Chapter Twelve: Communicating in the Internet Age

Case: Information Technology: Help or Hindrance?

For Discussion: How can managers increase their time to think while managing the deluge of e-mail messages? Explain.

No doubt about it, technology has made lives easier.  The Internet and E-mail have revolutionized the way we communicate. But easier is not always better.  This vignette offers examples of managers whose productivity is affected by technology.  These managers spend hours on e-mail, often simply sorting through “junk mail” to determine which messages require attentions.


E-mail can be plagued by several of the Barriers to Effective Communication explored in this chapter.  A new employee not familiar with the company’s e-mail system could send incorrect information through the company’s Intranet---creating a sender barrier. A person for whom English is a second language could rely on e-mail to communicate, but  without a full grasp of what the sender is saying—someone reading the e-mail could encounter a encoding barrier.  With tons of junk mail floating through his or her inbox, an employee could miss a memo alerting him or her to an important meeting. This is a message barrier.

Medium barriers, decoding barriers, receiver barriers and feedback barriers can all be present in e-mail messages.

The Skills & Best Practices: Managing Your E-mail offers several helpful ways to help overcome some of these communication barriers.

For more information on e-mail and its affect on productivity visit the following sites:

http://spam.abuse.net/ an online petition hoping to put an end to junk email.  Contains links to several articles concerning the fight against spam. 

http://www.psychsociety.com.au/news/Email_communication_tipsheet.pdf offers more tips for managing email.  

