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WELCOME TO 
MESSAGES: BUILDING INTERPERSONAL 

COMMUNICATION SKILLS, 
FIFTH EDITION 

It's a great pleasure to present this new edition of Messages. Although significantly 
revised, the book continues to emphasize its original two interrelated purposes: (1) to 
present you with an overview of interpersonal communication-what it is and what we 
know about it-and (2) to provide you with numerous ideas for improving your inter­
personal communication and relationship skills. These two purposes influence everything 
included in the text-the topics discussed, the way each topic is presented, the specific 
skills highlighted, and the pedagogy incorporated. 

This book was written in response to the need for a text that integrates critical thinking 
into all aspects of interpersonal commtmication, encourages the development of interpersonal 
skills (the practical skills for personal, social, and professional success), explains the influence 
of culture and gender on interpersonal communication, and stresses listening as an essential 
(but too often neglected) part of interpersonal communication. Messages answers these 
needs by providing thorough coverage of each of these major elements, which are introduced 
in Chapter 1 as integral components of interpersonal competence and then reinforced 
throughout the book through discussion, real-life examples, and exercises. 

This fifth edition of Messages also responds to the specific needs of Canadian stu­
dents. Although there are many similarities between Canadians and Americans, there are 
also clear cultural and demographic differences in our countries that affect communica­
tion. Therefore, we have included Canadian examples, told Canadian stories, and, where 
possible, quoted Canadian research. Because Canadians haven't been as prolific in com­
munication research, we encourage our students to pursue graduate studies and add 
more original Canadian research to the existing knowledge bank! 

WHAT'S NEW IN THE FIFTH EDITION? 
This new edition of Messages is a major revision with new features and content that we 
hope will make your study of interpersonal communication more satisfying and rewarding. 

• Each chapter begins with a profile of a Canadian who has made a significant contri­
bution to Canadian society-and a discussion of the role of effective communication 
in the achievement of his or her contribution. The Canadian Profile Wrap-Up at the 
end of each chapter invites you to reconsider and perhaps think more deeply about 
this communication in light of what you learned in the chapter. 

• Learning objectives focus on knowledge, application, and problem solving to high­
light the major concepts and skills of the chapter. At the end of each major section a 
series of questions asks you to test yourself to see whether you can, in fact, accom­
plish the objectives. 

• The concept that choice is central to all communication is integrated throughout the 
text; you're encouraged to consider your choices in many contexts throughout each 
chapter using Interpersonal Choice Points and Ethical Choice Points. 

• Discussions throughout the book portray how social media is changing the way we 
communicate and relate interpersonally. 

• Developing Language and Communication Skills boxes incorporate the latest brain 
research to examine how we learn vocabulary and the subtleties of interpersonal 
communication from birth through the teenage years. These serve as a reminder that 
communication abilities begin at birth, and continually develop and change over the 
life span. 



• Messages in the Media boxes use brief examples and photos from popular television 
programs to introduce important concepts covered in each chapter. 

• Viewpoints photos and captions ask you to consider a variety of communication 
issues, many of which are research based and/or focus on the themes of social media, 
the workplace, and culture. 

CHAPTER-BY-CHAPTER UPDATES 
Here, briefly, are some of the chapter-by-chapter changes. In addition to these changes, 
all chapters have been revised for greater clarity and less redundancy and include 
updated coverage of research and theory. 

Part One: The Foundations of Communication 
Chapter 1 offers new discussions of the choice nature of interpersonal communication 
and the nature and problems of information overload. Also new is an explanation of the 
Four Ways of Talking and Listening. The chapter has also been rearranged for greater 
clarity; the section on competence now concludes the chapter. Chapter 2 on culture 
includes a new table on the metaphors of culture that presents an interesting way to 
view culture. New sections explore how culture connects us globally and how cultural 
behaviours and decisions in other parts of the world can cause confusion, concern, and 
discomfort here at home in Canada. Chapter 3 has been significantly revised to explore 
perception of both the self and others. The chapter includes new sections on the ways in 
which social networks enable and encourage social comparisons and a new exercise on 
perception checking. Chapter 4, on listening, explains the process of listening, which is 
redefined to include social media message reading. A new section on Mindful Listening 
has been added, which provides insight into a new and growing field . 

Part Two: The Building Blocks of Communication 
Chapter 5, on verbal communication, covers verbal messages and contains new sections, 
including those on onymous and anonymous messages and immediacy. Also new are 
additional guidelines for appropriate use of cultural identifiers and a comparison table 
on confirmation and disconfirmation. Chapter 6, on nonverbal communication, has been 
reorganized around principles of nonverbal communication. The section on nonverbal 
competence has been reorganized around encoding and decoding skills. Chapter 7, on 
emotional messages, features a discussion of two new principles (that emotions can be 
used strategically and that emotions have consequences), along with a new visual of the 
model of emotions. Also new are tables on negative emotions at work, emotional happi­
ness, verbal expressions of emotion, and a comparison table on ineffective and effective 
emotional expression. Chapter 8, on conversation messages, has been refocused to 
emphasize the skills involved in these interactions. Also new is a table on unsatisfying 
conversational partners, a new diagram explaining conversational turn taking, and a new 
self-test on small talk. 

Part Three: Communication in Context 
Chapter 9, on interpersonal relationships, has an expanded discussion of both positive 
and negative aspects of social media on relationships. Sections on cyberbullying and rela­
tionship violence have been updated. Chapter 10, on conflict, has been significantly 
revised to look at three commonly used strategies for mediating and resolving conflict 
drawn from cultural and spiritual orientations from around the world. The newest 
research on conflict resolution offers suggestions for mediating and resolving conflict. 
Chapter 11, on workplace communication, focuses on communication in the workplace, 
and provides and reviews effective communication strategies suitable for different work­
place contexts and cultures. 

Welcome to Messages xiii 



xiv Welcome to Messages 

MESSAGES FOCUS ON 
CONTEMPORARY TOPICS 
Discussions of contemporary topics help you communicate effectively in today's 
increasingly complex world. 

criticism iscspeciallythrcatcningand will surely 
be seen a> a personal attack. 

Active and Inactive listening 
Active listt'.ning is one of the most import:J.nr commu­
nicnion skills you can learn (Gordon, J 975). Consider 
rhis brid statement from Julia . and the four possible 
rrsponsesthatiol low. 

J11lia:l11at crccp g;1\•e me a Con the p;1pcr. l rt"ally 
worked on that project, :md all I gt:i is a lou;;y C. 

Roberl: Tlut's not so had; n10'>t people got 
around the same murk. ! got .1 C. mo . 

MidJad: So what? This is your last scmestl.'T. 
\'</hocaresabour marks anyway! 

Hm1<1: You ~hould he pleased with a C. Misha 
and .\ ·lich.1d borl1 failed. and .John anJ 
Haruki borh got a D. 

Diana: You gm a Con that paper you wert 
workiI1g on for the. last thrct wet:ks? You 
sound rrallyangry;md bun. 

Al! fo urlistrncrs areprobab!yeagcrromakr Ju!ia 
kcl b<:tt\'r, but they go about it in very Jiffercnt ways 
and-you can he surc- wi1h very differrnr outcomes. 
The first three listeners give fairly typical rcspomcs. 
Robert and Michael both tf)' to minimi1.e the signiii­
cancc of a C grade. ;•,,.Jinim izing is a common n:sponse 
ro so mtonc who lrns exprt:ssed di$pleasurc or di-:ap -

intmcm· usual\ ·, ir' o inappro ';ne. Alrhougl 

VIEWPOINTS Politeness In Social Media 
Much of the thinking and r~earch on listening a11d politeness has 
focused on face-to -f<"tce communication sk ills. But how would you 
describe listening politeness on the phone or on social network 
sites? (See Table 4.4.) Do the same principles apply, or do we need 
an entlrety different set to describe social networking listening 
polltene1s1 

The Aim of a Cultural Perspective 
As illusuJ.ted throughout this text, culture influences imerper­
sona\ conununications of all types (Moon, 1996). It influences 
what you say to }'Ourself and how you talk with frirnds, pan-

t ners, and family in everycby conversation . Adopting a culmral 
perspective wil l help you to understand how interpersonal com­
muniL-;Hion works and to develop successful interpersonal skills. 

VIEWPOINTS Cultural Relatlvlsm 
Part of Canada's multicu ltura l approach is the belief in cultura l 
relativism: that no culture is either superior or inferior to any 
other (Berry et al., 1992; Mosteller, 2008). So in 2013-2014 a 
controversy erupted when the Quebec government proposed 
a cha r th<it it believed would increase socia l cohesion in ti 

Responding to Confrontdtions 

And, of course, you need cultural understanding to corn· 
munkatc effectively in a wide variety of intercu!rural si tua­
tion s. Success in interpersonal communication-Qn your job, 
at school , <rnd in your social lifo-,vill d epend on rour abili ty 
ro communicate dfccti\'ely with persons who are rnlnir a!ly 
different from yourself. 

This emphasis on culture doesn't imply that you shoul d 
accept al! culrural prai.:tkcs or that all cultural practices arc 
eq ual (Hatfield & Rapson , 1996). You've probably already 
enrnuntcn:d culmrnl practices thar make you uncomforrnble 
or tha t you simp ly can't support. Further, a cultural em phasis 
doesn't imply that you h'1ve to accept or follow the practices 
of your own culm re. Often, personality factors (such as your 
degree of assertiveness, extroversion, or optimism ) will prove 
more in fluential than culmrc (Hatfield & Rapson, 1996 ). Of 
i.:ourse, going against your culture's tradition s and values is 
often very difficulr. But ir"s important to realize that cu lture 
influences; it does not llctermin e. 

As demonstrated throughout this text, nilmral differ­

ences exist aL:ross tht' interpersonal communication sp<.\: ­
trum-from the way you use eye <:ontact to the way you 
develop or dissolve a relationsh ip (Chang & Holt, 1996). But 
these differences shouldn't blind you to the great number of 
similarities existing among even the most widdy separated 
·ulnm::: ember also that differences re usuall 1att1.TS 

Someti mes you'll be confronted with an argument that 
you can't ignore and that you must respond to in some 
way. Here are a few examples of confrontations. For each 
statement below, write a response in which you (a) let 
the person know that you' re open to her or his point of 
view and that you view this perspective as useful infor­
mation (listening openly), (b) show that you understand 
both the thoughts and the feelings that go with the 
confrontation (hstening with empathy), and (c) ask the 
person what he or she would like you to do about it. 

2. There's a good reason w hy I don't say anything­
you never listen to me anyway. 

3. I'm tired of having all the responsibility fo r the 
kids-volunteering at their school, driving to soccer 
practice, checking homework, maki ng lunch. 

Confrontations can give you valuable feedback 
that will help you Improve; If responded to appropri­
ately, confrontations can actui1lly Improve your 
relationship. 

1. You're calling these meetings much too often and 
much too early to suit us. We'd like fewer meetings 
scheduled for later in the day. 

Social Media 
Interpersonal communication via social media is now 
fully integrated throughout the book. Interpersonal 
communication, as viewed here, incorporates the varied 
forms of social media that are now an essential part of 
our communication lives. And so, to take just one 
example, the definition of listening-long defined as the 
reception of auditory signals-is redefined to include 
the reading of social media messages. The reasoning is 
simply that if posting on Facebook and Google+ are 
examples of interpersonal communication (which they 
surely are), then the reading of these messages must also 
be part of interpersonal communication and seems to fit 
most logically with listening. 

Culture 
As in previous editions of Messages, the crucial role 
that culture plays in our communication experiences 
is a recurring theme. We live in a world defined by 
cultural diversity, where we interact with people 
differing in affectional orientation, socioeconomic 
position, ethnicity, religion, and nationality. Because 
of our growing global interdependence, we are 
impacted by the values, beliefs, and behaviours of 
others, even in countries seemingly far away. For this 
reason, this text not only focuses on culture in its 
own chapter but also integrates discussions of the 
impact and influence of culture throughout. 

Conflict 
Conflict is inevitable and, in some cases, can 
strengthen interpersonal relationships at school and 
work, at home, and socially. However, we are often 
not very good at knowing how to deal with conflict 
effectively and respectfully. How we relate to and 
communicate with others based on our culture, reli­
gion, or sense of self can determine whether conflict 
is positive or negative. The text offers some sugges­
tions on how we might learn to mediate and resolve 
conflicts peacefully. 
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MESSAGES EMPHASIZE CONTEMPORARY ISSUES 
Discussions of important issues challenge students to ponder their communication decisions. 

Choice 
Throughout interpersonal interactions, we need 
to make choices: between saying one thing or 
another, between sending an email or calling on 
the phone, between being supportive or critical, 
and so on. Because of the central importance of 
choice, Interpersonal Choice Points (brief scenar­
ios placed in the margins) invite an analysis of 
choices for communicating. 

Politeness 
Canadians are known around the world for being 
polite. Now interpersonal communication scholars, 
along with business professionals throughout the 
world, are coming to realize that politeness is more 
than simply being a nice person. While politeness 
can help us be better communicators, it can also 
cause challenges when we try to resolve conflicts. 
The role that politeness plays in interpersonal inter­
actions and the skills for polite interpersonal com­
munication are emphasized throughout the text. 

Ethics 
Because the messages we use have effects on others, 
they also have an ethical dimension. As such, ethics 
receives focused attention throughout the text. 
Chapter 1 introduces ethics as a foundational con­
cept in all forms of interpersonal communication. In 
all remaining chapters, Ethical Messages boxes high­
light a variety of ethical issues in interpersonal com­
munication and ask us to apply ethical principles to 
various scenarios. We'll consider ethical issues that 
come into play in various communication situations; 

INTERPERSONAL CHOICE POINT 

Reconsidering First Impressions 
We aft know that first Impressions have a dis· 
proportionately high Impact on our fudgment 
of a person. Sometimes this leads to missing 
out on an opportunity to develop a wonderful 
friendship or to hire a person who would bring 
great value to a workplace. What are some of 
the things you can do to avoid the trap of 
malling ludgments ba5E'd on first lmpreS5ions? 
In what circumstances do you th ink you should 
trmt your first Imprest.ion? 

Try to express surprise using only faci:.l l movements. Do this in front 
of a mirror, and try to dcsi:ribe in <lS much derail a5 possible the spt..:ific 
movements of rhe fa(e that make nr a look of surprise. If you signal su r­
prise as most people do, you prolxibly use raised and curved eycbruws, 
long horizonral forehead wrinkles, wide-open eyes, a dropped-open 
mouth, and lips paned with no tension. Even if there were differences 
from one person to another-and clea rly there would be---you could 
probably recognize the movements li sted here as indicati\'C of surprise. 

As you 've probably experienced, you may inrcrpret the same facial 
expression differently depending on the context in which it occurs. For 
exampl e, in a classic study, when researchers ~howed participants a smiling 
face looking at a glum foce, the participants judged the smiling fa"-e to be 
vicious and taunting. But when presented with the sa me smiling face look-

,,----..__~~~~~~----~~-;,,"-"' ar a f . ~ 

Polite and Impolite Listening 
Canadians arc known throughout the world as a polite socicry. There arc eve n jokes 
abour r11e Canadi an who apo logizes when hi s foor is srcpped on, even rh ough ir wasn·r 
hi s fault. Poli teness is often though t of as the excl usive funnion of the speaker, as sokly 

l INTERPERSONAL CHOICE POINT 

an encoding or sending function. But poli teness (or impulircness) may 
also be signalled through listening (h1kushima, 2000). 

Responding Polltely 
You're working as the manager at a restaurant, 
and a regular customer complains about the 
server: "I don't like the way she treated me, and 
I'm not coming back." What are some ol the 
things you might say without losing the cus­
tomer or your server (who's usually excellent)? 
Are there things you'd be sure not to say? 

Of course, there a rc rimes when you wouldn't want ro listen politely 
{for example, if someone is being verba ll y abusive or condesccndi11g or 
using racist or sexist language) . In these cases, you mighr want to show you r 
di~pproval by conveying to the speaker rhat you're nor evrn listening. Bur 
most often you'll want to listen polirc!y, and you'll wanr w express d1is 
politeness through your listening behaviour. Herc are a few suggesti ons for 
demonmaring that you arc in fact listen ing politrly. As you read these strat­
egics, you'll notice that they're designed to be supportive of the speaker's 
needs for bocl1 positi ve face (the desire robe viewed positively) and negative 

r---------------~~~facc (the ' 'for aut my ). 

The Ettiics ol lmprouloo ,,,...,,_ent 
Impression management strategies may also be used 
unethically and fo r less-than-noble purposes. As you read 
these several examples, ask yourself at what point 
impression management strategies become unethical. 

• People who use affinity-seeking strategies to get you 
to like them so that they can extract favours from you. 

• People who present themselves as credible (as being 
competent, mora l, and charismatic) when in fact they 
are not. 

• People who use self-handicapping strategies to get 
you to see their behaviour from a perspective that 
benefits them ra ther than you. 

• People who use self-deprecating strategies to get 
someone to do what they should be doing. 

• People who use self-monitoring strategies to present a 
more polished image than one that might come out 
without this self-monitoring. 

• People who use influence strategies to deceive and for 
elf-gain . 

• People who use image-confirming strategies to 
exaggerate their positive and minimize their 
negative qualities. 

Ethicol Choke 'oint 
You're ready to join one (perhaps several) online dating 

services. You need to write your profile and are wondering 
whether, since everyone (or nearly everyone) exaggera tes, 

you shouldn't also. Specifically, you're considering saying 
that you earn a very good salary (actually, it's not so great, 

bur you're hoping for a promotion), are twenty pounds 
lighter (actually, you in tend to lose weight), and own a 

condo (actually, that's a goal once you get the promotion 
and save enough for a down payment). If you don't exag­

gerate, you reason, you 'll disadvantage yourself and not 

meet the people you wont to meet. Alm, you figure that 
people expect you to exaggerate and assume that you're 
probably a lot fess ideal than your profile would indicate. 
Wo i~ be ethical? 

for example, with potentially conflicting cultural practices and ways to engage in interper­
sonal conflict ethically. These boxes will serve as frequent reminders that ethical consider­
ations are an integral part of all the interpersonal communication choices/decisions you make. 

Mindfulness 
More and more educators, students, and employers 
are becoming aware of the benefits of mindfulness 
for general stress reduction and well-being. Intro­
duced in chapter 2 and described in detail in 
chapter 4 in the context of effective listening, mind­
fulness can enhance both our relationships and our 
performance, whether in school or at the work­
place. In our fast-paced world of multitasking, mul­
tiple electronic devices, and multiple demands on 
our time and attention, mindfulness training teaches 
us how to be truly in the present, how to focus, and 
how to be aware of our own feelings and percep­
tions. It helps us give undivided attention to the task 
at hand or to the person with whom we engage. 

Dr. Dina YVyshogrod is a 
practising dlnical psycholo­
gist and an International 
trainer in Mindfulness­
Based Stress Reduction 
(MBSR). This program 
teaches people how to lis­
ten to themselves, to 
become aware of the 

thoughts and feelings that are interfering with their 
being totally present in the moment. Knowing how to 
really listen to oneself may be very helpful in learning to 
really listen to others. 

Q: You're a trained clinical psychologist and an author. 
What would you say Is the most valuable sic/II you 

use in your work? 
A: Being able to really listen. 

Listening to someone, deeply, completely, is one of 
·ve that 

intention to focus fully on the person in front of you. 
Second, distractions don't arise only from outside, they 
arise from within: our roving minds scamper like mon­
keys, remembering things we have to do later, rehash· 
ing past events, scampering from assodation to 
association just as monkeys swing from branch to 
branch. This kind of internal agitation is perfectly nor­
mal; it's part of being human, so it's nothing we need 
to criticize ourselves for. At the same time, it requires 
that we train our minds to settle down, to become 
quieter, to become still, so that, sitting together, l can 
hear you talking to me, without all that internal noise. 
It's like getting a clear radio transmission with no static. 

Q: What would you say Is hardest about learning to 
genuinely listen? 

The challenge in listening to someone else talk to 
you-about anything- is to stay focused and pres­
ent and to bring your attention back when it wan-

We s thir------!!9 



xvi I Welcome to Messages 

PRACTICAL PEGADGOGY ENABLES US TO EXPLORE, 
UNDERSTAND, AND INTEGRATE CONCEPTS THAT WILL 
IMPROVE OUR INTERPERSONAL COMMUNICATION 
Practical pedagogy helps students study and learn the concepts covered. 

Choosing the Right Seat 

The graphic here represents a meeting table with 12 
chairs, one of which is already occupied by the boss. 
Below are listed five messages you might want to com­
municate. For each of these mes.sages, indicate (a) where 
you wou ld sit to communicate the desired message, 
(b) any other possible messages that your choke of seat 
would likely communicate, and (c) the messages that 
your choice of seat would make it easier for you lo com­
municate. 

1. You want to ingratiate yourself with your boss. 
2. You aren't prepared and wa nt to be ignored. 
3. You want to challenge your boss on a certain policy 

that will come up for a vote. 
4. You want to help your boss on a certain policy t hat 

will come up for a vote. 
5. You want to be accepted as a new (but imporlant) 

member of the company. 

WNrs Your Tlme7 
Indicate whether each of the following sta tements is true 
(T) or fa lse (F) as it pertains to your general attitude and 
behaviour. 

1. I work hard today basically because of tomor· 
row's expected rewards. 

2. I enjoy life as it comes. 
3. I enjoy planning for tomorrow <'Ind the future 

generally. 
4. t avoid looking too far ahead. 
5. I'm willing to endure difficu lties if there's a pay-

off/reward at the end. 
6. I freq uently put off work to enjoy the moment. 
7. I prepare "to do" lists falrty regula rly. 
8. I'm late with assignments at least 25 percent of 

the time. 
9. I get very disappointed w ith myse lf when I'm 

late with assignmenU. 
10. I look for immediate payoffs/rewards. 

0 
Nonverbal choices (such as the seat you select or the 
clothes you wear) have an Impact on communication 

our 1,,,,..._.!Y~-_._.....,_.J 

How Old Vou Do? Th.ese questions were designed lo 
raise the issue of present and future time orientat ion: 
whether you focus more on the present or more on the 
future. Future-oriented individual s would res pond with 
T to odd-numbered statements (1 , 3, 5, 7, and 9) and 
Fto even-numbered questions (2, 4, 6, 8, and 10). 
Present-oriented individuals would res pond in reverse: 
Flor odd-numbered statements and T for even· 
numbered statements . 

What Wlll Vou Do ? As you read more about time 
and nonverbal communication generally, consider 
how these time orientations work fo r or aga inst you. 
For example, wil l your t ime orienta tion he lp you 
achieve you r socia l and professional goals? If not, 
what might you do about changing these attitudes 
and behaviours? 

Skills 
Messages continues the focused approach to skill 
development that was established in the first edition . 
Improving interpersonal communication skills is 
integral to all the text discussions and appea rs in all 
chapters. Skill-Building Exercises appear throughout 
the text; completing these exercises will help us 
apply the material in the chapter to specific situa­
tions and thereby increase the effectiveness of our 
interpersonal skills. 

Interactive Approach 
This edition continues to provide numerous opportu­
nities to interact with the material in the text in a 
number of ways. Test Yourself boxes appear 
throughout the text and invite us to analyze our pat­
terns of communication and think about how we can 
alter our communication in the future. Interpersonal 
Choice Points appear throughout the text to encour­
age us to examine the choices we have available for 
communicating in actual real-life situations and to 
apply what we're learning to these situations. View­
points captions, accompanying all interior photos, 
pose questions (mostly based on interpersonal 
research) designed to elicit discussion of a variety of 
different viewpoints. 

LEARNING OBJECTIVES After readmg th~ chapter, yu11 should l>e able to: 
Learning Tools 
An array of tools help you learn efficiently and study 
effectively. The learning objectives prefacing each 
chapter have been totally reworked to more accu­
rately reflect current pedagogical thinking and 
emphasis. These objectives highlight the major con-

1. Understand the ranges of diversity within the 4. Establish positive relationships with peers, 
workplace. supervisors, and people whom you supervise. 

2. Describe the culture of a particular workplace. 

1. Use different modes of workplace communica­
tion to become more effective in your place of 
employment. 

s. Use appropriate leadership skills . 

6 . Understand the principles of power in the 
workplace. 

7. Use assertiveness when appropriate. 

cepts and skills of the chapter. The learning objectives 
system used here identifies three major levels of thinking, each of which is included 
throughout the text (Bloom, 1956; Eggen & Kauchak, 2013; Teacher & Educational 
Development, 2005): 

• Knowledge (recalling, remembering, and comprehending), introduced by such 
specific verbs as define, paraphrase, describe, and differentiate. 

• Application (applying a concept to a new situation), introduced by such specific 
verbs as diagram, illustrate, use, and give examples. 

• Problem solving (analyzing/breaking a concept into its parts, synthesizing/ 
combining elements into a new whole, and evaluating/making value or appropri­
ateness judgments), introduced by such specific verbs as assess, construct, organize , 
and evaluate. 



INSTRUCTOR AND STUDENT RESOURCES 

• Test Item File. This testbank, provided in Microsoft Word format, is a comprehensive 
test bank featuring 600 questions in multiple choice, true-false, short answer, and 
essay format. 

• Instructor's Manual. The Instructor's Manual provides chapter overviews and learn­
ing and skill objectives for each chapter. It also offers ideas to activate class discus­
sions and contains exercises to illustrate the concepts, principles, and skills of 
interpersonal communication. 

• PowerPoints. Chapter-by-chapter PowerPoint presentations highlight the key con­
cepts from the text. Several slides from each chapter have been reproduced and inte­
grated within the text itself as In-Class Notes. 

• CourseSmart. CourseSmart goes beyond traditional expectations-providing instant, 
online access to the textbooks and course materials you need at a lower cost for stu­
dents. And even as students save money, you can save time and hassle with a digital 
eTextbook that allows you to search for the most relevant content at the very 
moment you need it. Whether it's evaluating textbooks or creating lecture notes to 
help students with difficult concepts, CourseSmart can make life a little easier. See 
how when you visit www.coursesmart.com/instructors. 

Learning Solutions Managers 
Pearson's Learning Solutions Managers work with faculty and campus course designers 
to ensure that Pearson technology products, assessment tools, and online course 
materials are tailored to meet your specific needs. This highly qualified team is dedi­
cated to helping schools take full advantage of a wide range of educational resources by 
assisting in the integration of a variety of instructional materials and media formats. 
Your local Pearson Education sales representative can provide you with more details on 
this service program. 

Pearson Custom Library 
For enrolments of at least 25 students, you can create your own textbook by choosing 
the chapters that best suit your own course needs. To begin building your custom text, 
visit www.pearsoncustomlibrary.com. You may also work with a dedicated Pearson 
Custom editor to create your ideal text-publishing your own original content or mixing 
and matching Pearson content. Contact your local Pearson representative to get started. 

All the instructor supplements are available for download from a password­
protected section of Pearson Education Canada's online catalogue. Navigate to your 
book's catalogue page to view a list of supplements that are available. See your local 
sales representative for details and access. 

Student Resources 
CourseSmart CourseSmart goes beyond traditional expectations-providing instant, 
online access to the textbooks and course materials you need at a lower cost for students. 
And even as students save money, you can save time and hassle with a digital eTextbook 
that allows you to search for the most relevant content at the very moment you need it. 
Whether it's evaluating textbooks or creating lecture notes to help students with difficult 
concepts, CourseSmart can make life a little easier. 

Welcome to Messages xvii 
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AN INTRODUCTION TO LEARNING STYLES 
It happens in nearly every college and university course: students attend classes, listen to 
lectures, and participate in class activities throughout the semester. Each student hears 
the same words at the same time and completes the same assignments. However, after 
finals, student experiences will range from fulfillment and high grades to complete 
disconnection and low grades or withdrawals. 

Many causes may be involved in this scenario-different levels of interest and effort, 
for example, or outside stresses. Another major factor is learning style (any of many 
particular ways to receive and process information). Say, for example, that a group of 
students is taking a first-year composition class that is often broken up into study 
groups. Students who are comfortable working with words or happy when engaged in 
discussion may do well in the course. Students who are more mathematical than verbal, 
or who prefer to work alone, might not do as well. Learning styles play a role. 

There are many different and equally valuable ways to learn. The way each person 
learns is a unique blend of styles resulting from abilities, challenges, experiences, and 
training. In addition, how one learns isn't set in stone; particular styles may develop or 
recede as responsibilities and experiences lead someone to work on different skills and 
tasks. The following assessment and study strategies will help you explore how you 
learn, understand how particular strategies may heighten your strengths and boost your 
weaknesses, and know when to use them. 

MULTIPLE INTELLIGENCES THEORY 
There is a saying, "It's not how smart you are, but how you're smart." In 1983, Howard 
Gardner, a Harvard University professor, changed the way people perceive intelligence 
and learning with his theory of multiple intelligences. This theory holds that there are at 
least eight distinct intelligences possessed by all people, and that every person has devel­
oped some intelligences more fully than others. Gardner defines an "intelligence" as an 
ability to solve problems or fashion products that are useful in a particular cultural set­
ting or community. According to the multiple intelligences theory, when encountering an 
easy task or subject, you're probably using a more fully developed intelligence; when 
having more trouble, you may be using a less developed intelligence. 

In 'the following table are descriptions of each of the intelligences, along with charac­
teristic skills. The Multiple Pathways to Learning assessment, based on Gardner's work, 
will help you determine the levels to which your intelligences are developed. 

INTELLIGENCES AND CHARACTERISTIC SKILLS 

Intelligences 

Verbal / Linguistic 

Logical / 
Mathematical 

Description 

Ability to communicate through lan­
guage through listening, reading, writ­
ing, speaking 

Ability to understand logical reasoning 
and problem solving, particularly in 
math and science 

Characteristic Skills 

• Analyzing own use of language 
• Remembering terms easily 
• Explaining, teaching, learning, and using humour 
• Understanding syntax and meaning of words 
• Convincing someone to do something 

• Recognizing abstract patterns and sequences 
• Reasoning inductively and deductively 
• Discerning relationships and connections 
• Performing complex calculations 
• Reasoning scientifically 

' This material was originally created by Sarah Kravits. 
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Intelligences Description Characteristic Skills 

Visual/Spatial • Perceiving and forming objects accurately Ability to understand spatial relationships 
and to perceive and create images • Manipulating images for visual art or graphic design 

• Finding one's way in space (using charts and maps) 

Bodily/ 
Kinesthetic 

Intra personal 

Interpersonal 

Musical/ 
Rhythmic 

Ability to use the physical body skilfully 
and to take in knowledge through bodily 
sensation 

Ability to understand one's own behav­
iour and feelings 

Ability to relate to others, noticing their 
moods, motivations, and feelings 

Ability to comprehend and create mean­
ingful sound and recognize patterns 

• Representing something graphically 
• Recognizing relationships between objects 

• Connecting mind and body 
• Controlling movement 
• Improving body functions 
• Working with hands 
• Expanding body awareness to all senses 
• Coordinating body movement 

• Evaluating own thinking 
• Being aware of and expressing feelings ; 

• Taking independent action 
• Understanding self in relationship to others 
• Thinking and reasoning on higher levels 

• Seeing things from others' perspectives 
• Cooperating within a group 
• Achieving goals with a team 
• Communicating verbally and nonverbally 
• Creating and maintaining relationships 

• Sensing tonal qualities 
• Creating or enjoying melodies and rhythms 
• Being sensitive to sounds and rhythms 
• Using "schemas" to hear music 
• Understanding the structure of music and other patterns 

Naturalistic Ability to understand features of the 
environment 

PUTTING ASSESSMENTS IN PERSPECTIVE 

• Understanding nature, environmental balance, 
ecosystems 

• Appreciating the delicate balance in nature 
• Feeling most comfortable when in nature 
• Using nature to lower stress 

Before you complete Multiple Pathways to Learning, remember: no assessment provides 
the fina l word on who you are and what you can and cannot do. An intriguing but 
imperfect tool, its results are affected by your ability to answer objectively, your mood 
that day, and other factors . Here's how to best use what this assessment, or any other, 
tells you: 

Use assessments for reference. Approach any assessment as a tool with which you can 
expand your ideas of yourself. There are no "right" answers or "best " set of scores. Think 
of an assessment in the same way you would a pair of glasses or contacts. The glasses 
won't create new paths and possibilities, but they will help you see more clearly the ones 
that already exist. 

Use assessm ents for understanding. Understanding which of your intelligences seem 
to be more fully developed will help prevent you from boxing yourself into limiting cat­
egories. Instead of saying " I'm no good in math," you might be able to make the subject 
easier by using appropriate strategies. For example, if you respond to visuals, you might 
draw diagrams of math problems; if you have language strengths, you might talk 
th rough the math problem with another. The more you know about your strengths, the 
more you'll be able to assess and adapt to any situation- in school, work, and life . 
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MULTIPLE PATHWAYS TO LEARNING 

Rate each statement: rarely= 1, sometimes = 2, often= 3, almost always = 4 

Write the number of your response on the line next to the statement and total each set of 6 questions. 

1. __ I enjoy physical activities. 25. I listen to music. 

2. __ ' _ I am uncomfortable sitting still. 26. __ '_I move my fingers or feet when I hear music. .'.~ 

3. __ I prefer to learn through doing rather than listening. 27. __ , _I have good rhythm. 

4. _ _ I tend to move my legs or hands when I'm sitting . 28. _ "_I like to sing along with music. 

5. __ I enjoy working with my hands. 29. __ People have said I have musical talent. ' ..._ H 

6. _ _ I like to pace when I'm thinking or studying . 30. __ I like to express my ideas through music. 

. .,_ ·_TOTAL for Bodily-Kinesthetic (B-K) 
.......... - __ TOTAL for Musical (M) 

7. _ ·_ I use maps easily. 31 . -~- I like doing a project with other people. 
r 

8. __ \ _I draw pictures or diagrams when explaining ideas. 32. __ People come to me to help them settle conflicts. 

9. __ I can assemble items easily from diagrams. 33. __ I like to spend time with friends. 

10. __ I enjoy drawing or taking photographs. 34. _ ·_•_ I am good at understanding people. 

11. __ · _I do not like to read long paragraphs. 35. _ ,_ I am good at making people feel comfortable. 

12. _ ._ I prefer a drawn map over written directions. 36. _ ·_ I enjoy helping others . 

13. __ I enjoy telling stories. 

14. 

15. 

I like to write. 

I like to read. 

16. _ _ I express myself clearly. 

., _ ·_ TOTAL for Interpersonal (Inter)' 

38. __ When I need to make a decision, I prefer to 
think about it before I talk about it. 

39. - .-. _I am interested in self-improvement. 
" 

..., 
',. ', 

.< ". 

17. _ '_. _I am good at negotiating. 40. __ I understand my thoughts, feelings, and behaviour. 

18. __ I like to discuss topics that interest me. 

" , _·.-TOTAL for Verbal-Linguistic (V-L) 

19. I like math. 

20. I like science. 

21 . __ I problem-solve well. 
.... 'f• 

22. _ _ I question why things happen or how things work. 

23 . __ I enjoy planning or designing something new. 

24. _ · _ I am able to fix things. 

_ . _ TOTAL for Logical-Mathematical (L-M) 

. ,, 
•.· 

41 . I know what I want out of life. ..,.. ... \.(:';.. 

"' 42. __ I prefer to work on projects alone. 

. , ,-· _TOTAL for lntrapersonal (Intra) 
' ' 

43. - .- I enjoy being in nature whenever possible. 

44. __ I would enjoy a career involving nature . 

45. _.'.':'..._ I enjoy studying plants, animals, forests, or oceans. 

46. _ _ I prefer to be outside whenever possible. 

47. __ When I was a child I liked bugs, ants, and leaves. 

48. _ _ When I experience stress I want to be out in nature. 

• _,,,. 1 • .,, __ TOTAL for Naturalist (N) 

Face challenges realistically. Any assessment reveals areas of challenge as well as 
ability. Rather than dwelling on limitations (which can lead to a negative self-image) or 
ignoring them (which can lead to unproductive choices), use what you know from the 
assessment to look at where you are and set goals that will help you reach where you 
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want to be. Following the assessment, you'll see information about the typical traits of 
each intelligence and more detailed study strategies geared toward the five intelligences 
most relevant for studying this text. During this course, make a point of exploring a 
large number of new study techniques; consider all the different strategies presented 
here, not just the ones that apply to your strengths. 

Growth. Because you have abilities in all areas, though some are more developed 
than others, you may encounter useful suggestions under any of the headings. You will 
use different intelligences depending on the situation, and your abilities and learning 
styles will change as you learn. 

Strategies help build strengths in all areas. Knowing your strongest learning styles 
isn't only about guiding your life toward your strongest abilities; it's also about choosing 
strategies to use when facing life's challenges. Using your strengths to boost your areas of 
challenge may help when you face tasks and academic areas that you find difficult. For 
example, if you're not strong in logical-mathematical intelligence and have to take a 
math course, the suggestions geared toward logical-mathematical learners may help you 
further develop that intelligence. As you complete the assessment, try to answer the 
questions objectively-in other words, answer the questions to best indicate who you 
are, not who you want to be (or who your parents or instructors want you to be). 
Remember, the assessment will show you where your strengths are; then it's up to you to 
use your strengths to support other areas. 

SCORING THE ASSESSMENT 
Find out what your scores are by completing the table below. A score of 20-24 indicates 
a high level of development in that particular type of intelligence, 14-19 a moderate 
level, and below 14 an underdeveloped intelligence. 

Bodily-Kinesthetic 

Visual-Spatial 

Verbal-Linguistic 

Logical-Mathematical 

Musical 

Interpersonal 

lntrapersonal 

Naturalist 

20-24 
(Highly Developed) 

14--19 
(Moderately Developed) 

STRATEGIES FOR DIFFERENT LEARNING STYLES 
Finding out what study strategies work best for you is almost always a long process 
of trial and error, often because there is no rhyme or reason to the search . If you 
explore strategies in the context of learning style, however, you'll give yourself a 
head start. The five intelligences that have the most relevance in this text are bodily­
kinesthetic, interpersonal, logical-mathematical, verbal-linguistic, and visual-spatial. 
Now that you've completed the Multiple Pathways to Learning assessment, you'll 
be able to approach the text with a more informed view of what may help you 
most. We hope this self-assessment helps you become a more confident and 
effective learner. 

Below 14 
(Underdeveloped) 
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PART 1 THE FOUNDATIONS OF COMMUNICATION 

CHAPTER 

1 
Introducing Interpersonal 
Communication 
- CANADIAN PROFILE: Justin Trudeau ·": 

We rely on politicians to have highly developed interper­
sonal communications skills. In fact, voters are known to 
often choose politicians based not on their platforms 
but rather on their charisma and their ability to per­
suade voters that they're the best choice. Justin Trudeau, 
leader of the federal Liberal Party, is the son of Pierre 
Elliott Trudeau, who was prime minister from 1968 to 
1979 and again from 1980 to 1984. While Trudeau may 
be following in his father's footsteps, he's adamant that 
he wants to be seen as his own person . 

Trudeau appears to be willing to communicate openly 
about a number of topics (such as his use of marijuana), 
which often causes him trouble with the public and 
the media. He has said of himself, "I'm someone who 
stumbles my way through, leads with my chin in some 
cases, leads with my heart in all cases .... I was raised 
with pretty thick skin. And I think people are hungry for 
politicians who aren't afraid to say what they think and 
mean it" (Geddes, 2012). 

What encourages people to enter politics? What de­
termines the image they present to the nation and to 
voters? Trudeau explains his reason for entering politics 
this way: "Can I actually make a difference? Can I get 
people to believe in politics again? Can I get people to 
accept more complex answers to complex questions? 
I know I can. I know that's what I do very well. Why 
am I doing this? Because I can, not because I want to. 
Because I must" (Gatehouse, 2012). 

As you work through this opening chapter, think about the 

types of conversational styles you're most familiar with and 

which ones you most value. What do you think, for exam­

ple, about the ways in which politicians communicate? 

LEARNING OBJECTIVES After reading this chapter, you should be able to: 

1. Explain the personal and professional benefits to 
be derived from the study of interpersonal 
communication. 

2. Define interpersonal communication . 

3. Diagram a model of communication containing 
source- receiver, messages, channel, noise, and 
context, and define each of these elements. 

4. Explain the principles of interpersonal 
communication, and give examples of each. 

s. Define and illustrate the essential interpersonal 
communication competencies. 
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' 
MESSAGES IN THE MEDIA 

:::>:!I 
~ ~ The American television series Community features a group of community college 
§ ~ students who interact in a wide variety of situations. Most of the time their 
~ 'OJ communication patterns get them into trouble-not unlike people in real life. 
]i ~ Clearly they could use a good course in interpersonal communication. This chapter 

~ ~ introduces this most important form of communication. 

i~ 
Q) .!: 
_, 0.. 

WHY STUDY INTERPERSONAL COMMUNICATION? 
Fair questions to ask at the beginning of this text are "What will I get out of this? " and 
"Why should I study interpersonal communication?" As with any worthwhile study, we 
can identify two major benefits: personal/social and professional. 

Personal and Social Success 
Your personal success and happiness depend largely on your effectiveness as an interper­
sonal communicator. Your close friendships and romantic relationships are made, main­
tained, and sometimes destroyed largely through your interpersonal interactions. In fact, 
the success of your family relationships depends heavily on the interpersonal communi­
cation among members. For example, in a survey of 1001 people over 18 years of age, 
53 percent felt that a lack of effective communication was the major cause of marriage 
failure, a significantly greater percentage than those who cited money (38 percent) and 
in-law interference (14 percent) (Roper Starch, 1999). 

Likewise, your social success in interacting with neighbours, acquaintances, and peo­
ple you meet every day depends on your ability to engage in satisfying conversation­
conversation that's comfortable and enjoyable. 

Professional Success 
The ability to communicate well interperson­
ally is widely recognized as being crucia l to 
professional success (Morreale & Pearson, 
2008). From the initial interview at a job fair 
to interning, to participating in and then 
leading meetings, your skills at interpersonal 
communication will largely determine your 
success. 

A 2013 survey conducted by the Bank 
of Montreal provided encouraging news for 
college and university graduates: half 

VIEWPOINTS Good Communication 

(51 percent) of the 500 Canadian businesses 
polled planned to hire students or recent grads 
(MarketWired, 2013). What were these busi­
nesses looking for in potential employees? Posi­
tive personality traits ranked highest 
(30 percent), followed by skill set (26 percent), 

work experience (15 percent), references and recommenda­
tions ( 8 percent), and finally, degree earned and school 
attended (only 3 percent). Another Canadian organization, 
Workopolis, surveyed top executives in a range of business 
and industries across Canada (Workopolis, 2013 ); 

Women often report that an essential quality-perhaps the most 
significa nt quality-in a partner is the ability to communicate 
well . Compared with all the other factors you might consider in 
choosing a partner, how important is the ability to communicate 
well? What specific interpersonal communication skills would 
you consider "extremely important" in a life partner? 
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these executives said that they were finding it increasingly difficult to 
find potential employees with the desired characteristics. The executives 
ranked personality skills at 67 percent, even higher than did the BMO 
survey. The Workopolis survey determined that when employers speak 
of positive personality traits, they mean: 

INTERPERSONAL CHOICE POINT 

Choices and Interpersonal 
Communication 
Throughout this text, you' ll find margina l items 
labelled Interpersonal Choice Points. These items 
are designed to encourage you to apply the 
material discussed to specific interpersona l situ­
ations by fi rst analyzing your available choices 
and then making a communication decision . 

• A positive attitude 
• Communication skills 
• Strong work ethic 
• Customer service skills 
• Teamwork 

Moreover, in a survey of employers who were asked what colleges or universities 
should place more emphasis on, 89 percent identified " the ability to effectively communi­
cate orally and in writing," the highest of any skills listed (Hart Research Associates, 
2010). Interpersonal skills also play an important role in preventing workplace violence 
(Parker, 2004) and in reducing medical mishaps and improving doctor-patient communi­
cation (Epstein & Hundert, 2002; Smith, 2004; Sutcliffe, Lewton, & Rosenthal, 2004). 
Indeed, the importance of interpersonal communication skills extends over the entire spec­
trum of professions. 

Before you embark on an area of study that will be enlightening, exciting, and 
extremely practical, examine your assumptions about interpersonal communication by 
taking the accompanying self- test. 

~ 
Can you explain w hy learning about interpersonal communication would be ben­
eficial to your personal and professional life? 

• 
TEST YOURSELF 

What Do You Believe About Interpersonal 
Communication? 

Respond to each of the following statements with T 
(true) if you believe the statement is usually true or F 
(false) if you believe the statement is usually false. 

1 . Good communicators are born, not made. 

2. The more you communicate, the better you'll 
be at communicating . 

3. In your interpersonal communications, a good 
guide to follow is to be as open, empathic, and 
supportive as you can be. 

4. In intercultu ral communication, it's best to 
ignore differences and communicate just as you 
would with members of your own culture. 

5. When there's conflict, your relationship is in 
trouble. 

How Did You Do? As you've probably figured out, all five 
statements are generally false. As you read this text, you'll 
discover not only why these beliefs are false but also the 
trouble you can get into when you assume they're true. 

For now and in brief, here are some of the reasons why 
each statement is (generally) false: (1) Effective 
communication is learned; all of us can improve our 
abilities and become more effective communicators. 
(2) It isn't the amount of communication that matters, it's 
the quality. If you practise bad habits, you' re more likely to 
grow less effective than more effective. (3) Because each 
interpersonal situation is unique, the type of 
communication appropriate in one situation may not be 
appropriate in another. (4) Ignoring differences will often 
create problems; people from different cultures may, 
for example, follow different rules for what is and what 
is not appropriate in interpersonal communication. 
(5) All meaningful relationships experience conflict; 
the trick is to manage it effectively. 

What Will You Do? This is a good place to start practising 
the critical-thinking skill of questioning commonly held 
assumptions-about communication and about you as a 
communicator. Do you hold beliefs that may limit your 
thinking about communication? For example, do you 
believe that certain kinds of communication are beyond 
your capabilities? Do you impose limits on how you see 
yourself as a communicator? 
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THE NATURE OF INTERPERSONAL COMMUNICATION 
Although this entire text is in a sense a definition of interpersonal communication, a 
working definition will be useful at the start. Interpersonal communication is the verbal 
and nonverbal interaction between two or more interdependent people. This relatively 
simple definition implies a variety of characteristics. 

DEVELOPING LANGUAGE AND COMMUNICATION SKILLS 

Serve and Return 

We're learning a great deal about the importance of the early years for children's healthy 
development. Babies' brains aren't just born; they're also built through the relationships, 
experiences, and environments around them. This building process begins with back­
and-forth interactions with an adult, much like a game of tennis, ping pong, or volley­
ball. Healthy development occurs ·when infants "serve" to adults using babbling, 
gestures, or cries, and adults "return" by responding with words, smiles, tickles, or 
songs. If the adult doesn't notice the serve or drops it, the game is disrupted. Serve and 
return, then, involves interactions with caring adults and builds healthy brains. If you'd 
like to learn more, go to http://developingchild.harvard.edu and look for the "Serve and 
Return" section. 

Interpersonal Communication Involves Interdependent Individuals 
Interpersonal communication is the communication that takes place between people who 
are in some way "connected." Interpersonal communication would thus include what 
rakes place between a son and his father, an employer and an employee, two sisters, a 
teacher and a student, two lovers, two friends, and so on. Although largely dyadic in 
nature, interpersonal communication is often extended to include small, intimate groups 
such as the family. Even within a family, however, the communication that takes place is 
often dyadic-mother to child, sister to brother, and so on. 

Not only are the individuals simply "connected," they are also interdependent: what 
one person does has an effect on the other person. The actions of one person have conse­
quences for the other person. In a family, for example, a child 's trouble with the police 
will affect the parents, other siblings, extended family members, and perhaps friends and 
neighbours. Even a stranger asking for directions from a local resident can lead to conse­
quences for both-the stranger doesn't get lost, and the resident might realize that he or 
she doesn't know the street names and can provide only contextual directions (for exam­
ple, "Turn at the mailbox"). 

Interpersonal Communication Is Inherently Relational 
Because of this interdependency, interpersonal communication is inevitably and 
essentially relational in nature. Interpersonal communication takes place in a rela­
tionship, affects the relationship, and defines the relationship. The way you commu­
nicate is determined in large part by the kind of relationship that exists between you 
and the other person. You interact differently with your interpersonal communica­
tion instructor and with your best friend; you interact with a sibling in ways very 
different from the ways you interact with a neighbour, a work colleague, or a casual 
acquaintance. 

But notice also that the way you communicate will influence the kind of relationship 
you have. If you interact in friendly ways, you're likely to develop a friendship. If you 
regularly exchange hateful and hurtful messages, you're likely to develop an antagonistic 
relationship. If you each regularly express respect and support for each other, a respect­
ful and supportive relationship is likely to develop. This is surely one of the most 
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Impersonal Interpersonal 

FIGURE 1.1 

An Interpersonal Continuum 
Here is one possible interpersonal continuum. Other people would position the relationships 
differently. You may want to try constructing an interpersonal continuum of your own 
relationships. 

Source: An Interpersonal Continuum . Copyright © 2011, 2008 by Pearson Education, Inc. 

obvious observations you can make about interpersonal communication. And yet so 
many people seem not to appreciate this very clear relationship between what you say 
and the relationship that develops (or deteriorates). 

Interpersonal Communication Exists on a Continuum 
Interpersonal communication exists along a continuum (see Figure 1.1 ), ranging from 
relatively impersonal at one end to highly personal at the other (Miller, 1978, 1990). At 
the impersonal end of the continuum is simple conversation between people who really 
don't know each other-the server and the customer, for example. At the highly personal 
end is the communication that takes place between people who are intimately intercon­
nected-a father and son, two longtime partners, or best friends, for example. A few 
characteristics distinguish the impersonal from the personal forms of communication 
and are presented in Table 1.1 (Miller, 1978). 

TABLE 1.1 

IMPERSONAL AND INTERPERSONAL COMMUNICATION 

Impersonal Communication 

Social role information: You interact 
largely on the basis of the social roles you 
occupy; for example, server and cus­
tomer, cab driver and passenger. 

Social rules: You interact according to 
the social rules defining your interaction; 
for example, as a server, you greet the 
customers, hand them menus, and ask if 
there's anything else you can do. 

Social messages: You exchange mes­
sages in a narrow range of topics-you 
talk to the server about food and service, 
not about your parents' divorce-with lit­
tle emotion and little self-disclosure. 

Interpersonal Communication 

Personal information: You interact 
largely on the basis of personal roles; for 
example, friends, partners, parents and chil­
dren, cousins. 

Personal rules: You interact according to 
the rules you've both established rather 
than to any societal rules; for example, a 
mother and daughter follow the rules they 
themselves have established over the years. 

Personal messages: You exchange 
messages on a broad range of topics­
you talk about food and also about your 
parents' divorce-with much emotion 
and self-disclosure. 
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Interpersonal Communication Involves Verbal and 
Nonverbal Messages 
The interpersonal interaction involves the exchange of verbal and nonverbal mes­
sages. The words you use as well as your facial expressions-your eye contact and 
your body posture, for example-send messages. Likewise, you receive messages 
through your sense of hearing as well as through your other senses, especially visual 
and touch. Even silence sends messages. These messages, as you'll see throughout this 
text, will vary greatly depending on the other factors involved in the interaction. You 
don 't talk to a best friend in the same way you talk to your professor or your parents, 
for example. 

One of the great myths in communication is that nonverbal communication 
accounts for more than 90 percent of the meaning of any message. Actually, it 
depends. In some situations, the nonverbal signals will carry more of your meaning 
than the words you use. In other situations, the verbal signals will communicate 
more information. Most often, of course, they work together. And so, rather than 
focusing on which channel communicates the greater percentage of meaning, it's 
more important to focus on the ways in which verbal and nonverbal messages 
occur together. 

Interpersonal Communication Exists in Varied Forms 
Often, interpersonal communication takes place face to face: talking with other 
students before class, interacting with family or friends over dinner, trading secrets 
with intimates. This is the type of interaction that probably comes to mind when you 
think of interpersonal communication. But, of course, much conversation takes place 
on lin e. Online communication is a major part of people's interpersonal experience 
throughout the world. Such communications are important personally, socially, and 
professionally. 

The major online types of conversation differ from one another and from face-to­
face interaction in important ways. Let's take a look at a few of the main similarities and 
differences (a lso see Table 1.2 ). 

Some computer-mediated communication (for example, email, tweets, or posts on 
Facebook) is asynchronous, meaning that it doesn't take place in real time. You may 
send your message today, but the receiver may not read it for a week and may take 
another week to respond. Consequently, much of the spontaneity created by real-time 
communication is lost here. You may, for example, be very enthusiastic about a topic 
when you send your email, but by the time someone responds you'll have practically for­
gotten it. Email is also virtually inerasable, a feature that has important consequences 
and that we discuss later in this chapter. 

Through instant messaging (IM), you interact online in (essentially) real time; the 
communication messages are synchronous-they occur at the same time and are similar 
to phone communication except that IM is text-based rather than voice-based. Through 
IM you can also play games, share files, listen to music, send messages to cell phones, 
announce company meetings, and do a great deal else with short, abbreviated messages. 
Among post-secondary students, as you probably know, the major purpose of IM seems 
to be to maintain "social connectedness" (Kindred & Roper, 2004). 

In chat rooms and social networking groups, you often communicate both synchro­
nously (when you and a friend are online at the same time) and asynchronously (when 
you're sending a message or writing on the wall of a friend who isn't online while you're 
writing) . Social networking sites give you the great advantage of being able to communi­
cate with people you'd never meet or interact with otherwise. And because many of these 
groups are international, they provide excellent exposure to other cultures, other ideas, 
and other ways of communicating-making them a good introduction to intercultural 
communication. 




