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(Continued)

Written communication is simply content and can be interpreted in a number of ways, assuming that
the written communication is actually read of course! Someone reading an email at the end of a tiring and
stressful day might interpret the email very differently from someone who can take their time, think about
what it means and knows well how you usually communicate. Communicating with one individual by email
may or may not be effective, but if someone does not know you well, then you will need to be very clear
about your meaning, using language that most will interpret correctly.

Oral communication over the telephone adds what we call ‘para-linguistic cues”: small 'behaviours’
(some call them ‘behavioural tells’) which add to the meaning of just giving the words themselves. In written
text/chat communication, we have ‘emojis’, which perform the same function. Although we will cover them
in more detail below, these tells - such as speed of speech, pitch, volume and variation in any of these -
indicate how important different words and issues might be, and a telephone conversation will give you this
extra information in a way that a letter or an email rarely will.

The richest and most complete form of communication is face-to-face communication. With this,
others will be able to see your body language and facial expressions, as well as understand your tone
of voice, which means that the chances of your message being interpreted correctly are increased.
(This is one of the key reasons why employers use face-to-face selection interviews when selecting
their staff.)

One word of caution: the interpretation of your message - even when given face-to-face - is only as
good as the decoding used by the recipient of your communication, and this is not usually something that
is within your control. The additional advantage of face-to-face communication is that you can seek the
feedback mentioned above and check instantly whether the message was actually received in the way you
intended.

(d) Even if the code is understood, there can be a range of issues which distort the
reception of the message. Broadly speaking, communications experts call these ‘noise’ and
‘perceptual filters’. The ‘noise’ is the external background factors which can impact on the
‘hearing’ of a message (e.g. the number of tasks we have to deal with, the effort required to
decode a message, motivation and interest in relation to the subject content — anything which
can affect whether we actually hear parts of a message), while the ‘perceptual filters’ are
internal factors which affect our interpretation of a message (e.g. our own knowledge and
previous experience about an issue, trust we have in the individual). Both affect the accuracy
of any ‘decoding’ process that takes place, and therefore the accuracy of the interpretation of
any message.

Example: The question ‘Have you been able to finish that section of the assignment yet?’ is received by
someone (let's call them ‘B’) who believes that you do not trust them, and is interpreted as ‘I don't think you've
fini_shgq t]w‘s part of the report either but | am just checking ..., indicating impatience.

Such distortions in communication are particularly important when communicating across
cultures. Cultural expectations can really distort the way that messages are given since the
encoding will usually be very different (see Chapter 13). The point is made clearer when we think
of differences between direct translation and interpretation. Direct translation from one language
to another takes the words and translates them into another language. This is helpful to some
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extent, but the recipient of that translation is still left to give meaning to those words.
Interpretation, on the other hand, finishes the job, giving meaning to the words and phrases so
that the recipient can understand them.

ntion was to
> to do so.

(¢) We rarely check that others have understood the messages that we give in the way
we intend. To check that this is so takes a lot of time, especially if we are communicating to a
large number of people (e.g. by email). That is one reason why large corporate communication
events tend to be largely inspirational and thin on detail - the detail will usually need to be
discussed in smaller units where clarification is much more possible.

However, even in one-to-one discussions: (1) individuals rarely ask the other person to
summarise what has been agreed or to rephrase any instructions given (perhaps because of a
fear of seeming to be patronising or worry over whether someone will feel embarrassed because
they have not interpreted something correctly); and/or (2) even when they are asked,
individuals can simply repeat a phrase or statement without any understanding of what it
really means. That feedback is crucial in establishing whether a message has been received in
the way it was intended.

s '‘BUT | HAVE A QUESTION ..."

.. You say that communicating face-to-face is better than communicating over the
telephone or via email. Does this mean that if | give more information about an
issue in my e-mails, the chance that my communication will be understood will increase?

The simple answer is: not necessarily. Let's assume for the moment that this is a communication via email
to several people (maybe group members working on a project). If you regularly add increasing detail to the
information you give, then you will probably confuse others and it is quite likely that they will just wait for
what they think is the final communication. The best thing is often to give as much detail as you think you
need to in order to inform the other individual(s) about whatever the issue might be; if they have questions,
then be sure to invite them to ask - though the challenge will be with those who think they understand, but
whose understanding is actually incorrect.

s—_KEY LEARNING POINT @

Communication is a complex process which does not always produce the outcomes you intend. Checking that
the understanding of your message(s) is the same as you intend with those who receive it is always important.

httne//<tiidv cacenuih com/moroan
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Take some time to think about the following questions and write down some answers.

Do you ever have emotional arguments with other people, or with someone you know? Why do those argu-
ments begin?

Do you find it easier to communicate with someone you know well, or someone you do not know? What
makes the difference?

Do you ever try to find out whether someone has understood your message(s) in the way you wanted
them to? Has that ever led to any arguments?

COMPONENTS OF COMMUNICATION

Having examined the way that the communication process works, it is useful to examine the various
behavioural ‘inputs’ into the communication process. These were briefly referred to earlier on as aspects
of ‘non-verbal behaviours’ and ‘para-linguistic cues’.

(,JLL"J NON-VERBAL In some ways, it would be wonderful if communication was
"=~ BEHAVIOUR just made up of the words we use and if everyone interpreted
those words in the same way — it would make life much easier

Non-verbal behaviour is any form and more straightforward. In other ways, having the extra infor-

mation can give us more clues as to what someone might be
trying to say, as long as we interpret those clues in the way they
{5 were meant of course.

(?L o PARA-LINGUISTIC CUES We use non-verbal behaviours and para-linguistic cues all the
time, but the way we use them in combination with our words
can radically change the meanings. Some individuals are better

behaviour which adds meaning to the

words of a message.

than others at recognising those meanings.

Para-linguistic Cues

There are broadly four areas where we can change our behaviour to have a particular impact.
Professional speech coaches will give a great deal of advice on these so that individuals can give
speeches that have an impact (some of these areas are covered briefly in Chapter 9), but they also have
an impact in every day conversations:

Speed of speech: Some people will speak more slowly than others, and some may take more time
to speak and contribute than others. This may be a sign of being more thoughtful or of needing a
little more time to think something through, but we cannot conclude this from speed of speech
alone. However, there is usually a thythm to our speech which helps others understand when we
are about to finish a sentence.

Volume of speech: In usual conversation, people do not speak loudly enough for others to hear,
so a loud conversation is often taken as a sign of heightened emotion, especially if the pitch of
voice is also raised (both do often occur together). It can, however, be an indication that someone
is struggling to hear, so we have to be careful in interpreting behaviour.

https://stu
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WHICH COMMUNICATION CHANNELS ARE BEST?

The answer will depend on a variety of factors. Email and other forms of one-way communication (e.g. news-
letters) might be effective for communicating for a lot of people at one time, but are not always the most
effective if you want to deal with a sensitive issue that is relevant to just one person and where written
communication is likely to lead to misunderstanding.

(Continued)

https://study.sagepub.com/morgan
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Pitch and intonation: The more monotone our voice, the less interested someone is likely to be in
what we are saying. We naturally indicate important issues within a conversation by changing our
pitch. There is no better tone - higher pitch is not better than lower pitch - but the pitch we use will
probably send a message to others about how calm, emotional or authoritative we are about a particular
issue. Higher pitch (and volume) tends to indicate more emotion, but it is not universally the case, and
some individuals communicate their negative emotion by using much lower pitch than normal. With
the pitch of our voice, we can indicate scepticism, sarcasm and humour as well as a range of emotions.

Change and modulation in any of the above: When we continue to use a normal pattern of
speech, then the hearer is likely to assume that the information is of ‘average’ importance
compared with other information, but if we suddenly change any of the three aspects above, we
signal to the hearer that there is some information that they need to pay careful attention to.

To demonstrate the impact of intonation, consider the example in Box 12.2.

wmamssssssssses BOX 12.2 meessescarssssoressrs e et R S R SR

THE IMPACT OF INTONATION

Let's take a very simple phrase: ‘I want to have a cup of tea.” Which of these five phrases represents the
meaning here?

(a) | have been waiting ages and | am very impatient to drink my cup of tea.
(b) You have brought me a cup of coffee but | really want a cup of tea.

(c) Thank you very much for asking: my favourite drink is a cup of tea.

(c) lasked for a cup of tea, but you have brought a flask of tea.

(e) Everyone wants to have some coffee, but | would like to have a cup of tea.

The simple (and maybe obvious) answer is that we cannot tell. Without knowing where the emphasis was - or
whether there was any emphasis at all - we have no idea. So, let's add some emphasis by indicating some intonation:
| want to have a cup of tea.

If you say this out loud, then it is clear that the emphasis is on the word ‘tea’ in order to create a contrast with
anything else, so the correct meaning appears to be (b). But if the emphasis is put anywhere else, then the
meaning changes considerably. If we add volume of speech and facial expressions as well, then we can determine
whether someone is simply making a comment, or whether they appear to be emotional and making a complaint.

Try taking all the alternative answers ((a) to (e) above): how would you indicate intonation and volume
for each of these possibilities?

zpmrnmssimre BOX 12.3 o o s s o e o s S S BT AN G S SR

PUNCTUATION AND PARA-LANGUAGE

When we read the page of a textbook or a fictional story, we take notice of the punctuation that is there.
The punctuation gives us an idea of how we should use para-language to convey the meaning of the words
on the page. Consider the following:

A '?" [question mark] at the end of the sentence means that our tone of voice should go up as we ask a question.

(Continued)
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(Continued)

A, [comma] between phrases means that there is a short pause at the end of the statement before moving
on to the next statement (or ‘clause’).

A ‘! [full stop] means that we have finished a particular statement; our intonation should go down at the end of
the sentence, indicating the end of that issue. Over recent years, there has been a trend for people to raise their
tone, as if they were asking a question; this is not how the ‘full stop’ or ‘period’ (US English) should be used.

A 'l' [exclamation mark] usually expresses disgust, surprise, shock or a strong negative reaction of some
kind. As such, the volume and tone of voice usually go up.

This should help us understand more of what someone is trying to communicate, according to their tone of
voice. Consider the words below:

The impact of punctuation is obvious to see whenever someone speaks out loud they use their into-
nation to express feeling and emotion about what is being said of course that is not the entire story
speed of speech and volume become important as well and none of these things can be taken sepa-
rately from the non-verbal behaviour we observe from others and the words they use it is clear that
the words are just a small part of the story.

Are you able to read these words aloud? Where would you put the punctuation? Would that punctuation
change how you use your voice to read the sentence?

TIP: A good suggestion for seeing if a written sentence is too long is to see if you can say the sentence
in one breath. If you can, then the length is probably reasonably good, but if that is not possible, then the
sentence probably needs to be punctuated or broken up.

@ KEY LEARNING POINT  smmesssmsmsssmmmmsssm——m——mm s

Para-language is a component of communication that can be used effectively to indicate particular empha-
ses and to differentiate important issues from general ‘background communication’.

Non-verbal Behaviour

If the vocal expressions — volume, pitch and speed - say something about our feelings, then other forms
of non-verbal behaviour add to the interpretation of the message. The more information we get about
the communication and the more consistent that information is, the more likely we are to interpret a
message correctly (assuming that we do actually notice any inconsistencies). However, these signals all
add together in terms of the meaning of someone’s message. In particular, we can consider facial expres-
sions, body gestures and posture, touch, ‘proxemics’ and movement.

FOR YQU TO DO eseassecrmemmsmsmms s s S S i Dy S

Consider the emotions displayed befow.

1. As you do so, draw a ‘smilie’ or 'emoji’ (@ small face indicating the positions of the eyes, the mouth and the
eyebrows) reflecting what you think someone expressing that emotion would show on their face.

(Continued)
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(Continued)
Happy Sad Concerned Confused Curious Angry Laughing Excited Amazed Upset
Sceptical Uncertain Joking

2. After you have done so, compare your drawing with that of the person next to you: how similar are your
drawings? (The similarity may indicate something to you of how your assumptions about interpreting
others’ non-verbal behaviours may be correct or incorrect. If the person you compare your drawings with
comes from a culture that is not your own, those assumptions may be very incorrect.)

3. Take one of these emotions and find someone from a different culture: did they draw something very
different from you?

Facial expressions

Our eyes, the way we move our eyebrows, the amount of eye contact we give and the extent to which
we smile all send messages to others. The challenge is to ensure that the message is interpreted in the
way we intend. There are around 250,000 different facial expressions, meaning that the brain has to
work very quickly to recognise the signals being sent by others.

It is actually difficult not to smile at someone who is smiling at us - it takes some effort and focus -
which is why we often interpret smiles as a positive thing. Some people do not seem to smile very much;
we could interpret that as a sign of seriousness, though any interpretation needs to be checked carefully.
In Chinese cultures, showing the mouth when laughing is not seen as appropriate, so most Chinese will
cover their mouth when laughing at a joke between friends.

‘We often move our eyebrows to show curiosity or surprise (raised) and lower them to show concern
or scepticism or negative emotion (frowning).

Direct eye contact is a sign of confidence in western cultures (with a lack of direct eye contact being
seen as indicating a lack of self-confidence), but used to be considered a sign of a lack of respect in
Confucian heritage cultures (e.g. China and Asia). Of course, these two reactions are not exclusive - it
is quite possible to show deep respect to others and still have a great deal of self-confidence - but in
some places the idea still continues, so we need to be careful when interpreting the behaviour of others
where values are represented in ways we might not expect or understand.

We also move our eyes around in different ways. When we remember something, when we are trying
to think of something or when we are trying to imagine something, we look in different directions. You
may suspect that someone is not telling you the truth because they avoid direct eye contact when they
are talking, which is why people often ask others to ‘look them in the eyes’ when saying something that
may not quite be true, but we also need to be aware that they may simply be thinking about something or
trying to remember something, rather than telling you something that is not true.

Body gestures

What we do with our head, our arms and our hands adds to others’ interpretations of a message that
we give. There are those who say that someone with crossed arms is adopting a defensive and poten-
tially aggressive approach to a conversation. In reality, whether this is true this will depend on two
other factors: (1) whether other non-verbal behaviours are giving out the same signals; and (2) whether
this individual normally behaves in that way, even if they are relaxed. We interpret these behaviours
instinctively, without thinking too much. It is quite possible for someone to sit in front of you with
their arms crossed, to be smiling and to have a relaxed and friendly conversation.
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Hand movements are often assumed to be very useful indicators of what is going through another
individual’s mind at the time they are speaking, though hand (and head) movements when someone
is supposed to be jus listening can be taken as an indication that they are reacting to something, have
stopped listening and are preparing to speak.

Gestures are often used alongside para-linguistic cues to add emphasis to the words that are commu-
nicated, especially in formal presentations, but a lack of any hand gestures should not be seen as a lack
of emphasis. Some people deliberately hold their hands in a particular way (e.g. behind their back, or
hold their hands together) in order to hide their nerves or to try to avoid distracting their listeners from
the actual content (facts and figures) they are trying to deliver.

FOR YOU TO DO

Examine the photographs of the gestures given below. What do you think this individual is trying to say with
these gestures? Do others agree with your interpretation?

Gestures and movement

Of course, the more regularly a particular gesture is made, the more likely it will be that the message
conveyed by the gesture will be emphasised. This is not a problem if the meaning of the gesture is
clearly understood, but if there is some ‘mistranslation’ taking place, then repeating the gesture many
times may lead to increased misunderstanding.

If we are perfectly content, are thinking of the same thing constantly in the same way, or have no
motivation at all to change our position, then it is unlikely we will move. Humans move when there is
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a reason to do so, and that reason can be large and urgent (e.g. people rushing out of a building when
there is an earthquake) or small and relatively insignificant (e.g. someone getting up from the sofa when
they have been watching TV because they are bored with what they are watching). So when we see
people moving, we would naturally assume there is a purpose behind their doing so.

The challenge comes, then, when people do not behave in ways we might expect, either because we
expect someone to move or gesture in some way but they do not, or because someone moves when
there is no reason for them to do so. Both scenarios create varying levels of confusion, which then gets
misinterpreted.

Both the movements we demonstrate and the frequency with which we demonstrate them can be
signs of self-confidence. It is assumed that occasional and purposeful movement indicates more
self-confidence than etratic movement.




