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From the Authors

Your life is punctuated with critical moments in which communication

plays an important role. Whether you are talking to a potential employer

during a job interview, a loved one about an important issue facing
your family, or an instructor about an assignment, what you say and
how you say it can dramatically shape the outcome of an interac-
tion. Our goal in writing Human Communication is to help you feel
confident in any situation. We want you to have the knowledge,
skills, and attitudes necessary to be a successful communicator.

We want you to be ready to

- Communicate effectively in novel and uncertain situations
- Assess who you are talking to and establish common ground
- Listen effectively and respond appropriately
- Practice the skills appropriate to a variety of relationships and
cultures
- Adapt your communication using technologies that enhance,
express, and transmit your messages
Speak with confidence and clarity on important topics

Human Communication draws on the best available research to
help you develop the knowledge you need to communicate effec-
tively in a variety of situations. The research-based theories we
present in this text, coupled with the street savvy you have devel-
oped over the course of your life, will equip you with a strong

foundation for reading situations, acting appropriately, and adapting
your communication behaviors.

As instructors in the field of communication, we believe that

personal improvement in communication begins with a clear under-
standing of your own attitudes and of the relationships you build
with others. Human Communication will help you develop the skills
you need to tell the story of your life and serve as a foundation
for lifelong success.

— Judy C. Pearson
— Paul E. Nelson
— Scott Titsworth

— Angela M. Hosek
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preface

McGraw-Hill Connect: An Overview

McGraw-Hill Connect offers full-semester access to comprehensive, reliable content
and learning resources for the communication course. Connect’s deep integration with
most learning management systems (LMSs), including Blackboard and Desire2Learn
(D2L), offers single sign-on and deep gradebook synchronization. Data from
Assignment Results reports synchronize directly with many LMSs, allowing scores to
flow automatically from Connect into school-specific grade books, if required.

The following tools and services are available as part of Connect for the

communication course.

Instructional Context

Description

SmartBook

Connect Insight for
Instructors

Connect Insight for
Students

SmartBook is an engaging and
interactive reading experience for
mastering fundamental communication
content.

The metacognitive component confirms
learners’ understanding of the material.

Instructors can actively connect
SmartBook assignments and results to
higher-order classroom work and one-on-
one student conferences.

Learners can track their own
understanding and mastery of course
concepts and identify gaps in their
knowledge.

Connect Insight for Instructors is an
analytics resource that produces quick
feedback related to learner performance
and learner engagement.

It is designed as a dashboard for both
quick check-ins and detailed
performance and engagement views.

Connect Insight for Students is a
powerful data analytics tool that provides
at-a-glance visualizations to help
learners understand their performance
on Connect assignments.

SmartBook is an adaptive reading experience
designed to change the way learners read and learn.
It creates a personalized reading experience by
highlighting the most impactful concepts a student
needs to learn at that moment in time.

SmartBook creates personalized learning plans based
on student responses to content question probes and
confidence scales, identifying the topics learners are
struggling with and providing learning resources to
create personalized learning moments.

SmartBook includes a variety of learning resources
tied directly to key content areas to provide students
with additional instruction and context. This includes
video and media clips, interactive slide content, mini-
lectures, and image analyses.

SmartBook Reports provide instructors with data to
quantify success and identify problem areas that
require addressing in and out of the classroom.

Learners can access their own progress and concept
mastery reports.

Connect Insight for Instructors offers a series of visual
data displays that provide analysis on five key insights:

® How are my students doing?

® How is this one student doing?
® How is my section doing?

® How is this assignment doing?

® How are my assignments doing?

Connect Insight for Students offers details on each
Connect assignment to learners. When possible, it
offers suggestions for the learners on how they can
improve scores. These data can help guide learners to
behaviors that will lead to better scores in the future.

Preface  xvii



Tool

Speech Capture

Speech Preparation Tools

Instructor Reports

Student Reports

Pre- and Post-Tests

Tegrity

Simple LMS Integration

Instructional Context

Speech Capture provides instructors with
a comprehensive and efficient way of
managing in-class and online speech
assignments, including student self-
reviews, peer reviews, and instructor
grading.

Speech Preparation Tools provide
learners with additional support and
include Topic Helper, Outline Tool, and
access to third-party Internet sites like
EasyBib (for formatting citations) and
Survey Monkey (to create audience-
analysis questionnaires and surveys).

Instructor Reports provide data that may
be useful for assessing programs or
courses as part of the accreditation
process.

Student Reports allow learners to review
their performance for specific
assignments or for the course.

Instructors can generate their own pre-
and posts-tests from the Test Bank.

Pre- and post-tests demonstrate what
learners already know before class
begins and what they have learned by
the end.

Tegrity allows instructors to capture
course material or lectures on video.

Students can watch videos recorded by
their instructor and learn course material
at their own pace.

Connect seamlessly integrates with every
learning management system.

Description

The Speech Capture tool allows instructors to easily
and efficiently set up speech assignments for their
course that can easily be shared and repurposed, as
needed, throughout their use of Connect.

Customizable rubrics and settings can be saved and
shared, saving time and streamlining the speech
assignment process from creation to assessment.
Speech Capture allows users, both students and
instructors, to view videos during the assessment
process. Feedback can be left within a customized
rubric or as time-stamped comments within the video-
playback itself.

Speech Preparation Tools provide learners with
additional resources to help with the preparation and
outlining of speeches, as well as with audience-
analysis surveys.

Instructors have the ability to make tools either
available or unavailable to learners.

Connect generates a number of powerful reports and
charts that allow instructors to quickly review the
performance of a given learner or an entire section.
Instructors can run reports that span multiple sections
and instructors, making it an ideal solution for
individual professors, course coordinators, and
department chairs.

Learners can keep track of their performance and
identify areas with which they struggle.

Instructors have access to two sets of pre- and post-
tests (at two levels). Instructors can use these tests to
create a diagnostic and post-diagnostic exam via
Connect.

Instructors can keep track of which learners have
watched the videos they post.

Learners can watch and review lectures by their
instructor.

Learners can search each lecture for specific bites of
information.

Learners have automatic single sign-on.

Connect assignment results sync to the LMS’s
gradebook.




Instructor’s Guide to Connect
for Human Communication

When you assign Connect you can be confident—and have data to
demonstrate—that the learners in your course, however diverse, are
acquiring the skKills, principles, and critical processes that constitute
effective communication. This leaves you to focus on your highest
course expectations.

TAILORED TO YOU. Connect offers on-demand, single sign-on access to
learners—wherever they are and whenever they have time. With a
single, one-time registration, learners receive access to McGraw-Hill’'s
trusted content. Learners also have a courtesy trial period during
registration.

EASY TO USE. Connect seamlessly supports all major learning
management systems with content, assignments, performance data, and
LearnSmart, the leading adaptive learning system. With these tools you
can quickly make assignments, produce reports, focus discussions,
intervene on problem topics, and help atrisk learners—as you need to
and when you need to.

Human Communication SmartBook

A Personalized and Adaptive Learning Experience with Smartbook. Boost learner suc-
cess with McGraw-Hill’s adaptive reading and study experience. The Human Communication
SmartBook highlights the most impactful communication concepts the student needs to
learn at that moment in time. The learning path continuously adapts and, based on what
the individual learner knows and does not know, provides focused help through targeted
question probes and learning resources.

Enhanced for the New Edition! With a suite of new learning resources and question
probes, as well as highlights of key chapter concepts, SmartBook’s intuitive technology
optimizes learner study time by creating a personalized learning path for improved course
performance and overall learner success.

Preface
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Leave Assignment

= Assignments
[& Preview

[3) Read
Practice

& Recharge

& My Reports

(@ How to use SmartBook

Comm - Human Communication - Pearson, 5e, Listening and Critical

w M @m

[

Leave Assignment

Assignments
Preview
Read

Practice

Recharge

My Reports

How to use SmartBook

Comm - Human Communication - Pearson, 5e, Listening and Critical

SmartBook highlights the key concepts of every chapter, offering the learner a high-impact learning experience
(left). Here, highlighted text and an illustration together explain the listening process. Highlights change color (right)
when a student has demonstrated his or her understanding of the concept.

XX Preface

Hundreds of Interactive Learning Resources. Presented in a range of interactive styles,
Human Communication Learning Resources support learners who may be struggling to
master, or simply wish to review, the most important communication concepts. Designed
to reinforce the most important chapter concepts—from nonverbal communication cues
and critical thinking skills to workplace interviewing techniques and organizing presenta-
tions—every Learning Resource is presented at the precise moment of need. Whether
video, audio clip, or interactive mini-lesson, each of the 200-plus Learning Resources is
new to the new edition and was designed to give learners a lifelong foundation in strong

communication skills.

X
Aspeech to gain passive agreement is a
persuasive speech in which the speaker
tries to canvince the audience that a given
policy is desirable—without expecting them
o take any specific action in support of the
policy.
Watch the video clip on this slide to see an
example of a speaker with this goal. Notice
that he does not ask his audience to do
anything specific, like sign a petition.

"

Speech Video: Defining Speech to Gain Passive Agreement

Video: What Is a Speech to Gain Passive Agreement?

> oe00 O 0020 %



More than 1,000 Targeted Question Probes. Class-tested at colleges and universities
nationwide, a treasury of engaging question probes—new and revised, more than 1,000
in all—gives learners the information on communication they need to know, at every stage
of the learning process, in order to thrive in the course. Designed to gauge learners’
comprehension of the most important Human Communication chapter concepts, and pre-
sented in a variety of interactive styles to facilitate student engagement, targeted question
probes give learners immediate feedback on their understanding of the material. Each
question probe identifies a learner’s familiarity with the instruction and points to areas
where additional remediation is needed.

The p of using rr ges to generate meaning in a situation that allows mutual
opportunities for both speaking and listening is defined as communication.

Click the answer you think is right.
between at least two people; intrapersonal
within the self; interpersonal
within the self; mass

between at least two people; interpersonal

Do you know the answer? Read about this

| |

Informed by the Latest Research. The best insights from today’s leading communications
scholars infuse every lesson and are integrated throughout Human Communication.

Fresh Examples Anchored in the Real World. Every chapter of Human Communication
opens with a vignette exploring communication challenges in our everyday lives. Dozens
of additional examples appear throughout the new edition, each demonstrating an essen-
tial element of the communication process. Whether learners are reading a chapter,
responding to a question probe, or reviewing key concepts in a learning resource, their
every instructional moment is rooted in the real world. McGraw-Hill research shows that
high-quality examples reinforce academic theory throughout the course. Relevant examples
and practical scenarios—reflecting interactions in school, the workplace, and beyond—
demonstrate how effective communication informs and enhances students’ lives and
careers.

A Greater Emphasis on Creativity. A new feature, Communicating Creatively, illustrates
ways in which originality—from effective collaboration strategies, to emphasizing one’s
personality, to using music to boost a message—can be used to augment the communi-
cation skills addressed in the chapters.

Preface
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= = New A h. The Inf i
communlcatll‘lg ew Annotated Student Speec e Informative

Presentations chapter includes three compelling

-
creatlvely student speeches on contemporary topics, includ-
ing an informative presentation new to the new
Memorable Message About College edition. Each speech models how a speaker can
As a way to celebrate International Women’s Day, YouTube increase audience members’ awareness of an
encouraged people to empower young women with the #DearMe . . .
campaign. The #DearMe campaign asks digital creators around Issue, 'ntegrate sources and other Squortmg
the world to upload “video letters” to their younger selves that material, and organize the message to help listen-
provide the advice and encouragement that they wish they had ers better understand a topic

heard when they were younger. The campaign encouraged people
to use the hashtag #DearMe on social media to share their mes-

sages. Although the initial focus was on young girls, these video TIpS for Embracmg Diverse Cultures. To help stu-

letters apply to anyone wishing to tell their younger selves or oth- dents navigate the communication challenges of a

ers a supportive, clarifying, and/or realistic message. A quick multicultural society, Engaging Diversity boxes offer

search of the videos yields an array of messages, perspectives, . .

and identities. In this section, you have been learning about how guidance on topics such as nonverbal cues,

your self-perceptions and others’ perceptions of you have, in part, disabilities, bilingualism, new technologies, and pro-

formed who you are. Perhaps you can take the time to create a vocative speech.

video or write a handwritten letter to your younger self. What

would your letter say? What part does perception play in your Guidance for a Lifetime. The end—of—chapter fea-
)

i Ll } ture, Be Ready . .. for What’s Next, stresses the

Source: Brouwer, B. (2015, March). YouTube launches #DearMe campaign for . N . . . R

International Women'’s Day. Tubefilter (www.tubefilter.com/2015/03/03/ ||fe|0ng appllcatlon of communication skills and

youtube-dearme-campaign-international-womens-day/).

how mastery of these skills can help learners in
other classes, the workplace, and life.

Speech Capture

Designed for use in face-to-face, real-time classrooms, as well as online courses, Speech
Capture allows you to evaluate your learners’ speeches using fully customizable rubrics.
You can also create and manage peer review assignments and upload videos on behalf
of learners for optimal flexibility.
Learners can access rubrics and leave com-
ments when preparing self-reviews and peer
" el A it reviews. They can easily upload a video of their
speech from their hard drive or use Connect’s built-
video author in video recorder. Learners can even attach and
Enigtimstrun upload additional files or documents, such as a
works cited page or a PowerPoint presentation.

Persuasive Speech

video fitle:

Linstrum

Peer Review. Peer review assignments are easier
o descrtongvenet than ever. Create and manage peer review assign-
ments and customize privacy settings.

Speech Assessment. Connect Speech Capture

=il & lets you customize the assignments, including self-
T reviews and peer reviews. It also saves your fre-
Evaluate the student quently used comments, simplifying your efforts to
Question 1/31  Answers: sociore provide feedback.
see all questions Excellent (5) Good (4 Average (3} Fair 2 Poor (1) wa (0)
T Self-Reflection. The selfreview feature allows
< learners to revisit their own presentations and com-

pare their progress over time.
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Data Analytics

Connect Insight provides at-a-glance analysis on five key insights, available at a moment’s
notice from your tablet device. The first and only analytics tool of its kind, Insight will tell
you, in real time, how individual students or sections are doing (or how well your assign-
ments have been received) so you can take action early and keep struggling students
from falling behind.

Instructors can see how many learners
have completed an assignment, how
long they spent on the task, and how
they scored.
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Connect Reports

Instructor Reports allow instructors to quickly monitor learner activity, making it easy to
identify which learners are struggling and to provide immediate help to ensure those learn-
ers stay enrolled in the course and improve their performance. The Instructor Reports also
highlight the concepts and learning objectives that the class as a whole is having difficulty
grasping. This essential information lets you know exactly which areas to target for review
during your limited class time.

Some key reports include:

Progress Overview report—View learner progress for all modules, including how long
learners have spent working in the module, which modules they have used outside any
that were assigned, and individual learner progress.

Missed Questions report—Identify specific probes,

e D sl organized by chapter, that are problematic for learners.
show:[LeamSmart ¥
Sample report. Reports = LearnSmart: Most Challenging Learning Objectives report—Iden-
W ﬁ tify the specific topic areas that are challenging for
mm:;ﬁfzi::’:::v 8 Slidsu s your learners; these reports are organized by chapter
= = and include specific page references. Use this infor-
a bodule Details a Practice quiz B mation to tailor your lecture time and assignments to
i ) o ' cover areas that require additional remediation and
a Missed Questions Metacognitive Skills B praCtlce.
s s ' Metacoghnitive Skills report—View statistics showing

a
=
B Most Challenging Leaming Objectives
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how knowledgeable your learners are about their own
comprehension and learning.

Classroom Preparation Tools

Whether before, during, or after class, there is a suite of Pearson products designed to
help instructors plan their lessons and to keep learners building upon the foundations of
the course.

Annotated Instructor’s Edition. The Annotated Instructor’s Edition provides a wealth of
teaching aids for each chapter in Human Communication. It is also cross-referenced with
SmartBook, Connect, and other supplements that accompany Human Communication.



Powerpoint Slides. The PowerPoint presentations for Human Communication provide chap-
ter highlights that help instructors create focused yet individualized lesson plans.

Test Bank. The Test Bank is a treasury of more than 1,000 examination questions based
on the most important communication concepts explored in Human Communication; more
than 100 of the questions are new or revised for this edition.

Support to Ensure Success

Digital Success Academy—The Digital Success
Academy on Connect offers a wealth of training
and course creation guidance for instructors and
learners alike. Instructor support is presented in
easy-to-navigate, easy-to-complete sections. It
includes the popular Connect how-to videos, step-
by-step Click through Guides, and First Day of
Class materials that explain how to use both the
Connect platform and its course-specific tools and
features. http://createwp.customer.mheducation.
com/wordpress-mu/success-academy/

Digital Success Team—The Digital Success
Team is a group of specialists dedicated to work-
ing online with instructors—one-on-one—to
demonstrate how the Connect platform works
and to help incorporate Connect into a custom-
er’'s specific course design and syllabus. Contact
your digital learning consultant to learn more.

Digital Learning Consultants—Digital Learning
Consultants are local resources who work closely
with your McGraw-Hill learning technology consul-
tants. They can provide face-to-face faculty sup-
port and training. http://shop.mheducation.
com/store/paris/user/findltr.html

Digital Faculty Consultants—Digital Faculty Con-
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sultants are experienced instructors who use Connect in their classroom. These instructors
are available to offer suggestions, advice, and training about how best to use Connect in
your class. To request a Digital Faculty Consultant to speak with, please e-mail your McGraw-
Hill learning technology consultant. http://connect.customer.mheducation.com/dfc/

National Training Webinars—McGraw-Hill offers an ongoing series of webinars for
instructors to learn and master the Connect platform as well as its course-specific
tools and features. We hope you will refer to our online schedule of national training
webinars and sign up to learn more about Connect! http://webinars.mhhe.com/

CONTACT OUR CUSTOMER SUPPORT TEAM

McGraw-Hill is dedicated to supporting instructors and learners. To contact our
customer support team, please call us at 800-331-5094 or visit us online at

http://mpss.mhhe.com/contact.php.
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Chapter-by-Chapter Changes to the

New Edition: Highlights

New and updated material in this edition of Human Communication
reflects the latest research in the field, as well as McGraw-Hill Education’s
research identifying the skills and topics students find most challenging.

Chapter 1: New discussion of communication as a process
in which meaning is negotiated; new examples of how
diversity and new technologies impact communication;
“setting” added to the components of communication to
better emphasize the importance of context

Chapter 2: New opening vignette on how language shapes
perceptions and expectations; reframed focus on identity as
a factor influencing perception; intergroup perspective added
to theoretical framing of chapter; updated research on stereo-
typing; new coverage of technology’s impact on perception,
first impressions, online identity, and personal branding

Chapter 3: New opening vignette on how words become
“real”; new examples of slang and clichéd language;
reframed focus on gender-biased language and new discus-
sion of trans* language; new coverage of vanishing lan-
guages, communicating personality, and using we-and-l
statements during job interviews

Chapter 4: New coverage of communicating emotions,
using adaptors, adapting nonverbal behaviors to digitally
mediated communication, diversity, and nonverbal cues;
updated research on the dangers of overemphasizing phys-
ical attractiveness

Chapter 5: Updated research on listening habits; new dis-
cussion of the changing work environment, social media
listening, multitasking with new communication technology,
and listening effectively in the workplace

Chapter 6: New discussion of self-disclosure, communica-
tion privacy management, social media, and visible and
nonvisible disabilities; updated research on grieving and
social media

Chapter 7: New opening vignette on culture-based group
conflict; updated statistics on diversity in the United
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States; new research on the importance of exposing
college students to diversity; new coverage of the role of
music in building cultural awareness

Chapter 8: New opening vignette on group work during
community crises; updated research on group work, group
think, and related tech apps; new Emerging Technology and
Group Roles section; new coverage of collaborative co-
working, the impact of physical structures on human inter-
action, managing privacy, and conflict in work groups; new
Adapted Competent Group Communication Evaluation Form

Chapter 9: Updated statistics on U.S. workforce trends; new
coverage of organizational communication, personal brand-
ing, and bilingual communication in the workplace; new
table outlining workplace communication competence skills

Chapter 10: New coverage of “dangerous speech,” strate-
gies for preventing violence-inciting speech, and strategies
for creating provocative speech

Chapter 11: Chapter reorganized to emphasize strategies
for locating information for presentations; new coverage of
common ground, expertise, and credibility

Chapter 12: Enhanced coverage of audience feedback
when creating the body of a speech

Chapter 13: New opening vignette on nonverbal behaviors
during delivery; new coverage of infographics and credibility
building with diverse audiences

Chapter 14: New sample speech; new coverage of learning
preferences among diverse cultures and learning-style
differences

Chapter 15: New opening vignette on public protest and
advocacy; new coverage of the speaker-audience dialogue
and silence as a presentational speaking tool
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introduction to
human communication

When you have read and thought about this chapter, you will be able to
State reasons why the study of communication is essential.

Define communication.

Name the components of communication.

Explain some principles of communication.

Explain how the contexts of communication differ from each other.

o o B Wb e

Set goals for improving yourself as a communicator. .
A
In this chapter you will learn about the importance of communication in your every-
day life. You will find that communication is the foundation on which you build your

personal, social, and professional life. You will also learn about communication on
a deeper level, including the terms, processes, and contexts of communication.



o you remember the process you went through when making deci-
sions about college? You likely met with many people, all of whom were
trying to arm you with information about topics ranging from scholarships to
campus architecture. The job of a college recruiter is a great example to
illustrate why communication is so important to our lives and careers.

Sarah Logue has been an undergraduate admissions recruiter for approximately three
years. During a recent discussion, Sarah noted that for her job she regularly communicates
with parents, students, and even high school staff in presentations that range from one on
one to groups to audiences of over a hundred. Many of her interactions are face-to-face,
but e-mail and other electronic communication tools are also common for her job.

Sarah is a very effective recruiter because she rec-
ognizes the importance of communication for helping
applicants feel comfortable with their choice. As she
explained in an interview, “Naturally, it's important to
calibrate your message and tone based on your
audience—high school students don’'t have the same
concerns about college as their parents do. Though the
information we share is crucial to helping students and
- N o their families compare us to other institutions, it can
© B.0'Kane/Alamy - be pretty dry, too. We have to bring it to life or risk
losing our audience. So | use humor, | tell stories about my own experiences and those of stu-
dents I've known, and | ask questions to draw reluctant students and parents out of their shells.”

Sarah’s job is not unlike many jobs and activities in our culture. More and more of
what we do revolves around effective communication. In this chapter, you will begin learning
about the process of communication and how it functions across various contexts. We hope
that you will follow Sarah’s lead and recognize that much of your future success will stem
from understanding how to communicate effectively with others.

The Study of Communication Is Essential

Communication is central to your life. Effective communication can help you solve prob-
lems in your professional life and improve relationships in your personal life." In fact,
the field of communication studies is on the rise in terms of popularity, degrees earned,
and undergraduate majors, so your involvement with this content is timely and useful.”

According to The Huffington Post, studying communication is timely because, as a
discipline, communication studies is well suited for trends in digital and social media
interactions. Knowledge about ideas such as relationship networks on social media,
small-group and team communication, and media theory is becoming vitally relevant for
you to be ready to succeed now and in your future.’

Understanding the theory, research, and application of communication will make a
significant difference in your life and in the lives of people around the world.* A quick
daily review of social media highlights the importance of communication principles.
Communication principles and practices can resolve disputes among nations, as well as
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Effective communication can strengthen interpersonal relationships.
© Jordan Siemens/Stone/ Getty Images

among friends and family. Effective communication may not solve all the world’s prob-
lems, but better communication practices can help us solve or avoid many problems.

Communication is everywhere. You cannot avoid communication, and you will
engage in communication nearly every minute of every day of your life. Communication
plays a major role in nearly every aspect of your life.

Regardless of your interests and goals, the ability to communicate effectively will
enhance and enrich your life. Learning about communication matters and will help you
know how to be ready to communicate. Studying communication comprehensively offers
the following seven advantages:

1. Studying communication can improve the way you see yourself. Communication
is “vital to the development of the whole person.”> Most of our self-knowledge
comes from the communicative experience. As we engage in thought
(intrapersonal communication) and in interactions with significant other
people (interpersonal communication), we learn about ourselves. People who do
not understand the communication process and the development of self-awareness,
self-concept, and self-efficacy may not see themselves accurately or may be unaware
of their own self-development. Knowing how communication affects self-perception
can lead to greater awareness and appreciation of the self.

Learning communication skills can improve the way you see yourself in a second way.
As you learn how to communicate effectively in a variety of situations—from interper-
sonal relationships to public speeches—your self-confidence will increase. In a study
based on the responses from 344 students at a large public university, students who
completed a communication course perceived their communication competence to be
greater in the classroom, at work, and in social settings. Most dramatic were their per-
ceived improvements in feeling confident about themselves, feeling comfortable with
others’ perceptions of them, reasoning with people, and using language appropriately.
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In short, your success in interacting with other people in social situations and your
achievements in professional settings will lead to more positive feelings about yourself.

2. Studying communication can improve the way others see you. You can control your
own behavior to a considerable extent, which will lead to positive outcomes with
others. Your interactions can be smoother and you can achieve your goals more easily
as you manage the impression you make on others. See the chapter on perception,
self, and communication for more on self-presentation and identity management.

You can improve the way others see you a second way. Generally, people like commu-
nicating with others who can communicate well. Compare your interactions with some-
one who stumbles over words, falls silent, interrupts, and uses inappropriate language to
express thoughts to your interactions with someone who has a good vocabulary, listens
when you speak, reveals appropriate personal information, and smoothly exchanges talk
turns with you. Which person do you prefer? Most of us prefer competent communica-
tors. As you become increasingly competent, you will find that others seek you out for
conversations, assistance, and advice.

3. Studying communication and engaging in effective communication behaviors can
improve your relationships with others. The field of communication includes learning
about how people relate to each other and about what type of communication is
appropriate for a given situation. Most people value human relationships and find
great comfort in friendships, family relationships, and community relationships.
Within these relationships we learn about trust, intimacy, and reciprocity.

Human relationships are vital to each of us. Human babies thrive when they are touched
and when they hear sounds; similarly, adults who engage in human relationships appear
to be more successful and satisfied than do those who are isolated. Human relationships
serve a variety of functions. They provide us with affection (receiving and providing
warmth and friendliness), inclusion (experiencing feelings that we belong and providing
others with messages that they belong), pleasure (sharing happiness and fun), escape
(providing diversion), and control (managing our lives and influencing others).”

We learn about the complexity of human relationships as we study communication.
We learn, first, that other people in relationships are vastly different from each other.
We learn that they may be receptive or dismissive toward us. We learn that they
may behave as if they were superior or inferior to us. We learn that they might be
approachable or highly formal.

We also learn that our interactions with others may be helpful or harmful.
Communicators can share personal information that builds trust and rapport. The
same personal information can be used outside the relationship to humiliate or
shame the other person. Whereas some relationships enhance social support,
others are riddled with deception and conflict. Interactions are not neutral.

We learn that people coconstruct the reality of the relationship. Families,
for example, love to tell stories of experiences they have had when on vacation,
when moving across the country, or when some particularly positive or negative
event occurred. Indeed, they often take turns “telling the story.” Couples, too,
create and tell stories of their lives. Couples’ stories may be positive as the Studying
couple emphasizes their feelings of belongingness and their identity as a couple. On the other communication improves
end of the spectrum, stories may be highly negative as people deceive others with information critical thinking skills

that allows them to cover up criminal acts, such as drug use, child abuse, or murder. and can help people
Human relationships are complex. As you study communication, you will clarify the achieve success in
variables involved in relationships—the people, the verbal and nonverbal cues provided, college and on the job.

the effect of time, the nature of the relationship, and the goals of the participants. You will © Hill Street Studios/Blend
be ready to engage in relationships with an understanding of the communication process. Images/ Getty Images RF
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People who receive communication-skills training experience greater relational
satisfaction than those who don’t.®’ The link between communication skills and life
satisfaction is strong. The connection holds true in health contexts,'® including situations
in which family members are experiencing life-threatening illnesses.'' For example,
couples’ communication during early stages of cancer diagnoses impacts their levels of
intimacy and adjustment.

4. Studying communication can teach you important life skills. Studying communication
involves learning important skills that everyone will use at some point in his or her
life, such as critical thinking, problem solving, decision making, conflict resolution,
team building, media literacy, and public speaking.'” Our visual literacy is improved
as we understand the technical and artistic aspects of the visual communication
medium."® The increasing focus on visual and social media requires us to attend to
how communication skills are at work in these contexts.

Studying communication early in your college career can enhance your success through-
out college. Consider the centrality of oral communication to all of your college classes.
You regularly are called on to answer questions in class, to provide reports, to offer
explanations, and to make presentations. In addition, both your oral and written work
depend on your ability to think critically and creatively, to solve problems, and to make
decisions. Most likely, you will be engaged in group projects in which skills such as
team building and conflict resolution will be central. The same skills will be essential
throughout your life.

5. Studying communication can help you feel confident in voicing and advocating
your opinions and create space to give voice to others. Few nations have a bill of
rights that invites people to convey their opinions and ideas, yet freedom of
speech is essential to a democratic form of government. Being a practicing citizen
in a democratic society means knowing about current issues and being able to
speak about them in conversations, in speeches, and through the media; it also
involves being able to critically examine messages from others.

Our understanding of communication shapes our political lives. Mass communication
and communication technology have sharply altered the way we consume and use infor-
mation as part of the political process. Today many more people have the opportunity
to receive information than ever before and through more channels than ever before.
Think about how you get information about local, national, and global issues. Do you
get alerts from a CNN app pinged to your phone? Do you have an app like Zite or Feedly.
com that pulls together information from newspapers and magazines, based on your
specified interests, at one location? Perhaps you have specific news programs you watch
or newspapers to which you subscribe. In many ways, the methods through which you
consume media determine the amount and frequency of the information to which you
have access. Through the mass media, and specifically social media, people in remote
locations are as well informed as those in large urban centers. The public agenda is
largely set through the media. Pressing problems are given immediate attention. McCombs
notes, “The agenda-setting role of the mass media links journalism and its tradition of
storytelling to the arena of public opinion, a relationship with considerable consequences
for society.”'*

Whereas some people may feel more enfranchised by digitally mediated communica-
tion, particularly social media, to advocate their positions, others feel more alienated as
they become increasingly passive in the process. Face-to-face town meetings were the
focus of democratic decision making in times past, but today people receive answers to
questions, solutions to problems, and decisions about important matters from the media.
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Social media has become a strong tool in protest movements. In particular, research-
ers point to the vital role social media played during the Arab Spring in 2010. During
this contemporary social protest movement, sites such as Twitter were used to organize
successful antigovernment protests that led to the resignation of Egypt’s dictatorial
leader.” Social media sites also played a large role in organizing protests and spreading
messages for the Occupy movement in the United States. Gerbaudo (2012), in his book
Tweets and the Streets: Social Media and Contemporary Activism, suggests that new
media creates opportunities and risks as people express dissent through social media as
part of contemporary protest movements. Have you expressed dissent or agreement about
political issues using social media? How did the people in your life react to your posts
or involvement? Have your friends or family members been involved in movements that
were organized through social media?'®

The study and understanding of communication processes is profoundly political.
Hart suggests that “those who teach public address and media studies teach that social
power can be shifted and public visions exalted if people learn to think well and speak
well.”'” Paraphrasing the ancient Greek rhetorician Isocrates, Hart notes, “To become
eloquent is to activate one’s humanity, to apply the imagination, and to solve the practi-
cal problems of human living.”"® Freedom goes to the articulate.

You have the opportunity to be a fully functioning member of a democratic society.
You also have the challenge of understanding the media and other information technolo-
gies. Studying communication will help you learn how to speak effectively, analyze
arguments, synthesize large quantities of information, and critically consume information
from a variety of sources. The future of our society depends on such mastery.

6. Studying communication can help you succeed professionally. A look at the job
postings in any newspaper will give you an immediate understanding of the
importance of improving your knowledge and practice of communication. The
employment section of a newspaper or Internet posting has entries like these:

e “We need a results-oriented, seasoned professional who is a good communicator
and innovator,” reads one posting for a marketing manager.

e Another posting, this one for a marketing analyst, reads, “You should be creative,
inquisitive, and a good communicator both in writing and orally.”

e A posting for a training specialist calls for “excellent presentation, verbal, and writ-
ten communication skills, with ability to interact with all levels within organization.”

Employers want to hire people who are competent communicators. If fact, they often say
they want effective public communicators and people who can work in teams.'” You may
believe that some professions are enhanced by communication skills but that many are not.
However, professionals in fields such as accounting, auditing, banking, counseling, engineer-
ing, industrial hygiene, information science, public relations, and sales have all written about
the importance of oral communication skills.” More recently, professionals in the computer
industry,”' genetics and science,”” farming and ranching,” education,** and the health field”
have stressed the importance of communication skills to potential employees. The variety
of these careers suggests that communication skills are important across the board.
Communication skills are crucial in your first contact with a prospective employer. By
studying communication, you can enhance your interviewing skills. Further, human resource
interviewers note that oral communication skills, in general, significantly affect hiring deci-
sions.”® One survey in 2013 of over 700 employers indicated that effective communication
is vital to career success and that they are finding many college graduates lacking such
skills.?” Taking this course and being able to persuasively explain how this course has pre-
pared you to be an effective communicator will set you apart from other job applicants.

7
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communication

The process of using
messages to generate
meaning.

process
An activity, an exchange,
or a set of behaviors that
occurs over time.

Employers view your written and oral communication competencies and your ability to
listen and analyze messages as essential job skills.”® Similarly, college graduates perceive
communication coursework as essential.” In short, communication competence is important.

Communication skills are important not only to equip you for beginning your career
but also to help you navigate changes throughout the work life span. Dauphinais observes
that communication skills can increase upward mobility in one’s career.”” Business exec-
utives note the importance of communication competence.’’ Finally, communication
skills are among the top priorities for entrepreneurs.

What communication skills are employers seeking? Clearly, listening skills are
among the most important components of communication®” (see the chapter on listening
and critical thinking). Speaking clearly, succinctly, and persuasively is crucial to many
jobs, including those in sales,”> which you can read more about in the chapters on lan-
guage and meaning, delivery and visual resources, and persuasive presentations. An
ability to work in teams or groups is vital,”* and you can read about this in the chapter
on workplace communication. Employers are also seeking interpersonal skills,” which
you can learn about in the chapter on interpersonal communication. Public speaking skills
are important in most professions because employees are often required to give talks and
presentations.™ Finally, employers seek employees with strong written communication
skills.”” You will have an opportunity to improve your writing skills as you prepare
outlines and manuscripts for public speeches, which you can learn more about in the
chapters on public speaking. Ultimately, the content and skills in this course will prepare
you to be ready to communicate in ways that matter for your professional career.

7.  Studying communication can help you navigate an increasingly diverse world. As
you stroll through a mall, deposit money in a bank, go to a movie, or work at your
job, odds are that about one in every five people you come into contact with will
speak English as a second language. According to the 2007 American Community
Survey, conducted by the U.S. Census Bureau, nearly 20% of respondents speak a
language other than English in their home. The increasingly diverse population of
the United States means that multilingual communication encounters are, for most
of us, the norm rather than the exception. Learning how to communicate in today’s
world, whether English is your first language or not, requires an understanding of
communication and culture and how those two concepts are related.

As you develop an understanding of basic communication concepts and learn how
to apply those concepts in everyday interactions, you will be better equipped to bridge
language and cultural barriers and promote effective interpersonal relationships,
teamwork, and digitally mediated communication.

Defining Communication

Now that you have considered why learning about communication is important, you need
to know exactly what the term means. Over the years, scholars have created hundreds of
definitions of communication. How they define the term can limit or expand the study
of the subject. In this edition of Human Communication, we will adopt a broad definition
of communication that is applicable to many different situations and contexts in which
people interact.

Communication comes from the Latin word communicare, which means “to make
common” or “to share.” The root definition is consistent with our definition of com-
munication. We define communication as the process of using messages to generate
meaning. Communication is considered a process because it is an activity, an exchange,
or a set of behaviors—not an unchanging product. Communication is not an object you
can hold in your hand; it is an activity in which you participate. David Berlo, a pioneer in
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the field of communication, probably provided the clearest statement
about communication as a process:

If we accept the concept of process, we view events and rela-
tionships as dynamic, ongoing, ever changing, continuous.
When we label something as a process, we also mean that it
does not have a beginning, an end, a fixed sequence of events.
It is not static, at rest. It is moving. The ingredients within a
process interact; each affects all the others™

In stating that communication is a process, we mean that you can-
not look at any particular communication behavior as a snapshot and
fully understand what is happening. Suppose that you were in a coffee
shop and observed an interaction between a customer and a server. The
customer asks for a double-shot espresso, and the barista responds by
asking, “Sure you don’t want a latte?” The customer responds by say-
ing, “Definitely no,” to which the barista says, “Wow, must be a bad
day.” On its face, this interaction could seem somewhat abrupt—maybe
even inappropriate. But, if the customer is a regular, the barista might
know that this is an unusual order, inferring that the need for an extra
jolt of caffeine is indicative of a hectic day for the patron. In this
example, the communication interaction started well before the actual
behaviors you observed. Those behaviors were part of an ongoing pro-
cess of communication between the customer and the barista. How the
customer responds to the “bad day” comment, perhaps with annoyance
or with a story about what is going on, will further influence that
unfolding communication process.

Messages include verbal and nonverbal symbols, signs, and behaviors. When you
smile at another person, you are sending a message. When a radio announcer chooses
language to emphasize the seriousness of a recent event, she is creating a message. The
public speaker might spend days choosing just the right words and considering his bodily
movements, gestures, and facial expression.

People hope to generate common meanings through the messages they provide.
Meaning is the understanding of the message. You know that all of the messages you
generate are not shared by others with whom you try to communicate. You try to flirt
with someone you meet in class, but the other person seems oblivious to your subtle
nonverbal signals. College professors are generally very knowledgeable about a subject
matter, but they vary greatly in their ability to convey shared meanings.

Understanding the meaning of another person’s message does not occur unless the
two communicators can elicit common meanings for words, phrases, and nonverbal
codes. During the process of communication, we naturally attempt to negotiate meaning
with others. For instance, during class, you might raise a hand to have a professor
clarify the meaning of a term. During a conversation with a friend, you might use a
shake of the head to indicate that you are not following her point. In both examples, you
used verbal or nonverbal symbols or codes to provide feedback and negotiate meaning
with another person. This negotiation is constant, and it means that the process of com-
munication is continually unfolding as we attempt to share common meaning with others.

Components of Communication

In this section you will learn how communication in action really works. The components
of communication are people, messages, channels, feedback, codes, encoding and decoding,
noise, and situation.

Understanding
emerges from shared
experience.
© 0J0 Images/ Getty Images RF

meaning
The understanding of the
message.





