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  INTRODUCTION


  Communication skills are essential in leading, managing and working with others. The aim of this book is to help you to improve your competencies and capability in the art of
  practical communication.


  An understanding of the NATURE OF COMMUNICATION is the foundation, and this is the subject of the first chapter. This is followed by THE COMMUNICATION STAR, a useful model of framework. The
  historical case study in Chapter 3 gives you an opportunity to apply what you have learnt so far.


  The four skills of SPEAKING, LISTENING,WRITING and READING form the themes of Chapters 4, 5, 6 and 7. Of course we all have grounding and ability in these skills, and so it is more a matter of
  sharpening and honing them in the context of daily working life. If you aspire to lead or manage others you do have to be really competent in these skills, because communication is the brother and
  sister of leadership. The Five Principles of Good Speaking, which also double up as general Principles of Communication  BE SIMPLE, BE PREPARED, BE CLEAR, BE VIVID and BE NATURAL are also
  introduced in these chapters. It will serve you well to tie these principles firmly to your mast as they can be applied to all forms of communication and hence come up throughout the book.


  Four situations that pose problems of communication in which you will find yourself as a leader are discussed in Part Three. PRESENTATIONS are formal speeches; they usually
  involve audio-visual aids and are sometimes done by more than one speaker working as a team. INTERVIEWS are essentially one-to-one meetings with a purpose. From the communicating angle, perhaps the
  most difficult aspect is giving and receiving praise and criticism. Managing communication in group MEETINGS is obviously an essential part of any managers work. Lastly, ORGANIZATION 
  the general situation or context of managerial work  solves some communication problems but creates others.


  It follows that to be an effective communicator, you need to develop an understanding of your PERSONAL skills, your ability to lead communication in GROUPS and your effectiveness in the
  downward, upward and sideways flows of information and ideas in ORGANIZATIONS  including, of course the interactions of the organization with its customers. Here, then, are the contents at a
  glance:


  [image: ]


  Remember that the purpose of the following pages is to stimulate your own thoughts and ideas about communication at work. They should lead you to identify
  some practical ways in which you can improve your skills both as a communicator and as a manager of communication.


  HOW TO USE THIS BOOK


  In order to benefit most from this book it is best to read it once to get a general understanding of its contents. Then go back and work through the checklist questions
  and exercises. If you can persuade a friend or colleague to monitor your answers, even better.


  Do not assume that you have to start from the beginning and read through to the end. Even within a chapter you may prefer to complete the checklist before reading the chapter, rather than
  afterwards. Decide your strategy for using the book now, according to your depth of interest and preferred method of learning.


  I suggest that you have a pencil and paper at hand when you study the book more closely. Write down any action points. And dont be afraid to write on the book  I wont mind!
  Underline or mark any passages that are important to you personally in terms of your own AWARENESS, UNDERSTANDING and SKILL.


  This book will give you guidance not only on when to communicate and why it should be done, but also how it should be done. It is concerned with skills in a wide sense, namely the methods you
  must practise in order to achieve your desired aim of becoming a better communicator. But this book will not teach you much about techniques in the narrower sense  techniques that are often
  taught at the expense of the art of communication as a whole. Concentrate on the basics  and leave the tricks-of-the-trade to the charlatans.


  In order not to hold you up unnecessarily on your first fast-track read, youll find some material  relevant research and other contributions  in boxes within the text.
  Again, be selective about them. You can skip past a box without any loss to the main themes of the book if you prefer.


  The key points at the end of each chapter are designed to give you an aide-memoire of the whole contents. Just to keep you on your toes I have occasionally slipped in one or two extra points
   ones you wont find in the preceding chapter.


  I hope you enjoy reading the book as well as finding it useful and profitable. I have certainly enjoyed writing it.


  John Adair, 2009
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  1


  THE NATURE OF COMMUNICATION


  The peoples of the world are islands shouting at each other across a sea of misunderstanding.


  George Eliot, English author


  These words remind us that lack of communication is endemic in our human condition. Loud shouting and even violence are symptoms of the ailment, not remedies. Without
  communication we remain isolated, stranded on our islands, divided rather than united. To diagnose the nature of communication is as important for us now  as individuals, groups and nations
   as the discovery of the secrets of the atom was for our grandfathers. We have to discern the forces that create human unity  not those that split matter with a crash 
  invisible forces that can conquer the sea of misunderstanding and bind our hearts together. The technical problems of long-range communication have been solved; the more central and
  elusive nature of good communication in human relations remains to be charted.


  But what does this long, formidable word communication mean? Some verbal archaeology may help. Using the Shorter Oxford English Dictionary in this case, we can unravel the
  meanings that the word communication has acquired down the centuries. First, it comes from the same Latin root as common, namely the word
  communis, whose own roots are shrouded in mystery. The first part of it presents no difficulties, for com is known to be an English version of cum (with). The second
  part, munis, descends either from moinis (bound), or from the early Latin oinos (one). Dr Samuel Johnson, author of the Dictionary of the English Language published in
  1755, defined the first and major family of meanings of the word common thus: belonging equally to more than one.


  Our medieval forefathers used common as a verb much as we use communicate nowadays. Until the beginning of Queen Elizabeth Is reign in the mid-sixteenth
  century, an Englishman might have spoken of commoning with his friends about his work, rather than of communicating with them. However, commoning might
  equally have meant that he was eating with friends at a common table in the great hall of some manor house or college, pasturing his pigs on the common land, or partaking in the Holy Communion or
  Mass at the parish church. Behind all these uses is the central idea of sharing: something is available for all to share in it. Thus it is general and not private, a joint rather than an
  individual possession, one which is accessible freely to others.


  To communicate, a verb that entered the language about the time that Henry VIII was having problems with his six wives, took over the dual senses of giving to another as a partaker
  and making available something for a general sharing. Communication came to mean the action of imparting, conveying or exchanging or, more concretely, that which is communicated, such
  as a letter or its contents. Although the Christian religion has retained communicate and Communion for the sharing of the sacramental elements of the Eucharist, the
  words are now rarely used in regard to material things. Almost exclusively, communication now refers to the giving, receiving or sharing of ideas, knowledge, feelings  the
  contents of the mind, heart and spirit of man  by such means as speech, writing or signs.


  Quite early in its history, however, communication took on the extra job of denoting the access or means of access between two or more persons or places. By 1684 the word was used to describe an
  alley or passage; much earlier, in the English Civil War, the trenches and ramparts connecting the star-shaped forts around London were called the lines of communication. When an army
  campaigned in the field its lines of communication were the routes or means that linked it with base and with other allied armies: the roads, rivers or canals that made possible the essential
  communication or sharing of intentions, information and results. The term communications now covers all the latter-day additions to the primitive trench or passageway: telegraph,
  telephone, radio, television and computer. The distinguishing feature of all these modern inventions is that they enable rapid communication between persons widely separated thus giving them the
  group name telecommunications, with tele stemming from the Greek word for far off.


  So we may fruitfully distinguish three strands in the pedigree of communication, each of which still colours our use of the word. First, it means that which is shared, the commons,
  be they bread, land, ideas or life itself. More specifically, as the English language flowered, communication stood for the action of sharing in the mental or non-material realm, especially in and
  through the use of words. Lastly, anything that links two or more persons or places has come to be called a communication. In other words, communication has come to include the means used as well
  as the primary activity itself.


  Communicating usually implies both intention and means. In a sharper focus we could say that communication is essentially the ability of one person to make contact with another
  and to make himself or herself understood. Or, if you prefer a slightly more formal version, communication is the process by which meanings are exchanged between people through the use of a common
  set of symbols.


  Intention and a common set of symbols  usually combined to form a language  are immensely important factors but they should not be allowed to fill the whole picture. Emotions or
  feelings, for example, are non-material. They are certainly communicated, sometimes intentionally but more often not. Nor is a common set of symbols involved. Emotions often do not need words. You
  should always bear in mind this much broader backcloth of communication, which encompasses such phenomena as the unintentional and direct transfer of states of mind or feelings.


  You can see that there are four elements implicit within it. Of course, the whole process will always be more than the sum of these four parts but each of them is an important factor in the
  overall story. In the table below, I briefly identify them and this is followed by an outline of their characteristics.

  



  KEY INGREDIENTS IN COMMUNICATION


  
    
      	
        KEY ELEMENT

      

      	
        NOTES

      
    


    
      	
        Social contact

      

      	
        The persons who are communicating have to be in touch with each other

      
    


    
      	
        Commonmedium

      

      	
        Both parties to communication must share a common language or means of communication

      
    


    
      	
        Transmission

      

      	
        The message has to be imparted clearly

      
    


    
      	
        Understanding

      

      	
        The message has to be received, properly understood and interpreted

      
    

  


  THE ROOTS OF COMMUNICATION


  We can perhaps learn more about the distinctive nature of communication in humans if we glance first at the world of animals, birds and fish. Wherever we look in the
  animal kingdom we find that communication through the senses is less liable to error than in man, but it is much more limited. Humans, with our infinitely richer potential, are capable of attaining
  a communion with our fellows and universe, which is beyond the reach of even the most developed animal. Yet our communications are much more likely to go awry than those of our evolutionary cousins
  and our more distant relatives in the family of the living.


  In her pioneering study of chimpanzees, In the Shadow of Man (1971), the zoologist Jane van Lawick-Goodall emphasized that speech sets humans far ahead of their nearest primate cousins
  but that we retain many of the primitive methods of communication observable in the chimp. Some of her thoughts are as follows:


  
    
      In fact, if we survey the whole range of the postural and gestural communication signals of chimpanzees and humans, we find striking similarities in many instances. It would
      appear then, that either man and chimp have evolved gestures and postures along a most remarkable parallel, or that we share with the chimpanzees, an ancestor in the dim and very distant past;
      an ancestor, moreover, who communicated with his kind by means of kissing and embracing, touching and patting and holding hands.


      One of the major differences between man and his closest living relative is, of course, that the chimpanzee has not developed the power of speech. Even the most intensive efforts to teach
      young chimps to talk have met with virtually no success. Verbal language does indeed represent a truly gigantic stride forward in mans evolution.


      All the same, when humans come to an exchange of emotional feelings, most people fall back on the old chimpanzee-type of gestural communication  the cheering pat, the embrace of
      exuberance, the clasp of hands. And when on these occasions, we use words too, we often use them in rather the same way as a chimpanzee utters his calls  on an emotional level.


      It is only through a real understanding of the ways in which chimpanzees and men show similarities in behaviour that we can reflect, with meaning, on the ways in which men and chimpanzees
      differ. And only then can we really begin to appreciate, in a biological and spiritual manner, the full extent of mans uniqueness.

    

  


  A chimpanzee or an otter, however, are less likely to misinterpret one of their kind touching or clasping them in the presence of some anxiety-producing threat than, say, a
  young woman whose hand is suddenly held by her neighbour in a descending aeroplane. The repertoire of signs, gestures and postures is limited and all the animals seem to know the code.


  The nature of humans greatly confuses the issue. Not only is our speech an infinitely varied weaving and interweaving of forty different sounds but the resulting words are capable of many
  different interpretations. Hence a man or woman can convey or communicate much more widely and more deeply than a chimp can with his fellows but at the risk of being more misunderstood and more
  isolated than any in the animal kingdom.


  The limitations of animals can be further illustrated by considering the following conditions that are necessary if they are to learn even the most elementary lessons:


  
    
      
        	
          The response expected must not be unduly complex; the animal must be able to reach the food or escape the danger by making reasonably simple movements.
          In other words the problem must not be too difficult.

        


        	
          The lesson must be presented to the animal under conditions that ensure freedom from extraneous disturbance. An animal will not learn if its attention is constantly
          diverted by other changes in the environment.

        


        	
          The problem must be presented on an adequate number of occasions; the more frequent the lesson the fewer the mistakes.

        


        	
          There must be an incentive to learn  a reward for success or a punishment for failure. Further, the reward must be related to the needs of the
          animal.

        


        	
          Finally, the experimenter must possess adequate skill and patience. Ability to learn depends to a very large extent on the personality and enthusiasm of the teacher.

        

      

    

  


  Humans far transcend animals but we can trace some of the roots of human communication in such experiments: namely that the factors of content, situation, method, subject and
  teacher must all come into play. Certainly simplicity and repetition retain their value in all instruction or learning. But there is another legacy from our evolutionary past. Despite our
  development of language we retain non-verbal communication as an important auxiliary system.


  NON-VERBAL COMMUNICATION


  The basic system for communication is the human body; not only the organs of speech and hearing but eyes and facial muscles, hands and arms, brain and in many respects the
  entire body. Caressing, embracing and holding hands are as much ways of communicating as human speech. Body language, as it is now familiarly called, is something we both use and
  observe throughout our waking hours. Everyone, for example, can interpret a smile or a threatening gesture. And the voice conveys more through its tone or volume than simply the words spoken.


  We can distinguish at least nine ingredients in this undercover language of non-verbal communication. They are:

  



  
    
      	
        
          	
            Facial expression

          

        

      

      	
        
          	
            Body/posture

          

        

      
    


    
      	
        
          	
            Eye contact

          

        

      

      	
        
          	
            Proximity

          

        

      
    


    
      	
        
          	
            Tone of voice

          

        

      

      	
        
          	
            Physical gestures  hand

          

        

      
    


    
      	
        
          	
            Physical touch

          

        

      

      	
        and foot movements

      
    


    
      	
        
          	
            Appearance (clothes, hair)

          

        

      

      	
        
          	
            Head position

          

        

      
    

  


  Take eye contact, for example. Video film of conversations shows that the talker tends to look away while actually speaking but glances up at the end of sentences for some
  reaction from the listener. This usually takes the form of a nod or murmur of assent. He or she gives the listener a longer gaze when the talk has finished.


  For the most part this undercover language is a natural or unconscious expression of our feelings, synchronized with what we are saying or doing consciously.


  It follows that one can only change non-verbal behaviour by changing the inner nature that it is expressing. Courses or conferences that aim to teach you what Shakespeare called the craft
  of smiles are to be regarded with suspicion, although help can be given to those whose synchronization has become dysfunctional.


  Courses for normal people in such matters as eye contact or gesture could only induce self-consciousness, which works against natural communication. What is important, however, is the
  awareness that other people are receiving all our non-verbal behaviour, and perhaps finding it expressive of certain unseen inner states or attitudes that may or may not
  be there. One can legitimately strive to avoid sending out the wrong signs or signals through the variety of non-verbal channels.


  Fortunately, we now have language, which can in part rectify our mistakes. But it is the original integrated combination of words and signs that makes up the rich texture of human communication.
  We must now turn to our unique capacity for communicating through language  the prime means of human intercourse.


  COMMUNICATION AS DIALOGUE


  Most people seem to regard spoken communication as getting a message across to another person: you tell him or her what you want him or her to know. This concept implies a
  one-way traffic from one person to another, with all the emphasis being on transferring a message from one mind to another. Of course we all do this constantly, for example when we tell a taxi
  driver our destination. But there are some people who have a semi-conscious theory that this is what communication is all about. If this theory is combined with an ingrained self-centredness, it
  can produce the phenomenon of the bore: one who insists on monopolizing the conversation to transmit their messages, regardless of the needs or interests of their hearers.
  Bores are an ancient social scourge. In 1611 the dictionarist Randle Cotgrave could define a monologue as one that loves to hear himself talk.


  In its strict sense monologue means speaking alone. It became a theatrical term for a scene in which a person of the drama speaks alone and hence to its modern use of a dramatic
  composition for a single performer. By the mid-nineteenth century it had extended its meaning to cover all talk or discourse that resembled a soliloquy. In theoretical terms, the
  word monologue implies today an emphasis upon one-way communication, with a corresponding lack of awareness of the importance of dialogue, namely of listening as well as speaking, of
  sharing instead of giving.


  Dialogue, which means literally a conversation between two or more persons, comes from the same Greek verb as dialectic  the art of critical examination into
  the truth of an opinion. In early English, dialectic was simply a synonym for logic as applied to formal rhetorical reasoning; in later philosophy it began to take on shades of
  meaning that still colour its use in our time. The German philosopher Georg Hegel (17701831) applied the word dialectic to the process of thought by which the mutually contradictory
  principles of science, when employed on objects beyond the limits of sensory experience  for example, the soul, the world or God  are seen to merge themselves in a higher truth that
  comprehends them. Thus we may speak of a dialectic as a method of critically inquiring into truth, one in which a dialogue between apparently conflicting views is more appropriate than a reflective
  soliloquy by a lone thinker.


  It is important to distinguish between monologue and dialogue as methods of communication on the one hand, and as theories or assumptions about communication on the other.
  There is room for a diversity of methods but we need to constantly rediscover the essential unity of the nature of communication as a shared or common activity. If you close your eyes now and stop
  reading you will effectively end the communication between us. You are involved in it as much as I am: we are partners in crime. Somehow I have to lead you to make up the deficiencies in my book
  with your thoughts. If one of us fails, then the communication falls to the ground. The real fallacy of the monologist philosophy is that it ignores your and my contribution to
  the communication process. Monologue sees us as a passive audience; dialogue knows that the other person holds some of the cards that will give to or withhold meaning from both of us. Truly
  communicative people want to know as much about the person or people with whom they wish to communicate as they do about the subject in question.


  Consequently an awareness of the other person or persons as active contributors to the commoning, and not as passive receivers, is an unseen dimension that can influence any form
  of communication. Sometimes it is difficult for the learned or wise to believe that their listeners or readers have anything to add except Amen.


  The monological argument against the dialogical process is that the ignorant and untutored have nothing to contribute, so that the addition of zero and zero equals zero, wrote
  pastoral studies professor Dr Reuel L. Howe in Herein is Love (1961).


  This kind of comment, which is made by surprisingly intelligent and otherwise perceptive people and too often by educators, demonstrates how little they know about the processes of learning. Nor
  does it follow that the dialogical principle forbids the use of the monological method. There is a place for the lecture and for direct presentation of content, but to be most useful they should be
  in a dialogical context. Furthermore, it is quite possible for a person giving a lecture to give it in such a way that he draws his hearers into active response to his thought, and although they
  remain verbally silent, the effect is that of dialogue.


  As a matter of fact, one should not confuse the different methods of teaching with the dialogical concept of communication. Both the lecturer and the discussion leader can be either monological
  or dialogical even though they are using different methods. People who believe that communication, and therefore education, is dialogical in nature will use every tool in the
  accomplishment of their purpose. When the question needs to be raised, they may use the discussion method or perhaps some visual aid. When an answer is indicated, they may give a lecture or use
  some transmissive resource. But their orientation to a task is based on the belief that their accomplishments as leaders are dependent partly upon what their pupils bring to learning, and that for
  education to take place the relationship between teacher and pupil must be mutual.


  Dialogue is nothing more than good conversation: two persons face-to-face, talking and listening to each other, perhaps using gestures and signs as well. Seven characteristics of such
  conversations have been suggested. They are:


  
    
      
        	
          Face-to-face

        


        	
          A two-way process

        


        	
          Informal

        


        	
          Sincere and open

        


        	
          Adapted to the situation in which it occurs

        


        	
          Constitutes a means to an end

        


        	
          Desired and enjoyable

        

      

    

  


  Communication tends to be effective in situations that resemble the direct face-to-face conversation and less effective the less similar they are. If one person cannot see the
  other something is already lost from the equation. Dialogue stands close to the heart of communication.


  FEEDBACK


  A major contribution to our understanding of communication has come from the introduction of the concept of feedback. Norbert Wiener, the US applied mathematician
  and founder of cybernetics, coined this term in 1946 in an influential book entitled Cybernetics: or Control and Communication in the Animal and the Machine. In it he compared communication
  to a system that loops back on itself: the parts are linked together in a cycle of activity like a childs electrical train set. Information does not just pass downwards or outwards: it
  curves backwards like a boomerang and affects the communicator. This phenomenon of bouncing back, the return of information through the system, Wiener called feedback.


  This model, an instrumental metaphor from the electrical and electronics fields, emphasized the two-way or dialogue character of communication. According to this picture,
  communication was a process in which the sender received feedback from the hearer that might lead him or her to modify their approach. In diagrammatical terms the nearest
  representation to the model was a circle, and various forms of the circular model such as ovals and rectangles with rounded corners became popular in the early management literature. There are many
  versions of it, but the essential idea is the same. The example above of the feedback process comes from management expert John Humbles book Improving Management Performance
  (1969).
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  It has been hoped that the circular model as shown above would portray communication as flexible, dynamic and democratic, as indeed to some extent it does. Moreover the electronics background to
  this systems model provided some good metaphors for failings of communication in personal and organizational life. They include:

  



  
    
      	
        Timing

      

      	
        Coordinating messages in such a way that they are received either simultaneously or sequentially by different receivers

      
    


    
      	
        Overload

      

      	
        Reception of messages in such quantity that the receiver is overwhelmed and unable to respond intelligently

      
    


    
      	
        Short-Circuiting

      

      	
        The omission of one or more persons in a vertical or horizontal communication chain

      
    


    
      	
        Distortion

      

      	
        Differences in meaning of messages as perceived by senders and by receivers, primarily due to different job or positional orientations

      
    


    
      	
        Filtering

      

      	
        Conscious manipulation of facts to colour events in a way favourable to the sender (especially upward communication)

      
    

  


  The circular or systemic model does have certain drawbacks. Circles and systems can imply a concentration on social maintenance. The cyclic model also evokes
  some prevalent and largely unexamined assumptions about the nature of society and meaning of history. The circular image of things returning to their starting points like the change of the seasons
  has never entirely satisfied Western civilization. For better or worse we want to push onwards along a line into the unknown. Better fifty years of Europe than a cycle of Cathay, the
  English poet Tennyson declared in the nineteenth century.


  KEY POINTS: THE NATURE OF

  COMMUNICATION


  
    
      	
        The concept of communication embraces a wide range of meanings that circle around the idea of sharing. That sharing or exchange is now more commonly related to
        abstract things, notably meaning.

      


      	
        For communication to happen there are some necessary elements or conditions: social contact, a common medium, transmission and understanding.

      


      	
        Some contact or connection is required. It may be physically close or, through technology, at a distance. If you are out of touch with people you cant communicate
        with them. But you may be out of touch because you dont communicate! Communication creates relationships; relationships produce communication.

      


      	
        Although we have evolved language as our principal medium for communicating with each other, we retain non-verbal communication  just as a sailing yacht might have
        an auxiliary motor. It is especially important as an expression of relationship. In Japan as in African tribal society, for example, how near or far you sit from the door indicates your
        seniority.

      


      	
        Both a distinct and clear transmission of some kind is required, and also an equal reception of it. Both sender and receiver
        contribute to the process by which meanings are exchanged between them by a common system of symbols.

      

    

  


  Communication is the art of being understood.

  Peter Ustinov, British actor and dramatist
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  THE COMMUNICATION STAR


  We cannot live only for ourselves. A thousand fibres connect us with our fellow men; and among those fibres, as sympathetic threads, our actions come as causes, and they come
  back to us as effects.


  Herman Melville, US author


  In the first chapter of this book the importance of the receiver as a positive contributor to the achievement of understanding is emphasized. But there are other elements
  involved in the commoning of any matter. In this chapter these elements will be identified and discussed with the help of the model I call the COMMUNICATION STAR.


  The point of this model is that it visually illustrates the essential inter-relatedness of the elements or aspects of communication. But it is far from perfect and you may be prompted to build
  your own model by its very inadequacies. In other words, its purpose is to keep you thinking, not to bring our discussion to a halt.


  There seem to be six key aspects to communication. First, there is the communicator  the person who has something to share. Secondly, there is the intention or aim that lies
  behind the communication. Thirdly, there is the other person or persons, the receivers or communicants. The content or matter of the communication  whatever
  it may be  forms the fourth main ingredient. Fifthly, the means or methods of the communication constitute an independent element in their own right. Lastly, the context or
  situation in which it all takes place influences the nature and outcome of all communication.


  These six aspects or elements stand in a complex relationship of interaction with each other, as we shall see when we look at the salient factors to be considered under each heading.


  We tend to regard them from the viewpoint of the communicator. One way of developing understanding of communication is to look at it from other viewpoints. We could imagine the elements as
  billiard balls that can be sized up from different angles. Or possibly as the outer points and centre of a star, joined and defined by lines of relationship as shown in the figure below:
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  It is tempting to put arrows on the linking lines in the diagram above and to make it into a dynamic process. But this would be oversimplification, a return
  to the one-way traffic idea. The influences between the points are tidal: they ebb and flow in both directions. Thus the diagram is alive in that it moves, contracts and propels itself forward in
  time and space like an amoeba but unlike that amorphous creature there are the six elements to which the mind can constantly return: aim, communicator,
  communicant, content, methods and situation.


  What then are the relationships between these variables? Obviously there is some sort of relationship between sender and receiver  communicator and communicant  but
  quite what character it has will vary: in fact it will always be unique. There is also, or ought to be, a relationship between the content and methods but again the nature of the link
  between them will vary very widely from instance to instance. In fact a major proposition might be that all six factors have a complex interconnection with each
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  CASE STUDY:

  THE FATAL ORDER
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