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In order to survive and develop, a firm must know the market it operates 
on very well and must permanently and efficiently communicate with it. 
The process is frequently affected by a range of communicational 
barriers, among which, the psychological ones pose the most complex 
problems. Irrespective of the problem, solutions cannot be given unless 
the initiating causes are clarified. Starting from this truth, the most 
representative psychological limitations which affect the process of 
organizational communication are presented below. Each employee’s 
self-knowledge, wisdom and understanding of the role he/she has within 
their own organization image and activity comes to have a special 
support in overcoming these obstacles. Other approaches of psycho-
sociological barriers which impede the communication process are: self-
motivation, perception and recognizing the others’ feelings, the 
communication skills. 
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Under the circumstances of the present economical and social 
dynamism, the successful presence of an organization on the market is more 
and more difficult. In most activity areas competition is so strong that, in 
order to survive and develop, a firm must know the market it operates on 
very well and must permanently and efficiently communicate with it. 
Sustained efforts are necessary to establish and improve a modern and 
efficient communication system. Despite efforts made in this direction, the 
process is still frequently affected by a range of communicational barriers, 
among which, the psychological ones pose the most complex problems. 
Irrespective of the problem, solutions cannot be given unless the initiating 
causes are clarified. Starting from this truth, the most representative 
psychological limitations which affect the process of organizational 
communication are presented below. 
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► Emotivity. Every employee involved in the communicative 
process has the interest of knowing both his/her own emotivity and the 
techniques which help pattern his/her behaviour and adopt the most 
adequate way of reaction in all kinds of inter-related situations inside or 
outside the organization. It would be an ideal situation if the interlocutor 
could act in the same way. This requirement is all the more important since 
the expressing of emotivity is not always proportional to the real state of a 
situation or another. In order to meet the demands of business partners and 
control the unfavourable effect an unusual, troubling scene may have on the 
individual in question, the person which communicates will develop a 
behavioural strategy in which controlling one’s emotivity plays a special 
role in restoring the balance. This is all the more necessary since it is 
possible that, under the circumstances of merely reliving a situation which 
left an unpleasant mark, the respective person feel a strong emotion. He/She 
will instinctively show the emotion in question without thinking at a 
different answer, more adapted to the new situation. The emotions that can 
appear in a troubling situation can be expressed through well-known 
reactions such as: changes in the features of the face, pallor, glow; 
palpitations, difficult breathing, sometimes blocking; changes in the voice, 
trembles; a feeling of uncertainty; bad condition (sometimes screams and 
tears). The person who succeeds in controlling these phenomena will 
overcome his/her emotivity.  

Of course, these phenomena are different with each and every 
individual, but they all share certain invariable characteristics and directions 
that can have consequences on one’s personality and cause behavioural 
disorders such as: insomnia, nervousness, anxiety, depression. In order to 
control it, it s good to know that emotion has four stages: loading – contains 
the quantity of accumulated energy, tension – consists of accumulated and 
retained energy, which can be treated at the muscular level by tensing up the 
temples and the jaw bones, relieving – should normally follow every tension 
allowing the relieving of the accumulated energy, relaxing – a period which 
allows the individual to relax and which can lead to stress when its absence 
repeats itself.    

Controlling one’s emotions has a very important role in performing 
one’s duty in optimum conditions. Thus, it is necessary to know and apply 
some simple action principles: reasoning calmly, repeating one’s behaviour, 
taking a certain action. In the first case, it is necessary to take a somewhat 
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different step as opposed to what we are used to do. This exercise will help 
us act calmly under certain circumstances and search for solutions to the 
respective action. Repeating one’s behaviour is a technique that consists in 
associating the calmness, the physical and mental relaxation with the images 
of the emotional situations we have experienced. In keeping with the 
requirements of this technique, the person communicating can mentally 
develop the positive characteristics of a situation which triggered his/her 
emotivity in accordance the following procedure: 

- relieving tension by means of  breathing and muscle relaxation 
exercises; 

- visualising situations by remembering some problematic situations 
or imagining a new scenario, asking questions such as: “What have I 
done?”, “What should I do?”, “What caused this tension?”, “How can I 
control it?” or ”What will I do in the future?”;  

- self-controlling, imagining ourselves perfectly calm, serene, 
having everything under control; 

- making decisions: setting the lines of a new conduct, with 
alternatives, having in mind all the time this reflection, while being 
physically relaxed; 

- repeating the scene often without recurrence of emotivity. 
The negative effects of emotivity can be limited in the very stage of loading. 
Thus, it is necessary to know that: 

• emotivity is contagious; it can be transmitted in the problem-
situation; 

• isolating ourselves from the person in question, we will remain 
calm; 

• emotivity can be seen in gestures, attitudes, facial expression and 
look. It is believed that within a communication act, 7% of the message is 
transmitted through word meaning, 38% through the manner they are 
uttered and 55% through facial expression; 

• our own emotivity is not always visible.  
Emotivity should not be considered an enemy, but an engine we 

must adjust through knowing our own behaviour and conduct, through 
learning self-control techniques and through real motivation of self-control 
will. It is neither ridiculous, nor shameful to consider means of relieving 
emotional shocks that are caused in human relationships. Organizing a good 
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control of emotion, inherent otherwise, when getting in contact with the 
public is an essential condition of fulfilling objectives in good conditions. 

► Aggressiveness. Part of our innate instincts, it is a natural 
tendency which bursts out under certain situations and circumstances. It is 
part of every one of us, irrespective of our profession or job. It is the cause 
of action and the solution of anxiety. To be able to better control it, we have 
to know the initiating factors existing in different situations, in each 
person’s life and in the environment. These are as follows: rejection of a 
very important thing to us, a challenge or an offence; a failure, a family 
conflict, an injustice or tiredness; alcohol, tobacco, family environment, 
overworking, loneliness, complexes, malice, hatred, fear; noise, permanent 
agitation, promiscuity, social injustice, gambling. Every person should be 
aware of the fact that he/she possesses aggressiveness. The problem is not 
acknowledging or suppressing it, but reliving this feeling and using it only 
in a more efficient action, not for getting in conflict with someone else, for 
using violence, but to prevent it, to understand the existence of such an 
independent tendency, to use it efficiently and to control it. This is the only 
way of adopting a non-conflictual attitude in dealing with a delicate 
situation, where conflict seems to be the only solution.  

► Shyness. In public relations, an employee should be neither 
aggressive, nor shy as shyness will prevent him/her from correctly and 
completely fulfilling his/her obligation. Shyness can take the form of a 
defensive, anxious, hesitating and asthenic behaviour or that of a negative 
adaptation to the natural requirements of life and profession. Overcoming 
one’s shyness is a gradual process of developing confidence in oneself and 
in the people around and of assuming a major responsibility. Developing 
courage has an essential role in overcoming one’s shyness as it increases the 
ability to consciously face dangers and act under hazardous circumstances. 
Learning and practise, ways by means of which one can improve 
environment adaptation and psycho-behavioural development, are also of 
great use in overcoming shyness. A shy individual is a timid, bashful person 
lacking boldness and confidence. An employee with such features, whose 
job requires communication abilities, will never be a professional.  Shyness 
is a weakness, a serious obstacle in public relations.  

► Affectivity. Affectivity generates obstacles in communicating 
with the interlocutors if sensitivity and emotional behaviour are exaggerated 
and has the result of weakening the employee’s definite ability of action. It 
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is certain that this will show sympathy and friendship for those in the public 
he gets in contact with, but he/she will not make an obstacle out of them 
when fulfilling his/her obligations. 
Self-knowledge consists of the ability to clearly identify one’s feelings. The 
lack of self-knowledge can lead to an impulsive behaviour, dictated by 
unfiltered emotional responses. If you do not know yourself well enough, 
you might have irrational reactions, you can verbally offend your 
interlocutor, which you will later regret. Thus, a good self-knowledge will 
help you identify and isolate the source of your immediate emotional 
responses and refrain from harmful actions and reactions. It is this self-
knowledge that the control of feelings as well greatly depends on. You can 
control and suppress negative feelings invading at certain times – fear, 
depression, irritability – and foresee their consequences (family problems, 
work conflicts…). You can thus successfully manage difficult situations in 
life. But this is not the only way you can do that. Other approaches of 
psycho-sociological barriers which impede the communication process are: 

- Self-motivation depends on a total control of emotions. If you 
pay a lot of attention to the moments and reasons why your emotional 
reactions burst out, you can eliminate all negative feelings which often 
block creativity and leadership and advance personally and professionally. 
You will thus be more motivated and efficient in whatever you are doing. 

- Perception and recognizing the others’ feelings is the secret of 
a constructive relationship with those around you. Empathy is the ability of 
some people to be sensitive, to react even at the smallest problems of the 
others. Developing your power of understanding the needs, desires and 
expectations of those around you, you succeed, on the one hand, in better 
understanding your reactions and feelings and, on the other hand, in being 
more understanding and careful with the others. 

- The communication skills, Goleman referred to, are based on 
the principle that when you want to obtain something, you behave nicely 
with that person. In this context, communication means to know to a great 
extent the way you can flatter someone to determine him/her to do exactly 
what you want. Those who can communicate at this level are usually very 
popular persons and have strong leading qualities.  

The elements presented so far are gathered in the speciality literature 
under the term of emotional intelligence and are, in fact, its main 
characteristics. Considered by some experts the secret of personal and 
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professional success, emotional intelligence is a mixture of self-confidence, 
motivation, empathy, free thinking, tact and diplomacy. A person with such 
attributes will have a high emotional intelligence. Thus, he/she can control 
emotional reactions against the others as he/she is aware of all the factors 
contributing to the respective reaction. Emotional intelligence has been 
identified as early as 1920 by E. L. Thorndike and defined as social 
intelligence – “the ability of understanding and working with others, of 
wisely behaving in human relationships”. Later, in the 1980s, this type of 
intelligence was divided into inter and intrapersonal intelligence.  The 
former – the interpersonal intelligence – the ability to understand the others 
(what motivates them, how they work, how you can better cooperate with 
them), and the latter – the intrapersonal one – the same ability oriented 
towards one’s self. Emotional intelligence is thus a form of “social 
intelligence”, the ability of controlling both one’s and the others’ emotions, 
of distinguishing between them and of using this information to guide the 
way of thinking and acting. 

 The question “What makes certain people with a low or average IQ 
succeed in their career?” was often asked. What makes others with a high 
IQ fail and suspend their career? The answer to this apparent paradox is the 
way each of them uses his/her emotional intelligence (EQ). Not until 
recently, the tests of measuring a person’s IQ were considered completely 
relevant strictly to his/her intellectual abilities. This fairly new notion - 
emotional intelligence – has shaken in a small extent the intelligence based 
only on assimilating knowledge. And, as many persons with a high IQ are 
sometimes left behind professionally and personally by others with a lower 
one, and as communication abilities have gained more and more 
importance, emotional intelligence gains ground.   
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