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INTRODUCTION

Forthepurposesofthisvolume,Handbook of Research on Strategic Communication, Leadership, and 
Conflict Management in Modern Organizations,wecontinuetofocusonorganizationsandtheintricate
dynamicsthatmakeorganizationstick.Amongthosedynamicsandprevalentthroughoutthecontent
arepivotalfeaturesthatcaneitherserveascatalystsfororganizationalsuccessorasacancerthatcan
causeanorganizationtocrumble:leadership,management,communication,andconflict.Thesecon-
ceptsarecrucialtoallorganizations.Howtheyareutilizedgenerallydeterminesthesustainabilityand
fateoftheorganization.Theseconceptswillbedefinedasbroadlyaspossibletoencompassnotonly
ethnic,cultural,andgenderdifferencebutallthedifferencesprotectedandpromotedbyprofessional
andphilosophicaldifference.Organizationstodaymustsomehowfindwaystoeffectivelybridge,blend
andleadalltobetheirmostproductive.Wehavesearchedfarandwidetosolicitauthorswhostudyor
researchedleadership,organizationalhealthanddevelopment,orwhohavefirst-handexperiencesin
dealingwithwaystoimproveorganizationsincludingcommunicationandconflictmediation,manage-
mentandorchestration.Thiscollectionofchaptersistheresultofnumerouscontributorswholiveand
workinvariousnon-profitandfor-profitorganizationsthroughouttheworld.

Aseditorsofthisvolumewerealizedlongagohavingworkedgloballyondevelopment,environmental,
education,andotherorganizationalprojectsthatprofessionalsoftenworkatoddsandinsilosfocused
onlyontheirrestrictiveprofessionalmandateandtraditionalstyle.Wehavewitnessedprofessionaland
organizationalbiases,acknowledgeourown,andhaveattimesframedissuesaccordingly.Fromour
individualandcollectiveprofessionalexperiencesandmulti-prongedresearch,wehavefurtherencoun-
teredapotpourriofprofessionals (e.g.,economists,engineers,scientists,educators,criminal justice
personnel,corporateCEOs,etc.,)whocommunicatedthesignificanceofindividualachievementand
failedtoeffectivelypartnerwiththecommunitiesandclienteletheyserved.Attheirworst,theyfight
over“turf”ratherthancollaborateforthecommongood(Erbe,2014).

Amongthelitanyoflessonslearnedfromourexperiencesweseetheneedtodeliberatelyandin-
tentionallychangecommunicationapproaches.Beingawareofculturaldifferencesiscriticalforany
organizationtobesuccessful.Webelieveitisequallycriticaltohonorandrespecttheintegrityofcultural
differences(Normore,2009).Wefurtherbelievethisisbestdemonstratedinorganizationsintheway
layersofleaderscommunicatetheirorganizationalgoalsandintentions.Peoplesometimesexpressand
communicatetheirparticularconcernthattheirculturalknowledgeandpracticesarenotbeingmaintained
totheextentthattheywouldlike.Thisconcernisespeciallycommonforpopulationsunderpressureto
changefromforceswhichareseenascontrolledbyadominantgroup.
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Throughoutthiscollectionofchapters,communicationwillbedefinedbroadlyaswellassimply
toincludeanytimeandthemyriadwaysorganizationalconstituenciesareabletoeffectivelybridge
differencesforreachingasharedgoal.Consistentwithourperspective,theNationalCommunication
Association(2015)succinctlyandclearlydefinedthedisciplineofcommunicationasafocusonhow
peopleusemessagestogeneratemeaningswithinandacrossvariouscontexts,cultures,channels,and
media.Withinthisframework,organizationalcommunicationisconcernedwiththesymbolicactthrough
whichorganizationsadaptto,alter,ormaintaintheirenvironmentforthepurposeofachievingorgani-
zationalgoals(Cummings,Long,&Lewis,1987).Webelieveitisimportanttodifferentiatebetween
theterms“communication”and“communications.”Communicationisconcernedwithanexchangeof
symbols/messages/meaningsamonghumansandisamostcommonmethodforexercisingleadership.
Incontrast,communicationsisconcernedwiththemeans,technologies,channels,andmediapeople
usewhencommunicating.Communication isastrategicmessagecreationactivity;communications
isafocusonthemethodsandchannelsselectedfortransmittingthemessage.Communication,along
withleadershipandconflictmanagement,areinextricablyintertwinedelementswithinorganizational
processesthatimpactonoutcomes.

Althoughleadershiphasbeenwidelystudied,thereisapersistentlackofagreementaboutwhatcon-
stitutesthemosteffectiveleadershipstyles.Forexample,someauthorsunderstandaneffectiveleaderas
somebodywhopeoplefollow,orassomeonewhocommunicateswellandguidespeople.Othersdefine
leadershipasmorecollaborativeandincludeteamfacilitation:strongcommunicationskillscoupledwith
theabilitytoorganizeinordertoachieveacommongoal.Recentscholarsineducationalleadershiphave
paidconsiderableattentiontopracticesandpoliciesthathavemarginalizedspecialpopulations(e.g.,
disabilities,race,socio-economics,ethnicity,gender,aged,sexualorientation,mentallyill,homeless-
ness,etc.,)andposechallengingquestionstoleaders,scholars,andthebroadercommunitytoengagein
discussionsaboutleadershipforsocialjustice,globalculturalliteracy,andintercultural,multicultural,
andcross-culturalproficiency(Erbe&Normore,2015;Normore&Brooks,2014;Normore&Erbe,
2013).Leadershiptheoryandleadershippracticearerespondingtosocietalchangesbyshiftingfocus
fromwhatleadersdo,andhowtheydoit,tothepurposeofleadership.Forourpurposes,effectivelead-
ershipisbroadlyoperationalizedasaprocessofculturalandsocialinfluenceinwhichvariouspeople
enlistthehelpandsupportofothersintheaccomplishmentofacommontask.Leadershipisnottobe
confusedwithmanagementwhichbyandlargefocusesontasks-orientationandefficiencyratherthan
influenceandeffectiveness.

TheHandbook of Research on Strategic Communication, Leadership, and Conflict Management in 
Modern Organizationsisinherentlyandpotentlytransformativefororganizationalleadersandmanag-
erswhoencouragethemostinnovativeformofmanagingandsolvingconflict,andwhofosterthemost
effectiveformsofinternalandexternalcommunication,insupportofthelocal,nationalandglobalcom-
munitiesserved.Iforganizationslackeventhebasicsofwhatisbeingadvocatedthroughoutthisbook,
theymaybenefitfrominvestigatingthecontemporaryroleoforganizationalleadership.Suchorganiza-
tionalconflictresolutionexpertsarepreparedtocoachleadershipinimpartialinclusiveprocess,mediate
acrossdifferenceandotherwiseassistallmembersoforganizationsdeveloptheskillsandconsciousness
neededtoeffectivelycommunicate,negotiate,andcollaborateacrossdifferences.
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THE STRUCTURE OF THIS VOLUME

Thisvolumeiscomprisedof22chaptersorganizedintofivesections:“MediatingandNegotiatingOrga-
nizationalConflict,”“LeadershipandCommunicationinK-16Education,”“LeadershipChallengesand
OpportunitiesinPublicSafetyLeadershipandManagement,”“StrategiesforImprovedCommunication,”
and“CollaborationandImprovedEngagement.”

Section 1: Mediating and Negotiating Organizational Conflict

Thissectionfeaturesfivechapters.InChapter1,“FixingtheSIC:PreventingandManagingSelf-Inflicted
Crises,”AndrewSPyle(ClemsonUniversity,SouthCarolina),exploresthreecasesoforganizational
conflictresultingfromself-inflictedcrisisevents.Theauthorexaminesthesocialmedia-basedcom-
munication practices of three organizations and draws lessons from both successes and failures for
howorganizationsshouldrespondtoself-inflictedcrises.InChapter2,“AlternativeandIndigenous
DisputeResolution:ALegalPerspective,”SaleemGul,(InstituteofManagementSciences,Peshawar,
Pakistan)providesadetaileddiscussionontheconceptssurroundingtheterms‘conflict’and‘dispute’.
Thechapterprovidesadetaileddiscussion,basedoncontemporaryliterature,todifferentiatebetween
disputesandconflicts.Theauthordiscussesdisputeresolutionintribalandindigenoussocietiesandwhat
locallyderivedmethodsarepracticed.BrianJarrettandKaraDellacioppa(CaliforniaStateUniversity
DominguezHills)ofChapter3,“NegotiatingMoralReasoninginMediation,”examinetheimportance
ofunderstandingmoralreasoningprocessesinindividualsinvolvedinmediation.TheydiscussLawrence
Kohlberg’smodelofmoralreasoningandappliesittoacasestudyofaworkplacedispute.Theyalso
presentcareethicversusjusticeethicdebateputforthbyfeministpsychologistschallengingmainstream
theoriesofmoralreasoning.Chapter4,“CollaborationandConflictinThreeWorkplaceTeams’Proj-
ects,”TomCockburn,PeterA.C.Smith,TheLeadershipAllianceInc.,andGordonA.Cockburn,GA
ConsultingLtd.,looksatmicroleveldetailsofconflictandcollaborationinthreeorganizationsaswell
astheobservedsocioemotionaldynamics.Chapter5shiftsthefocusto“MAGNUSLeadership:Using
PrincipledNegotiationtoImproveInternationalNegotiation.”AuthorsAlexanderJavidi,LarryLong,
MitchJavidi,L.BrooksHill,AnthonyH.Normore,andJamesKlopovic(NationalCommandandStaff
College,andInternationalAcademyofPublicSafety),examinehowleadershipconnectstoprincipled
andinternationalnegotiationandofferafewpracticaltipsforbeginningthejourneyofbecomingMAG-
NUS.RecommendationforinternationalMAGNUSnegotiatorsareoffered.

Section 2: Leadership and Communication in K-16 Education

Thissectionfeaturesfourchapters.InChapter6,“TheUseofOnlineSocialNetworksandItsInflu-
enceonJob-RelatedBehavior:TheHigherEducationContext,”authorsVeraSilvaCarlos(University
ofAveiro,CampusUniversitáriodeSantiago)andRicardoGouveiaRodrigues,(UniversidadedaBeira
Interior,Portugal),evaluatetheeffectofusingonlinesocialnetworksontheworker’sattitudesandbe-
haviors,particularlyinthecontextofHigherEducation.Inchapter7,“TheCaseforEffectivelyUsing
ExistingBusinessImprovementModelsinAustralianSchools,”VenesserFernandes(MonashUniver-
sity,Australia)presentsanadaptedversionforcontinuousschoolimprovementwithinschoolsystems
inAustralia.Thisadaptedversionofcontinuousschoolimprovementprovidesatheoreticalframework
onhowschoolsoperatingasself-managedbusinesssystemscanensurethatthedeliveryofeducational
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qualityisstrategicallysustainedattheorganizationallevelandthatfocusremainsontheimportantcore
businessofstudentlearning.InChapter8,“TheRoleofLeadershipandCommunicationChallenges:
Re-ConceptualizingGraduateInstruction,”HeatherM.Rintoul(NipissingUniversity,Ontario,Canada)
exploresconcernsandchallengesassociatedwiththetransitiontoonlinegraduateinstructionfromthe
traditionalface-to-faceformat.Theauthordiscussesseveralcatalystsforthetransitiontovirtualteach-
ing;theethicsofbeingpresent;impedimentstolearningandcommunicationonline;andparticipant
concerns.Chapter9,“LeadingTeacherProfessionalLearning:SharedLanguageforSharedGoals,”
DoronZinger,JenellKrishnan,NicoleGilbertson(UniversityofCalifornia,Irvine)andKateHarris,
(PittsburghCAPA6-12)presentoneaspectofcommunication in teacherprofessionaldevelopment,
buildingsharedunderstandingofkeyterminologyandideas.Theauthorspresentthreecasestudiesof
professionaldevelopmentprogramfromacrossEnglish,history,andscienceandhighlightprofessional
developmentdesignandimplementationapproachesthatproducedvaryingdegreesofsuccess.

Section 3: Identifying Challenges and Opportunities in 
Public Safety Leadership and Management

Thissectionfeaturesfourchapters. InChapter10,“IdentifyingBlindSpots inLeadershipDevelop-
ment,”authorsTimothyW.Turner(FederalBureauofInvestigation),andRichardJ.Conroy(Dallas
BaptistUniversity)examine360-degreeassessmentsintermsofleadershipdevelopment,training,and
coaching.Multi-raterassessmentuseisreviewedinthecontextofemotionalintelligencecompetencies.
Chapter11,“FindingStarPerformerLeaders:TheSecrettoRunningSuccessfulOrganizations,”Reuven
Bar-On(NationalCommand&StaffCollege),describeaninnovativeandvaluablemethodforcreating
predictivemodelsdesignedtoassistinhiringhighperformingleaders–“starperformers”–aswellasto
continuetoenhancetheirabilitytoperformonanevenhigherlevel.Thisapproach–“StarPerformance
Modelling”–isdescribedindetailincludingtheprocessinvolvedandhowbesttoapplythestarper-
formermodelsthatarecreated.Chapter12,“First-LinePoliceSupervisoryLeadership:APivotalRole
inEffectiveCommunicationandEngagement,”BrianEllis(SacramentoPoliceDepartmentandNational
CommandandStaffCollege),andAnthonyH.Normore(CaliforniaStateUniversityandNationalCom-
mandandStaffCollege)highlighttheextantliteratureonorganizationalleadershipanditspivotalrole
ineffectivecommunicationandengagementprocesses.Theauthorsfocusonfirst-linesupervisorsand
theimpactofcommunicationandengagementonofficersundertheirsupervision.Employeetrait,state,
andbehavioralconstructscoupledwiththecultureofemotionalconnectionbetweenpoliceofficersand
thepoliceorganizationareexplored.InChapter13,“DynamicPresenceratherthanCommandPresence:
HowCommunicativeIntelligenceInfluencesPolice/CitizenInteractions,”RenéeJ.Mitchell(University
ofCambridge)andKendallZoller(SierraTrainingAssociates)assertthatpolice-citizeninteractionsare
acomplexprocesswhereverbalandnonverbalinteractionsareoccurringsimultaneouslyandinterpreted
immediately, leading to multiple chances for misunderstanding or misinterpretation of the officer’s
intent.Withlittleresearchontheactualtechniquestocreatetheperceptionofpolicelegitimacy,these
authorslinkcommunicativeintelligencetotheverbalandphysicalbehaviorsofficersshouldengagein
toenhanceproceduraljusticeandimprovepolicelegitimacy.
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Section 4: Strategies for Improved Communication

The section features fivechapters. InChapter14, “MobileCommunication inHospitals:Problems,
Possibilities,andSolutions,”TerjeSolvoll (NorwegianCentreofE-HealthResearchandUniversity
HospitalofNorthNorway)argues thatmobilecommunicationforhealthcareworkersareacritical
partofhospitalsinfrastructure.Manyofthesesystemsdonotworkwelltogether,leadingtodifficulties
regardingmultiplecommunicationdeviceswithdifferentusagearea,unavailableormissingequipment,
andalarmfatigue.Inthischapter,theauthorpresentssolutionsandpossibilitiesbasedoncontextaware
communicationsystemswhichaimstoreduceinterruptionsandtherebyalsoalarmfatigue.InChapter
15,“ComplexActionMethodologyforEnterpriseSystems(CAMES):ASystemtoContextualizethe
BehavioralManagementIssueasQuantumMechanicalVariable,”OlafCames(UniversityofLiverpool,
UK)examinestheresultsoftwoexperimentsthatthehypothesesthatthetheoryofquantummechanics
andthetheoryofcommunicativeactionqualifyasabuildingblockforaplannedmethodologicalapproach
tointerveneandsteerproblematicsocialstructuresinthedesireddirection.Chapter16,“StrategicCom-
municationinCrisis:WinningMay(Not)BeEverything,”authorsLaurenJKeil(OptumConsulting),
andAngelaMJerome(WesternKentuckyUniversity)useTheOhioStateUniversity’s(OSU’s)tattoos
formemorabiliascandalasexemplarandoffersmeaningfulinsightandpragmaticconsiderationsfor
practitionersdealingwithsimilarsituationalconstraints.InChapter17,“HelpMeUnderstand:Effectively
CommunicatingAcrossGenerations,”CarolynN.Stevenson(PurdueUniversityGlobal)asserts that
highereducationleadersneedtoidentifydifferencesamonggenerationsofemployeesandstudentsand
developastrategicplanformanagingandmotivatingacrossthegenerations.Inacasestudyformat,the
authorsharesthatimplicationsforhighereducationleaderslieinestablishinganorganizationalculture
thatpromotessatisfactionforallindividualsinthehighereducationsetting.InChapter18,“Strategic
ManagerialCommunicationintheDigitalEra:ImplicationsforEthicalandUnethicalBehavior,”Isabell
CarolinaCamillo(NiagaraUniversity,NewYork)andAngeloA.ACamillo(SonomaStateUniversity)
discuss thetopicofcommunicationwithemphasisonethicalmanagerialcommunicationwithinthe
globalcontext.

Section 5: Collaboration and Improved Engagement

Thefinalsectioncontainsfourchapters.InChapter19,“DataveillanceintheWorkplace:MovingBe-
yondDivergentPerspectives,”ReginaConnollyandClionaMcParland(DublinCityUniversity),outline
emergingissuesrelatingtouseofemployeemonitoring,andsummarizebothmanagementrationalefor
monitoringaswellasemployeeprivacyconcernsandproposesanethicalframeworkthatisusefulfor
balancingthesedifferingperspectives.InChapter20,“ImprovingVirtualTeamEffectiveness,”Edward
T.Chen(UniversityofMassachusettsLowell)addressesthevirtualworkplaceandteleworking.The
authorintroducescommunicationsystemsthatareontherisetomakevirtualteamsmoreeffective.Per-
formanceofvirtualteamsareexplained,andwaystoenhancethevirtualteameffectiveness.InChapter
21,“CollaborativeLearningStrategiesinOrganizations,”SandraSanzMartos(UniversitatObertade
Catalunya),andMarioPérez-Montoro(UniversityofBarcelona)aimstodefine,identifyandcharacterize
communitiesofpracticeanddifferentiatethemfromotherorganizationalstructureswhicharenotsuch
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communities.Itestablishesacomparisonamongthemandobservesthebenefitsobtainedfromeach
structure,indicatingwhichstrategytoapplydependingonthegoalorchallenge.Inthefinalchapter,
Chapter22,“Using Innovative InternalCommunication toEnhanceEmployeeEngagement,”Karen
Mishra(CampbellUniversity,NorthCarolina)AneilKMishra(EastCarolinaUniversity)andKhaner
Walker(LenovoConsulting)examinehowone$45billionFortuneGlobal500technologycompanyuses
internalcommunicationtopromotecollaborationandengagementacrossdispersedemployees’teams.
Theauthorsdescribehowthecompanyhasdevelopedbothitsintranetanditsnewmobileappandhow
innovativeinternalcommunicationcanpromoteengagementandcollaboration.

Anthony Normore
California State University – Dominguez Hills, USA

Mitch Javidi
International Academy of Public Safety (IAPS), USA

Larry Long
Illinois State University, USA
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