The high use of these categories by different members of the same group
suggests that group members are attempting to offer many different directions
rather than follow one course of action. Too many suggestions show a lack of
agreement.

Giving opinions and requesting opinions

Neither giving opinions (category 5) nor requesting opinions (category 8)
produced a significantly consistent set of results. However, two analyses in
category 8 did show a significant difference, with higher frequencies being
associated with the projects that resulted in positive outcomes. Both types of
communication act were used to present and draw greater contextual informa-
tion into the meeting forum. As well as providing opinions, the category was
also used to evaluate and analyse statements presented. It was evident that there
was often more detail to the problem than was initially put forward. Asking for
greater explanation served to expose hidden issues and help understand technical
requirements.

Giving orientation and requesting orientation

Both giving orientation (category 6) and requesting orientation (category 7)
occurred more in the cases with successful project outcomes, being signific-
antly different from unsuccessful projects. This suggests that asking for orient-
ation and information, and giving orientation and information are associated
with the successful project teams. Categories 5, 6, 7 and 8 were often used
together during sequences of orientation and evaluation. As members explored
issues associated with a problem, information, opinion, explanation and eval-
uation were presented and requested, thus increasing the potential to develop
greater understanding of facts, and other members’ perspective of associated
issues.

Contractor’s representatives and interpersonal interaction

The final hypothesis predicted that the contractor’s representatives considered
to be the most effective exhibit significantly different interaction patterns from
the contractor’s representatives perceived to be less effective.
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Before progressing to discussion of the results it is important to reiterate how
the contractor’s representatives were rated, and on what information the results
were based. Each of the contractor’s representatives was awarded a perform-
ance value, based on their ability to repeatedly contribute to successful project
outcomes. The managing directors provided the perceived value of effectiveness,
using historic data from previous projects. A value of 1 indicates contractor’s
representatives who have a greater association with projects that resulted in
a profitable outcome. A value of 5 shows a greater association with projects
that were not as profitable. A rating of 1 identifies the professionals who
are most effective and 5 indicates professionals who are satisfactory. As the
construction industry has a reputation for being ‘cut-throat’, it was not anticip-
ated that personnel would be retained if they were considered unsatisfactory,
and this notion was supported as the managing directors failed to use the
lowest rating (5). All of the contractor’s personnel were rated above satisfactory
level (4 to 1).

Although the graphs provide an overall trend, the tables are the most useful
tool for investigating individual components, especially where all 12 interaction
categories are analysed. The adjusted residuals are used to show which categories
have the greatest difference. Those furthest away from their expected value (those
with the highest positive or negative value) are those that are most significant and
provide some indication of the categories that could be affecting the contractor’s
representatives’ performance and behaviour.

The results presented in Tables 8.6.1 and 8.6.2 are interesting. Some of the
contractor’s representatives’ individual IPA values have similarities to those
found in the group results, being higher in categories that were associated
with positive outcomes; however, some of the individual characteristics were in
contrast to the group observations. The professionals rated as most effective have
some different interaction tendencies, when compared with the groups’ profiles
that were associated with projects that completed within time, to budget and did
not experience conflict.

In some of the IPA categories, there was a clear relationship with the perceived
ability of the individual and the levels of interaction; the interaction of effective
contractor’s representatives being considerably different from those rated less
effective. The following section identifies interaction characteristics that are
consistent with contractor’s representatives who were rated as most effective and
least effective.

Task and socio-emotional analysis: Contractor’s representatives

Using the Pearson Chi-square test, the results of the four ratings of contractor’s
representatives were significantly different. The most effective contractor’s
representatives used greater amounts of positive and negative socio-emotional
communication, higher levels of requesting task-based interaction and lower
levels of giving task-based interaction, than the representatives perceived to be
less effective.
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Contractor’s representatives’ positive and negative socio-emotional
interaction

Consistent with the previous findings of the group analyses, higher levels
of socio-emotional communication, when used by contractor’s representatives,
were associated with success. In the group analysis, higher levels of positive
emotional communication were associated with successful project outcomes. The
highest level of positive socio-emotional interaction was found in column one
(Table 8.6.1), representing the contractors perceived to be the most effective,
and those contractor’s representatives that are perceived to be the least effective
of this group used the lowest level of positive socio-emotional interaction. The
11 per cent of positive socio-emotional communication observed for contractor’s
representatives rated 1 was higher than the total percentage (8 per cent) used by
the groups associated with successful outcomes (Tables 8.3.1, 8.3.2 and 8.3.3).
The contractor’s representatives perceived to be most effective made greater use
of socio-emotional communication than the majority of other subjects observed.

The results relating to negative socio-emotional interaction are very interesting:
higher levels of negative emotional communication occurred in the contractor’s
representatives rated more effective (representatives that are rated 1 and 2) than
those rated less effective. The level of negative emotional interaction was higher
than any of the negative socio-emotional interaction that was observed at the
group level of analyses. The highest level observed in successful groups was 3
per cent (budget analysis). An important finding was that those representatives
perceived to be less effective hardly used negative emotional categories, and also
made considerably less use of the positive socio-emotional categories.

In contrast with the findings of contractor’s representatives, negative socio-
emotional communication was found to be lower in the groups associated with
positive outcomes (two out of three analyses). To some extent the results of the
group analysis were skewed by the amount of tension release, in the form of
frustration, which was observed in some unsuccessful projects. Prolonged bouts
of frustration, which did not result in action, did not have a positive effect on the
meetings. However, the contractors’ representatives rated most effective would
use the negative tension to increase the importance of what was being said. When
using negative emotion, the effective contractors stated the issue of concern and
made it clear which party was considered responsible for the problem and the
required action. The emotion was often used to emphasise the importance on
resolving the matters. Emotion was evident in the tone of voice; however, the
pitch was controlled and the formality and firmness with which information was
presented was done in a professional manner. This was in stark contrast to the
bouts of frustration observed in unsuccessful groups, which appeared erratic and
uncontrolled (and one may argue unprofessional).

Contractor’s representatives: Giving and requesting task-based interaction

The giving of task-based communication was consistent with the behaviour
of group analysis, being lower in positive outcomes (Tables 8.3.1, 8.3.2 and
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8.3.3). The lowest occurrence of this category was found in the contractor’s
representatives perceived to be the most effective (62 per cent). The higher values
occurred in the two contractor’s representative groups (3 and 4) perceived to be
less effective (88 and 84 per cent).

The requesting of task-based interaction was also consistent with the previous
findings that were based on group behaviour. Groups that had higher levels of
requesting task-based interaction were associated with positive project outcomes.
Again the contractors perceived to be the most effective were those with the
highest levels of requesting task-based interaction (Table 8.6.1, 24 per cent). It
would seem that contractor’s representatives perceived to be less effective were
more reluctant to make requests to others.

The two lower rated contractor’s representatives predominantly used ‘giving
task-based’ interaction, resulting in lower usage of all other categories than that
was found in the representatives that were considered to be most effective.

Analysis of the contractor’s representatives’ effectiveness and interaction

A number of individual IPA categories were identified where the representatives
who are historically associated with successful projects (rated 1 and 2) have
higher or lower occurrences than representatives associated with less successful
projects (valued at levels 3 and 4) (Table 8.6.2).

Using the Pearson Chi-square test, the results of the four ratings of contractor’s
representatives were found to be significantly different. The interaction profiles
are shown in Figure 8.6.1.

Category 1 (shows solidarity): Interaction of contractor’s representatives

IPA category 1 does not show any noticeable trend. The results from the group
analysis suggested that groups associated with positive outcomes had higher
levels of IPA category 1; however, the frequency of IPA one was very low,
accounting for less than 1 per cent of the total interaction observed. The results
show that there were many individual professionals who did not use this IPA
category. Little inference can be made on either the groups’ or individual profes-
sionals’ results with regard to category 1. The contractor’s representatives rarely
use of showing solidarity type acts (category 1).

Category 2 (shows tension release): Interaction of contractor’s
representatives

IPA 2 was lower in the case of contractor’s representatives rated 1 and 2
(those considered to be more effective). The results of contractor’s effective-
ness showed the contractor’s representatives rated 1 and 2 to be lower than
3 and 4, although the percentages recorded were similar. The results from
the group analysis were inconclusive regarding any trend associated with this
category.
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Interaction process analysis categories

Figure 8.6.1 Interaction profiles for the contractor’s representatives’ rated effectiveness

Category 3 (agrees): Interaction of contractor’s representatives

IPA 3 (agreeing) was highest in the contractor’s representatives rated 1 and lowest
in the contractors rated 4. Those perceived to be the most effective professionals
exhibited higher levels of agreeing, the levels of interaction steadily declined as
the rating of the contractor’s representatives reduced (10 per cent, 5 per cent,
4 per cent and 4 per cent). This result was consistent with the trend found in the group
analysis. Higher levels of interaction category 3 were associated, in two analyses,
with positive project outcomes. Based on the contractor’s representatives’
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effectiveness, there was a strong association with individuals exhibiting higher
levels of category 3 and the high rating of the individuals’ effectiveness.

Category 4 (gives suggestion): Interaction of contractor’s representatives

Higher levels of giving suggestions and directions were associated with
contractor’s representatives rated 1 and 2 (excellent = 1, satisfactory = 5). This
presents a marked difference to the results found in the analysis of group inter-
action. All of the statistical tests associated with category 4 (group interaction)
showed significant differences between the positive and the negative outcomes.
In all of the group cases IPA 4 was lower in projects with successful outcomes.
However, the contractor’s representatives found to be most effective used higher
levels of category 4 (interpersonal interaction). If the individual contractor’s
representatives considered more effective gave more suggestions, yet the total
number of suggestions made by the group was low, most members within the
successful groups did not make many suggestions. Other members may have
been inhibited or influenced in such a way that they used fewer suggestions.
The most effective professionals are more likely to disagree with other proposals
than other group members are — it may be that others are more reluctant to put
forward proposals that are likely to be challenged.

Category 5 (gives opinion): Interaction of contractor’s representatives

No meaningful trend emerged from the category 5 results shown in Table 8.6.2.
Although the values of IPA 5 used by the contractor’s representatives rated
1 and 2 (when added together) were lower than the values for representatives rated
3 and 4, the individual figures vary. This was consistent with the findings of the
group analysis. The total level of interaction found in the individual contractor’s
representative analysis was similar (26 per cent) to the total interaction found in
the group analysis (27 per cent).

Category 6 (gives information): Interaction of contractor’s representatives

The levels of IPA 6 were lower in the cases of those contractor’s representat-
ives considered excellent (24 per cent) and gradually increased in each of the
ratings, being highest in the professionals rated satisfactory (the lowest level
of effectiveness) (47 per cent). The use of IPA 6 by representatives considered
excellent was different from that exhibited by groups that are associated with
successful outcomes. Successful M&D groups have higher levels of information
giving (category 6). Thus, where contractor’s representatives considered to be
excellent were operating in groups associated with successful outcomes, other
members in the group used higher levels of information giving. Interestingly,
those contractor’s representatives perceived to be most effective also requested
more information (category 7). While the most effective contractor’s represent-
atives were not primarily responsible for the high levels of information produced
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in a successful project, they may have stimulated such results by being more
inclined to request information than their less effective counterparts.

Category 7 (asks for information): Interaction of contractor’s
representatives

IPA 7 (requesting information) was higher in the categories associated with
professionals who were perceived to be most effective. This was consistent with
the interaction of groups associated with projects that have positive outcomes.
All of the group analyses found IPA 7 to be higher in successful projects. While
the levels of information seeking were higher in groups that were successful,
it was not the effective contractor’s representatives who provided most of the
information, although they did request it.

Category 8 (asks for opinion): Interaction of contractor’s representatives

Higher levels of IPA 8 (requesting opinions) were found in the categories associ-
ated with professionals who were perceived to be most effective. Higher levels of
IPA 8 were also found in the team meetings associated with successful projects.
Thus, the interaction of contractor’s representatives perceived to be effective was
consistent with group interaction of successful projects.

Category 9 (asks for suggestion): Interaction of contractor’s representatives

The levels of interaction associated with IPA 9 (requesting suggestions), based
on the perceived effectiveness of the contractor’s representatives, showed no
meaningful trend (Table 8.6.2). From the group interaction data for category 9,
only one of the analyses was found to be significant, with the levels of IPA 9
being higher in cases with negative outcomes. As already discussed, there was
no consistent trend based on the perceived effectiveness of the representatives,
although the combined value of contractor’s effectiveness rated 1 and 2 are
greater than 3 and 4. Contrary to the group outcome, slightly higher levels of
category 9 were associated with those perceived to be most effective.

This would suggest that in all of the categories associated with requesting
task-based interaction, higher levels of requesting information and suggestions
were associated with the contractor’s representatives perceived to be effective.
The most effective contractors’ representatives were good at asking questions
and drawing information from the other actors. The information was then used to
resolve problems and take the project forward. To ensure that appropriate action
was taken, the representatives would ask those responsible for their ideas and
suggestions. Rather than forcing action on others, some of the most effective
representatives were particularly skilled at encouraging others to set their own
course of action. Once a suggestion was made the effective contractors would
develop the proposal into a firm action point — dates, times and tasks associated
with the proposal would be established and recorded in the minutes.
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Category 10 (disagrees): Interaction of contractor’s representatives

IPA 10 (disagreeing) was one of the most inconsistent categories associated
with group interaction. Significant differences were found in two analyses, but
levels were high in one positive outcome and low in another positive outcome.
However, Table 8.6.2 shows higher levels of IPA 10 for contractors perceived to
be most effective. Thus, disagreeing with others was found to be a trait associated
with effective managers. It would seem that those less effective contractors either
do not disagree with others to the same extent as the more effective contractors,
or are reluctant to show when they disagree with the other professionals. Those
rated more effective are more critical of others’ ideas, opinions and suggestions.

Category 11 (shows tension): Interaction of contractor’s representatives

The difference found in IPA 10 was also found in IPA 11 (showing tension). In
the analysis of group interaction, showing tension was significantly higher in the
groups associated with projects that result in unsuccessful outcomes. However,
those most likely to use IPA 11 were those perceived to be most effective.
This would also suggest that those most likely to disagree were also those most
likely to show negative emotions. However, as previously discussed, there are
differences in the way this category is used. Some members use it to show general
frustration, while others use it to express tension directly at another person.

Category 12 (shows antagonism): Interaction of contractor’s
representatives

IPA 12 (showing antagonism) was observed only eight times during this research.
However, it also occurred four times in the category associated with contractor’s
representatives perceived to be the most effective. Due to the limited data, no
conclusion can be made apart from making this observation.

Summary

The trends associated with contractor’s representatives’ interaction, aggregated
at the negative and positive level, and giving and receiving task-based interaction
level, were similar to those found in M&D group interaction. Negative emotional
interactions were found to be the lowest in all situations, followed by positive
emotional interaction and requesting task-based interaction, and the highest
category was giving task-based interaction. The trend continues with interaction
levels of most effective contractor’s representatives being consistent with the
group interaction associated with successful project outcomes. Positive emotional
interaction and requesting task-based interaction was higher in cases that repres-
ented contractor’s representatives rated most effective. Giving task-based inter-
action was lower in the most effective contractor’s representative categories. The
negative emotional category was different from the group analysis, as the group
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level of analysis did not provide conclusive results in this category. However, the
contractor’s representatives rated most effective used considerably higher levels
of negative emotional communication than those rated least effective.

As with the group analysis, the extreme socio-emotional categories, 1 and
12, were hardly observed, although where they were observed they occurred
more in the contractor’s representatives considered to be most effective. The few
observations that were found in the group level of analysis were also found in
situations with positive outcomes.

Interaction categories that were found to be higher when associated with
contractor’s representatives rated most effective, and which followed trends of
groups, included agreeing (category 3), asking for information (category 7) and
asking for opinion (category 8). Giving suggestions (category 4) and showing
tension (category 11) were found to be higher in the contractor’s represent-
ative rated most effective yet were lower in groups that were associated with
successful outcomes. Disagreeing (category 10) was also found to be higher
in those considered most effective, but the results of the group analyses were
inconsistent. Giving information (category 6) occurred less in the most effective
contractor’s representatives, this being the reverse of the group findings where
higher levels of category 6 were found in successful projects.

No trends were found with showing tension release (category 2), giving opinion
(category 5, being consistent with the group analysis) and asking for suggestions
(category 9).



9 Discussion of the findings

In this chapter the findings are compared and discussed against the results of
earlier research. The discussion draws on the research data relating to the inter-
action in meetings, the differences between successful and unsuccessful projects
and the interaction of the contractors’ representatives.

Participation in site-based progress meetings

Participation and professional status

The research reviewed earlier found that group interaction is a function of
those who participate within the group, and, rather surprisingly, those who do
not. Before commenting on the type of interaction observed here it is worth
mentioning the distribution of interaction found within the M&D team. As found
in earlier group studies, participation within the M&D team is not evenly distrib-
uted and was dominated by a few professionals. Those most prominent in the
group discussions included the architect, project manager and the contracts’
managers. Other professionals were also proactive interactors; however, apart
from those specifically identified, the other major contributors varied between
case studies. The high level of architect and contractor interaction is largely due
to their roles and duties. The contractor and the architect hold key positions, and
much of the information, even in the relatively open context of the meeting, was
directed at the architect or construction manager. Although status has previously
been found to have a considerable effect on group communication, it is ques-
tionable how much the status of the professional affected participation within
the M&D meeting. Due to the differences in professional standing (Higgin and
Jessop 1965; Gameson 1992), it could be suggested that the architect’s traditional
position as team leader allows him or her greater participation rights; however,
the observations are more consistent with Wallace’s (1987) findings, namely
that there are other control mechanisms which emerge during discussion that
affect participation rights; these are discussed below. Although the interaction is
skewed towards those professionals who hold central roles, it is also noted that
other professionals can and do emerge as confident and influential participants.
Although some professionals were reserved, others would openly contribute to
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discussions, and could exert considerable influence over the decisions made.
Ensuring that professionals contributed to their specialist area is of considerable
importance, however, it was noted that some professionals spent considerable
time discussing detailed issues that were not presenting problems or making
onerous contributions to issues where they did not hold relevant expertise. The
failure of the chair or central professional to control and distribute participation
was considered to be a contributing factor of unsuccessful projects. In two of the
less successful projects, members dominated discussions even though the issues
raised were not directly related to their profession. An attribute of successful
groups was the ability to draw relevant professionals into discussions, ensure that
due consideration was given to events and bring matters to a close. Although
interaction in successful groups was distributed, the participation was not even,
the professionals with the central roles were in control of the interaction, drawing
others into the discussion and controlling participation, as such they were often
the most dominant interactors.

Avoiding communication

In the M&D meetings, occasionally one of the members of the group would not
participate. When required to contribute to a particular point their input was often
very short in duration. Some members would encourage greater participation
by prompting the reluctant communicator for further information. The prompter
would use various communication techniques, one of which was to ask for further
information, opinions or suggestions. However, even with prompts, participation
was often minimal. In the meetings that were considered successful, the other
members of the group experienced greater success when encouraging members
to participate. While less successful groups would leave reluctant communicators
to make very sort contributions, which were of limited value, in some groups
the members would persist with different tactics, encouraging the professional to
make further comments. Prompts or cues that offered openings to the professional
were used, questions were asked and rephrased if the response was short, once
contributing supporting gestures or comments were offered to encourage further
elaboration on the point.

Avoiding communication affected participation, and the individual’s role
within the group. Anderson et al.’s (1999) work on socialisation and interac-
tion found that apprehensive people attend fewer meetings, thus reducing their
potential to participate and influence the group process even further. Contrary to
this view, although some of the professionals in the M&D meetings made little
contribution to group discussion, their attendance at meetings was consistent with
the other professionals.

There seems to be a difference between the reluctant communicator and those
who choose to remain silent until they had something relevant to say or want to
influence the direction of the discussion. Some members of the group exhibited
periods of prolonged silence, but would be active and influential when the other
members were commenting on something that could affect their interests. Then,
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the member would become quite vocal, being a strong participator and exerting
considerable influence on discussions during this period. The members who
carefully selected their timing of communication did not appear shy or uneasy
with their participation, as did the reluctant communicators, but when relevant
matters arose would speak confidently, using a full range of communication acts
and expressions.

A few particularly strong communicators would occasionally not respond to
questions raised during discussions. The short period of silence that ensued often
resulted in another person raising an issue or the person who posed the question
making a further comment. It would seem that the embarrassment of silence
could be used to avoid addressing or responding to a particular point or cause
those raising the sensitive issues to rephrase it in a way that was considered more
acceptable to the non-respondent. The power of non-communication, where all
communication signals are avoided, seems to result in confusion and embarrass-
ment by the person attempting to initiate communication. Not obtaining feedback
and not knowing what the other person is thinking when attempting to commu-
nicate caused the individual attempting to communicate some distress. Generally,
the groups were uncomfortable with silence. The impact of the audience does
seem to exacerbate the situation, and the person attempting to communicate,
who does not gain a response, often rephrases the question or changes the issue
being discussed. It would seem that non-communication could be an effective
form of brinkmanship. Reluctant communicators acted quite differently to those
who chose when to communicate or used avoidance as a negation tool. Reluctant
communicators, due to their lack of effective contribution, were often guided
through matters relevant to their own area of work.

Closure

During prolonged periods of discussion, characterised by considerable exchanges
of information, opinions, ideas and beliefs, some of the more prominent members
would attempt to curtail the discussion. Those attempting to bring a closure
to the problem or debate would block others’ communication by disagreeing,
putting forward a closing proposal or would ask others to make a firm suggestion
(implying a commitment of resources) rather than allowing them to continue to
offer further ideas and opinions.

Previous research on uneven participation in multidisciplinary teams has ques-
tioned the extent that problems are fully discussed and evaluated (Bell 2001).
Bell claimed that when specialised members failed to participate in multidiscip-
linary groups the holistic perspective required could not be achieved. However,
Littlepage and Silbiger (1992) found that skewed participation did not affect a
group’s ability to recognise individual expertise. Thus, when specialist contri-
bution is required and other members ask and continue to ask for contributions
from less dominant members, the potential to draw on the expert’s perspective is
increased. Also, members may attempt to close discussions when they believe that
sufficient information is available to come to a decision. The results show that
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disagreeing, giving suggestions and asking for suggestions, which were typical
communication acts used to bring discussions to a close, were more often used
by those members rated most effective. The group results show that meetings on
successful projects attempt to extract greater information from specific members
by asking more questions. The combination of extracting information and then
attempting to close the discussion may be more effective than allowing informa-
tion, ideas and opinions to be openly exchanged. Higher levels of communication
acts associated with giving information, ideas and opinions were found in less
successful projects and contractor’s representatives considered less effective.
Earlier research found that individuals are more satisfied when group communic-
ation is open (e.g. Lee 1997), but the points discussed must be relevant, directed
and, at some point, brought to a close. Exchanges of information need to be
managed to be effective. When communication was too open and lacked direc-
tion, important matters became lost in the milieu. Obviously some matters need
to be discussed in greater detail to aid understanding, but too much information,
background or discussion of peripheral matters draws the direction away from
the action that is required. In successful groups, simple matters were dealt with
in a terse and formal fashion, whereas the few complicated matters were given
more time and discussed in more detail. In groups that were effective, the group
moved quickly through the matters considered simple or easy to resolve and
focused on those requiring attention, but were quite firm on bringing matters to
a positive resolution.

Those rated the most effective were often influential in the group, and although
they did not block participation, they ensured that any matters that distracted the
conversation were quickly curtailed. The control of communication was often
used to include members who were not strong communicators, but possessed
expert knowledge. Participation in groups that controlled the discussion was often
more distributed across all members, whereas, when communication was open,
free and uncontrolled reluctant communicators would often be excluded from the
conversations with the majority of the interaction being controlled by dominant
members.

Positive and negative socio-emotional communication norms

Previous research found that the use of socio-emotional interaction within groups
is considered to be essential for building and repairing relationships (Bales 1950,
1953; Poole 1999). A number of socio-emotional interaction patterns were found
that were considered to be characteristic of the M&D team meeting.

Trends in emotional interaction were particularly strong. Positive emotional
communications were consistently higher than negative socio-emotional acts in all
of the meetings observed. However, the total amount of emotional communication
was low, being considerably lower than task-based interaction. The general low
level of socio-emotional interaction is a very important finding. Earlier research
identified a number of reasons for low levels of socio-emotional communication
occurring at different stages in the group’s processes. Interaction patterns are
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distinguished by high levels of task-based interaction and low levels of socio-
emotional interaction during the early stages of group development (Heinicke
and Bales 1953). The transcripts and audio recordings used by Gameson (1992)
may have limited his observations of socio-emotional behaviour during potential
clients’ and construction professionals’ first meetings, although the very low
levels of socio-emotional interaction recorded may be due to the lack of group
development. Lower levels of socio-emotional interaction are associated with
newly formed groups (Bales 1950; Hoffman and Arsenian 1965; Schutz 1973;
Wallace 1987).

Bales (1950, 1953) claimed that in newly formed groups, or groups that exper-
ience personnel changes, members avoid using emotional interaction until they
are aware of how other members will react. As groups develop and become aware
of the group’s regulatory framework, the amount of socio-emotional communic-
ation increases (Heinicke and Bales 1953); however, if groups change they tend
to regress back to early stages of group development (Borgatta and Bales 1953).
Wallace (1987) found that when a group changes, or a member leaves or enters
a group, the group behaves as if it has not previously worked together before.
When groups regress back to the early group development phases, interaction
is categorised by high levels of task-based interaction and low levels of socio-
emotional interaction (Bales 1950, 1953; Wallace 1987). The findings of this
research support previous studies and would suggest that the unstable, short-term
nature of construction teams is not enabling the group to develop high levels of
socio-emotional interaction. Other research on temporary multidisciplinary work
groups has found similar interaction patterns, with discussions being predomin-
antly task-based: group members concentrating on issues, facts and information
rather than showing emotion (Bell 2001).

The low levels of socio-emotional interaction found in this study are typical of
this environment (occurring in all meetings). It is suggested that the low emotional
interaction is due, at least in part, to group changes and/or the temporary nature
of the team (not having been together sufficiently long enough to develop their
interaction fully). However, when examining the series of three meetings in each
case study, the level of socio-emotional communication did not increase from
one meeting to the next. The levels of emotional communication were sporadic,
with higher and lower levels of emotional communication occurring in various
meetings. Even when the emotional exchanges were high they were relatively
low compared with most studies of adult groups.

A detailed investigation of emotional communication in the M&D meetings
revealed that the positive socio-emotional communication exceeded that of the
negative socio-emotional communication threefold. Positive reinforcement (using
positive emotional interaction) such as agreeing, showing solidarity and being
friendly were used to maintain relationships.

Most of the construction professionals restrict their use of emotional exchanges.
As the group members have little experience of other members, there are reasons
to suspect that they are uncertain what effect the use of emotional interaction
would have on the professional relationship. Previous research has suggested
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that some members may take advantage of this position, being more proactive
communicators (Reichers 1987; Anderson etal. 1999). By participating more in
the group’s interaction, individuals develop a greater awareness of the group
dynamics and other group members’ behaviour towards themselves. As individual
members become comfortable with interacting, and more aware of the group’s
regulatory framework, they engage more assertively, affecting the development
of relationships and group goals. Those who are reluctant to use emotional
exchanges do not know or learn what effects emotional communication acts
have on others and themselves. The members rated more effective used a higher
level of socio-emotional communication and were influential in the inclusion of
other members. By helping others participate and bring matters to a close the
members rated most effective had some control over the development of the
group’s regulatory framework.

Task-based communication norms

In all of the M&D meeting interaction profiles, the levels of interaction associated
with giving and requesting task-based interaction were very high. The levels of
giving information (category 6) were higher than all of the studies previously
conducted by Bales (1950, 1970). Given that previous research has found that
decentralised communication structures, such as meetings, are considered to
be most effective when dealing with complicated issues and high levels of
information, the M&D meeting provides an effective forum to deal with this
situation.

Because there are different specialists in the M&D meeting, many of the issues
raised by a specialist needed further elaboration to ensure that all parties, who
have other specialisms, understand the terms used and the issues being discussed.
The levels of opinions, explanations and analyses were also high; this type of
behaviour would typically be used to develop arguments or support the under-
standing of information. Much of the additional explanation, used by a specialist,
emerged as messages were received, indicating that initial information was unclear
to the other professionals. As participants present information to the group, other
members observe the facial expressions and body language of others, helping to
indicate the other parties’ levels of understanding or not; thus, explanation of
an issue may continue until signals received from listeners confirm understanding.

The need to build on information to ensure that a relevant context is created
was identified in the literature on human communication (Sperber and Wilson
1986). New assumptions can only be made once a contextual understanding
is developed. Occasionally, more information than is provided by an initial
explanation is needed in order to understand a problem or situation. At this point,
participants receiving information may face a dilemma, as Lee (1997) found,
when professionals do not understand, they may be reluctant to ask for help or
further information in order to understand better.

The levels of question asking observed in this professional environment were
low considering the high levels of information, and this is consistent with research
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on question asking in other organisational contexts (Capers and Lipton 1993;
Lee 1997). Although low, it is clear from the M&D group profile of interaction
that members of the group occasionally request further information, opinions and
suggestions. Asking for suggestions is much higher than that found in work by
Bales (1950, 1970) and Gameson (1992).

The M&D meetings were often used to resolve problems. Problem-solving
often involves change and, as previously suggested, professionals may resist
change as it leads to a redistribution of resources (Loosemore 1996a). The
requesting of information and opinions was often used to draw further information
and explanation on a specific situation into the forum. However, the requesting
of suggestions was slightly different, often being used to make people commit
to a particular argument or direction. This communication tactic was frequently
used to place pressure on other people to make a decision, suggest action and
encourage others to commit their resources.

Relationship between task and socio-emotional interaction

Earlier research indicated that the discussion of technical problems results in the
emergence of socio-emotional reactions. As people discuss task-related issues,
tension is built up which is then released through positive and negative socio-
emotional interaction, positive emotional interaction being used to disperse
tension. The levels of emotional interaction observed were low when compared
with earlier findings, and extreme expressions such as showing antagonism or
solidarity were hardly observed. However, it was noted that even one or two
emotional exchanges had a real and very noticeable impact on the group’s beha-
viour. For example, when a professional expressed tension, anger or frustration
(recognised by vocabulary, tone of voice or facial expression), all members of the
group would become much more attentive. Group members not involved in the
emotional exchange adopted motionless postures as they listened carefully to the
interaction. Background noise, such as rustling of papers and informal comments
between adjacent professionals, did not occur during emotional encounters.
With the vast amount of information dealt with during M&D meetings, and
with the adversarial nature of construction, one would expect to find considerable
levels of conflict, yet conflict in the M&D meeting environment is low. In fact, the
amount of conflict, or negative socio-emotional communication, was lower than
reported in previous studies of adult groups (Bales 1950, 1970; Gameson 1992).
However, the first case study findings supported Lawson’s (1970, 1972) observa-
tion that increases in information results in increased levels of conflict. As inform-
ation presented in the M&D meeting reduced, and fewer persons were present
in the meeting, the amount of disagreement and the levels of conflict also reduced.
Research by Pavitt (1999) has found that for group satisfaction and successful
group outcomes there should be several times more positive than negative
emotional interaction. Furthermore, task-based interaction should be twice that
of emotional interaction. High levels of positive socio-emotional interaction are
claimed to be necessary to maintain relationships (Bales 1953; Pavitt 1999);
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however, overuse of agreement can result in ‘groupthink’ (Cline 1994). In the
M&D meeting, while the positive emotional levels were three times higher than
the negative emotional levels, they were not as high as previous findings would
suggest are necessary for group satisfaction; however, the level of criticism found
would help to avoid groupthink. As the amount of negative emotional commu-
nication increased, the level of positive socio-emotional communication also
increased in many of the meetings. Thus, the M&D participants seem to focus
on ensuring that relationships are repaired following conflict. The relationship
between successful outcomes and positive emotional interaction is discussed in
detail later.

Differences between interaction in successful and unsuccessful
projects

Individual socio-emotional interaction

The individual emotional categories showing solidarity, agreeing and showing
antagonism are consistently and significantly higher in the positive project
outcomes, and showing tension is consistently and significantly higher in all of
the negative project outcomes. The amount of positive socio-emotional interac-
tion is significantly greater in successful than unsuccessful projects.

A trend also exists for greater use of a broader range of socio-emotional
categories in successful projects. Unsuccessful project groups tend to limit socio-
emotional communication to the more neutral acts (disagreeing and agreeing)
and restrict their use of more extreme categories. It is important to note that,
even though the successful projects used less communication acts (Table 8.4.2),
the group communication was distributed across more categories, with a few
occurrences in the extreme emotional categories 1 and 12. Successful projects
make greater use of the more neutral and extreme emotional types of interaction.

Positive and negative socio-emotional group interaction

In all of the analyses of positive and negative emotional interaction, the amount
of positive socio-emotional interaction is significantly higher in the cases with
positive outcomes. The results for the negative socio-emotional communication
are not as consistent as for the other categories. In two analyses, duration and
conflict with the architect, the amount of negative socio-emotional communic-
ation is lower in projects with successful outcomes, but in the budget analysis,
the negative socio-emotional interaction is higher in successful outcomes.

Case study 3 has the second highest occurrence of disagreement. Factors that
contributed to this included the amount of information that was unsupported
by explanation, and the adversarial relationship occurring between the client’s
project manager and the architect. Compared with other studies, the amount
of socio-emotional interaction observed in Case study 3 was high. Much of
the emotional expression was due to tension experienced between the architect
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and the project manager and others using positive socio-emotional categories
to ease the tension. Even though the socio-emotional interaction is high, the
positive interaction is much higher than the negative emotional interaction. As
positive emotional interaction is often used to build and maintain relationships
(Bales 1950, 1953; Ellis and Fisher 1994), the high levels of positive emotional
interaction may have helped the group recover from the negative emotional
outbursts. Even with the high level of negative emotional interaction the project
was completed on time, within budget and without experiencing contractual or
legal conflict with the client or the architect.

From the qualitative observations, negative emotions were used in two ways:
to express frustration, but without showing who or what is causing the frustration,
or to express disagreement, concern or even anger, which was directed at others
because of what they have said, done or conversely not done. When a level
of negative emotion was directed at a particular group or individual, it would
normally result in a response related to the issue of concern. Actors that expressed
their frustration, but did not direct the negative emotion at a group or individual,
rarely received responses relevant to the issues raised. When frustration was used
without a specific focus or direction, members would allow the frustration to be
vented, but did not ask the person to clarify their concerns or offer assistance.
Professionals from other organisations involved in the project rarely volunteered
to help those in distress. Case study 7 was an example of such behaviour. The
contractor’s project manager expressed considerable frustration with the project;
however, it was not clear who or what the frustration was aimed at. Case study 7
did not complete on time, or within budget, and it did experience conflict with
the architect and the client.

In other cases, when frustration, anger or disagreement was vented in response
to another person or a particular situation, those responsible were immediately
prompted into defending their actions or statements. As arguments developed,
professionals would often alter their position, taking account of the dissent shown.
From qualitative observations, negative emotional expression had a greater effect
on the group interaction when it was directed at an individual, or organisation.
However, the need to repair relationships after such encounters was also noted.
Following disagreements, positive socio-emotional interaction was often used to
disperse the tension.

In Case study 1 a trend was identified between the amount of problems faced
by the group and levels of negative emotional interaction. As the number of
issues reduced, the level of negative emotional interaction reduced. Indeed, the
problems faced by the group in Case study 1 reduced to such an extent that
no more scheduled M&D meetings were necessary. Successfully overcoming
problems meant that professionals had a tendency to agree on future direction.
The number of people present at this meeting also reduced as problems reduced.
Reduction in problems and the amount of information presented in a meeting
appears to reduce the potential for disagreement.

Other reports, previously discussed, suggest that groups associated with desir-
able outcomes have considerably more positive (categories 1, 2 and 3) than
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negative socio-emotional communication (categories 10, 11 and 12) — positive
socio-emotional interaction being used to repair relationships. The difference
between positive and negative emotional interaction (Tables 8.4.1, 8.4.2 and 8.4.3)
for the M&D meeting context is much less than has been experienced in other
adult groups. The differences associated with positive and negative outcomes
in the M&D meetings tend to be only marginally different in percentage terms,
although statistically significant. The interaction norms of the group are very
strong and small changes in the behaviour of the group are significant. Although
quantitatively differences were small, qualitative observations suggest that
any negative or positive emotional exchange had a notable effect on the group.
Analysis of the profiles for each individual meeting shows that greater amounts
of positive socio-emotional interaction compared with negative socio-emotional
interaction has a stronger association with successful groups. The interaction data
presented in Table 8.3.1, from the projects completed within budget, exhibit a
small but significantly higher positive socio-emotional communication (showing
solidarity, tension release and agreeing) than the projects that were over budget.
The levels of conflict, disagreement and tension shown in successful and unsuc-
cessful projects vary. In two of the analyses (scheduled duration and conflict), the
levels of negative emotional interaction were significantly lower in the successful
outcome and in one analysis levels were higher (budget). Although disagree-
ments are more prominent in successful projects, conflict occurred in most
projects. However, in the more successful projects when discussions emerged
which involved disagreements, there was a greater tendency to recover from the
argument with an agreement, making a light hearted statement, joking or other
humorous acts. When the level of negative interaction increased in the successful
projects, the positive emotional interaction in these groups increased consider-
ably more. In successful groups when negative interaction increases, as it did in
the budget analysis, the group interaction compensates for this by much greater
increases in the positive emotional interaction. Thus, the difference between positive
and negative interaction is maintained ensuring that relationships are sustained.
In Case studies 2, 4, 6 and 8, it was noted that interaction associated with
the more extreme socio-emotional categories, such as shows solidarity, raises
others’ status, gives help and shows antagonism, deflates others’ status, were not
observed. These projects tended to be unsuccessful. In Cases studies 4 and 6, the
construction projects were not completed within budget or during the scheduled
time, and in Case study 8 the project did not complete within the scheduled
duration. The more extreme categories of emotional interaction tended to occur
more in projects associated with successful outcomes. Contrary to many govern-
ment reports and common belief, much of the conflict observed was useful in
exposing problems and initiating action to resolve problems and differences.
As Loosemore et al. (2000) claims, conflict, if handled correctly, has benefits.
Negative emotions need to be managed and used to benefit the project, rather
than avoided. Clearly conflict that develops into a formal dispute is not condu-
cive; however, attempting to remove all forms of conflict may be detrimental to
the construction industry. There are subtle differences in the ways groups engage
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in and manage conflict. Successful groups engage in conflict and ensure that
relationships are maintained and supported.

Summary: Task-based interaction categories

The differences found in the use of statements that request and give information
between successful and unsuccessful projects were significant and consistent.
Higher levels of requesting task-based interaction and lower levels of giving task-
based communication acts were associated with successful outcomes. Also, the
total amount of task-based communication (including both giving and receiving
type acts) was lower in projects with successful outcomes.

Successful projects are associated with comparably lower levels of giving task-
based acts than used in unsuccessful projects. However, on closer examination of
the research data, giving information and opinions is significantly higher in the
successful cases, but giving suggestions (category 4) is consistently and signi-
ficantly lower. Giving suggestions has high levels of adjusted residuals showing
considerable difference between the successful and the unsuccessful projects.
This would indicate that much of the difference associated with giving task-
based interaction was attributable to giving suggestions. Successful project teams
have a strong tendency to give fewer suggestions than those associated with
unsuccessful projects, this is compensated with slightly higher levels of inform-
ation and opinion giving. Initial observations would suggest that this contradicts
previous group studies which have found that when group members provide
greater direction and control their group’s performance is improved. However,
individual members within successful groups do offer high levels of direction (see
discussion on contractor’s representatives). Control and direction of successful
groups was achieved through a more distributed use of the task-based interaction
categories. Requests for information, opinions and suggestions as well as giving
suggestions were used to involve relevant participants in the formation of action
points. Each of the task-based interaction categories was used to extract inform-
ation and provide direction. Although project managers would give information
so that project parameters were established, those responsible for an area of work
would be asked to provide suggestions of action rather than being provided with
a set course of action by the project manager. In less successful projects, the
project managers or influential members would attempt to impose deadlines and
action points on others. It was common to find that in subsequent meetings the
deadline set had not been achieved. When the participant worked to establish
compatible action points, with the individuals responsible for the action being
asked to provide the date for action, it was more likely that the date would be
achieved. It should be noted that in successful projects dates for action were
always established, recorded in the minutes and tracked.

Case study 3 has the second highest levels of giving information (category 6).
Giving information is considerably higher than giving opinion, evaluation
and analysis (category 5). Although this is found in other cases observed, it
is not typical of many previous studies. In a previous study, where the levels
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of information were found to be greater than the levels of explanation, it was
suggested that this situation was possible due to the high level of understanding
shared between the participants (Bales 1950). The level of explanation offered
by professionals in the M&D context is relatively low. A considerable amount
of terminology is often used which may not be understood by all of the profes-
sionals. However, while not overtly asking others to explain technical terms,
members in successful groups were more likely to ask for greater information
and explanation when discussing issues.

Giving opinions and explanations (category 5) occurred the most in Case
study 2. This figure is possibly skewed by interaction during meeting 2.1 where
observations of category 5 accounted for 47 per cent of the communication
acts. The amount of analysis, evaluation and opinion during this meeting was
high compared with other meetings; only Case study 9 has a similar level of
interaction in this category. Interestingly, both projects were completed within
budget but not within the scheduled duration. Bales (1950) noted that the act of
giving opinions often results in or encourages others to give opinions, and this
is particularly true for Case studies 2 and 6. In summary, high levels of interac-
tion associated with opinion and information giving, and lower levels of giving
suggestions, were more common in the projects with successful project outcomes.

Categories 9 (asking for suggestions), 8 (asking for analysis) and 5 (giving
analysis) are not consistent across all of the results. However, as previously
mentioned, the overall level of question asking is significantly higher in successful
projects.

Interaction of contractor’s representatives

The professionals rated as most effective are those who have contributed to or led
successful projects. Their actions and behaviours are considered to have made a
greater contribution to the success of the projects that they have previously been
involved with than those rated lower. In many respects, these professionals can
be considered to be informal or elected leaders within the project domain. Their
interaction practices will form one of the traits that contribute to their perform-
ance. The analyses have found significant differences between the interaction of
those considered most effective and those who are less effective. Four of the
professionals were rated 1 (most effective), nine were rated 2, eleven were rated
3 and two were rated 4 (least effective).

Some of the interaction characteristics of those individual contractors
considered most effective are different from the interaction patterns of the
successful groups, even though many of the effective contractors were members
of the project teams that successfully completed projects within time and budget.

The differences between the individual and group interaction may be due to
the perceived status of an individual (Collaros and Anderson 1969; Hare 1976;
Brown 2000). However, consistent with Wallace’s (1987) observations, rather
than perceptions of status that may exist before the project commences, it is
believed that the assumed status, role and authority of contractor’s representatives
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emerge during group interaction. By interacting with others, contractor’s repres-
entatives attempt to co-ordinate and control project activities. Contractors use
their communication to develop their role, exert their authority and attempt to
influence the management and design team so that the group’s actions result
in performance that is in the contractor’s interest. Thus, those considered more
effective may adopt different interaction styles from the less effective contractor’s
representatives, enabling them to produce more favourable results.

Group norms affect all members of the group (Keyton 1999), yet high status
members may be exempt from the norm (Hackman 1992). Such deviation can,
if accepted, influence others, changing the group norms and the decision-making
process (Janis 1982; Senge 1990; Hackman 1992). Thus, those who interact
differently from the group norm may have considerable influence on group
behaviour. The interaction patterns of those considered to be most effective are
extremely interesting as they offer characteristics of positive interaction behaviour
(from the contractor’s perspective).

Contractor’s representatives’ participation

The participation of contractor’s representatives differed during meetings
depending on their rating. The average number of communication acts made
during three meetings by the most effective contractors is 295, the next highest
rating is 292, those rated 3 contributed the least, with 23 communication acts
over three meetings and those rated 4 used an average of 273 communication acts
per representative. From a descriptive perspective, while there is little difference
between professionals rated 1 and 2, and a small difference between two and
four, those rated 3 seem reluctant to participate or did not have anything useful to
contribute in meetings. The relationship between participation and effectiveness
is not clear. Although Bales (1953) and Hare (1976) suggests that those who talk
the most become leaders and have a greater influence over the decision-making
process, in this study those perceived to be least effective also have high levels
of participation rates.

Those rated three and four do not disagree or engage in the same amount
of conflict as the higher rated contractors. This could be due to contractor’s
representatives not having alternative arguments, or being reluctant to disagree
so that they avoid conflict. Earlier research (Cline 1994) found that not fully
evaluating proposals could result in unsuccessful outcomes. Failing to challenge
others or disagree has been previously found in group members associated with
reluctant communicators (McCroskey and Richmond 1990; Haslett and Ruebush
1999), although only those rated 3 could be classed as reluctant communicators.

Effective and less effective contractor’s representatives: Socio-emotional
differences

As previously discussed, slight changes in positive and negative emotional inter-
action can have a considerable impact on subsequent reactions of the group (Hare



Discussion of the findings 237

1976). Those professionals who have performed better in projects use higher
levels of emotional interaction. However, the high level of emotional behaviour
used by the most effective professionals was not limited to positive emotion, they
also used significantly greater amounts of negative emotion. For the professionals
rated one and two, negative emotional interaction accounted for 4 per cent of
their interaction, while those rated three and four used less than 1 per cent of
their total interaction for negative emotion. A closer examination of the indi-
vidual categories also reveals that those considered most effective use higher
levels of the extreme positive and negative categories, as well as those emotional
categories that are considered more neutral. However, the occurrence of these
categories is low in comparison with task-based categories. Those considered
more effective engage in moderate levels of conflict.

When extreme emotional behaviour (categories 1, 2, 11 and 12) was observed
in meetings, other professionals became quiet and focused on the communicator.
In much the same way that Sperber and Wilson (1986) discussed the nature
of highly salient events, the emotional behaviour of professionals draws the
attention of other professionals; it arouses interest causing those who can hear the
interaction to focus, observe and listen to what is being said and communicated.
Towards the end of meetings professionals became less attentive — participants
would look out of windows, gaze into space, look at their watches and look
at documentation not connected with the meeting. However, when emotional
exchanges were made, especially extreme behaviours, all of the group members
would focus on the interaction and the professionals involved. Those to whom
the emotional interaction was aimed became much more attentive. Negative
emotional interaction that was specifically directed at a person suggests that
the initiator is concerned with the current or past behaviour of the receiver.
It provides a potential threat to the social and business relationship, and may
question technical expertise. Receivers of negative emotional interaction react
by defending their behaviour, counter attack with further negative emotional
interaction or may suggest action to remedy the situation. Thus, group members
are more likely to entertain (pay attention and listen) emotional encounters; such
exchanges were more salient than other communication events or discussions
that may pass as background information or even noise. Those considered more
effective use greater levels of emotions. Considering the point made above,
when using emotional interaction other group members react. Thus, when those
considered more effective want others to listen to what is being said they are
more inclined to use emotional tones to ensure they get a reaction.

The negative and positive emotional exchanges often formed part of detailed
discussions and arguments. Barge and Keyton (1994) suggest that people use
argument to get actions to be viewed in a particular way. The contractor’s repres-
entatives used negative emotional behaviour to show how serious or important the
statement was and to make sure others listen to what they are saying. Those rated
more effective were more inclined to engage in such acts. However, negative
emotions may threaten relationships or strengthen them. While Wallace (1987)
and Cline (1994) claim that negative emotions may be avoided to maintain
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relationships, Averill (1993) suggests that when negative emotions are expressed,
in view of a perceived wrong and not to attack the other person, relationships
are often strengthened more often than they are weakened. Emotional interaction
provides signals of how satisfied group members are with the behaviour of others.
Early expression of negative emotion allows others to realise the dissatisfaction
and, if necessary, enabling them to alter behaviour and repair or maintain the
relationship. The effective contractors were more likely to show disagreement
than those rated less effective.

The contractors perceived to be the most effective used the most positive
emotional expressions. As already discussed positive socio-emotional behaviour
is used to build and maintain relationships, and disperse tension (Bales 1950,
1953, 1970; Hare 1976; Frey 1999; Keyton 1999; Mabry 1999; Poole 1999;
Schultz 1999). Although the contractors are likely to use greater levels of negative
emotional interaction, thus creating tension, they are also more likely to use
increased levels of positive emotional exchange to dissolve negative emotions
and rebuild relationships. Thus, the emotional exchanges of effective contractors
are changeable, responding to the nature of the situation and information received.
This supports Gibb’s (1961) theory that good communicators develop intuitive
and flexible interaction techniques that are responsive to others.

If professionals do not break or resolve negative emotional interaction, the
communication environment may become very defensive. As Gibb (1961)
suggests, if negative and defensive actions take place without question, an increas-
ingly circular destructive response may occur. Effective contractors use negative
emotion; however, they use greater amounts of positive emotion to ensure that
the conflict does not threaten the relationship.

Effective and less effective contractor’s representatives: Task-based
differences

The contractors rated most effective provide less task-based interaction but
request greater levels of task-based interaction than those considered less
effective. A more detailed analysis of the individual categories reveals that this
is particularly true for category 6 (giving information) with those considered
least effective providing twice as much information as those considered most
effective, but this is not true for giving suggestions. The level of suggestion and
direction giving is greatest in those rated one and two. The directional difference
of category 5 (giving opinions) is inconsistent.

Requesting information, opinions and suggestions are highest in those rated
most effective. Such behaviour is obviously useful for drawing on the knowledge
of group members; as Ellis and Fisher (1994) suggests, asking questions is the
single most effective way to extract ideas and information from other members
of the group.

The contractor’s representatives considered most effective attempt to gather
information from the group: they request very high levels of information and
greater amounts of opinions and suggestions than do less effective representatives.
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The level of information and opinion giving is quite low, however the percentage
of suggestions used is high; the professionals considered most effective request
high levels of information, opinions and suggestions, but also offer direction to
the group.

When effective actors are present in groups that produce successful outcomes,
individually they offer considerable direction, yet the total suggestions by the
group tends to be lower in proportion to other communication acts used compared
to groups that are associated with negative outcomes. In unsuccessful project
teams, too many members make suggestions. Contractor’s representatives rated
more effective attempt to control contributions of other members by asking for
information, opinions, suggestions, and disagreeing and agreeing. Although more
effective members do ask for suggestions, they use higher levels of asking for
information. Such behaviour helps control the amount of suggestions presented
by others. In less successful groups, suggestions may be offered prematurely
without considering relevant information.

Hare (1976: 78), comparing the research of Parsons, Couch, Bales and Bion,
proposed that giving suggestions is a dominant behaviour by a group member
who is attempting to make a decision. Informal and formal leaders have been
found to initiate suggestions (Heinicke and Bales 1953). Hare’s (1976) review of
research on influence and power noted that when a person repeatedly attempts
to influence another they are more likely to be successful. The repeated use of
suggestions by those M&D professionals considered most effective increases the
potential of the suggestion being accepted.

The analysis also suggests that those considered most effective encourage and
prompt greater information exchange and play a considerable part in offering
direction to the M&D team. Shepherd (1964) highlighted the importance of
ensuring that relevant information is not withheld, and Hare (1976) also claimed
that the direction and structure of the group is also an important character-
istic of success. The interaction behaviour of those considered more effective
draws information from the M&D team and attempts to direct the group towards
a suggested course of action. Those considered most effective make greater
attempts to control group interaction by using a broad range of communication
techniques.



10 Conclusions and
recommendations

Many construction sector reports have claimed that the interaction between
management and design teams are often conducted in an adversarial environment,
with interaction being characterised by tension, negative emotion and conflict.
Contrary to such perceptions, the data collected from the progress meetings did
not reveal high levels of emotional interaction, but more subtle traits of inter-
action. Although the research findings are based on a small sample of meetings
compared with the number of meetings that take place on a daily basis, the find-
ings tend to suggest that the behaviour of the participants, and thus the culture
that exists within, and between, progress meetings may be less adversarial than
the reports allude to. Indeed, the research shows that there is a lack of emotional
expression within meetings.

The groups and individuals that performed best were found to use a wider
range of communication acts. In some cases, instances of what has been described
as uncontrolled negative emotion, in the form of frustration, were expressed, but
it had little impact on the other members of the team. The best performers were
efficient in their use of discourse, being direct, seeking relevant information and
suggesting or requesting action in a timely manner. The effective groups used less
interaction than the groups that did not achieve satisfactory performance. Groups
that were effective used a broader range of communication techniques. When
the most effective individuals expressed emotion, their comments were focused
and controlled, whereas the negative emotional communication used by less
effective members lacked direction, was often prolonged and confused. Groups
and individuals considered more effective use a broader range of communication
techniques and have to use less communication acts to achieve their desired
outcome.

Our review of earlier research found that meetings and face-to-face commu-
nication were an important part of human communication in construction teams.
This was supported in the research reported here. Interaction during construc-
tion project meetings was used to resolve technical problems through inform-
ation sharing and discussion, that is communication was used to facilitate
decision-making. Interaction was also used to assist in the development of
professional relationships, thus helping to deliver projects in accordance with
planned objectives. Some subtle, yet significant, differences were identified in the
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communication traits of the participants involved in successful and less successful
projects. These subtle differences were also found to exist between the effective
and the less effective contractor’s representatives. The results help to show how
different groups work through, and respond to, issues and problems raised during
meetings.

Typical management and design team meeting interaction

The first aim of this research was to determine whether the patterns of group
interaction observed were specific to context in which they occurred. The research
objective was to determine whether the management and design meeting has
a characteristic model of interaction, being different from interaction profiles
found in other contexts.

The M&D team meetings did have a number of characteristics that set it aside
from previous observations of other types of group interaction. The patterns
that are most consistent (typical) across all meetings are considered to be the
interaction norms associated with this group context. The findings presented
here are consistent with previous research on interaction norms. They support
the notion that individual members of the M&D team are aware, either sub-
consciously or consciously, of interaction norms and accommodate behaviour
that conforms to these norms. These behaviour and interaction norms provide a
type of regulatory framework in which communication takes place.

Task and socio-emotional interaction norms

Group interaction is characterised by high levels of task-based interaction with
low levels of emotional interaction, which was consistent across all observations.
Levels of task-based interaction are typically higher than the socio-emotional
communication in adult groups, although the levels of socio-emotional commu-
nication observed were found to be lower than those previously observed (with
the exception of Gameson’s sample).

Inferences made regarding the nature of interaction norms

In all of the interaction models, the levels of interaction associated with giving and
requesting task-based interaction were very high. The levels of giving information
were higher than in many of the earlier studies; however, the few studies of real
‘work-based’ meetings do have similarly high levels of task-based interaction.
The lack of research undertaken in other commercial environments makes it
difficult to state whether the concentration on task-based interaction is peculiar
to the M&D meeting.

Because there are different specialists present in the M&D meetings, many
of the issues raised by a specialist needed further elaboration to ensure that all
parties understood the terms used and the issues being discussed. The levels
of opinions, explanations and analysis were high: this type of behaviour would



242 Conclusions and recommendations

typically be used to develop arguments or support the understanding of informa-
tion. Much of the additional explanation used by a specialist emerged as messages
were received, indicating that initial information was unclear to the other
professionals. Thus, complex discussion between different specialists requires
prolonged explanations that are supported by large amounts of information.

The progress meeting was often used to resolve problems. Problem-solving
often involves change and, as previously suggested, professionals may resist
change when it leads to redistribution of resources. Requesting information and
opinion was often used to bring further information and explanation on a specific
situation into the forum. However, the requesting of suggestions was slightly
different, mainly being used to make people commit to a particular argument or
direction. This communication tactic was frequently used to place pressure on
others to make a decision and/or suggest action and commit resources.

Earlier research found that interaction related to asking for help and asking
questions is uncommon in professional environments. This behaviour was
consistent across all of the meetings. Overtly asking for help was not observed
in any meetings. Also, the levels of requesting information, opinions and sugges-
tions, which presented a way of seeking additional information, were considerably
lower than communication acts that provided information.

Laboratory research and studies of counselling sessions found that the amount
of positive emotional communication should be several times greater than
negative emotional interaction if the group is to operate effectively and maintain
relationships; however, such high levels of positive emotion do not occur in
work groups. The results obtained from the M&D meetings are more compar-
able to other studies of work groups. While higher levels of positive socio-
emotional interaction are associated with successful projects, the differences
between positive and negative interaction are relatively small. However, the use
of positive and negative emotional interaction in the M&D (commercial) envir-
onment had considerable impact on group interaction. Participants who used
direct and focused emotion to express themselves achieved greater cooperation
and responsiveness from other members of the team compared with those who
did not use emotion, or failed to control their use of emotion.

The general low level of socio-emotional interaction is important. The findings
of this research support previous studies and suggest that the unstable, changeable,
short-term nature of construction teams is not enabling the group to develop high
levels of socio-emotional interaction.

This research found that group interaction in the M&D team meeting has a
‘typical’ (characteristic) model of communication. At the aggregated levels of
socio-emotional and task-based interaction the categories are consistent across
all observations, and some of the individual IPA categories also have high levels
of consistency across all meetings. The first aim of the research was to determine
whether the management and design meeting has a characteristic model of
interaction, being different from interaction profiles found in other contexts.
The research shows that interaction across the meetings has consistent patterns of
behaviour that are different from those found in other contexts previously studied.
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While the aggregated levels of task-based and socio-emotional interaction remain
consistent across the meetings, it is noted that the levels of socio-emotional
behaviour are much lower than previous studies. It is noted that this research
focused on bona fide meetings that had business and commercial pressures and
most of the previous communication research has been conducted in laboratories
or non-business environments. It is believed that interaction in professional work-
based environments will tend to exhibit less socio-emotional interaction. Also,
the temporary nature of many project groups may suppress the development of
socio-emotional interaction.

Conclusion: Hypothesis 1

The following section identifies the group interaction variables that were found to
be significantly different when they were attributed to successful or unsuccessful
project outcomes. Hypothesis 1 stated that the interaction patterns of group meet-
ings associated with successful project outcomes are significantly different from
the interaction patterns of group meetings that are associated with unsuccessful
project outcomes.

The hypothesis is supported by the research findings. Significant differences
were found between the interaction associated with successful and unsuccessful
projects. A significant difference was found when examining the positive and
the negative socio-emotional elements, and the giving and requesting task-based
interaction. Significant differences were also found between several of the indi-
vidual TPA categories. Furthermore, several important observations were made
that support the hypothesis.

The results support earlier research. Higher levels of positive emotional commu-
nication tend to be associated with positive group outcomes, helping to main-
tain relationships and recover from conflict. Although significant differences
were found between the amounts of negative emotional interaction in different
analyses, the direction of the differences varied between cases and in some
analyses the differences were so small that no real inference could be drawn.
The directional differences of negative emotion between successful and unsuc-
cessful projects are of little practical use. The important finding regarding negative
socio-emotional interaction (such as disagreements, tension and conflict) is that
it occurs in both cases of successful and unsuccessful outcomes; however, in the
successful outcomes the amount of positive emotional interaction is much greater,
thus helping group members to recover from the conflict. Disagreeing with others
and engaging in conflict were useful in exposing differences, identifying prob-
lems and has the potential to reduce groupthink. Uncontrolled negative emotional
expression has little useful impact on a group; however, focused and controlled
negative emotion tends to result in participants responding to the issue raised and
action being proposed. In all cases, when negative emotion was focused parti-
cipants defended their position, but through the conflict and recovery an amic-
able resolution was proposed. The successful groups used positive emotion to
reduce tension after negative episodes of emotion. Expressing concern, worry, fear
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or showing anxiety without making it clear who or what was the cause of the
problem was not an effective method of problem resolution. Expressing too many
issues at one time also reduced the ability of the group to resolve the problems.

Model of group interaction

The differences between successful and unsuccessful group interaction is
modelled in Figure 10.1. The level of positive emotion (agreeing and being
supportive) is greater in successful M&D teams. The level of negative emotion
(disagreement, showing tension and conflict) tends to be slightly lower in
successful project teams, although it does exist and, more importantly, it is
essential that people show when they do not agree with an idea, proposal or
argument. Conflict helps to evaluate suggestions and expose weaknesses. The
use of positive emotion helps to build and maintain relationships between the
members engaged in what may be stressful discussions. Successful teams use

Characteristic communication behaviour of successful groups

Greater use of positive
emotional interaction

Questioning, exploring and
requesting information, opinions

When necessary, showing
disagreement and negative

to build, support and and suggestions, rather than emotion. Following conflict,
rebuild relationships, attempting to provide all the rebuilding relationships with
and recover from information without evaluating. positive feedback.
conflict.
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Successful groups use a broader range of communication acts
Supportive Offering Asking Negative
emotion: information, questions: emotion:
showing opinions requesting disagreeing,
support, and information showing
agreeing direction and tension
opinions

Types of communication acts used

Figure 10.1 Successful and unsuccessful management and design group interaction
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more emotional interaction, occasionally showing extreme emotional expression,
such as showing solidarity, being friendly and showing anger and tension.
Unsuccessful groups use less emotional interaction and more neutral emotional
expression, limiting such interaction to agreeing or disagreeing. Although
successful teams use slightly less task-based discussion, they do ask more ques-
tions. Question asking encourages more people to share their ideas and sugges-
tions. Unsuccessful groups tend to concentrate on task-based interaction, with
high levels of information, ideas, suggestions and opinions, low levels of question
asking and little emotional expression. The limited emotional interaction reduces
opportunities to build and maintain relationships, and manage conflict.

Conclusion: Hypothesis 2

The final hypothesis stated that the contractor’s representatives considered to
be the most effective exhibit significantly different interaction patterns from the
contractor’s representatives perceived to be less effective.

A number of prominent trends emerged from the analyses, which suggest that
the communication behaviours of contractors rated most effective are significantly
different from those who receive lower ratings.

Contractor’s representatives’ effectiveness: Interaction traits

Differences were found between the interaction of groups associated with
successful outcomes and the communication behaviour of contractor’s represent-
atives rated most effective. The findings are modelled in Figure 10.2.

Giving of suggestions, direction and generally showing autonomy, and showing
tension were found to be higher in the contractor’s representatives’ rated the
most effective. However, these interaction categories were lower in the groups
that resulted in successful outcomes. Thus, a difference exists between the nature
of effective contractor’s representatives’ interaction and the interaction of the
successful M&D teams (group interaction).

Contractor’s representatives with higher effectiveness ratings use communic-
ation acts that demonstrate a high level of self-confidence. Their belief in their
own judgement is shown through the amount of direction and suggestions offered
to the group. These are the representatives who have historically delivered the
most successful projects. The results also indicate that the most effective indi-
viduals are more likely to express tension if they are unhappy with a situation
and are able to name those they consider to be responsible. In the groups that
are associated with successful outcomes, it is normal for these two categories
to be lower in successful M&D teams. When the contractor’s most effective
representatives work in groups associated with successful outcomes, individually
they will tend to use greater amounts of suggestions and show tension, although
the other group members would limit their use of these categories.

Those considered more effective make use of a broader, more distributed
range of communication acts. They are more likely to disagree with others,



246 Conclusions and recommendations

Characteristic communication behaviour of effective contractor’s representatives
Greater use of positive High use of questioning, exploring, High level of critical
emotional interaction requesting information and opinions. discussion; prepared to show
to build, support and Information is gathered and evaluated. disagreement and negative
rebuild relationships, Following discussion, attempts are made emotion. However, following
and recover from to bring matters to a close. Direction is conflict rebuilds relationship
conflict used. given or requests for suggestions and with positive feedback.

commitment to action are made.
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Effective contractors representatives use a broader range of communication acts
Supportive Offering Asking Negative
emotion: information, questions: emotion:
showing opinions requesting disagreeing,
support, and information showing
agreeing direction and tension
opinions

Types of communication acts used

Figure 10.2 Model of effective contractor’s representatives’ interaction

put forward suggestions, ask for information, opinions and offer direction than
those who are not considered to be so effective. The representatives rated most
effective use their communication behaviour within meetings to influence others
within the team to adopt practices that result in outcomes most desired by the
contracting organisation. By disagreeing more than others, asking for different
types of contributions and offering greater direction, they are able to have a
greater influence on the group’s interaction and behaviour. Thus, their potential
to influence the group is increased.

Limitations and recommendations

The research reported in this book was limited to an investigation of M&D team
meetings with a focus on the role of the contractor. The scope of the research
was deliberately limited to aspects of interaction that emerged during site-based
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progress meetings and the differences found between specific project success
criteria. This means that the findings only have proven validity within these
constraints.

Due to the small sample size in relation to the number of meetings conducted
throughout the country, any claims made of its generalisation to the wider popu-
lation are limited. On the other hand it cannot be said that the data are unrepres-
entative; a considerable amount of data was collected and analysed. The results
of this analysis are indicative of trends within the data and their association with
the project that resulted in different outcomes.

The quantitative method used for capturing interaction data also limits the
findings of the research. The observations are strictly fixed to the specific defin-
itions of each IPA category as defined by the Bales’ protocol. One criticism of
the IPA method is that it splits categories into either task- or emotional-based
categories: this distinction was sometimes found to be an artificial split as many
acts can provide task and emotional information at the same time. Reflecting
on the use of the Bales IPA method it is not unreasonable to suggest that the
method could be improved (to provide more detailed information) if each act was
categorised both on its task dimensions and on emotional intensity. However,
where researchers have produced a bespoke method from Bales’ IPA their results
cannot be compared to other findings based on the original IPA method. It
is important that the IPA method is used in its original form; however, other
methods can be used to further investigate the individual categories and content
of communication. The IPA method works well when used alongside qualitative
methodologies. Qualitative data can add considerable detail and description to
the otherwise isolated numeric data.

Earlier research on interaction is limited in its relevance to field settings
and very little IPA research is available on group interaction in commercial
environments. As such it is difficult to determine with any certainty whether
or not any of the features identified are peculiar to construction. Observations
of other business meetings may find similar tendencies to those reported here.
Clearly more research is required in field settings.

Recommendations for further research

There is considerable scope for research in the area of professional group inter-
action. However, the first recommendation is that this study should be repeated
and a confirmatory analysis undertaken to determine whether the findings are
applicable to a wider population, for example, in different sized projects. Larger
more complex projects with multi-national clients often require a greater number
of specialists with different skills.

This initial investigation has identified a number of Bales categories that are
associated with project outcomes. Further investigation should be carried out on
each of the individual categories to investigate in more detail the nature of the
communication acts and how they are used to influence group members’ beha-
viour and actions. Positive and negative emotional interaction is clearly important



248 Conclusions and recommendations

in organisational communication and needs further investigation. Asking ques-
tions and requesting information were found to be important, yet often avoided.
Further research is necessary to identify the different ways used to seek informa-
tion, ideas, opinions and suggestions from others. Also, the relationship between
question asking and the fear of being perceived as incompetent, due to an indi-
vidual’s lack of knowledge, understanding or confidence, would benefit from a
more detailed research.

Our research did not specifically analyse whether certain patterns of interac-
tion are more common in one of the particular contractual arrangements, but
focused on interaction associated with project success from the contractor’s
perspective. A number of different procurement systems are being developed and
some, such as the PPC2000 and the New Engineering Contract (Engineering and
Construction Contract), have attempted to improve co-operation. Although earlier
research found that contracts have a limited effect on interaction, it is important
to determine whether the new systems developed to improve the professional
relationships result in different interaction patterns from the traditional contracts.
This is an area recommended for future research.

The data on project success were gained from the contractor’s organisation.
To provide a more holistic view of group dynamics and individual member inter-
action, the study could be repeated taking other objective stances, collecting the
data on project success from the client’s, architect’s, quantity surveyor’s, mech-
anical and electrical consultant’s, professional project manager’s and structural
engineer’s organisations.

The lack of rigorous communication research undertaken during the
construction phase means that there remains many aspects that require further
investigation. The research that forms the basis for this book looked at the
behaviour of participants during the construction phase. Equally important phases
dealing with initial team meetings and final meetings were outside the scope of
this work. Clearly there is a need for further detailed investigation into construc-
tion teams. Work that helps to develop a better understanding of interaction
development within temporal construction teams would be particularly welcome.
By gathering data of how groups interact, behave and perform (rather than what
we would like to think happens), our understanding of groups can be improved.
From research appropriate education and training programmes can be developed
and improvements may be made.

The findings of this research offer considerable potential benefits to indi-
viduals and organisations involved in the construction sector. Practitioners need
to be sensitive to a wide range of communication acts. Communication is a
critical success factor for all construction projects, regardless of size, scope or
complexity. All participants need to be aware of their role in the communication
network and their ability to use a wide range of communication acts. Similarly
groups should use a full repertoire of communication acts to enable a greater
potential to evaluate proposals. In essence we need to (re)value communication
in construction teams. From this point onwards we provide some more general
reflection and guidance based on our research findings.
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Revaluing communication in construction teams

At the outset of our research we were concerned that interpersonal communication
was not sufficiently valued by the actors involved in construction activities. The
word communication was used rather loosely in the majority of the literature that
we reviewed, usually being used in connection with ICT systems and used to
describe the transfer of information, not the exchange of information. Interaction
between participants, the manner in which team members communicated with
one another to reach mutual understanding, had been largely ignored. Similarly,
in practice there appeared to be too little attention paid to the importance of
interaction between construction team members and too little importance given
to meetings as a forum for integration, knowledge transfer and decision-making.
During the course of our research into construction communication we have seen
a growing awareness of, and interest in, the softer aspects of communication and
in particular the effectiveness of interpersonal communication. One reason for
this appears to be associated with the realisation that information management
will not, on its own, be an answer to the challenges faced by construction
actors. Indeed, the growing interest in knowledge management has shifted focus
on individuals and their ability to engage in knowledge sharing activities —
this inevitably leads to a focus on individuals’ competences and the manner in
which they interact. Associated with these trends is an increased interest in, and
application of, procurement systems based on relational contracting, for example
partnering, strategic alliances etc. These approaches place considerable emphasis
on collaborative working and trust, which is built, challenged and redefined
through personal interaction and open communication. There is also a growing
recognition that management systems, tools and methods are only as good as the
people using and implementing them — thus the focus is starting to move towards
transferable skills, the competences of the actors and their ability to interact in
an effective manner.

The research presented here has focused on the interaction of construction
participants in site-based progress meetings. This has helped to highlight the
importance of meetings, individual competences and (indirectly) team assembly
for construction project success. In an attempt to provide some practical guidance
to readers three areas are discussed in more detail:

1. Individual competences (transferable skills and the ability to interact)
2. Team assembly and composition during the life cycle of the project
3. Managing meetings (the forum for interaction).

Individual competences and employee suitability

The relationship between effective individuals and their characteristic inter-
action patterns has potential for use in employee selection and development.
Group decision-making exercises analysed using IPA techniques could provide
a useful assessment tool. Being able to measure and recognise applicants whose
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interaction behaviour is typical of those professionals perceived as most effective
clearly has potential applications. Although effective interaction is only one of
many skills required by construction actors, it is clearly an important skill with
potential to influence and contribute to group processes.

In addition to selecting new employees, knowing the strengths and weaknesses
of those currently employed is essential to organisational and project success.
Individuals that possess limited interaction skills can be encouraged to attend
training/educational programmes to help develop their ability to interact with
other actors. Similarly, those with good interaction skills can serve as role models
for others, perhaps even in mentoring roles where appropriate. Video data and
self-reflection are useful tools for understanding and developing a broad range of
communication approaches, behaviours and techniques. All professionals should
be educated and trained to make use of a broader range of interaction beha-
viour to ensure their contributions have a greater impact on the group. Equally,
recognising and being aware of types of interaction that are likely to have a
notable influence on the group is a valuable tool. It is clear from the results
that emotional interaction plays a significant part in business negotiations. Many
professionals have difficulty with emotional exchanges or choose not to use such
communication. A lack of emotional awareness, or an inability to use emotional
communication, could mean that negotiations are not conducted as successfully
as they could be. It is also important that individuals can focus and control their
emotions.

The lower rated professionals observed in this study rarely disagreed with other
group members. Failing to disagree could mean that proposals are not properly
evaluated, thus a weak, probably unworkable, suggestion may be accepted by
the team even though a member of the group (who is reluctant to disagree)
suspects that the proposal is flawed. Practitioners need to be trained to disagree,
engage in conflict and then recover and rebuild relationships following negative
emotional encounters. Failing to disagree could mean that valuable time and
resources are allocated to unworkable proposals, leading to waste and ineffective
project delivery. Similarly, failing to rebuild relationships after particularly tense
encounters may be disastrous and could result in conflict escalation, leading to
third party intervention and/or legal action.

Assembling the team

The ability of team members to communicate effectively should, in our opinion,
be considered before the choice of procurement route. Emphasis should first be
on contact, second on legal contract. The lean philosophy of getting everything
right before work starts would tend to support such a view. Adopting a lean
approach means that a lot of effort and time is put into the early planning stages
to get the structure and processes correct before work starts, once this is complete
work commences. In a construction context the effort needs to be given to team
assembly. Work into alternative approaches to managing construction projects
in Denmark has demonstrated the importance of meetings to discuss and share
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values before work commences. The creative workshop method being used by
a consulting engineer in partnership with large contracting organisations relies
on the discussion, sharing and consequent agreement of values (Emmitt ef al.
2004). A process facilitator, a person with no contractual authority, essentially an
informal leader, is brought into the process to work on communication issues and
facilitates the creative workshops. Meeting participants are encouraged to discuss
and share values; these are then developed into a series of value parameters that
form the framework for the stages that follow. All actors sign up to commonly
agreed values in line with the partnering philosophy. Although a lot of time and
resources are involved in these early meetings research has shown that there are
major savings in time and cost further down the line. These savings are related
to better communication between actors and much less rework and changes than
comparable projects.

Our experience is that team assembly is too often left to chance and/or dealt
with too late in the life of the project. Managers should be asking the following
questions at the very start of projects:

e  Who are the key individuals identified to work on the project?
e Do they have good inter-personal skills? (How was/is this demonstrated?)
e  Are the actors socially compatible? (i.e. are they able to work together?)

Managing meetings

The meetings that form the focus of this book were construction progress meet-
ings, which have a specific role in the life of construction projects. Other types
of meeting are convened at various stages in projects to achieve quite specific
and different objectives. Good project managers are able to adjust their commu-
nication skills to suit the purpose of the meeting. Different types of meetings
can be used to achieve various objectives, for example team assembly/team
building meetings, progress meetings, and impromptu meetings called to solve
an unforeseen problem. As seen in our research results, the ability of the project
manager to manage the meeting professionally can have a significant effect on the
success of the project. These factors are explored in further detail in Construction
Communication (Emmitt and Gorse 2003).

Communication as a critical success factor

With the opening up of boundaries in Europe and increased migration of workers
internationally (transient labour) there is additional focus on communication
(language skills) and skills/competences in developing relations. On a visit to
a large construction site in the UK we found work gangs from Germany, Italy
and Poland working alongside those from the UK, reflecting an increased trend
for worker migration within the European Union. The gangs had been brought
into the project because of specific skills shortages within the UK construction
industry. The site manager expressed his satisfaction with the quality of the work
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and the dedication shown by all of nationalities working on the project, while
expressing some concern about the workers’ inability to understand English. He
had devoted extra resources (primarily his own time) to making sure that the work
gangs understood their tasks, mainly by spending extra time with the gang leaders.
Interpreters (often identified by different coloured helmets or stickers on their
safety helmets) are now becoming a common feature on many large construc-
tion projects. Further investigation is necessary to identify good communication
practices in multinational construction projects, especially given the differences
between national cultures and its effect on working and communication practices.

If we are to attain, maintain and improve our communication skills (regardless
of the languages we understand) we must work at it. This means investing in
education and training programmes for employees, regardless of their position
within the organisation. It also means investing in people who are capable of
facilitating communication in a project context: people who have the skill to bring
teams together and to keep them together during the course of the project. There
are examples of a small number of consultants and contractors starting to work
with the management of construction projects from a communication perspective
and early pilot projects are reporting improvements in project success. Similarly,
there are examples of better guidance for project managers that take a softer
approach to project management skills. A good example being the Association of
Danish Project Managers who have published a guide to help project managers
assess their competences (Fangel 2005), and which addresses some of the issues
raised in our research.

Communication in construction teams (construction communication) is a way
of thinking about the way in which we approach the challenges before us. In
many cases it requires a recognition of the importance of communication in
project-based organisations and a change in attitude; from defensive and closed
communication behaviour to transparent and open exchanges. Parallel to advances
in technologies and new managerial approaches to the way in which we organise
our construction projects must come improvements in the manner in which we
interact with one another. Building on a body of research- and practice-based
knowledge about communication in construction teams is one way of improving
and enhancing project performance. Systematic research will go some way to
helping to identify the challenges ahead, so to will reflection on current working
practices.

Recommended reading

Emmitt, S. and Gorse, C. (2003) Construction Communication, Oxford: Blackwell
Publishing.

Fangel, M. (ed.) (2005) Competencies in Project Management: National Compet-
ence Baseline for Scandinavia, Association of Danish Project Management, Hillergd,
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Appendix 1

Definition of communication acts
attributed to Bales’ IPA categories

This appendix provides examples of statements that would be associated with
each category and it also provides some helpful hints, tips and guidance on the
categorisation of communication acts. Some example statements come from Bales
(1950), further statements have been added and guidance provided. To ensure
consistency observers are strongly advised to consult the original Bales document
as well as this document. To create a good understanding of the categories it is
suggested that researchers create their own examples of statements that would
be associated with each category.
The following information is based on and adapted from Bales (1950).

1. Shows solidarity — raises others status, gives help, reward

Acts of affection would include statements or gestures that open or attempt
social interaction with a positive statement; for example, to offer a greeting in a
friendly manner, saying ‘hello’, ‘hi’, ‘it’s really nice to see you again’ or other
positive gesture. Showing consideration for the other person, use of first name
in a friendly warm manner, for example ‘It’s Jeff, isn’t it?” ‘Really good to
see you again.” ‘It’s been a long time, you’re looking well’. Offering positive
encouraging comments, complimenting behaviour or action, ‘that’s a good point’
‘that’s a really good point you’ve raised’, praising, congratulating or showing
approval, for example ‘that’s fine’, ‘good job’, ‘well done’, ‘congratulations’,
‘that’s excellent’, ‘I couldn’t have done that better myself’, ‘that’s much better
than I could do’, ‘how do you do things so quickly’, ‘you always do a good job’,
‘I like what you’ve done’ ‘The quality of the work is pretty good and you’ve made
good time’ ‘I’'m really pleased with this’. Category 1 can be used in response to
category 11 (showing tension) by offering to help; giving resources, assistance,
time or money; offering to share, giving support or reassurance; comforting a
person. Category 1 can also be used in response to category 12 (showing antag-
onism) following a period of difficulty, intense discussion, heightened tension
or aggression — category 1 act used in response to category 12 include acts of
pacification, attempt to allay the opposition, being discreet, tactful, diplomatic,
urging unity, suggesting compromise. Support act or befriending, for example
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‘I can see how you feel’, ‘I understand the problem’, ‘can I help?’ ‘If we pull
together we can resolve this’, ‘let’s see if we can help’, ‘we must be able to
resolve this’.

2. Shows tension release — jokes, laughs, shows satisfaction

Expression of positive feelings better after a period of tension or negative
emotion. Expression of contentment, satisfaction or gratification. Showing sign
of heightened positive emotion, enjoyment or enthusiasm. Making friendly jokes
(would not include laughing at someone or making fun of a situation). Jokes that
attempt to make people smile or acts that help change others to express a more
positive demeanour, these could be spontaneous or as a result of an attempt to
smooth over some tension. The light hearted statements may reduce the negative
intensity, or break up a period of difficult or embarrassing silence. Other encour-
agements to express positive emotion or release tension would include bantering,
kidding, horseplay; the element of friendliness and positive encouragement must
be at the fore. Laughing must be sensitive to others otherwise it could antagonise
and would be category 12. Category 2 is used to disperse negative emotion,
feeling and tension; some acts of humour can be hurtful and would not fall
into this category. Statements that patronise or are sarcastic would not fall into
this category. There are many different ways that a person can help pacify a
situation or relieve tension or encourage the development of a more positive
atmosphere. During a period of negative emotion group members may attempt
to reduce the tension, sometimes without success; however, such acts should be
noted, whether considered successful or not. Although tension may not disperse
once such acts are used they may have effected the development or prorogation
of greater tension. The focus is on light hearted, humorous or any statement that
attempts to lift positive emotion or reduce tension.

3. Agrees — shows passive acceptance, understands, concurs, complies

In response to category 1 (showing solidarity) or category 2 (showing tension
release) indication of modesty, being respectful and unassertive, for example
‘that’s what I’1l do’, ‘then I guess we’re all agreed on that’, ‘that’s the way I see
it too’, ‘I think you’re right about that’, ‘T agree’, ‘we could do it that way’, ‘I
suppose that is worth trying” ‘Yes, I see what you mean’.

In response to category 3 (agreeing) includes confirmation by repetition or
affirmation, or appears to come to a decision. In response to category 4 (gives
suggestion), concurrence in a proposed course of action or agreeing to action. In
response to asking for or giving suggestion, for example if the actor complies
with request, co-operates with order, obliges the other, for example ‘I second
the motion’, ‘let’s do that then’ ‘go on then, we’ll try it out’, ‘we can do
that’.

In response to giving opinion, agreement with observation, report, analysis or
diagnosis for example ‘that’s the way I see it too’” ‘I would do that too’, ‘I think
you’re right about that’, ‘yes that’s true’, ‘I can see your point’, ‘I have the same
view’.
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In response to category 6 (giving information), recognition of interest, giving
signs of attention ‘I see’, ‘oh, I understand’, etc. showing comprehension and
understanding. Would include agreeing with initial statement, but does not neces-
sarily mean the recipient will agree with any final proposal or suggestion. Parti-
cipant may accept that they were wrong, for example in response to category 10
(disagreeing) by admitting to an error or oversight, admitting that an objection
made by the other was valid. A communication act may fall into this category if it
pre-empts a level of dissent and phrases the statement so that it is sensitive to any
disagreement. When a person introduces a phrase that anticipates disagreement
they may, for example, state, ‘I may be wrong about this, but...’, “You have
good reasons not to agree with this, but I think we need to consider all arguments’.
Such statements would commonly have at least two parts to the statement: the
first concentrates on passive agreement, being sensitive to the group, and the other
parts of the statement may bring new information or a suggestion into the arena.
The communication act category 3 would be used to code the passive agreement;
the second part of the statement would be coded separately. Category 3 could be
used in response to communication act category 11 (shows tension) by showing
an indication of permissive attitude, or consenting to a request, or agreeing with
the argument or situation. In response to category 12 (shows antagonism), the
communication act indicates that the actor is submissive, allows criticism without
retaliation, does not argue or show dissent, but passively accepts the situation.

4. Gives suggestion — direction, implying, autonomy for others

An act that suggests a concrete way of attaining a desired goal. The act may
attack, modify or build on another situation, could be used to provide hypothetical
example, situation, exploration or demonstration. The statement could be used to
show where, when, how and why. Communication of this nature attempts to guide
others. Can be used to prevail upon or persuade others or exhort, urge or inspire.
Could be used to recognise and confirm request; however, the person making the
suggestion, the person whom conforms and sets the direction must be acting as a
legitimate agent for group showing some autonomy. Emotionally toned requests
for help are classified in category 11. The emphasis of this communication act
is that it is used to establish direction, the person administering the act, assumes
autonomy for others, establishes a level of leadership or guardianship over others
and attempts to influence the direction of the group. The act is used to provide a
decision. The person making the suggestion assume some responsibility, power,
authority or attempt to gain the groups recognition so that the suggestion made
is given due consideration.

Examples of suggestions:

‘We will have to stop at the end of the hour’, ‘Consider for a moment what would
happenif’. ‘Suppose we set up the following situation. John, you take the role of the
chairman?’ ‘Go ahead’, ‘“We need to consult a specialist on this matter specialist’
‘Right, we will appoint the contractor’, ‘I suggest we make him redundant’, “We
need to move things on, the decision has been made’, ‘If you have not completed
by Tuesday, I will take action’, “You have a specification to work to, all of the work
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will be made good’, ‘Right, I suggest we bring these issues to a close’, ‘That’s
the most useful suggestion, we will do that’, “We have to make a decision, so I
suggest. ..’

5. Gives opinion — evaluation, analysis, express feeling wish

This can be the process and development of action, in its inferential aspects. These
can be considered as indicators of the thought and cognition processes that lead
to understanding. Rephrasing statements so that others are able to see and explore
the other issues associated with the problem. Examples would include providing
an insight or giving reasoning; working out problems reckoning or calculating;
openly thinking through issues, musing or concentrating; providing an analogy;
suggesting cause and effect; breaking issues down, or being intuitive. Category
5 includes expression of value; suggesting an ambition or aspiration; showing
determination or courage. Communication acts includes stating or suggesting a
desire, want, preference, liking, wishing, hoping, moral obligation, or affirmation
of values.

An analysis of the situation could include a statement of policy, outlining
guiding principles, or providing a legal perspective which could impinge on a
matter, or referring to a broad and indefinite future. The category also includes
examination or reflection of own role, attempts to understand and diagnose in an
objective way, pointing out or attempting to identify patterns and relationships.
Opinions can be used to arrive at new insights.

Following category 6 participants may respond with a category 5 statement
such as: ‘I wish we could fix it so. . .’, ‘I think we ought to be fair about this,” ‘I
believe there are a number of issues to consider’, ‘I hope we can do something
about that’, “That seems to be the right thing to do.” ‘I think I can summaries the
main issues. ..’, “This is quite difficult we are considering a number of issues
which seem to be...’, ‘I think we should consider. ..’.

‘I must have been so mad at him that I didn’t see he was trying to help me’,
‘Probably, I don’t realise how nervous I am in a situation like that’, ‘I can see
now that I totally misjudged the situation’, ‘Maybe we got off the track because
some of us were more anxious to show what we knew in relation to the problem’.

‘According to my calculations it must be about three metres’, “Well let’s see,
two times the square root of X is’, ‘It’s the same as...’, ‘If you take this
dimension and subtract that then...” ‘If I try to do this a different way...” ‘If I
remove the extra stairwell and store cupboard the floor area the toilets could be
accommodated’.

6. Gives orientation — information, repeats, clarifies, confirms

This includes a recall of statements, acts which are intended to secure or
focus attention on communication; stating someone’s name to ensure orientation,
clearly identifying the recipient; mentioning the problem to be discussed; restating
facts to offer guidance; calling attention to what is going to be addressed and
discussed; pointing out the relevance at what an actor is saying; making reference
back to agenda; giving an indication that one is entering into a new phase of the
discussion; actors simply reporting issues or looking forward. Someone without
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inference tells about a thought, feeling, action or experience. Only statements
that are non-inferential towards self or other, for example showing understanding
of another by repeating without inference. Statements must be made without
offering extra information or any form or analysis. Includes statements about facts
about the nature of the group, issue, objective; such facts must be straightforward,
non-inferential, non-emotionally toned and descriptive observations.

Statements that would fall into category 6 would include: ‘Ah’ (confirming),
using a persons name, for example ‘Chris, Tom, Alex. .. this is the drawing
I was telling you about’, thus acknowledging the person or persons to whom
the information will be addressed. ‘There are two points I would like to make.’
‘In the first place,” ‘Now with regard, to our problem of. ..’ ‘Going back for
a moment’ ‘What I am about to say relates to...” ‘That seems to finish our
agenda.” “We were just discussing. ..’ ‘I’ll bring you up to date on what we
were doing’ ‘This is the cladding document’, ‘This is the project schedule’, ‘The
minutes from the last meeting and action points’. ‘Let’s see what’s next on the
agenda’ ‘Item 5.3’, ‘Referring back to the previous page, the minutes state. . .’

In response to category 7, category 6 can be used to clarify an issue, for
example ‘I felt pretty downhearted about that time’, ‘They all thought I was mad’,
“This secretly pleased me. I was actually on the other side’, ‘I'm thirty three
years old’, ‘I have lived here all my life’, ‘I'm the architect’, ‘I'm a qualified
mechanical engineer as well as a structural engineer’, ‘I’ll never forget the time
I...’, “We were down at the bottom of the site and I pointed out that some of
the ridge tiles on the roof were missing’ ‘These are the colour samples’.

7. Asks for orientation — information, repetition, confirmation

Category 7 includes cognitive acts that indicate or express a lack of knowledge
sufficient to support action. Participants may show a level of confusion or uncer-
tainty about a position or issue. This act can be used to request clarification or
ask another actor to provide further information. Includes an indication that the
actor is puzzled. A direct or outright question that requires the giving of factual
rather than inferential information would fall into category 7. The information
requested needs to be something that can be true or false, would not include
opinions or analysis. Includes less focused more indefinite expression of a lack
of knowledge or cognitive clarity.

Examples include:

‘What?’, ‘What was that? I didn’t quite understand you’, ‘Could you say that
again please’ “Would you repeat that?’, ‘I don’t quite get what you mean’, “Where
are we?’, ‘Are we on item 4.27’, ‘Is it the cladding we are talking about?’, ‘“What
about the roof detail’, ‘Where do we stand now?’, ‘I don’t know about this. (I
have looked) but I can’t make it out’, ‘It isn’t clear to me’, ‘It may be true or it
may not’, “‘What day of the month is it?’, “What was the date?’, ‘I'm not sure
of the exact date’, “What was the problem?’, ‘Were the results clear?’, “Who is
in charge of the arrangements?’, “Who is the contractor?’, “Who was the project
manager on that contract?’, ‘How long have you lived here?’, What’s the project
duration?’, ‘Let’s see, how old is this document?’
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8. Asks for opinion — evaluation, analysis, expression of feeling

These include inferential communication acts, aimed at exploring the feelings,
values, intentions and inclinations of others. Acts would include questions that
allow the actors to express interest or disinterest (not restricted to agreeing or
disagreeing or a predetermined answer). Category 8 can be an open-ended ques-
tion, includes questions and statements that leaves others to provide their opinion,
diagnosis or analysis of the situation. The statement or question encourages
responses which seek inferential interpretation, hypothesis, diagnosis, summary
or further analysis of some idea from the others situation or opinion. Category 8
includes less focused more inferential statements.

Examples of category 8 statements include:

“Tell me more about it’, ‘You are free to talk about anything you like’, “What
were your thoughts?’, ‘How do you feel about that?’, “What’s your view?’, “What
do you think?’, ‘What’s your opinion?’, ‘What is the sense of the meeting?’,
‘What do you think our policy should be?’, “What do you think we should aim
at?’, “Where do you think we are heading?’ ‘How long do you suppose it would
be?’, ‘I can’t figure out how long it would take’, ‘I wonder what changes, if any,
that would involve’, ‘I don’t know whether it would require changes or not’,
‘Do you think there are any other possibilities?’, ‘I wonder if we are proceeding
in the most effective way’, ‘I don’t know how I really feel’, ‘How do you feel
about this situation?’, “What’s your company’s view on this?’, ‘What’s your
stance?’, ‘Do you think we need to consult a specialist?’, ‘Can you give me your
professional opinion?’, ‘How would an Engineer view this?’.

9. Asks for suggestion — direction, possible ways of action

The process of requesting a decision, proposal or action. Category 9 includes
all questions or requests explicit or implicit, which ask for suggestions as to
how the group shall proceed or how issues are to be moved forward. Requests
are for concrete ways, means and goals. The emphasis is on searching for the
way forward — finding ways, means and solutions to problems. Requests may
include suggestions of where to start, what to do next and what to decide.
Note that appeals for suggestions that have an emotional undertone should be in
category 11, for example ‘Gosh, what do I do now? ‘So, how do you suggest
we sort this out!’, “This is rubbish, what will you do when you’re out of work!’,
‘T’ll ask you what you are going to do, but I know you won’t give me a proper
answer.’

Examples of requests for suggestions include:

‘Is there a motion on this point?’, “What should I do next?’, “When will you
have the floor finished?’, “What date will you hand that section over?’, ‘I wonder
what we can do about this?’, ‘I don’t know what to do? What do you suggest?’,
‘What shall we talk about today?’, ‘How will you resolve this matter?’, “What
action are you going to take?’, ‘Can you suggest a solution?’, ‘I would like you
to propose a solution to this’, ‘How do we take this forward?’, “When will you
have this section finished?’.
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Note that some requests may sound like requests for information; however, if
the question implies that the respondent(s) may have to undertake some action
as a result of the response then it is a request for direction.

10. Disagrees — shows passive rejection, formality, withholds help

Includes any indication that a person is rejecting what was being said, for
example if a participant expresses an attitude that the observer considers over
cool or frigid. Where a person purposely blanks another, this could constitute
disagreement. Any situation in which an emotional response would be expected,
where the actor refuses to give applause, or is unappreciative, does not acknow-
lede, is edging, ungrateful, hard to please, or where it is difficult to obtain a
positive or supportive reaction. Category 10 includes passive forms of rejection,
silent, uncommunicative, inexpressive or impassive responses. Silence should be
a failure to respond rather than were a group become quite because member’s
contributions die out.

Where a person appears reticent, detached, isolated and indifferent, this would
fall into this category. If people set themselves up as unapproachable and
exclusive this would constitute a category 10 type act. Where a person is more
aggressive in the form of disagreement these acts are categorised as 12. In
response to category 5 (giving opinion) and category 6 (giving information)
category 10 includes milder forms of disagreement, disbelief, astonishment and
amazement. Strong statements that carry an emotional tone belong to category 12.

Examples of category 10:

‘No, I don’t think so’, ‘I disagree with that’, ‘If you propose that I will have to
stand in opposition’, ‘If you make those changes I will have to reject the work’, ‘It
seems to me there is more to that. In fact I remember seeing at least five’, ‘No,
I don’t think that will work’, “That can’t be right’, ‘I’'m not sure about that’,
The act can be used to offer a refuting statement, for example ‘I would do it
differently’, ‘I wouldn’t do it like that’, “You have failed to take all of the main
issues into account’, ‘You can’t do that without considering the other issues’,
‘We won’t agree on this’, ‘It’s not going to work like that’.

11. Shows tension — asks for help, withdraws out of field

Where those interacting show that they are on edge, keyed up, agitated, startled,
disconcerted, alarmed, dismayed, concerned, or express fear, apprehension,
worry, are overcautious, over wary, evade an issue, are tense, over prudent,
or are conscientious because of fear of provoking opposition of hostility, this
would constitute a category 11 act. Where a person is blocking something out, or
bottling things up or has misgiving about something that she/he has done, then
this is also a category 11 type act. If the actor admits shame or guilt or humili-
ates themselves then this could be signs of tension. Category 11 also includes,
being apologetic, remorseful, self-dissatisfied, critical, unrepentant, depreciating,
accusing, exposing, conviction, condemning and humiliating. Showing expres-
sion of frustration of feeling towards one’s own efforts (dissatisfied, disappointed
and displeased) and these feelings are expressed only in a diffuse way, with
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no special social object of indication then they are scored under category 11.
Requisitions for permission or help that carry a noticeable undertone of emotion-
ality are included. Where a person withdraws out of the field would be included.
Category 11 also includes any behaviour that indicates to the observer that
the actor is inattentive, bored or psychologically withdrawn from the problem.
Includes yawning, unaware, leaving, quitting, retreating or negatively toned eval-
uations of self-conduct. Where a person indicates that they are irritated with the
discussion, or shows that they would rather be somewhere else then this could
constitute a category 11 act.

12. Shows antagonism — deflates others status, defends or asserts self

These are self-defensive statements. Category 12 would include autocratic
control, attempts to control, regulate, govern, direct or supervise in a manner
which the observer interprets as arbitrary or autocratic, in which freedom of
choice or consent for the other person is either greatly limited or non-existent.
Restricting the other’s power by demands or commands such as ‘hurry up’, ‘stop
that’, ‘come here’ are category 12 acts if stated with an emotional undertone.
An emotive or emotional act that points, pushes, pulls or otherwise directs an
actor. Where an actor forcefully attempts to lay down principles of conduct,
standards, laws, attempts to judge, give decision, compel, master, dominate, gives
warning, gives threats. Category 12 act attempt to exert influence and control
over others without any emotional restraint. Such acts may be used to force-
fully exert an influence on others, reject others or escape. Includes acts that are
negative stubborn and resistant. Includes act to shake off restraint or get free.
Any behaviour that circumvents authority, shows independence, non-conformity,
disobedient, non-compliant, insubordinate, rebellious, wilful, nagging, badgering,
harassing or annoying. An actor who is flippant and unrepentant when justly
accused would be using a category 12 type act. Communication acts that are
status deflating, used to interrupt and interfere with another actor or helping when
someone clearly does not want help, can be antagonistic. Acts that are used to
belittle, are depreciating, minimising, make fun of an actor are category 12 acts.
Includes acts of status seeking, being self assertive, acts that are used to impress
the other with his or her importance. Where the act dramatises herself or himself,
an act used to show off, give expressive gestures with a negative undertone, if
speech is extravagant or used to brag, then this constitutes a category 12 act.
Other negative emotional reactions include aggressive, combative, quarrelsome,
argumentative or challenging behaviour.

Examples of type 12 acts:

‘I have been in this industry for 30 years, you know nothing son!’, ‘At what point
did I say you could do that!’, ‘You clearly have no idea!’, “When you’ve been
doing this as long as me you’ll know what I’m talking about’, ‘You have absolutely
no idea’, “When will you learn?’, ‘Next time think before opening your mouth’,
“The world would be a better place without you’, ‘It’s clear that you do not under-
stand the importance of this project’, ‘Don’t be a fool’, ‘Anymore comments like
that and I will leave this meeting’, ‘Just try it!’, “The standard of your work is
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appalling’. ‘O.K.! So exactly when do you intend to start work on this?” ‘If you give
this project such a low priority, then maybe we should appoint another contractor’,
‘It’s about time we saw some action from your team!” “What is your problem?’,

‘I’'m not working on this anymore!’, ‘I’ve had enough of this project, you can
do it yourself’, ‘Right I’'m leaving, cope on your own’, ‘Up yours!’, “Your really
are an idiot’.

Guidance on attributing communication acts to categories

As observers become more acquainted with the Bales IPA system, they should
rely on their own intuitive judgement. As recipients to the communication that
takes place, observers are sensitive to emotion. When an observer suspects that
an act carried a emotional undertone, was used sarcastically or was enhanced
with positive emotion then, more often than not it was delivered with emotion.
Our ability to communicate is dependent on our ability to distinguish different
expressive and emotional signals, some signals are very subtle, yet we can still
recognise them. The tone of voice, pitch, timbre, posture, body language and
facial expression all provide clues. Normally during conversation many of these
signals are processed subconsciously and the mind quickly and subconsciously
processes a response. However, when observing, we are not interested in taking
part in the conversation and are solely dedicated to identify communication acts
and recognising the clues that tell us what these signals are. Through training,
observers become more sensitive to subtle signals that help categorise interac-
tion. Observers should allow themselves to pick up and record emotions even the
slightest of emotion, which potential changes the meaning or type of communic-
ation act.
Two rules which Bales uses to help ensure consistency of coding are:

View each act as a response to the last act of the last other, or as an
anticipation of the next other. (Bales 1950: 91)

[and to improve sensitivity]

Favour the category more distant from the middle. Classify the act in the
category nearer the top or bottom of the list. (Bales 1950: 93)

Another rule that makes the observer more sensitive to the directive quality of
the interaction, is to identify the ‘active outgoing emotion’ (Bales 1950). The
observer should use his/her own intuitive emotions to classify the interaction,
based on prior, present and possible future interaction, rather than pure logic that
may ignore previous interactions (Bales 1950).

Critics of the Bales system suggest that it is not possible to accurately code
interaction; however, the system merely constitutes a second language. Many
people are bilingual, and can understand and converse in a number of different
languages, few would suggest that this in not possible. In some languages greater
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attention is given to emotion or intonation and when learning the language
consideration is given to such subtle differences. With practice and time we
can learn a second language. The Bales IPA system relies on a few basic rules
and only uses 12 codes. With minimum training the system can be used with
accuracy.

Observers should not be worried about a few errors in coding. When coding
short conversations hundreds of communication acts are used, and a small number
of errors make little difference to the aggregated data produced by an individual
or group. Video data can be reviewed and coded by multiple observers, any
differences in coding can be explored. When video data or audio data is used
to examine short interaction sequences then the classification and diagnosis of
the interaction data is more intense, focused and detailed. Where large samples
of interaction are coded, the few coding mistakes made make little difference.
When observations are short and video or audio recorded the accuracy of the
coding may be increased.

Example of coded interaction

Each sentence, or speech act, is categorised in brackets at the end of the sentence.

For example

<person speaking> ‘this is how information is coded . .. (code of communica-
tion act)

<Project manager> If we can return to the agenda (4), item 5.1 roof purlins (6).
Ian (6) I sent you a letter regarding the deflection in the zed purlins last week
and I still haven’t had a reply to this (6).

<Structural engineer> I thought I mentioned that at the last meeting (5); the
design is correct (6).

<Project manager> The deflection does seem excessive (5), are you sure it’s
ok (8)?

<Structural engineer> I’ve checked through my calculations (6).

<Project manager> Are you sure you have allowed for the air handling
ducting (7)?

<Structural engineer> Yes (3), my calculations are here (6).

<Project manager> The deflection must be outside the design limits (7), it
doesn’t looks safe (10). Can we have another look at it after this meeting and
think about putting some extra supports in (4).

<Structural engineer> OK (3).

<Project manager> Item 5.2 (6).

<Mechanical and electrical consultant> That’s my section. I’ve nothing major
to report (6).

<Project manager> I’m not sure about that, you are three weeks late on the plant
details (11).
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Observer reliability: Test results

The main researcher and an assistant researcher followed the IPA protocol
developed by Bales (1950) and then simultaneously coded a video of group inter-
action. At intermediate stages in the training, process tests were carried out to
check the degree of agreement between the two coders. Where differences were
found between the observations these were discussed and compared against the
Bales’ protocol.

Initial reliability and agreement test with one other observer,
researcher A

The following Chi-square statistics show an example of test results that indicated
a lack of agreement on IPA categories used.

Agreement test undertaken when observing a four-person group

Level of agreement found when identifying person speaking:
x?=2.082, df =3, p=0.556
Level of agreement found when identifying person receiving:
x?=2.018, df =3, p=0.569

Level of agreement found when classifying communication acts using Bales’
interaction process analysis categories:

X2 =14.648, df =7, p=0.04

Bales suggested that the Chi-square statistic at levels above p = 0.5 should be
used as a measure of agreement rather than high levels of correlation. This is
because an acceptable level of correlation can be found when the results from the
Chi-square would indicate relatively large differences. Some studies would have
found the following correlation (Table A2.1), from the same reliability test, to
be acceptable, whereas the previous Chi-square results would indicate acceptable
levels of agreement have not been reached.
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Table A2.1 Correlation results for reliability test

Symmetric measures

Value  Asymp.

Approx. T° Approx.

std. error® sig.
Interval by interval Pearson’s R —0.075 0.116 —0.628 0.532¢
Ordinal by ordinal ~Spearman Correlation —0.035 0.120 —0.294 0.769°¢
No. of valid cases 72
Notes

a  Not assuming the null hypothesis.
b Using the asymptotic standard error assuming the null hypothesis.
¢ Based on normal approximation.

Final reliability and agreement test with researcher A

The following provide test results that indicated an agreement on the observations
of the person sending messages, receiving messages and the IPA categories

attributed (Figure A2.1).
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Figure A2.]1 Training exercise: Profile showing the percentage of Bales’ IPA categories
coded by each observer during simultaneous observation of group interaction
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Agreement test undertaken when observing a three-person group

Level of agreement found when identifying person speaking:
xX>=0911, df =2, p=0.634
Level of agreement found when identifying person receiving:
x> =1.407, df =3, p=0.704

Level of agreement found when classifying communication acts using Bales’
interaction process analysis categories:

¥:=4.916, df =8, p=0.760

Chi-square is above the p = 0.5 level suggested by the Bales method and is taken

as reliable.
Following the initial training exercise with one assistant it was decided to

repeat the training with two new researchers.

Initial reliability and agreement test with researcher B and C
(agreement between three observers)

The results and graph below show the initial level of agreement between all three
researchers when observing a real group, not a video observation (Figure A2.2).
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Figure A2.2 Training exercise: Profile showing the percentage of Bales’ IPA

categories coded by each observer during simultaneous observation of
group interaction; Level of agreement unsatisfactory
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Agreement test undertaken when observing a seven-person group

Level of agreement found when identifying person speaking:
x> =12.898, df =12, p=0.376

Level of agreement found when identifying person receiving:
X} =145.784, df =16, p = <0.001

Level of agreement found when classifying communication using Bales’
interaction process analysis categories:

x? =103.535, df =22, p= <0.001

Following the observation of the real group, further training exercises were
undertaken. The three observers simultaneously coded a video of group inter-
action and discussed differences found and compared them against the Bales
protocol.

Intermediate reliability and agreement test with researcher
B and C (agreement between three observers)

The initial observations of the video produced results that showed a lack of

agreement on the classification of communication acts using Bales” IPA.

Agreement test undertaken when observing a three-person group

Level of agreement found when identifying person speaking:
x> =1.299, df =2, p=0.522
Level of agreement found when identifying person receiving:
x> =1.299, df =2, p=0.522

Level of agreement found when classifying communication using Bales’
interaction process analysis categories:

¥ =21.572, df =12, p =0.006

Although the results between all three observers were not consistent, two of
the researchers were in agreement with each other and the protocol. The third
researcher found greater difficulty in following the methodology and required
further training. The results below present the Chi-square statistic for the two
researchers whose level of agreement on the person speaking, person receiving
communication and the IPA category was acceptable.
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Reliability and agreement test with researcher with examination
between researcher B and main research

Agreement test undertaken when observing a three-person group

Level of agreement found when identifying person speaking:
x>=0.227, df =1, p=0.634
Level of agreement found when identifying person receiving:
x>=0.227, df =1, p=0.634

Level of agreement found when classifying communication using Bales’
interaction process analysis categories:

¥?=1.395, df =6, p=0.966

Even when the level of agreement between all three observers was considered
acceptable, differences were noted (Figure A2.3). These were mainly attributable
to one of the observer’s difficulty with the Bales’ protocol. Further training was
undertaken.
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Figure A2.3 Training exercise: Profile showing the percentage of Bales’ IPA
categories coded by each observer during simultaneous observation of
group interaction; Level of agreement satisfactory
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Data collection sheet

The following data sheet was used to record interaction during the group meetings
(Figure A3.1). The researcher observing the meeting completed the information
at the top of the sheet. The start time of the meeting was recorded, the time
when each sheet was completed was recorded at the foot of the page, and the
finish time of the meeting was recorded on the last page. While this provided
the amount of interaction per time period, it was also used to ensure the sheets
were kept in order, the sheets were also numbered.

During interaction a very brief note is made in the ‘Brief description’ column.
This was a maximum of two or three words that indicated the subject being
discussed, or cross-referenced the discussion to a section in the minutes or agenda
of the meeting. This information was only entered when the topic of discussion
changed, usually one or two entries per page were made, depending on how
often the topic of discussion changed. Where an agenda was used the agenda
item number was used.

Every time a communication act was observed three factors were identified:
the person talking, the person who the communication was aimed at and the
classification of interaction. The simplest way to record these occurrences was
with a dash in the appropriate cell. Occasionally, two or more people from the
same professional group listed attended the meeting. To distinguish between the
professionals of the same group a ‘1’ was used to identify the person nominated
as the first participant in that group and a ‘2’ in the same column was used
to indicate the second participant of the group. If 3 or 4 professionals from
the same group were present, 3’s and 4’s would be used. The only rule when
using this system was that the numbers that were used to identify the individual
professional were maintained throughout all of the meetings of that particular
group.

Alternatively when training or studying small groups it may be easier to use
the Quantitative Analysis and Direction (QuAD) sheet (Figure A3.2).
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Appendix 4

Number of meetings observed

To ensure that the aggregated profile of all the group meetings was not skewed
by the numbers of observations, a graph was produced to show the differences
in data from all ten projects observed three times and projects observed four

times.
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Figure A4.1 Comparison of profile produced from observations of three meetings
with profile produced from all meetings observed (3 and 4 meetings)



Appendix 5

Communication models developed from
this research

Two models have been developed from our research. The first model attempts
to illustrate conflict management (Figure A4.1) and the second addresses the
communication attributes of group processes and development (Figure A5.1).

As the group explores issues differences manifest. The differences are a result
of different perspectives, beliefs, values and goals. Such differences are to be
expected and often result from different education, experiences, expectations,
internal or external pressures. As conflict manifests it will either develop into
a full dispute that threatens relationships or it will be managed and the group
relationship will be sustained. To manage conflict participants must explore
the differences looking for a resolution, while at the same time ensuring that
the relationship is maintained. Criticism, disagreements and conflict causes
tension, this tension should be reduced by communication acts that specifically
attempt to reduce the effects of negative statements. Communication acts that
are supportive, offer positive emotion or tension release and help maintain rela-
tionships throughout the conflict experience. Often those engaging in conflict are
preoccupied with the issue and tension and it falls to the other members of the
group to offer support and change the atmosphere in the group. After the conflict
episode it is important to re-establish relationships. Light-hearted interjections
or supportive communication acts help to encourage those previously engaged
in conflict to exchange neutral communication. The exchange of communication
acts that do not have negative socio-emotional undertones may be the first step
in ensuring that work relationships can continue. Where relationships are not
managed conflict can escalate, becoming increasingly circular and destructive.
Failing to re-establish basic non-emotive communication may result in parties
continuing with their conflict and formalising it into a legal dispute. Both the
parties engaged in conflict and others can be helpful in pacifying emotions,
reducing tension and resuming some normality to the group.

The research has shown that Bales (1950) task and social dimensions are
fundamental to the study of work-group behaviour. Work-groups cannot function
without building and sustaining relationships that are capable of achieving the
group task. The interaction within the group is focused on achieving the task,
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Figure A5.1 Model of conflict management
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yet the task often relies on multiple contributions from members. To achieve
the group goal relationships must formed and sustained. Interpersonal and group
relationships are formed and managed through interaction. Communication acts
that have task and social attributes are used to form the group’s co-operative
and regulatory framework that decides who and how much assistance is given
to tasks. The task and social dimensions of group interaction are interrelated
and often intermingled. Figure A5.2 provides some common attributes of group
development.
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