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POLICY 
Establish organisation 
objectives. Frames the 

need for a construction project 
 

STRATEGIC 
Sets out the 

temporary project organisation’s goals 
 

TACTICAL 
Identifies resources required 

 
OPERATIONAL 

Organises and co-ordinates resources to achieve strategic goals 
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COMMUNICATION 

Socio-factors – 
relationships 

and teams 

Organisational 
pressure 

Social and physical 
environmental influence 

Industrial and professional
culture 

Psychological 
factors 

Formality 

Personal, 
professional and 
project history 

Experience, 
knowledge, 
competence and 
skill 
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SENDER RECEIVER 

Factors affecting sending and receiving of message 
 
 

Direction 
Content 
Medium 

Psychological noise 
Physical noise 

Defences 

Influence on sender’s 
message: 
• Background 
• Needs 
• Goals 
• Perception 
• External pressure 

Influence on sender’s 
interpretation of message: 
• Background 
• Needs 
• Goals 
• Perception 
• External pressure 

Feedback 
from the other person and 
other people has an effect 

on the results of 
interaction 

RESULTS 

Expectation Reaction 
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Known to 
self 

Not known 
to others 

Known to 
others 

Not known to 
self 

Open   (Common 
knowledge). Things 
that both others and 
we know about 
ourselves.  

Blind   Things that we 
cannot see, but others 
can. External behaviour 
observed by others but 
not recognised by 
ourselves. 

Hidden   (Personal 
secrets.) Things that we 
know about ourselves but 
do not disclose to others. 
What we don’t want 
others to know. 

Unknown   Things that 
we and others do not 
know about. Could be 
discovered by self or 
others later. 
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CENTRAL SYSTEM 
 
Stores and controls the release of:  
• Developing documents 
• Working documents 
• Superseded or archived 

documents 
 
Recalls old documents 
Identifies action and changes 
Identifies relationship between 
documents 
Identifies roles and responsibilities 
 
 

CONTROL GROUP OR 
INTERFACE GROUP 

 
Headed up by the 
Configuration manager 
 
Specialists from various 
disciplines meet to consider: 
• Co-ordination 
• Integration 
• Impact 
The group then informs the 
central system of necessary 
action 
 

INFORMATION IN 
 
Developing documents 
Proposed changes 
Problems 
Queries 
Personnel changes 
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CLIENT 

MAIN CONTRACTOR 
 

Mechanical and
electrical 
contractor 

Products and 
material 
supplier 

Cladding 
contractor – 
labour only 

Plant and 
equipment 

Products and 
material 
supplier 

Plant and 
equipment 

The contractor undertakes the responsibility for the total work package 

The main contractor sub-contracts some 
work packages for materials and labour 

The main contractor sub-contracts some work 
packages for materials and labour separately 

The contractor maintains greater responsibility for 
management where work packages are separate 

The subcontractors may also break their work packages down and sub-contract them further 
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Primary project 
network 

Integrated project 
team 

Secondary network 
Involvement necessary for project

completion, although no 
contractual control 

Level 3 
Pressure groups or any interested party. No
formal involvement, yet can affect project 

Ability to control and influence parties reduces as the network expands 
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1.          Client    Project manager              Designer 

2.          Client    Project manager  

Designer 

In situations such as diagram 1 
(chain) and 2 (circle) information is 
exchanged between two parties and 
then passed on to a third.  When 
attempting to reach a common 
(congruent) understanding both 
situations can, and do, lead to 
ineffective communication 

Designer 

Project manager 

Client 

3. 3. Where the designer and project 
manager work together, and meet 
face-to-face with the client 
representative, the potential for 
congruent understand is increased 
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Meeting should represent a 
network of free-flowing 
information. 

Some parties block others, are much 
more dominant, or lack confidence 
and are reluctant communicators. 

Free-flowing information. When 
discussions emerge, all parties should 
have equal opportunity to contribute. 

Human behaviour means that the 
strength of the network varies, the 
amount of information transferred 
depends on the parties. 
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As parties discuss their 
differences and defend 
their position tension 
develops which could 
weaken the relationship 

Successful conflict 
management maintains the 
relationship and explores 
differences 

Unsuccessful 
conflict 
management 
results in 
tension and 
friction that 
threaten the 
relationship 

Different: 
   Issues 
   Perspectives 
   Understandings 
   Beliefs 
   Values 
   Goals 
   Opinions 
 
 
 
 
Caused by: 
    Internal or external pressures 
    Education or training 
    Contractual or statutory requirements 
    Expectations 
    Incompatible behaviours 
    Personal dislikes 

TRIGGER EVENT  CONFLICT BEHAVIOUR  CONSEQUENCES 
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Formal dispute resolution 
Closed communication 
Third party intervention 
 
 
 

 Focus on
      avoiding blame and

responsibility

Conflict management 
 
 
 

‘Open communication’
Focus on resolving

differences and progressing

(Number of parties involved increases over time)                       TIME 

COST 
Litigation 
 
 
 
Adjudication 
 
Arbitration 
 
 
Negotiation 
 
Alternative 
dispute 
resolution 
 
Mediation 
 

Conflict 
avoidance 
 

Informal 
discussion 
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Gives task-based 
interaction 

Offers ideas, opinions, 
perspectives, beliefs, 

suggestions, directions 

Asks for task-based 
interaction 

Requests ideas, 
opinions, suggestions 

 
Shows positive support 
Agrees, shows support, 

encourages, praises, gives 
assistance, makes friendly 

gestures, attempts to relieve 
tension, shows solidarity 

Shows negative 
expression 

Disagrees, shows 
tension, disputes other 

proposals to expose 
weakness and risks 

associated with 
argument  

TASK-BASED INTERACTION 
Ensures different specialist 
perspectives are exposed 

SOCIO-EMOTIONAL 
INTERACTION 

Ensures different specialists 
challenge others and uses positive 
interaction to rebuild and maintain 

relationships 
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