Business Implications of
Honest Signals

Compared with “honest signals” like
mimicry and “influence displays,” language
is relatively new to our species, observed
MIT Media Lab’s Alex Sandy Pentland in a
lecture in April at the Isenberg School. The
lecture was a highlight in the INFORMS
(the Institute of Operations Research and
the Management Sciences) Lecture Series,
coordinated each semester by the campus’s
INFORMS student chapter. Honest signals
underlie language and help us to “read” a
great deal of human behavior. “They are
very hard to fake,” emphasized Pentland.
“Malcolm Gladwell’s Blink talks about
gaining insights thorough
split-second exposure to
behavior through “thin
slicing.” Our research
adds computational
theory to that.

HONEST
SIGNALS

“By listening to just

30 seconds of a
telemarketing call, we
can predict with 89
percent accuracy —just
from the operator’s
tone of voice—how
successful that call will
be,” noted Pentland, who has achieved
similar successes in studying thin slices in
sales negotiations, business plan pitches,
and speed dating.

“We use badge systems and smart phones
to X-ray entire organizations,” Pentland
continued. Signaling seems to have evolved
with networks of communicators, he

noted. Pentland’s research indicates that
organizations with interlocking star-shaped
networks and communicators at the nodes
have greater cohesion, are more productive,
and make faster, better decisions.”) For

a nontechnical overview of his research,
Pentland recommended his recently
published book, Honest Signals, (MIT Press).
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Mark McDonald Wins the

2009 North American Society
for Sport Management
Distinguished Educator’s Award

Isenberg School’s HTM Department Receives
Annual Hospitality Award

The Isenberg School’s Department of Hospitality and Tourism
Management (HTM) is the 2009 recipient of the Howdy Spotlight
Award for hospitality excellence. Presented annually by the Greater
Springfield Convention & Visitors Bureau (GSCVB), the award honors
sustained, outstanding service to the Pioneer Valley’s tourism industry.

A letter to HTM department head Haemoon Oh informing him of the
honor praised his department’s long-term commitment to the culture
and economy of hospitality and tourism in the Pioneer Valley. “Clearly
the superior work ethic and dedication to the industry starts at the top
of this department, and is imprinted in those who take its courses,”
emphasized GSVBC president Mary Kay Wydra. The letter praised the
work of Professor Rod Warnick and two HTM students, who collected,
analyzed, and shaped tourism research trend data for widespread use
by the bureau.



