Jen Norbert is a plant manager for Keys International, a manufacturing firm in the Midwest. She receives a call one day from corporate headquarters complaining that one of her department heads has made a request that, in the words of a corporate vice president, "is incomprehensible." "This request is so full of technical jargon, I am wondering what language is spoken at your plant." After the call, Jen wonders if there are other language problems at her plant, so she calls a meeting of all her managers and supervisors to discuss this issue. To her amazement and disappointment, Jen discovers that numerous problems exist in the way employees communicate with one another at the plant. "Some of my workers have no idea how to carry on a simple conversation," says one manager. Another remarks, "Most of my employees either tell me about a problem long before it happens or wait until it is too late to do anything about it." One supervisor complains that too many people do not follow the chain of command when making requests. Another manager raises the issue of feedback, griping that "no one around here knows if they’re doing a good job or not." The head of administrative services remarks, "I don’t know where employees in this company learned how to use the telephone, but it must not have been on this planet! No one knows how to take a message or pick one up." These verbal communication problems seem overwhelming to Jen.


Help Jen Norbert solve some of the plant’s verbal communication problems. What problems are obvious? Are these supervisors, managers, vice presidents, and plant managers effective verbal communicators themselves?, what advice can you give to Jen Norbert about dealing with this plant’s communication problems?
