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�0�2�9�(�0�(�1�7���$�1�'���9�2�&�$�/���&�8�(�6��

Classification III: Movement/Position

�7�K�H�� �Q�H�[�W�� �F�D�W�H�J�R�U�\�� �R�I�� �Q�R�Q�Y�H�U�E�D�O�� �F�R�P�P�X�Q�L�F�D�W�L�R�Q�� �U�H�O�D�W�H�V�� �W�R�� �E�R�G�\�� �P�R�Y�H�P�H�Q�W���� �7�K�H�U�H�� �D�U�H�� �F�H�U�W�D�L�Q�� �D�V�S�H�F�W�V�� �R�I�� �\�R�X�U�� �E�R�G�\�� �W�K�D�W�� �F�D�Q�� �E�H
�S�X�U�S�R�V�H�I�X�O�O�\���P�R�Y�H�G���W�R���F�R�P�P�X�Q�L�F�D�W�H���L�Q�F�O�X�G�L�Q�J���\�R�X�U���H�\�H�V�����I�D�F�L�D�O���P�X�V�F�O�H�V�����D�U�P�V�����D�Q�G���K�D�Q�G�V�����,�Q���W�K�L�V���0�R�G�X�O�H�����Z�H���Z�L�O�O���G�L�V�F�X�V�V���H�D�F�K���R�I
�W�K�H�V�H���I�R�X�U���D�V�S�H�F�W�V���D�Q�G���K�R�Z���W�K�H�\���F�D�Q���E�H���X�V�H�G���W�R���F�R�P�P�X�Q�L�F�D�W�H��

Oculesics

�<�R�X�� �S�U�R�E�D�E�O�\�� �K�D�Y�H�� �K�H�D�U�G�� �W�K�H�� �V�D�\�L�Q�J�� ���W�K�H�� �H�\�H�V�� �D�U�H�� �W�K�H�� �Z�L�Q�G�R�Z�V�� �W�R�� �W�K�H�� �V�R�X�O������ �<�R�X�U�� �H�\�H�V�� �F�D�Q�� �F�R�P�P�X�Q�L�F�D�W�H�� �M�X�V�W���D�V�� �P�X�F�K�� �D�V�� �\�R�X�U
�P�R�X�W�K�� �G�R�H�V����Oculesics�� �L�V�� �W�K�H�� �V�W�X�G�\�� �R�I�� �W�K�H�� �X�V�H�� �R�I�� �R�X�U�� �H�\�H�V�� �W�R�� �F�R�P�P�X�Q�L�F�D�W�H���� �7�K�H�U�H�� �D�U�H�� �P�D�Q�\�� �Z�D�\�V�� �W�K�D�W�� �Z�H�� �X�V�H�� �R�X�U�� �H�\�H�V�� �I�R�U
�F�R�P�P�X�Q�L�F�D�W�L�Y�H���S�X�U�S�R�V�H�V���D�Q�G���W�K�H�\���F�D�Q���E�H���F�X�O�W�X�U�D�O�O�\���G�U�L�Y�H�Q�����0�D�W�V�X�P�R�W�R���	���+�Z�D�Q�J����������������

�)�L�U�V�W�����W�K�H�U�H���L�V���S�X�S�L�O���G�L�O�D�W�L�R�Q�����<�R�X�U���S�X�S�L�O�V���D�U�H���W�K�H���K�R�O�H���L�Q���\�R�X�U���H�\�H�V���W�K�D�W���H�[�S�D�Q�G���R�U���F�R�Q�W�U�D�F�W���E�D�V�H�G���R�Q���W�K�H���D�P�R�X�Q�W���R�I���O�L�J�K�W�L�Q�J���D�Q�G���Z�K�D�W
�\�R�X���D�U�H���Y�L�H�Z�L�Q�J�����:�K�H�Q���\�R�X�U���S�X�S�L�O�V���G�L�O�D�W�H���W�K�H�\���D�U�H���H�Q�D�E�O�L�Q�J���\�R�X���W�R���W�D�N�H���L�Q���P�R�U�H���L�Q�I�R�U�P�D�W�L�R�Q���D�E�R�X�W���V�R�P�H�W�K�L�Q�J�����X�V�X�D�O�O�\���L�Q���V�W�D�W�H�V���R�I
�D�U�R�X�V�D�O�� ���&�U�L�W�F�K�O�H�\�� �	�� �1�D�J�D�L���� �������������� �&�R�Q�Y�H�U�V�H�O�\���� �Z�K�H�Q�� �\�R�X�U�� �S�X�S�L�O�V�� �F�R�Q�W�U�D�F�W���� �W�K�H�\�� �D�U�H�� �W�U�\�L�Q�J�� �W�R�� �I�R�U�F�H�� �\�R�X�U�� �V�L�J�K�W�� �R�Q�W�R�� �D�� �S�D�U�W�L�F�X�O�D�U
�W�K�L�Q�J�����X�V�X�D�O�O�\���L�Q���D���V�W�D�W�H���R�I���I�H�D�U�����D�Q�[�L�H�W�\�����R�U���V�D�G�Q�H�V�V�����'�L�O�D�W�H�G���S�X�S�L�O�V���D�O�V�R���P�D�N�H���\�R�X���P�R�U�H���S�K�\�V�L�F�D�O�O�\���D�W�W�U�D�F�W�L�Y�H���W�R���R�W�K�H�U�V�����+�H�V�V����������������
�<�R�X���P�D�\���Q�R�W�L�F�H���W�K�D�W���L�Q���V�R�P�H���V�H�Q�V�X�D�O���P�R�G�H�O�L�Q�J���S�K�R�W�R�V���W�K�D�W���W�K�H���P�R�G�H�O���Z�L�O�O���K�D�Y�H���G�L�O�D�W�H�G���S�X�S�L�O�V�����W�K�H�V�H���D�U�H���N�Q�R�Z�Q���D�V�����E�H�G�U�R�R�P���H�\�H�V����

�<�R�X�� �P�D�\�� �D�O�V�R�� �Q�R�W�L�F�H�� �W�K�D�W�� �V�R�P�H�� �S�U�R�I�H�V�V�L�R�Q�D�O�� �S�R�N�H�U�� �S�O�D�\�H�U�V�� �Z�H�D�U�� �V�X�Q�J�O�D�V�V�H�V�� �G�H�V�S�L�W�H�� �E�H�L�Q�J�� �L�Q�� �D�� �G�L�P�O�\�� �O�L�W�� �U�R�R�P���� �7�K�H�� �V�X�Q�J�O�D�V�V�H�V
�S�U�H�Y�H�Q�W���R�W�K�H�U���S�O�D�\�H�U�V���I�U�R�P���Q�R�W�L�F�L�Q�J���S�X�S�L�O���G�L�O�D�W�L�R�Q�����Z�K�L�F�K���P�D�\���L�Q�G�L�F�D�W�H���W�K�D�W���W�K�H���F�D�U�G�K�R�O�G�H�U���K�D�V���D���J�R�R�G���K�D�Q�G�����,�Q���I�D�F�W�����S�R�N�H�U���S�O�D�\�H�U�V
�K�D�Y�H���D���W�H�U�P���I�R�U���D�O�O���Q�R�Q�Y�H�U�E�D�O���F�R�P�P�X�Q�L�F�D�W�L�R�Q���V�L�J�Q�D�O�V���W�K�D�W���P�D�\�����O�H�D�N�����Z�K�D�W���N�L�Q�G���R�I���K�D�Q�G���D���V�S�H�F�L�I�L�F���S�O�D�\�H�U���K�D�V�����W�K�H�\���D�U�H���F�D�O�O�H�G�����W�H�O�O�V��
���&�D�U�R����������������

�3�X�S�L�O�� �G�L�O�D�W�L�R�Q�� �L�V�� �M�X�V�W�� �R�Q�H�� �N�L�Q�G�� �R�I�� ���W�H�O�O������ �J�O�D�Q�F�L�Q�J���F�D�Q�� �D�O�V�R�� �F�R�Q�Y�H�\�� �P�H�D�Q�L�Q�J�����$�� �J�O�D�Q�F�H�� �L�V�� �W�K�H�� �G�L�U�H�F�W�L�R�Q�� �Z�K�H�U�H�� �S�X�S�L�O�V�� �D�U�H�� �I�D�F�L�Q�J���� �,�Q
�E�D�V�N�H�W�E�D�O�O�����S�O�D�\�H�U�V���Z�L�O�O���X�V�H���W�K�H�����Q�R���O�R�R�N�����S�D�V�V���Z�K�L�F�K���L�Q�Y�R�O�Y�H�V���I�D�F�L�Q�J���L�Q���R�Q�H���G�L�U�H�F�W�L�R�Q���\�H�W���V�W�U�D�W�H�J�L�F�D�O�O�\���X�V�L�Q�J���W�K�H�L�U���S�X�S�L�O�V���W�R���S�D�V�V���W�K�H
�E�D�O�O�� �L�Q�� �D�� �G�L�I�I�H�U�H�Q�W�� �G�L�U�H�F�W�L�R�Q���� �7�K�H�� �P�L�V�G�L�U�H�F�W�L�R�Q�� �F�D�X�V�H�G�� �E�\�� �W�K�H�� �S�O�D�\�H�U�� �I�D�F�L�Q�J�� �R�Q�H�� �G�L�U�H�F�W�L�R�Q�� �E�X�W�� �S�D�V�V�L�Q�J�� �L�Q�� �D�� �G�L�I�I�H�U�H�Q�W�� �R�Q�H�� �W�U�L�F�N�V
�G�H�I�H�Q�G�H�U�V���E�H�F�D�X�V�H���W�K�H�\���D�V�V�X�P�H���W�K�D�W���D���S�O�D�\�H�U���Z�L�O�O���D�O�Z�D�\�V���O�R�R�N���Z�K�H�U�H���W�K�H�\���D�U�H���S�D�V�V�L�Q�J�����,�Q���G�D�W�L�Q�J�������F�K�H�F�N�L�Q�J���R�X�W�����D���S�H�U�V�R�Q���L�Q�Y�R�O�Y�H�V
�V�R�P�H�R�Q�H�
�V�� �S�X�S�L�O�V�� �I�R�F�X�V�L�Q�J�� �R�Q�� �G�L�I�I�H�U�H�Q�W�� �D�V�S�H�F�W�V�� �R�I�� �D�� �S�H�U�V�R�Q���R�I���L�Q�W�H�U�H�V�W�
�V�� �S�K�\�V�L�F�D�O�� �D�S�S�H�D�U�D�Q�F�H���� �,�I�� �\�R�X�� �J�H�W�� �F�D�X�J�K�W�� ���F�K�H�F�N�L�Q�J�� �R�X�W��
�V�R�P�H�R�Q�H�����L�W���F�D�Q���E�H���D�Z�N�Z�D�U�G���W�R���V�D�\���W�K�H���O�H�D�V�W��

�7�K�L�U�G�����W�K�H�U�H���L�V���H�\�H���F�R�Q�W�D�F�W�����(�\�H���F�R�Q�W�D�F�W���L�V���W�K�H���P�X�W�X�D�O���H�[�F�K�D�Q�J�H���R�I���J�O�D�Q�F�H�V���E�H�W�Z�H�H�Q���W�Z�R���S�H�R�S�O�H�����:�K�H�Q���W�Z�R���S�H�R�S�O�H���D�U�H���P�D�G�O�\���L�Q���O�R�Y�H��
�W�K�H�\���Z�L�O�O���J�O�D�Q�F�H���G�H�H�S�O�\���L�Q�W�R���H�D�F�K���R�W�K�H�U�V�
���H�\�H�V���D�Q�G���U�D�U�H�O�\���E�U�H�D�N���H�\�H���F�R�Q�W�D�F�W�����%�H�F�D�X�V�H���R�I���W�K�H���U�R�P�D�Q�W�L�F���Q�D�W�X�U�H���R�I���D���V�L�W�X�D�W�L�R�Q�����\�R�X���P�D�\
�Q�R�W�L�F�H���W�K�D�W���W�K�H�L�U���S�X�S�L�O�V���G�L�O�D�W�H�����3�X�S�L�O���G�L�O�D�W�L�R�Q���L�V���D�V�V�R�F�L�D�W�H�G���Z�L�W�K���V�H�[�X�D�O���D�W�W�U�D�F�W�L�R�Q�����5�L�H�J�H�U���	���6�D�Y�L�Q���:�L�O�O�L�D�P�V�������������������2�Q���W�K�H���R�S�S�R�V�L�W�H
�H�Q�G���R�I���W�K�H���V�S�H�F�W�U�X�P�����L�I���W�Z�R���S�H�R�S�O�H���D�U�H���Y�L�R�O�H�Q�W�O�\���D�Q�J�U�\���Z�L�W�K���H�D�F�K���R�W�K�H�U�����W�K�H�\���P�D�\���D�O�V�R���H�[�F�K�D�Q�J�H���I�R�F�X�V�H�G���J�O�D�Q�F�H�V���Z�L�W�K���W�K�H�L�U���S�X�S�L�O�V
�F�R�Q�W�U�D�F�W�H�G��

�7�K�H�U�H���D�U�H���V�R�P�H���V�R�F�L�D�O���V�L�W�X�D�W�L�R�Q�V���Z�K�H�U�H���H�\�H���F�R�Q�W�D�F�W���L�V���H�[�S�H�F�W�H�G���W�R���E�H���P�D�L�Q�W�D�L�Q�H�G���O�L�N�H���Z�K�H�Q���\�R�X���D�U�H���S�X�E�O�L�F���V�S�H�D�N�L�Q�J���� �W�H�V�W�L�I�\�L�Q�J���L�Q
�F�R�X�U�W���� �R�U�� �W�H�O�O�L�Q�J�� �V�R�P�H�R�Q�H�� �\�R�X�� �O�R�Y�H�� �W�K�H�P���� �7�K�H�U�H�� �L�V�� �D�� �F�X�O�W�X�U�D�O�� �H�O�H�P�H�Q�W�� �W�R�� �W�K�H�V�H�� �Q�R�U�P�V���� �,�Q�� �V�R�P�H�� �F�X�O�W�X�U�H�V���� �D�Y�R�L�G�L�Q�J�� �F�R�Q�W�D�F�W�� �Z�L�W�K�� �D
�V�X�S�H�U�L�R�U���L�V���D���V�L�J�Q���R�I���U�H�V�S�H�F�W�����)�R�U���H�[�D�P�S�O�H�����L�Q���-�D�S�D�Q�H�V�H���F�X�O�W�X�U�H�����V�W�X�G�H�Q�W�V���Z�L�O�O���E�R�Z���W�K�H�L�U���K�H�D�G�V���D�Q�G���I�D�F�H���W�K�H���I�O�R�R�U���Z�K�L�O�H���W�K�H�\���D�U�H���E�H�L�Q�J
�V�F�R�O�G�H�G���� �D�V�� �D�� �V�L�J�Q�� �R�I�� �U�H�V�S�H�F�W�� �D�Q�G�� �G�H�I�H�U�H�Q�F�H�� �W�R�� �W�K�H�� �V�F�R�O�G�H�U�� ���%�X�U�J�R�R�Q���� �*�X�H�U�U�H�U�R���� �	�� �)�O�R�\�G���� �������������� �,�Q�� �W�K�H�� �8�6�� �0�D�U�L�Q�H���&�R�U�S�� �W�U�D�L�Q�L�Q�J��
�E�R�R�W�� �F�D�P�S�� �U�H�F�U�X�L�W�V�� �D�U�H�� �S�U�R�K�L�E�L�W�H�G�� �I�U�R�P�� �P�D�N�L�Q�J�� �H�\�H�� �F�R�Q�W�D�F�W�� �Z�L�W�K�� �W�K�H�L�U�� �G�U�L�O�O�� �V�H�U�J�H�D�Q�W�� �D�V�� �W�K�H�\�� �D�U�H�� �E�H�L�Q�J�� �W�D�O�N�H�G�� �W�R�� �D�Q�G�� �P�X�V�W�� �I�D�F�H
�I�R�U�Z�D�U�G���D�W���D�O�O���W�L�P�H�V��
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�R�W�K�H�U�V�����,�P�D�J�L�Q�H���L�I���\�R�X���Z�D�O�N�H�G���L�Q�W�R���D���6�W�D�U�E�X�F�N�
�V���F�R�I�I�H�H���V�K�R�S���D�Q�G���D�O�O���R�I���W�K�H���S�D�W�U�R�Q�V���Z�D�W�F�K�H�G���\�R�X���D�V���\�R�X���Z�D�O�N���L�Q�����R�U�G�H�U���\�R�X�U���F�R�I�I�H�H��
�D�Q�G���V�L�W���G�R�Z�Q���D�W���D���W�D�E�O�H�����<�R�X���Z�R�X�O�G���S�U�R�E�D�E�O�\���E�H���D���E�L�W���X�Q�F�R�P�I�R�U�W�D�E�O�H���E�H�L�Q�J���V�W�D�U�H�G���D�W���E�\���H�Y�H�U�\�R�Q�H�����7�K�H���Q�R�U�P���W�K�D�W���Z�H���D�U�H���V�X�S�S�R�V�H�G���W�R
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Facial Displays
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Kinesics
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�\�R�X���D�U�P�V���D�U�R�X�Q�G���W�K�H���X�S�S�H�U���D�U�P�V���R�I���W�K�H���S�H�U�V�R�Q�����R�U���\�R�X���P�L�J�K�W���Z�U�D�S���\�R�X�U���D�U�P�V���D�U�R�X�Q�G���W�K�H���O�R�Z�H�U���Z�D�L�V�W���R�I���W�K�H���S�H�U�V�R�Q�����7�K�H���O�R�F�D�W�L�R�Q���R�I
�Z�K�H�U�H���\�R�X�U���D�U�P�V���W�R�X�F�K���P�L�J�K�W���Y�D�U�\���E�D�V�H�G���R�Q���W�K�H���U�H�O�D�W�L�R�Q�V�K�L�S���\�R�X���K�D�Y�H���Z�L�W�K���W�K�D�W���S�H�U�V�R�Q��

�)�U�H�T�X�H�Q�F�\���G�H�V�F�U�L�E�H�V���W�K�H���Q�X�P�E�H�U���R�I���W�R�X�F�K�H�V���W�K�D�W���R�F�F�X�U�����,�I���\�R�X���S�D�W���R�Q���W�K�H���S�H�U�V�R�Q�
�V���E�D�F�N���D���I�H�Z���W�L�P�H�V���Z�K�L�O�H���K�X�J�J�L�Q�J�����W�K�D�W���P�L�J�K�W���K�D�Y�H
�V�R�P�H�� �N�L�Q�G�� �R�I�� �V�S�H�F�L�D�O�� �P�H�D�Q�L�Q�J�� �Y�H�U�V�X�V�� �M�X�V�W�� �G�R�L�Q�J�� �R�Q�H���S�D�W�� �D�V�� �\�R�X�� �H�P�E�U�D�F�H���� �)�L�Q�D�O�O�\���� �L�Q�V�W�U�X�P�H�Q�W�D�O�L�W�\�� �G�H�V�F�U�L�E�H�V�� �Z�K�D�W�� �R�Q�H�� �L�V�� �W�R�X�F�K�H�G
�Z�L�W�K���� �,�P�D�J�L�Q�H���E�H�L�Q�J�� �W�R�X�F�K�H�G���R�Q���W�K�H���D�U�P���Z�L�W�K���D���K�D�Q�G���Y�H�U�V�X�V���D�Q���H�O�E�R�Z�V���� �2�U���L�P�D�J�L�Q�H���E�H�L�Q�J�� �W�R�X�F�K�H�G���R�Q���W�K�H���D�U�P���Z�L�W�K���D���U�X�O�H�U���U�D�W�K�H�U
�W�K�D�Q���D���K�D�Q�G�����7�K�H���I�D�F�W���W�K�D�W���\�R�X���Z�H�U�H���W�R�X�F�K�H�G���Z�L�W�K���D���U�X�O�H�U���P�L�J�K�W���P�H�D�Q���V�R�P�H�W�K�L�Q�J���G�L�I�I�H�U�H�Q�W���W�R���\�R�X��

�,�Q���D�G�G�L�W�L�R�Q���W�R���W�K�H�V�H���I�L�Y�H���G�L�P�H�Q�V�L�R�Q�V�����+�H�V�O�L�Q���D�Q�G���$�O�S�H�U�����������������G�H�Y�H�O�R�S�H�G���D���W�D�[�R�Q�R�P�\���R�I���W�R�X�F�K���W�K�D�W���U�D�Q�J�H���I�U�R�P���O�H�V�V���S�H�U�V�R�Q�D�O���W�R���P�R�V�W
�S�H�U�V�R�Q�D�O�����7�K�H���I�L�Y�H���W�\�S�H�V���D�U�H���I�X�Q�F�W�L�R�Q�D�O���S�U�R�I�H�V�V�L�R�Q�D�O�����V�R�F�L�D�O���S�R�O�L�W�H�����I�U�L�H�Q�G�V�K�L�S���Z�D�U�P�W�K�����O�R�Y�H���L�Q�W�L�P�D�F�\�����D�Q�G���V�H�[�X�D�O���D�U�R�X�V�D�O��

�)�X�Q�F�W�L�R�Q�D�O���S�U�R�I�H�V�V�L�R�Q�D�O���W�R�X�F�K���U�H�O�D�W�H�V���W�R���D�F�F�R�P�S�O�L�V�K�P�H�Q�W���R�I���D���V�S�H�F�L�I�L�F���W�D�V�N���R�U���V�H�U�Y�L�F�H�����W�K�D�W���D�U�H���X�V�X�D�O�O�\���L�P�S�H�U�V�R�Q�D�O���L�Q���Q�D�W�X�U�H�����:�K�H�Q���D
�E�D�V�H�E�D�O�O���F�R�D�F�K���K�H�O�S�V���E�D�W�W�H�U�V���Z�R�U�N���R�Q���W�K�H�L�U���V�Z�L�Q�J�����W�K�H���F�R�D�F�K���P�L�J�K�W���K�R�O�G���W�K�H���E�D�W�W�H�U�V�
���D�U�P�V���W�R���L�Q�V�W�U�X�F�W���W�K�H�P���R�Q���K�R�Z���W�R���E�H�V�W���H�[�H�F�X�W�H���W�K�H
�V�Z�L�Q�J�����2�U���D���I�L�U�H�I�L�J�K�W�H�U���P�L�J�K�W���J�L�Y�H���D���F�K�L�O�G���D���E�R�R�V�W���W�R���V�D�I�H�W�\�����W�R�X�F�K�L�Q�J���W�K�H���F�K�L�O�G�U�H�Q�
�V���I�H�H�W���R�U���Z�D�L�V�W���D�U�H�D��
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���������� �K�W�W�S�V�������V�R�F�L�D�O�V�F�L���O�L�E�U�H�W�H�[�W�V���R�U�J���#�J�R���S�D�J�H������������

�6�R�F�L�D�O���S�R�O�L�W�H���W�R�X�F�K���L�V���F�R�Q�W�H�[�W�X�D�O�L�]�H�G���E�\���D�F�W�V���R�I���S�R�O�L�W�H�Q�H�V�V���D�Q�G���V�R�F�L�D�O���H�W�L�T�X�H�W�W�H�����$���Y�H�U�\���F�R�P�P�R�Q���I�R�U�P���R�I���W�K�L�V���L�Q���$�P�H�U�L�F�D�Q���F�X�O�W�X�U�H���L�V
�W�K�H���K�D�Q�G�V�K�D�N�H�����:�H���J�H�Q�H�U�D�O�O�\���V�K�D�N�H���K�D�Q�G�V���Z�L�W�K���V�W�U�D�Q�J�H�U�V���X�S�R�Q���P�H�H�W�L�Q�J���W�K�H�P���Z�L�W�K���Q�R���S�U�L�R�U���U�H�O�D�W�L�R�Q�D�O���K�L�V�W�R�U�\�����$���J�U�H�H�W�L�Q�J���K�X�J�����K�L�J�K��
�I�L�Y�H�����R�U���S�D�W���R�Q���W�K�H���E�D�F�N���F�D�Q���D�O�O���E�H���H�[�D�P�S�O�H�V���X�V�H�G���L�Q���S�R�O�L�W�H�Q�H�V�V���V�L�W�X�D�W�L�R�Q�V��

�)�U�L�H�Q�G�V�K�L�S���Z�D�U�P�W�K�� �L�V�� �F�K�D�U�D�F�W�H�U�L�]�H�G�� �E�\�� �R�Q�H�
�V�� �H�[�S�U�H�V�V�L�R�Q�� �I�R�U�� �I�U�L�H�Q�G�V�K�L�S�� �D�Q�G�� �O�L�N�L�Q�J�� �W�R�Z�D�U�G�V�� �V�R�P�H�R�Q�H���� �(�[�D�P�S�O�H�V���F�D�Q�� �E�H�� �H�[�W�H�Q�G�H�G
�K�X�J�J�L�Q�J�����K�R�O�G�L�Q�J���K�D�Q�G�V�����D�U�P�V���D�U�R�X�Q�G���W�K�H���Z�D�L�V�W���R�U���V�K�R�X�O�G�H�U�V�����R�U���V�L�W�W�L�Q�J���F�O�R�V�H�O�\���W�R���H�D�F�K���R�W�K�H�U�����)�U�L�H�Q�G�V�K�L�S���J�H�V�W�X�U�H�V���F�D�Q���V�R�P�H�W�L�P�H�V���E�H
�P�L�V�W�D�N�H�Q���I�R�U���U�R�P�D�Q�W�L�F���R�Q�H�V�����Z�K�L�F�K���F�D�Q���F�U�H�D�W�H���X�Q�F�H�U�W�D�L�Q�W�\���L�Q���V�R�P�H���W�\�S�H�V���R�I���U�H�O�D�W�L�R�Q�V�K�L�S�V��

�/�R�Y�H���L�Q�W�L�P�D�F�\���W�R�X�F�K���H�[�S�U�H�V�V�H�V���U�R�P�D�Q�W�L�F���D�W�W�U�D�F�W�L�R�Q�����5�R�P�D�Q�W�L�F���U�H�O�D�W�L�R�Q�V�K�L�S�V���D�U�H���R�I�W�H�Q���P�D�U�N�H�G���E�\���S�K�\�V�L�F�D�O���W�R�X�F�K���P�L�O�H�V�W�R�Q�H�V�����&�R�X�S�O�H�V
�F�D�Q�� �S�U�R�E�D�E�O�\�� �U�H�F�D�O�O�� �W�K�H�� �V�W�R�U�\�� �R�I�� �W�K�H�L�U�� ���I�L�U�V�W�� �N�L�V�V���� �R�U�� �W�K�H�� �I�L�U�V�W�� �W�L�P�H�� �W�K�H�\�� �Z�H�U�H�� �S�K�\�V�L�F�D�O�O�\�� �L�Q�W�L�P�D�W�H���� �7�K�H�� �V�X�F�F�H�V�V�� �R�I�� �D�� �G�D�W�H�� �P�L�J�K�W�� �E�H
�M�X�G�J�H�G���X�S�R�Q���K�R�Z���P�X�F�K���W�K�H���S�K�\�V�L�F�D�O���L�Q�W�L�P�D�F�\�����H�V�F�D�O�D�W�H�G�������G�L�G���W�K�H���G�D�W�H���H�Q�G���Z�L�W�K���M�X�V�W���D���N�L�V�V�"���$���K�X�J�"���2�U���K�R�O�G�L�Q�J���K�D�Q�G�V�"

�6�H�[�X�D�O���D�U�R�X�V�D�O���L�V���W�K�H���P�R�V�W���L�Q�W�L�P�D�W�H���R�I���D�O�O���S�K�\�V�L�F�D�O���W�R�X�F�K�����*�H�Q�H�U�D�O�O�\�����Z�K�D�W���P�D�N�H�V���D���W�R�X�F�K���V�H�[�X�D�O���L�V���W�K�H���I�R�F�X�V���R�Q���D�U�H�D�V���R�I���W�K�H���E�R�G�\
�J�H�Q�H�U�D�O�O�\�� �F�R�Q�V�L�G�H�U�H�G�� �W�K�H�� �P�R�V�W�� �L�Q�W�L�P�D�W�H�� �D�Q�G�� �Y�X�O�Q�H�U�D�E�O�H���� �P�R�X�W�K���� �W�K�L�J�K�V���� �D�Q�G�� �J�H�Q�L�W�D�O�V���� �&�R�P�P�R�Q�O�\�� �D�V�F�U�L�E�H�G�� �V�H�[�X�D�O�� �W�R�X�F�K�L�Q�J�� �F�D�Q
�L�Q�F�O�X�G�H���N�L�V�V�L�Q�J�����S�H�W�W�L�Q�J�����D�Q�G���V�H�[�X�D�O���L�Q�W�H�U�F�R�X�U�V�H��

�$���N�H�\���T�X�D�O�L�I�L�H�U���W�R���W�K�L�V���W�D�[�R�Q�R�P�\���R�I���W�R�X�F�K���L�V���F�X�O�W�X�U�D�O���Q�R�U�P�V�����,�Q���V�R�P�H���F�X�O�W�X�U�H�V�����W�Z�R���P�H�Q���K�R�O�G�L�Q�J���K�D�Q�G�V���L�V���D���V�L�J�Q���R�I���I�U�L�H�Q�G�V�K�L�S�����D�Q�G
�N�L�V�V�L�Q�J���R�Q���W�K�H���F�K�H�H�N���L�V���S�D�U�W���R�I���D���W�\�S�L�F�D�O���J�U�H�H�W�L�Q�J���V�H�T�X�H�Q�F�H�����&�R�Q�W�H�[�W���L�V���W�K�H���I�U�D�P�H�Z�R�U�N���I�R�U���P�D�N�L�Q�J���V�H�Q�V�H���R�I���D�Q�\���D�F�W�L�R�Q��

Classification IV: Vocal Cues

�<�R�X�� �P�L�J�K�W�� �K�D�Y�H�� �K�H�D�U�G�� �W�K�H�� �V�D�\�L�Q�J���� ���,�W�� �G�R�H�V�Q�
�W�� �P�D�W�W�H�U�� �Z�K�D�W�� �\�R�X�� �V�D�\���� �E�X�W�� �K�R�Z�� �\�R�X�� �V�D�\�� �L�W������ �7�K�H�� �I�R�X�U�W�K�� �F�D�W�H�J�R�U�\���R�I�� �Q�R�Q�Y�H�U�E�D�O
�F�R�P�P�X�Q�L�F�D�W�L�R�Q���L�V���U�H�O�D�W�H�G���W�R���Y�R�F�D�O���F�X�H�V�����D�O�V�R���N�Q�R�Z�Q���D�V��vocalics ���%�X�U�J�R�R�Q���H�W���D�O���������������������9�R�F�D�O�L�F�V���I�R�F�X�V�H�V���Q�R�W���R�Q���W�K�H���Z�R�U�G�V���W�K�D�W���Z�H
�F�K�R�R�V�H�����E�X�W���W�K�H���P�D�Q�Q�H�U���L�Q���Z�K�L�F�K���Z�H���V�D�\���W�K�H���Z�R�U�G�V���X�V�L�Q�J���R�X�U���Y�R�F�D�O���F�R�U�G�V�����9�R�F�D�O�L�F�V���L�Q�F�O�X�G�H���W�K�H���V�W�X�G�\���R�I���S�D�U�D�O�D�Q�J�X�D�J�H���Z�K�L�F�K���L�V���W�K�H
�V�H�W���R�I���S�K�\�V�L�F�D�O���P�H�F�K�D�Q�L�V�P�V���W�K�D�W���Z�H���X�V�H���W�R���S�U�R�G�X�F�H���V�R�X�Q�G�V���R�U�D�O�O�\�����7�K�H�V�H���P�H�F�K�D�Q�L�V�P�V���L�Q�F�O�X�G�H���W�K�H���W�K�U�R�D�W�����Q�D�V�D�O���F�D�Y�L�W�L�H�V�����W�R�Q�J�X�H�����O�L�S�V��
�P�R�X�W�K�����D�Q�G���M�D�Z�����7�K�H���V�S�H�F�L�I�L�F���D�V�S�H�F�W�V���R�I���Y�R�F�D�O�L�F�V���W�K�D�W���Z�H���Z�L�O�O���I�R�F�X�V���R�Q���L�Q���W�K�L�V���0�R�G�X�O�H���D�U�H�����S�L�W�F�K�����S�D�F�H�����Y�R�O�X�P�H�����D�Q�G���G�L�V�I�O�X�H�Q�F�L�H�V��

�&�R�Q�V�L�G�H�U���W�K�H���V�H�Q�W�H�Q�F�H���E�H�O�R�Z��

He told her about Mary.

�7�D�N�H���D���P�R�P�H�Q�W���U�H�S�H�D�W�L�Q�J���W�K�L�V���V�H�Q�W�H�Q�F�H�����S�X�W�W�L�Q�J���H�P�S�K�D�V�L�V���R�Q�H���M�X�V�W���R�Q���Z�R�U�G���H�D�F�K���W�L�P�H�����7�U�\���H�P�S�K�D�V�L�]�L�Q�J�����+�(���W�R�O�G���K�H�U���������� �D�Q�G���W�K�H�Q
���+�H���*�$�9�(���K�H�U�����������D�Q�G���V�R���I�R�U�W�K�����'�H�S�H�Q�G�L�Q�J���R�Q���W�K�H���S�D�U�D�O�D�Q�J�X�D�J�H���W�K�D�W���\�R�X���X�V�H�����W�K�H���P�H�D�Q�L�Q�J���R�I���W�K�L�V���V�H�Q�W�H�Q�F�H���F�D�Q���Y�D�U�\���G�H�V�S�L�W�H���X�V�L�Q�J
�W�K�H���V�D�P�H���Z�R�U�G�V��

�+�R�Z�� �K�D�U�P�R�Q�L�F�D�O�O�\�� �K�L�J�K�� �R�U�� �O�R�Z�� �\�R�X�� �V�D�\�� �V�R�P�H�W�K�L�Q�J�� �U�H�I�H�U�V�� �W�R��pitch���� �7�K�H�� �U�D�W�H�� �D�W�� �Z�K�L�F�K�� �\�R�X�U�� �Y�R�F�D�O�� �I�R�O�G�V�� �Y�L�E�U�D�W�H�� �L�Q�� �\�R�X�U�� �W�K�U�R�D�W�� �D�U�H
�U�H�V�S�R�Q�V�L�E�O�H�� �I�R�U�� �W�K�H�� �S�L�W�F�K�� �R�I�� �\�R�X�U�� �Y�R�L�F�H���� �/�R�Z�� �I�U�H�T�X�H�Q�F�\�� �Y�L�E�U�D�W�L�R�Q�V�� �P�D�N�H�� �I�R�U�� �D�� �O�R�Z�H�U���S�L�W�F�K�H�G�� �V�R�X�Q�G���� �Z�K�L�O�H�� �K�L�J�K�H�U�� �I�U�H�T�X�H�Q�F�\
�Y�L�E�U�D�W�L�R�Q�V���P�D�N�H���I�R�U���D���K�L�J�K�H�U���S�L�W�F�K�H�G���V�R�X�Q�G�����,�I���\�R�X���H�Q�G���W�K�H���V�H�Q�W�H�Q�F�H���Z�L�W�K���+�H�U�E�L�H���R�Q���D���K�L�J�K���Q�R�W�H�����N�Q�R�Z�Q���D�V�����X�S�W�D�O�N�������\�R�X���P�L�J�K�W���E�H
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1.��Vocalics Exercise

�+�D�Y�H���\�R�X�U���V�W�X�G�H�Q�W�V���U�H�D�G���W�K�H���V�H�Q�W�H�Q�F�H���D�O�R�X�G���D�V���D���F�O�D�V�V��

Jerry told her about Mary.

�7�D�N�H�� �D�� �P�R�P�H�Q�W�� �U�H�S�H�D�W�L�Q�J�� �W�K�L�V�� �V�H�Q�W�H�Q�F�H���� �S�X�W�W�L�Q�J�� �H�P�S�K�D�V�L�V�� �R�Q�H�� �M�X�V�W�� �R�Q�� �Z�R�U�G�� �H�D�F�K�� �W�L�P�H���� �7�U�\�� �H�P�S�K�D�V�L�]�L�Q�J�� ���-�(�5�5�<�� �W�R�O�G�� �K�H�U���������� �D�Q�G
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���,���O�L�N�H���J�R�L�Q�J���W�R���F�O�D�V�V����

���,���H�Q�M�R�\���H�[�H�U�F�L�V�L�Q�J���H�Y�H�U�\���G�D�\����
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3.��Accent Archive
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7.1: The Fundamentals of Listening
LEARNING OUTCOMES 

Define listening in their own terms.
Identify reasons why listening is important.
Be able to explain features in the listening process.

FUNDAMENTALS OF LISTENING 
Take two or three minutes to recount your most cherished interpersonal relationships. Are any of these relationships’ family
members, friends, colleagues, co-workers, people you met on-line or regularly Skype with? Now think about why you value these
relationships. You may quickly realize that your answer has something to do with your ability to openly communicate and how
much each person actively listens in the relationship. But, are these people really listening to you or are they doing something else
and you think they are good listeners because you have never defined listening? In this Module, you will learn what listening is.
Second, you will learn why listening is important. Finally, you will learn about a number of different features in the listening
process.

What is Listening?

If you had to come up with your own definition for listening, how would you define listening? Now, if you compared your
definition with someone else would the definitions match, be completely different; or, somewhere in the middle? Chances are, you
may find it easier to explain what is not listening than what is listening. According to Merriam-Webster Online Dictionary, to listen
is “to pay attention to sound, to hear something with thoughtful attention, to be alert to catch an expected sound” (“Listen”, 2020,
n.p.). While some may find this definition acceptable, others would say it not completely accurate because it fails to take into
account verbal and nonverbal aspects of listening. In other words, that definition is an oversimplification of a very complex
interpersonal communication skill.

If you struggled to come up with your own definition of listening, know that you are not alone. Throughout the years, researchers
have generated numerous definitions of listening (Barker and Fitch-Hauser, 1986; Glenn, 1989; Wolvin & Coakley, 1996;
Worthington & Bodie, 2018). Often discrepancies about definitions involved the very active and complex cognitive nature of
listening. Some definitions illuminated the importance of the listener’s role and conducts for the effectiveness of the interaction.
Other definitions highlighted verbal and nonverbal communication.

Several large associations have also weighed in. For example, the International Listening Association (ILA) defines listening as
“the process of receiving, constructing meaning from, and responding to spoken and/or nonverbal messages” (1995). In 1998, the
National Communication Association (NCA) came up with its own definition in a document summarizing two sets of competencies
(speaking and listening) for college students. NCA states,

“Listening is the process of receiving, constructing meaning from, and responding to spoken and nonverbal messages. People listen
in order to comprehend information, critique and evaluate a message, show empathy for the feelings expressed by others, or
appreciate a performance. Effective listening includes both literal and critical comprehension of ideas and information transmitted
in oral language.”

As you just read, the different definitions of listening as a concept are extremely broad. However, listening, as defined by both the
ILA and the NCA, is an active, conscious communication act. The definition of listening as defined by the ILA will be used for the
remainder of this unit because it was developed by an international organization of members that promote the study, development,
and teaching of listening.

Why is listening important?

Listening is important because we spend most of our lives listening. In his groundbreaking research, Paul Rankin (1926) found that
adults listen 42% and speak 32% of their daily communication time. Other listening scholars have concluded that in specific
settings such as work, family/friend, on average, we spend at least 50% of our day listening to either another person or to media
(Janusik & Wolvin, 2009). Collectively, these two studies indicate that you spend approximately half of your time communicating
with others. However, perhaps the most obvious reason why listening is important, especially when it comes to interpersonal
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communication, is that you might misinterpret key information. When that happens, you will not respond appropriately or
effectively.

Let’s be honest, when it comes to listening, many if not all of us at some point are guilty of faking attention, fading in and out of
conversations, rehearsing responses, making assumptions, and failing to retain pertinent information. Listening has always played a
fundamental role in interpersonal communication. For example, scholarly articles and research studies have examined listening and
its role in interpersonal relationships such as student/teacher (Cooper & Buchanan, 2010; Imhof, 2008; Valli, 1997), undergraduate
peer tutors (Abbot, Graf, & Chatfield, 2018), friends (Bodie, 2012), parent/child (Ross & Glenn,1996), adolescents/parents/medical
team (Starkman, Fisher, Pilek, Lopez-Henriquez, Lynch & Bilkins-Morgin, 2019), romantic partners (Hoskins, Woszidlo, &
Kunkel, 2016); Kuhn, Bradbury, Nussbeck, & Bodenmann, 2018; Manusov, Stofleth, Harvey & Crowley, 2018), long-married
couples (Pasupathi, Carstensen, Levenson, & Gottman, 1999), ministers, rabbis, priests/parishioners (Corley Schnapp, 2003) and
employees/supervisors (Kristinsson, Jonsdottir, & Snorrason, 2019) just to provide a few examples. Although, the examples span
more than 20 years this by no means is an exhaustive list. In short, listening is very important in a variety of interpersonal
relationships and there is plenty of research to support this claim.

What is the Listening Process?

One of the reasons why Merriam Websters’ definition of listen is an oversimplification is because too much of the answer seems to
imply that listening is hearing. This simply is not the case. Can you recall a time when you responded to someone with, “Yeah, I
heard you.” but in reality, you were multitasking and checking your cell phone? While you can feel good knowing that you were
telling the truth, because you did hear them, unfortunately you were not listening. This is a perfect example of ineffective listening
and definitely demonstrates that hearing and listening are not the same. Listening is a process.

The study of listening in the field of communication is not a new focus. As early as 1948 Ralph Nichols, considered by many
listening scholars to be the “father of listening” as a field of study, established dimensions of what constitutes listening behavior.
These dimensions included inference making, listening for the main ideas, identifying the organizational plan, and concentration.
Early listening scholars attempted to classify, categorize and explain how listening is situated from a number of different factors.
“Although other scholars had studied listening, Nichols’s work motivated scholars to think of listening as a separate and
identifiable aspect of communication” (Worthington & Fitch-Hauser, 2012, p. 7).

As a result, scholars have described the listening process using five (Adler, Rosenfeld, Towne & Scott, 1986; Adler & Towne,
1999; Adler, Rosenfeld & Proctor, 2017; DeVito, 2000), six (Brownell, 2013) or even seven components (Worthington Fitch-
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Hauser, 2012). A content analysis of 50 definitions of listening found that the five most frequently used features included
perception, attention, interpretation, remembering, and responding (Glenn, 1989). Given the fact that these five components have
been a part of listening definitions for more than 60 years, the next section will address each of these components in greater detail.

Perception

Perception also called receiving is the first and most basic component of the listening process. As a listener, you must first become
aware of the sounds you are hearing in an environment. In other listening process models, it is called “hearing.” As a listener, you
select which auditory sounds to focus on. For example, you walk into a party, see a group of friends. You can hear other sounds in
the room; however, you most likely will instinctively focus on the conversation with your friends. As a listener in this initial stage
you are actually absorbing the information being expressed to you verbally and nonverbally.

Attention

Attention is the second component in the listening process where you place your focus as a listener on the speaker. This part of the
listening process is selective. The sounds we hear have no meaning until we give them their meaning in context. Attending to a
message requires active engagement. For example, you put away your cell phone and say to your colleague, “Go ahead, keep
talking. I’m listening,” Now your colleague truly does have your undivided attention. You are actively avoiding distractions, not
interrupting the speaker and not rehearsing a response. In this component, your top priority is only to listen.

Interpretation

Interpretation is the third component in the listening process where the listener assigns meaning to a message based on verbal and
nonverbal messages. Interpretation takes place after you have received the information from the speaker and begin to interpret its
meaning. You can share your interpretation by asking questions, or rephrasing parts of the speaker’s message. Interpretation allows
you to demonstrate your active engagement with their words, and help you better understand their key points or even ambiguous
messages. For example, your supervisor says, “You and I definitely should schedule to meet sometime next week” but then walks
away. Most people would not know how to interpret this because the message is vague. Does your supervisor want to meet next
week on Monday, Tuesday, Friday? Is this really a “meeting” or are you being demoted, transferred, or perhaps even promoted?
Furthermore, “sometime” is not a specific time and they could possibly be referring to a meeting early in the morning, noon or late
in the afternoon. In this phase of the listening process, listening fidelity is crucial. Listening fidelity is “the degree of congruence
between the cognitions of a listener and the cognition of a source following a communication event (Mulanax & Powers, 2001;
Powers & Bodie, 2003, p. 24). It is possible to listen and still not understand what the message the sender was attempting to
communicate.

Remembering

Remembering is the ability to recall information. What good would it do in a conversation if you could not remember key points of
the speaker’s message? Remembering is important in the listening process because it means that an individual has not only
received and understood a message but has also added it to the mind’s storage bank. However, just as our attention is selective, so
too is our memory. What is remembered may be quite different from what was originally seen or heard (Tyagi, 2013). Too often,
people equate being a good or bad listener with their ability to remember information. Wolvin and Coakley (1996) note that the
most common reason for not remembering a message after the fact is because it was not really learned in the first place.

There are two types of memory: short-term or active memory, and long-term or passive memory. As its name suggests, short-term
or active memory is made up of the information we are processing at any given time. Short-term memory involves information
being captured at the moment (such as listening in class) as well as from information retrieved from our passive memory for doing
complex mental tasks (such as thinking critically and drawing conclusions). But short-term memory is limited and suffers from the
passing of time and lack of use. We begin to forget data within 30 seconds of not using it, and interruptions (such as phone calls or
distractions) require us to rebuild the short-term memory structure—to get “back on task.”

Long-term memory involves the storage and recall of information over a long period of time (such as days, weeks, or years).
Long-term memories aren’t all of equal strength. Stronger memories enable you to recall an event, procedure, or fact on demand—
for example, you may be able to vividly remember exactly where you were, who you were with; and, what you were doing the
moment you learned about “9/11,” the deadliest terrorist attacks on American soil in U.S. history. Theoretically, the capacity of
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long-term memory could be unlimited, the main constraint on recall being accessibility rather than availability. Long-term
memories can last for just a few days, or for many years. The fact is, memory fails everyone from time to time.

Responding

If you have completed the perception, attention, interpretation and remembering components of the listening process, verbally
responding to a speaker is not only appropriate it is probably expected. Responding entails sending verbal and nonverbal messages
that indicate attentiveness and understanding or a lack thereof. We send verbal and nonverbal feedback while another person is
talking and after they are done. For example, using phrases such as, “yeah”, “uh-huh,” “hmm,” and “right,”) and/or nonverbal cues
like direct eye contact, head nods, and leaning forward. Back channel cues are behaviors that generally show interest, attention
and/or a willingness to continue listening.

Now that all five components (perception, attention, interpretation, remembering, and responding) in the listening process have
been examined, you are now less likely to mistake listening as a simple, passive activity. Listening is a process, and an active one
that does not unfold in a linear, step-by-step fashion. While each component seems like a lengthy process, this all happens in a
short amount of time, and should feel natural during a conversation.

Conclusion

In this Module, you learned what listening is. Second, you learned why listening is important. Finally, you learned about a number
of different features in the listening process. Each component plays an important role in your ability to communicate and listen
effectively with others. Being familiar with each part of the listening process will help you become a better thinker, listener,
speaker and communicator.

LEARNING ACTIVITIES 
1. Activity: How do YOU define Listening?

Listening scholars have come up with a variety of definitions for listening. Take five minutes to write down your own definition of
listening. Next, get into small groups and share your definition with others. Are there any similarities/differences?

2. Activity: Practice With the Listening Process

For one week practice using each of the five components in the listening process with a friend, classmate, co-worker. What
differences did you notice based on the different relationship contexts?
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GLOSSARY 
Attention: The process of filtering out some messages and focusing on others.

Back channel cues: Verbal and nonverbal signals we send while someone is talking and can consist of typically short utterances
(e.g., “yeah”, “uh-huh,” “hmm,” and “right,”) and/or nonverbal cues like direct eye contact, head nods, and leaning forward.

Interpretation: Occurs in the third phase of the listening process where the listener attempts to assign meaning to a message.

Listen: Give attention to a sound, both verbal and nonverbal in an effort to make meaning .

Listening: The process of receiving, constructing meaning from, and responding to spoken and/or nonverbal messages

Listening fidelity: The degree of congruence between the cognitions of a listener and the cognition of a source following a
communication event.

Long-term memory: Involves the storage and recall of information over a long period of time

Perception: Is the first step of the listening process where the listener initially becomes aware of the sounds

Remembering: Ability to recall information

Responding: Giving verbal and nonverbal feedback

Short-term memory: Involves information being captured at the moment

MEDIA 
1. Finding Dory: Short Term Memory Loss: Here is a clip from the film Finding Dory (2016). While Dory forgets

conversations within minutes of having them, she never quite forgets who she is, or the fact that she has short-term memory
loss, and can therefore explain her bizarre behavior to those around her. Use this video to spark a discussion about how you
failed to remember some basic information in a conversation and how it impacted your ability to listen:
https://www.youtube.com/watch?v=1LhFiJd8GnE

2. Relational Listening: It’s Not About the Nail: This clip very clearly shows how important it is to LISTEN even though there
might be other obvious concerns that we might want to discuss with the sender. In interpersonal communication, relational
listening includes providing reactions and responses for the person who is speaking. How would you have used relational
listening in this situation? See the link: https://www.youtube.com/watch?v=yWcEhtg7W3s

This page titled 7.1: The Fundamentals of Listening is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel
Usera & contributing authors.
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7.2: Listening Types and Habits
LEARNING OUTCOMES 

Demonstrate an understanding of different listening types.
Be able to distinguish between several different listening habits.

LISTENING TYPES AND HABITS 
Now that you are becoming more confident in your ability to define listening in your own terms and have a deeper understanding
of the listening process, you might be asking yourself, what is all the hype about listening? In this Module, first, you will learn
about several different types of listening. Second, you will also learn about different listening habits.

Listening Types

Given the many different kinds of relationships, you might have noticed that you listen to different people in different ways and for
different reasons. For instance, you may find it easier to listen to your grandmother than to your younger brother. You may be able
to pay attention to your professor’s lecture for 50 minutes, but listening to your co-worker’s five-minute presentation makes you
incredibly sleepy. If you can relate to at least one of these scenarios, then you may have already started to suspect that there isn’t
just one way to listen. Just to be clear, in this Module, an interpersonal relationship refers to the association, connection,
interaction and bond between two or more people.

There are many different types of listening. By some accounts, there are at least 18 different types of listening (See Table 1 in
Appendices). If you are motivated and interested in listening to another person then that type of listening is important at that
moment. For readers being introduced to interpersonal communication for the first time, that type of listening is most likely called
interpersonal listening. “Interpersonal listening is listening that occurs between people; it occurs in both informal and formal
contexts” (Wolvin, 2017, p. 4). Another term similar to interpersonal listening is relationally oriented listening. “Relationally
oriented listening is the dynamic, interdependent, and uniquely human process of signaling attention, affection, empathy,
understanding and responsiveness through a vast repertoire of specific behaviors (Beard & Bodie, 2014; Bodie, 2010, 2011b,
2012a)” (Bodie & Denham, 2017, p. 46). Listening is a social and contextual act. The various types of listening can be categorized
based on the listeners’ goals which can enhance or impede effective listening.

Many of today’s well-known listening standard books were published in the 1980s, like Listening (1996, 1985) by Andrew Wolvin
and Carolyn Gwynn Coakley. A major part of that book is about developing purposeful listening skills with a “taxonomy of
listening that describes how listeners function at various listening purposes or levels” (1996, p. 151). For the purposes of this
section, Wolvin and Coakley’s five listening types will be covered: discriminative listening, comprehensive listening, critical
listening, appreciative listening and therapeutic listening. These five listening types were selected because they all provide an
important framework in the listening process and they have stood the test of time, as scholars have not been able to add on to them.

Discriminative listening

Discriminative listening is listening to distinguish aural and sometimes visual stimuli (Wolvin and Coakley, 1996). This most
basic type of listening helps you determine what sound is coming from where or who is making the sound. If you cannot hear
differences, then you cannot make sense of the meaning that is expressed by such differences. We learn to discriminate between
sounds within our own language early, and later are unable to discriminate between the phonemes of other languages. The
importance of using this listening type in an interpersonal relationship is because you actively determine which auditory sounds to
listen to and filter out all the other sounds that are not important to you.

Suppose April and her older brother Ed are having lunch at a bar-and-grill type restaurant, which gets rather loud especially during
“happy hour”. Although the two of them are seated inside at a booth and across from one another, April uses discriminative
listening to focus on what her brother is talking about instead of the other noises, sounds, music or even other people talking in the
background.

Comprehensive listening

Comprehensive listening (also known as content listening, informative listening and full listening) builds on discriminative
listening and involves comprehending the speaker’s message based on a number of different features such as vocabulary, language

https://libretexts.org/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://socialsci.libretexts.org/@go/page/90704?pdf
https://socialsci.libretexts.org/Bookshelves/Communication/Introduction_to_Communication/Communicating_to_Connect_-_Interpersonal_Communication_for_Today_(Usera)/07%3A_Listening/7.02%3A_Listening_Types_and_Habits


7.2.2 https://socialsci.libretexts.org/@go/page/90704

skill, one’s perception, and nonverbal cues. In comprehensive listening we strive for a level of listening fidelity that will allow us to
assign meanings to a message. If you are getting directions, watching the news, listening to a lecture, you are listening to
understand or listening to comprehend the message that is being sent. The importance of using this type of listening type in an
interpersonal relationship is fundamental. Misunderstandings in relationships are caused by one or both partners who did not fully
comprehend a message.

Going back to the original scenario, suppose after several glasses of water, April wants to get to the restroom quickly but isn’t
certain of the exact location. When the waiter comes to the table to drop off the bill, April asks for directions. The waiter explains
that the restrooms are downstairs, past the pool tables and emphasizes that the hallway on the right leads to the “ladies” room while
the hallway on the left leads to the “gentlemen’s” room. April uses comprehensive listening to get to the restroom.

Critical listening

Critical listening analyzes and evaluates the accuracy, legitimacy and value of a message. As a critical listener, you are listening to
all parts of the message, analyzing it, and evaluating what you heard. When engaging in critical listening, you are also critically
thinking. You are making mental judgments based on what you see, hear, and read. Your goal as a critical listener is to evaluate the
message that is being sent and decide for yourself if the information is valid. Critical listening plays an important role in everyday
life decision-making.

In another scenario, suppose that Sofía is an undecided democratic voter in an up-coming United States (U.S.) primary election.
Although the presidential election is still months away, she watches and listens to several presidential candidates on television
debate each other on issues ranging from economic inequality, gun control, voter suppression, health care coverage to immigration
policies. Sofía uses critical listening to evaluate each candidates’ responses to help her decide who she will vote for in the next U.S.
presidential election.

Appreciative listening

Appreciative listening is “listening for sensory stimulation or enjoyment” (Wolvin & Coakley, 1996, p. 363). This type of listening
in interpersonal relationships becomes important when you become aware that you will need to suspend critical thoughts and
instead listen. When you listen to someone and appreciate what they have to say without being critical it can have a profoundly
positive impact on the relationship. We also can listen appreciatively to music and nature, among other sounds.

Here is another scenario: in school, Ashton interacts with a variety of people many of which are international students.
Presentational speaking class in particular affords him with opportunities to use appreciative listening. During speeches, Ashton
appreciates and values the wide range of accents, inflections and cadence offered by his classmates.

Therapeutic listening

Therapeutic listening, also referred to as empathic listening (Myers, 2000), is a way of listening and responding to another person
when you are trying to understand the others point of view. This type of listening is most appropriate where the listener conveys
their support and concern for the speakers’ emotional well-being without giving advice or trying to fix anything.

Although sympathetic and empathetic listening are closely related. They are different. In Brené Brown’s (2013) animated Royal
Society for the encouragement of Arts (RSA) Short, on Empathy she explains the difference between sympathy and empathy.
Sympathy = "I see your pain". Empathy = "I feel your pain". Empathetic listening is really about the listeners’ ability to feel “with”
while sympathetic listening is really about the listener’s ability to feel “for” the speaker. Empathy is important in listening in that
the listener seeks to relate to the speaker beyond the words.

Scenario: Carlos and Sylvia have been married for nearly 35 years. Over time, Carlos has started to lose his hearing which secretly
frustrates him because he hasn’t been able to notice when his wife is trying to get his attention. Although he is contemplating
getting a hearing aid, he does not want to admit that he could use the assistance of this kind of device. Finally, Carlos finally shares
with Sylvia what has been bothering him. Sylvia uses therapeutic listening as her husband talks about not only his frustrations
about getting older but also his reservations about getting a hearing aid.

Indeed, these are only five of many different listening types. You may start using one, shift to another and even use three of four
different types of listening with a single speaker. There are, of course, many others you can use depending upon a variety of factors.
In additional to know about various listening types you will also want to become familiar with different listening habits.
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Listening Habits

Make a list of at least five things off the top of your head that you can think of that would annoy or irritate you if someone were
doing them while you were speaking. Chances are your list would include examples such as: interrupting, finishing the thoughts of
or suggesting words for the speaker, doodling, drawing, pen-tapping, fidgeting, changing the topic, checking your cell phone. When
it comes to listening, “each person listens to and for different types of information based partially on the routines they have
established by listening in particular ways (i.e., listening habit” (Bodie, Winter, Dupuis & Tompkins, 2019, p. 3). In this section, we
are going to examine four primary listening habits, specifically analytical listening, conceptual listening, connective listening, and
reflective listening which represent how people come to understand the content and relational meaning of messages. The more you
know about listening habits the more likely you are to identify how you process information.

Everyone interprets messages differently based on their prior experience, knowledge and values. It should come as no surprise that
our everyday conversations sometimes result in misunderstandings. Some of these misunderstandings derive from a habitual
listening orientation. Based on the ECHO (Effective Communication for Healthy Organizations) Listening Profile, a 10 question,
statistically validated survey that identifies listening habits as a brain-based cognitive function, people have four primary listening
habits. The first two listening habits (analytical listening, conceptual listening) deal primarily with how people tend to focus on
different aspects of a speaker’s message. Analytical listening focuses on what the interaction means to an issue or objective
situations and filters what is heard through an interest in results and facts. Conceptual listening focuses on the big picture and
ideas, often abstract, and filters what is heard through an interest in concepts and possibilities. The second two listening habits
(connective listening, and reflective listening) deal primarily with how people construct relational meaning from messages.
Connective listening focuses on what the interaction means for others and filters what is heard through interests in other people,
groups, processes, and audiences. Reflective listening focuses on what the interaction means for them and filters what is heard
through their own interests and purposes.

Each of these four listening habits have their own set of strengths and weaknesses. For example, if you were to score high on the
ECHO Listening Profile as a connective listener you listen to offer encouragement and support and nod approvingly which adds
value to the speaker and reinforces their ideas. On the other hand, as a connective listener you may find yourself inadvertently
agreeing with the speaker and dismiss listening for facts/data. The ECHO Listening Profile does not rate whether you are a “good”
or “bad” listener. It is however, one of two valid listening assessment tools (also see LSP-R; Bodie et al., 2013) that establishes a
listening habit and does not advocate for an “ideal” profile but rather “all people hold some level of each of these filters in their
cognitive system even if these filters are more prominent in some people in some contexts, compared to others” (Bodie et al., 2019,
p. 22). The point being made here is that we all habitually listen to and for certain types of information, while filtering out other
types of information. And, since listening is a cognitive habit, we tend to listen the same way through our dominant habit and our
listening blind spots are the habits we’re not using. So, we all miss something. But, we can learn to listen through our non-
dominant habits because we have the control of our cognitive processes.
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Figure : The Four Listening Habits

Source. Adapted from Dupuis, D. & Winter, J. (2019). Sample ECHO Profile Report: The four listening habits [PDF File]. Used
with permission.

Conclusion

In this Module, we first examined five types of listening. Next, we addressed four listening habits that individuals use to filter and
interpret what they hear, and how that interpretation affects our ability to listen. There are several key takeaways from this Module.
There are many different listening types (e.g., interpersonal, relationally oriented, discriminative, comprehensive, critical,
appreciative and therapeutic listening). Regardless of the relationship, everyone falls into listening habits and listens to different
auditory stimuli for a variety of reasons.

LEARNING ACTIVITIES 
1. Activity: Are You a Good Listener?

Are you a good listener? Find out by completing one of five free listening assessments from the list below:

Listening Models/Assessment Instruments:

The Listening Concepts Inventory (Imhof & Janusik, 2006)
Active Empathic Listening Scale (Bodie, 2011)
Metacognitive Listening Strategies Instrument (Janusik & Keaton, 2011)
The Revised Listening Styles Profile (Bodie, Worthington & Gearhart, 2013)
The Profile of Nonverbal Sensitivity Test, (Rosenthal, Hall, DiMatteo, Rogers & Archer, 2013)
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2. Activity: Listening Habits

What are good listening habits? What are bad listening habits? In order to identify “good” and “bad” listening habits have student
work in small groups, generate a list of Ineffective Listening Habits and Effective Listening Habits. Compare and discuss what is
on each list. Keep in mind that culture plays a role here too. Being able to identify ineffective and effective listening habits will
help your awareness of what to do and not to do in your interpersonal relationships.

INEFFECTIVE LISTENING HABITS EFFECTIVE LISTENING HABITS

e.g., Stare without expression, fakes attention e.g., Ask questions, “Tell me more . . . “
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GLOSSARY 
Analytical listening: A listening habit where the listener tends to focus on what the interaction means to an issue or objective
situations and filters what is heard through an interest in results and facts.

Appreciative listening: Listening to enjoy or to gain enjoyment.

Comprehensive listening: Listening to understand information.

Conceptual listening: A listening habit where the listener tends to focus on the big picture and ideas, often abstract and filters
what is heard through an interest in concepts and possibilities.

Connective listening: A listening habit where the listener tends to focus on what the interaction means for others and filters what is
heard through interests in other people groups, processes, and audiences.

Critical listening: Listening to evaluate or judge what is being said.

Discriminative listening: Involves distinguishing the auditory and/or visual sounds.

Intrapersonal listening: Informally termed “self-talk” the listener is cognizant of their inner thoughts, monologue.

Interpersonal listening (also relational Listening): A listening style where the listener makes an active attempt to understand and
attend to the speaker’s message. In relational listening when tend to focus on the content of the conversation and the emotional
feelings expressed by the speaker.

Reflective listening: A listening habit where the listener tends to focus on what the interaction means for them and filters what is
heard through their own interests and purposes.

Therapeutic/empathic listening: Paying attention to the other person with emotional identification (empathy), compassion,
feeling, insight, etc.

MEDIA 
1. Pseudo/False Listening: When You’re Not Listening

Most of us have had an experience with a friend or family member where they have been sharing what to them seems like a
fascinating story but the problem is it’s exhausting to listen to them rant on and on. Usually we are polite and pretend to listen.
Here is a clip that we can all relate to. Use this video to spark a discussion about a time when you used pseudo/false listening.
https://www.youtube.com/watch?v=YZizCoOctPo

2. Listening Styles: Rainbow Needs to Listen Better

Rainbow (Tracee Ellis Ross) isn't sure what Zoey's (Yara Shahidi) personal drama is all about, so Bow tries to bluff her way
through the conversation by stuffing food in her mouth. From Episode 2 of Black-ish Season 1, "The Talk." ABC Wednesdays
9:30|8:30c. In this situation, what listening style might be the most effective in this situation? What listening style might be the
most ineffective in this situation?
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Here is the link: https://abc.com/shows/blackish/video/the-best-of-bow/vdka0_8lyy8891

3. Listening Types: Everybody Loves Raymond Uses Active Listening

In this episode of Everybody Loves Raymond, Ray uses the Active Listening skills that he learned in "Parent Effectiveness
Training" workshop. Do you think he was effective? What other types of listening might have worked in this situation?

The link is here: https://www.youtube.com/watch?time_continue=178&v=4VOubVB4CTU&feature=emb_title

This page titled 7.2: Listening Types and Habits is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel
Usera & contributing authors.
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7.3: How Can I Become a Better Listener?
LEARNING OUTCOMES 

Identify verbal listening responses.
Recognize nonverbal listening responses.
Explain how active listening can be used in interpersonal relationships.

BECOMING A BETTER LISTENER 
Imagine what could be possible for you and all of your current and even future relationships if you became familiar with a variety
of listening responses. Listening is a cognitive activity, but within the communication context, it is perceived behaviorally. Imagine
how your interpersonal relationships might be even further enriched if you could combine the two. Applying what you have been
reading about in this Unit on listening has not been addressed, until now. In this module you will first learn several verbal listening
responses and then you will learn several nonverbal listening ones.

Verbal Listening Responses

In face-to-face conversations listeners provide feedback and comments at the same time as the speakers are uttering their words and
sentences. Listeners, through short verbalizations and nonverbal signals, show how they are engaged in the dialogue.
Responsiveness is a key element of effective communication in most relationships. Speakers usually want listeners to demonstrate
they are listening by responding appropriately to what they are saying. In fact, research demonstrates that perceived partner
responsiveness or relationship quality depends on beliefs about a relationship partner’s responsiveness--that is, on the perception
that a partner understands, values, and supports important aspects of the self (Reis & Gable, 2015). These discernable reactions and
responses of a receiver to a sender’s message is known as feedback. Feedback is any form of response to the speaker's message
and can include both verbal and nonverbal elements. It is feedback to the speaker that makes listening a more active process. Keep
in mind that culture does impact our listening behaviors (Imhof & Janusik, 2006). Furthermore, people differ in how they display
emotions. For example, people that listen without challenging the speaker, may be members of collectivistic cultures. They tend to
be more attentive to and concerned with the opinions of others. On the other hand, people from individualistic cultures, such as
people that grew up in the United States, tend to view their primary responsibility as being to themselves. Several examples of
common verbal listening responses follow:

Paraphrasing

In a conversation, paraphrasing demonstrates that the listener is understanding the speaker. It is an effective form of verbal
feedback. One example is provided below:

Speaker: “I feel really awful today.”

Listener: “Sounds like you're under the weather.”

Speaker: “No...I just found out that I got a really low score on my science quiz.”

In this example, when the listener paraphrased what they believed the speaker meant, the speaker clarified for the listener what they
really were trying to communicate. Paraphrasing is not using the same words the speaker used. When paraphrasing, it is important
to keep the original meaning so that the facts remain intact.

Sophisticated Questions

The best conversations are interactive. Sitting silently nodding your head does not provide any evidence that you are listening to a
speaker. People perceive the best listeners to be those who periodically ask questions. In your efforts to become a better listener,
asking a sophisticated question which is “a question that shows you have been listening, but still have some confusion” will work
effectively (Janusik, 2017, p. 200). The question first paraphrases what is known or understood and then asks a question[1] . For
example, “I understand that you want to have a meeting with me next week, and that it sometime in the morning, What I do not
know is where exactly will the meeting take place. In your office or mine?” In this example, the listener has asked a sophisticated
question because while they were uncertain about the location of the meeting you were listening and knew that the speaker had
asked to meet.
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Perception Checking

This is another effective way that a listener demonstrates that they are actively listening and being attentive to the speaker.
Perception checking occurs in three steps. The first step is the listener describes the speakers’ behavior. The second step is the
listener offers two interpretations of the speakers’ behavior. The third step is the listener asks for confirmation about the two
interpretations. One example is provided below:

Speaker: “I feel really awful today and I don’t feel like talking.”

Listener: “I noticed that you haven’t been saying much.” (describe behavior)

“Do you have a migraine?” (interpretation #1)

“Or, did I say something to upset you?” (interpretation #2)

“Are either of these interpretations accurate?” (request for confirmation)

Speaker: “Neither are right. I got a really low score on my science quiz.”

In this example, the listener did not decode the behavior or verbal messages accurately. If the listener had not used perception
checking and just listened to the verbal message, the outcome of this relationship might have started to slowly deteriorate over
time.

Nonverbal Listening Responses

In face-to-face conversations, speakers usually expect listeners to display nonverbal signs of listening. Nonverbal listening
behaviors show others that you are listening. The top four most important behaviors in the United States that show others you are
listening are eye contact, facial expressions, posture, and head nodding (Bodie et al., 2012). As these are addressed in this section,
review these, keep in mind that many of these nonverbal listening responses displayed in U.S. culture are not perceived the same in
other cultures.

Eye contact

It is usually encouraging and normal for a listener to look at a speaker (Bavelas, Coates, & Johnson, 2002). However, too much eye
contact can be intimidating, especially for more shy speakers. In some cultures, too much eye contact is disrespectful, viewed as
shameful or even a signal of aggression (McCarthy, Lee, Itakura, & Muir, 2008). In other words, make certain that you are aware of
how much eye contact is appropriate for any given situation. Combine eye contact with smiles and other nonverbal messages to
encourage a speaker.

Facial expressions

As a listener your face will reveal whether or not you are emotionally present and filled with interest. Facial expressions such as
happiness, sadness, anger, surprise fear and disgust are universal meaning they are the same across cultures (Ekman, 1970). As an
active listener, displaying these emotions as you are listening is not only appropriate but expected. A smile conveys a positive
disposition to a speaker, while furrowed eyebrows accompanied with a frown conveys a negative or even concerned disposition.
These are just a few facial expressions that reflect the level of understanding and degree of empathy the listener while listening to a
speaker.

Posture

Are your arms crossed, shoulders raised, and fists clenched while you are listening? The posture of a listener signals involvement
and attentiveness to the speaker. An active listener may naturally lean slightly forward and orient their body positions completely
toward the speaker (Bodie & Jones, 2012). Other signs of active listening may include resting your head in your hand or even
tilting your head.

Head nodding

Listeners show that they are engaged in a face-to-face conversation by using head movements, primarily nodding and shaking their
head (Rosenfeld, 1978). This behavior can sometimes be purposeful and other times unconscious and even arbitrary (Hadar, Steiner
& Rose, 1985). For example, an active listener might occasionally, nod their head vertically – as in ‘yes’ to show the speaker they
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agree or horizontally as in ‘no’ following a direct question or perhaps the speaker said something that the listener did not agree
with. Keep in mind, though, that there are other cultures (e.g., Bulgaria) where the horizontal means yes and the vertical means no.

Using Listening to Enhance Interpersonal Relationships

You can improve the quality of your interpersonal relationships by wanting to improve your listening skills and practicing your
listening skills. For the most part, “good listeners” are able to adopt the other’s perspective. This view of the other is known as
perspective taking and also includes the use of nonverbal signals such head nodding your head and using eye contact. In fact,
having an appropriate response is crucial when listening. Listening does not mean complete silence and restraining from
interrupting the other person. In interpersonal communication, “listening is deeply rooted in the context of its ability to help create,
maintain, and enhance positive interpersonal relationships” (Bodie, St. Cyr, Pence, Rold & Honeycutt, J., 2012, p. 2).
Conversations are usually an exchange of ideas between a sender and a receiver.

Practice Listening Using Active Listening

Listening has become significantly more difficult, especially in the digital age. While there are benefits to technological advances
that can increase capability for socialization and even a mixed blessing in the academic classroom, the virtual world leads us —
quite ironically — to social isolation (Neiterman, 2019). It’s never too late to work on your listening skills, and, by doing so,
improve your quality of life and deepen your interpersonal relationships. Whether they are your colleagues, clients from work,
friends or members of your family, listening is the key to better communication. Scholars point out that, “listening is a daily
activity that constitutes a critical aspect of interpersonal communication and of professional competence” (Imhof & Janusik, 2006,
p. 79). How well we listen not only affects our understanding and responses to other people, but also it ultimately affects our
relationships with them. “Being heard” is vitally important for many types of conversation and is an expected part of many
relationships (Myers, 2000). One way to improve all of your interpersonal relationships is to practice using active listening.

Active listening

The term “active listening” was formally popularized Thomas Gordon (1975) as a description of a set of verbal and nonverbal skills
essential in his training of parents and children. “In the field of communication, almost all of the most popular interpersonal
communication textbooks include a treatment of active listening” (e.g., Canary, Cody, & Manusov, 2003; Devito, 2007; Adler,
Rosenfeld, & Proctor, 2006; Trenholm & Jensen, 2004; Verderber & Verderber, 2004; Wood, 1998)” (Weger et al, 2010, p.35).
Active listening is most often used to improve personal relationships, reduce misunderstandings and conflicts, strengthen
cooperation, and foster understanding. Active listening is defined as an attempt to demonstrate unconditional acceptance and
unbiased reflection by the listener of a sender’s message. Active listening means participating in the listening process by asking
questions or by encouraging the speaker to share more information. This type of listening is encouraged in every interpersonal
context where the participation of the listener makes the information obtained through listening more useful and effective.

Listening Strategies

Listening has been described throughout this unit as a complex multifunctional process. Within the context of communication,
listening is increasingly recognized as an active and complex cognitive, psychosocial, and behavioral activity (Janusik, 2002, 2007;
Witkin, 1990). Listening effectively requires considerable skill and practice. Often people think skill and strategy are the same;
however, they are notably different. “A strategy is more complex than a skill because it includes the ability to switch thinking
processes in the moment when one recognizes that one is not understanding” (Janusik, 2017, p.194). Listening strategies are
techniques or activities that contribute directly to the comprehension and recall of listening input (Tyagi, 2013). Listening strategies
generally are classified as cognitive, affective, psychomotor strategies and metacognitive. Cognitive strategies are comprised of
thinking and making meaning. Cognitive strategies include paying attention, taking notes, making associations and analogies,
asking questions, integrating information, making inferences, getting the main idea, and setting an objective. Affective strategies
are comprised of emotion and feeling. Some examples in the context of the classroom include attending class on time, being
motivated, staying calm, and enjoying the lesson. Psychomotor strategies are comprised of physical/kinesthetic. Some examples
in the context of the classroom include being close to the board, following along with both the head and eyes, making eye contact,
generating feedback, sitting up straight, and paying attention to gestures, facial expressions, tone of voice, and stresses in speech.
Metacognition also plays an important role (Imhoff, 2000; Janusik & Varner, 2015).

https://libretexts.org/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://socialsci.libretexts.org/@go/page/90705?pdf


7.3.4 https://socialsci.libretexts.org/@go/page/90705

Metacognitive listening strategies are “higher order thinking where we are thinking about our thinking” (Janusik, 2017, p.194).
Metacognition is basically defined as ‘thinking about one’s own thinking’, or ‘thinking about cognition’. Flavell (1976) coined the
term ‘metacognition’ and, explains that, “Metacognition refers to one’s knowledge concerning one’s own cognitive processes and
products or anything related to them…the active monitoring and consequent regulation and orchestration of these processes in
relation to the cognitive objects on which they bear, usually in the service of some concrete goals or objectives” (p. 232). Listening
strategies can be classified by how the listener processes the input.

Given the various components described, one way to start to improve your listening skills prior to starting a conversation with
friends and family members may be to make a plan to listen, before, during and after. To prepare yourself to actively listen, think
about the needs of the speaker. One way to do this is to start a conversation by asking, “How would you like for me to listen?”
Most people are never asked and may be surprised but share with them what you’ve learned in the previous unit in this chapter. You
now know, there are many different ways to listen. Are they wanting to vent? Are they expecting, wanting and expecting advice?
Should you just listen for the sake of listening? As an active listener you need to be certain that you have time to listen. If the
person needs your undivided attention and it is likely they have something important to share. Do not try to cram them in especially
if you need to be somewhere else in the next 5-10 minutes. Sometimes, all the speaker really needs is a listener who actively
listens. Wait until the speaker has truly finished. Ask if you are not certain, “Is there anything more you would like to share?” An
acknowledgement would then be appropriate. Effective listening requires a plan. This plan to actively listen could be divided into
three distinct phases before, during and after.

Step 1: Before Listening Phase: prepare mentally and emotionally for listening, remove all distractions (e.g., cell phone,
electronics, turn off TV, radio, external auditory sounds. Physically, get comfortable.

Step 2: During Listening Phase: Use active listening techniques to listen. This means using nonverbal language for approval and
short words to encourage a speaker to express themselves without time constraints or any other interruptions. Withhold judgment
and work on listening objectively.

Adapt to the speaker’s way of communication – focus on the speaker’s tone, volume and try to decipher the speaker’s emotions
and feelings.
Be patient – allow the speaker to continue over long pauses and avoid the temptation to fill the silence with your own sounds or
commentary.
Focus on ideas – place the speaker’s ideas into context. If you have difficulties understanding or are confused, ask a
sophisticated question and paraphrase.
Observe nonverbal behaviors – focus on gestures, facial expressions, eye movement, while also being mindful of cultural
differences about nonverbal behaviors.
Show empathy – use acknowledgements that demonstrate your understanding of the speaker’s point of view.

Step 3: After Listening Phase: Reflect on what the speaker’s overall message or point of the conversation is.

Assess your verbal responses and nonverbal behaviors. You may not agree with the speaker’s message, you may not especially like
the speaker, but active listening requires that you demonstrate unconditional acceptance and unbiased reflection of a sender’s
message.

Conclusion

Effective listening is the foundation of strong relationships with others, at home, socially, in education and in the workplace. In
interpersonal communication, listening includes providing reactions and responses for the person who is speaking. Always
remember that listening is a complex cognitive skill. Like any skill, you must continually practice in order to improve.
Additionally, just because you have applied one or two listening strategies does not mean you will be successful every time without
fail in every context and with every person. Learning when and how to successfully apply different listening responses is a lifelong
process.

LEARNING ACTIVITIES 
1. Activity: Journal Exercise
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Directions: Have students keep a personal journal of their listening activities for a full day. The journal should include brief
descriptions of all the listening situations each student experienced during that day. It should also include the student’s analysis of
how well they listened in each situation and of why they did (or did not) listen effectively in each situation (e.g., Use of verbal
responses and nonverbal responses). Finally, the journal should conclude with the student’s honest assessment of their strengths and
weaknesses as a listener and explanation of what specific steps the student should take to become a better listener.

Discussion: This activity is a way to get students to think about their personal listening habits and how to improve them. Some
instructors have students complete a listening journal two or three times during the course, as a way for students to keep track of
their progress (or lack of progress) in strengthening their listening skills.

2. Activity: Practice Using Phrases and Expressions for Active Listening

Directions: In class have students practice using active listening accompanied by verbal listening responses. Useful phrases and
expressions are listed below: List them on a handout and then meet with your students as a group to discuss appropriate usage.
During the discussion, encourage the students to ask about and/or to describe other expressions they may have heard.

Asking for Clarification Clarifying or Restating

“What do you mean?” “I mean. . . “

“I’m not sure what you mean.” “In other words . . . “

“Sorry, but I don’t understand.” “The point I’m trying to make is . . . “

“Could you explain what you mean by . . . ?” “So, you think that . . . “

Paraphrasing Checking for Understanding

“What she means is . . . “ “Do you see what I mean?”

“I believe their point is . . .” “Is that clear?

“I think she feels. . . Isn’t that right?” “So, you think that . . .”

To reinforce these phases and expressions, give your students an optional assignment in which they observe a class and take note of
expressions that demonstrate active listening. You may want to hold a follow-up meeting with the students in which they discuss
their observations.
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GLOSSARY 
Active listening: An attempt to demonstrate unconditional acceptance and unbiased reflection by the listener of a sender’s
message.

Affective strategies: Listening strategies composed of emotion and feeling.

Cognitive strategies: Listening strategies that involve thinking and making meaning.

Feedback: Any form of response to the speaker's message; any discernible reactions and responses of a receiver to a sender’s
message is known as feedback.

Listening strategies: Techniques or activities that contribute directly to the comprehension and recall of listening input

Metacognitive listening strategies: Higher-order thinking skills that aid in understanding the control of one’s thinking processes
where we are thinking about our thinking
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Paraphrasing: An effective form of verbal feedback and also a way to make sure that you have correctly understood what the
other person has said.

Perception checking : Three-part method for verifying the accuracy of what the listener believes the intended message.

Psychomotor strategies: Listening strategies that highlight physical/kinesthetic aspects of communication.

Speech-thought differential: The difference in our rate of speaking versus our rate of thinking.

MEDIA 
1. Effective Listening Responses: The Big Bang Theory - Chess Clock Conversation:

In this clip Leonard (played by Johnny Galecki) is really hoping Sheldon (Jim Parsons) to listen to a problem he is having, however
Sheldon can’t seem to think let alone listen to anything other than his own concerns. Leonard initiates a plan to get Sheldon to give
him advice. Use this video to talk about different effective listening responses. https://www.youtube.com/watch?
v=sr1uS8KZbto&list=PL7h3LoLBjzWbBSarpNvTRUV8Pgj6O7fyY&index=1

2. Characteristics of a Competent Listener: Teaching Dwight active listening - The Office

In this brief clip Dwight claims to be using active listening however he is not very convincing. Listening involves not only
appropriate verbal responses but also nonverbal behavioral actions. Discuss how Dwight could improve by using characteristics of
a competent listening. Here is the link: https://vimeo.com/157447379

PODCASTS

1. Podcast: Oscar Trimboli, Deep Listening

Listen to any one of 67 episodes featured in Oscar Trimboli’s podcast, Deep Listening and implement two or three suggestions into
your next conversation.

Discussion: After listening to this podcast, reflect on the following questions:

What were your key takeaways?
What did you learn about listening that you didn't know before?
What is something you plan on doing to improve your listening based on listening to this podcast?

2. Podcast: FrankGarten’s “Clarity in Conversations”; Why it’s so hard to listen to others; featuring Dr. Laura Janusik.

Discussion: After listening to this podcast, reflect on the following questions:

What were your key takeaways?
According to the guest why is it so hard to listen to others?
What did you learn about listening that you didn't know before?

3. Podcast: Hosted by Tuck Self, The Rebel Belle; featuring Dr. Carol McCall: The 9 Tools of Mindful Listening.

Discussion: After listening to this podcast, reflect on the following questions:

What were your key takeaways?
According to the guest why is it so hard to listen to others?
What did you learn about listening that you didn't know before?

This page titled 7.3: How Can I Become a Better Listener? is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by
Daniel Usera & contributing authors.
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CHAPTER OVERVIEW

8: Emotions

Define emotions.
Differentiate between emotions and mood.
Describe the physiological, cognitive, and social theories of emotions.
Identify characteristics of different types of emotion.
Differentiate between various influences on emotional expression.
Identify whether people are more or less likely to express certain types of emotions.
Reappraise negative emotions.
Describe methods for accepting responsibility for emotions.
Identify emotional fallacies.
Recall methods for choosing the best time and place to express emotions.

8.1: Our Emotional Experiences
8.2: Influences on Emotional Expression
8.3: Communication Skills and Emotion

This page titled 8: Emotions is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel Usera & contributing
authors.
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8.1: Our Emotional Experiences

Define emotions
Differentiate between emotions and mood.
Describe the physiological, cognitive, and social theories of emotions.
Identify characteristics of different types of emotion.

You are about to get up to give a speech and you are really nervous. You may feel sick to your stomach, weak, dizzy, your heart
might be racing. When you start giving your speech you start to feel better and by the time your speech is over and you sit down,
you a relief washes over you—you are finished. The intensity that you felt before you gave the presentation (also called public
speaking apprehension) was draining. What you experienced was an emotion. In this Module, we want to introduce you to human
emotions and their characteristics.

What are Emotions? 
We define emotions as our bodies responses and our interpretation of internal or external triggers that can either help or hinder our
goals (Oatley, Johnson-Laird, 1996). There are many different definitions of emotion, but common ones include anger, sadness, and
joy. Emotions are different from moods. Moods our general disposition or state of feeling. Moods can last for days. They have no
specific cause or trigger.

For example, we have little problem identifying what specifically triggered our disgust. Perhaps it was the smelly diaper in the
living room. But we might not be able to tell why we started out the day with such a poor outlook. We are almost certain that
anything that we touch will not work. Sure enough, you burn the toast, put the car into the wrong gear, slip on the sidewalk and
almost fall on your way to class, then spill your coffee on your papers you have to hand in, and then, when you finally get home
from classes, you realize you locked yourself out of your apartment. We might just wake up one morning and feel like nothing will
go right that day.

Moods are not usually intense enough to cause the physiological changes that emotions often do. When we experience emotions,
they are intense and thankfully short-lived. For example, that feeling of anxiety that you felt before giving a speech probably
dissipated after the speech was over, or if you found out that the speech was no longer required to be given. You would not keep
that intensity of emotion for very long—experiencing intense emotion stresses the body and can be emotionally exhausting
(Gaines, 1983). Table 1 below summarizes some key differentiating features between emotions and moods.

Table 1: Emotions vs Moods

Emotions Moods

Specific trigger No specific trigger

Quick Slower to change or dissipate

High Intensity Lower Intensity than emotions

Accompanied by sudden physiological changes Little to no changes; changes might be more gradual

Researchers have focused on seven basic emotions: joy/happiness; sadness; anger; disgust; contempt; surprise; and fear. These
basic emotions are said to be primary emotions (Ekman & Friesen, 1986). Yet, only looking at these basic emotions is really
oversimplifying what we humans actually experience. In other words, they are discrete and only made up of one emotion. Mixed
emotions are opposite valences (one is positive, like joy, and one is negative like sadness) that are experienced simultaneously
(Trampe et al., 2015).

For example, we may experience sadness but also joy when we reach a milestone like graduating from high school. We typically
experience blends of emotions. Secondary emotions are made up of several primary emotions. An example would be when
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someone experiences jealousy in a romantic relationship. Jealousy is often a mixture of anger, fear of losing that person, and
sadness or anxiety over the anticipation of that loss.

If we make a mistake during a job interview we may feel angry but also embarrassed because other people saw our mistake.
Imagine that you earn an A on a chemistry exam, you may feel proud of a job well done, and also relieved that your studying paid
off as well as happy that you can relax over the weekend instead of studying.

Dr. Paul Ekman, one of the world’s leading experts on emotion, showed the strongest evidence to date of the seven universal facial
expressions of emotion. His studies explored people’s accuracy after viewing photographs of facial expressions (Ekman, et al.,
1969). Facial expressions of disgust, for example, are easily and accurately recognized across cultures when identifying emotional
expressions. Ekman’s research strongly suggests that there are certain emotions that are universal.

Researchers have also conceptualized emotions as varying along two axes (Russell & Barrett, 1999). This two-dimensional
conceptualization of emotions is displayed in Figure 1 below. Any emotional experience was a certain combination of points or
coordinates that varied along an X (valence) and Y (arousal) axis. Valence is whether something is positive (pleasant) or negative
(unpleasant). Arousal refers to the level of intensity or activation in the body when we experience an emotion. In Figure 1, you can
see that the emotion, surprise has the highest level of activation out of all of the emotions, while sadness has the lowest level of
activation and is in the quadrant with other experiences that involve deactivation (e.g. depressed, lethargic, fatigued). So, for
example anger would be considered a negative, unpleasant (valence) and higher (intensity/arousal level) activation level than
sadness..

The inner circle represents the core affect or mood while the outer circle shows the typical emotion that is felt. The two dimensions
are useful in order to further identify emotions from each other. For example, disgust, anger and fear are all unpleasant and mid to
high range on the body’s activation. Similarly, happiness and surprise are separated by the level of activation and how pleasant the
experience of the emotion is.

Figure 1: Emotions in the circumplex model (Barrett & Russell, 1988) vary on two dimensions

After thinking about the complexity of the process and experience of emotional expression, it makes sense that the structure of
emotions is more complex than researchers once thought.

Structure of Emotions 
Since emotions are subjective (Barrett et al., 2007), researchers rely on participants’ report of what emotions they are experiencing
from certain triggers. Researchers have explored the structure of emotions and emotions are said to have “fuzzy boundaries” in that
it is difficult to tell where one emotion starts and the other one ends (Fehr & Russell, 1984). It makes sense that there are fuzzy
boundaries or gradients that slide into each emotion. People have a difficult time accurately identifying their own emotions, there
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are blends of emotions, and emotions with differing intensities. And according to that two-dimensional model of emotions in Figure
1, we see that what separates one emotion from another is the level of activation or deactivation and whether the experience is
pleasant or more unpleasant. For example, if you see a small child being bullied outside of a department store and you are deciding
how to intervene, is it anger, fear, or dread that you feel?

Level of activation can help us understand when you might be more likely to feel fear versus anger. You might label it anger if you
experience the enough activation from the trigger (seeing the child being bullied) to result in a fight or flight response. The fight
response would mean that you would probably approach the bully and intervene. If you experience an even higher level of
activation, you might be actually experiencing fear. You might be more likely to flee or decide not to approach the bully.

The valence or degree to which we see the experience as pleasant or unpleasant can also shed some light on whether we are
experiencing one emotion versus another. For example, think about the difference between when you experience sadness or
experience fatigue. Feeling sad is more unpleasant than just feeling fatigue. Another difference between sad and fatigue is that
when you experience fatigue you are even more deactivated than when you feel sad. Depressed is more unpleasant than fatigued
and has a slightly higher level of activation than lethargic.

Now that we see how it is useful to examine the structure of emotions in order to tell one emotional experience from another, we
will look at a study that aimed to further our understanding of every day emotional experiences. Researchers have recently
categorized emotions into 27 emotions that are all interconnected (Cowen & Keltner, 2017) almost shaped like the outside points of
a spider web

Figure 2: The experience of feeling nostalgic. Adapted from Cowen & Keltner (2017)

These emotions all vary in the amounts of 14 affects that participants said they experienced. These affect categories were
Approach; arousal; attention; certainty; commitment; control; dominance; effort; fairness; identity; obstruction; safety; upswing;
and valence. In figure 2 the experience of feeling nostalgic involves varying levels in the 14 affect categories. The yellow area
shows the degree to which people experience each of the 14 affect categories when feeling nostalgic.

All this adds up to what can be described as one big spider web of possible emotions that we experience. Cowen & Keltner (2017)
sought to gather data on individuals’ emotional experiences by combing the internet for more than 2120 videos clips averaging in
five seconds in length that would all be likely to arouse emotion in viewers.

The clips showed evocative life events including births, sexual acts, death, vomit, feces, embarrassment, anger, sadness, anxiety,
calmness, nostalgia, and many others. They used over 2100 people who watched 20-30 videos and self-reported their emotions.

Certain groups watched and rated 30 videos also along certain different gradients of emotion. Participants watched the random
videos and described their emotional experiences during the videos. They also rated the emotional experience for the 14 affect
categories: Approach; arousal; attention; certainty; commitment; control; dominance; effort; fairness; identity; obstruction; safety;
upswing; and valence. When the study had finished the researchers had managed to gather data regarding emotional experiences on
over 324,066 self-reported individual judgements of emotional experiences!
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Three Views of Emotional Experience 
There are multiple theories of emotions, but we will focus on theories from three broad views. Each of these views conceptualizes
emotional functionality in everyday life. These views are either physiological, cognitive, or social.

Physiological 

Physiological views of emotions see the body’s reaction to stimuli as the emotion. 'A biological view of emotions believes certain
neurotransmitters create different emotions. In other words, when a neuron crosses a synapse, this transmission makes up what we
experience as an emotion. Different neurotransmitters create different emotional states. Critics of this approach argue that to only
examine the neuron transmission is to miss the very human experience that are emotions. Most argue that emotions are not simply
one component and that emotions involve the other components (i.e. chemical reactions, behaviors, processes, appraisals of events,
and thoughts). However, each of the views presents their way of explaining emotions as the most accurate. What most modern
emotion researchers can agree on is that emotions are multidimensional, influenced by our environment, involve physiological
processes, and also that emotions depend on our perceptions and interpretations.

While we might use our verbal and nonverbal behaviors in order to express emotion, emotions are not simply behaviors. Anger is
not simply pounding your steering wheel when you get cut off in traffic. Researchers who agree with this physiological perspective
often argue that it is difficult to separate the reaction of the body to a stimulus from the experience of the emotion. For example, is
any anger that we experience simply a state of the nervous system? Physiological views of emotions claim that when we experience
the emotional trigger (seeing a grizzly bear charge toward us) we experience the emotion either simultaneously to the trigger or
because of the trigger. In the physiological view, as we see the bear, we experience fear and that fear is the body’s reaction
(increased heart rate, dilated pupils and adrenalin).

Other researchers in this view argue that the emotional response is a two-step process. First, we see the bear. Then the body
responds to the trigger by communicating with the brain to release chemicals. The release of the chemicals causes the emotion. We
know that our emotions are more than just neurological processes, (Barrett et al., 2007).

Let’s look at an example that illustrates the physiological view. A day-time talk show invited guests who were extremely afraid of
clowns. Any type of clowns caused one guest to lock up with fear. What would be the most effective way to decrease the guest’s
fear around clowns (trigger)? Instead of gradually exposing the guest to pictures of clowns, then movies about circuses, then trying
on clown makeup, then finally interacting with a live clown, the talk show staff stranded the guest at a horror house of evil-looking
clowns. Rather than ridding the guest of intense fear of clowns the event most likely increased the fear and caused even more
trauma.

Instead of focusing on the cause-effect relationship other researchers focus their exploration on what people say their emotional
experiences are like. These researchers believe people's reports of what they experience offer the best source of information. We
feel something when we experience emotion and that feeling makes up a part of the structure of emotions. What do you think that
talk show guest recalls of the experience in the horror house filled with people dressed as clowns?

We know that intense emotions cause changes in our bodies. For example, if someone accidentally hits their thumb with a hammer,
they will probably yell out in pain and perhaps swear out loud. Their eyes might start watering, their pulse might increase and they
might start to sweat. Are these physiological outcomes the same as the emotion? Some emotion theorists would explain the
physiological outcomes occur because of the emotional experience. they are occurring because of the emotional experience of what
we would characterize as the reaction to pain.

Anger is not the only emotion that can cause physiological outcomes. We can make ourselves sick with worry. Students who
experience intense anxiety before public speaking, can feel weak, sweaty, faint, develop stomach issues, and have a racing pulse
(Bodie, 2010). Grief is another intense emotion that causes changes in our bodies. Perhaps you receive some bad news, you may
experience tunnel vision, lack of awareness of your surroundings, pressure in the chest, shortness of breath. When one is able to
identify what changes in their body they are experiencing, it can help him/her to know how to deal with those emotions.

We also know that physiological changes can cause emotion. Increase in hormones such as oxytocin after having a baby results in
an intense experience of love and warmth toward the infant (Scatliffe, 2019). When we lack a certain amount of hormone stored in
the body, such as the necessary buildup of serotonin, we can experience depression.
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Cognitive 

Cognitive theorists believe that what we label an emotion depends on whether we assign a label of positive or negative to the
trigger. So, two people could have the same trigger, let’s say they both sleep through the alarm going off in the morning in order to
get to work. However, person A doesn’t worry or experience as much anxiety over this event as person B. Person A tends to assign
a more neutral or even positive meaning to sleeping through the alarm because they get to have twenty more minutes of sleep. The
person might look at the situation and think, “That was so worth it!” They might continue to reason that, “I’m just going to have to
explain what happened and work another 30 minutes to make up for it. I’m in control of this situation.”

Person B wakes up with a start, you are confused. What did you forget? The alarm! Now you are going to be late, you think. Your
pulse quickens, a sheen of sweat gathers at your neck. You are panicking. Therefore, even though the two people have the same
trigger, the emotion experienced and the body’s reaction to the experience can be quite different. Why is this? A look at the social
view of emotions may offer some answers.

Social 

One reason that you may experience intense emotion when someone else doesn’t is that our perception of a trigger matters when
we experience emotion. Indeed, it is difficult to discuss cognitive perspectives of emotions without mentioning the social
environment. Verbal and nonverbal symbols communicate emotion. Averill (1980) argued that emotions are socially constructed
and we give verbal and nonverbal cues as to what emotions we are experiencing and what emotions are appropriate for others to
experience. Averill’s argument constitutes the social approach to emotions. When faced with an emotional situation, we look to
those in our environment for visual cues.

For example, have you ever seen a little kid running and they fall and look around to see how people are reacting to them falling?
They are using the expression of others to help determine whether they should produce tears or not. Their thoughts might go
something like this: If it is a big deal, my parents will come running over and look concerned (visual cues) and therefore that
episode of falling should hurt more. However, when a parent says something like, “nice save!”, or pretends that the child has just
successfully slid into a base in baseball, “you’re safe!” then the child sees that his or her parents are okay with them falling, they
will be more likely to not label the experience (falling) as negative. They may be less likely to produce some tears for their parents.
Ultimately, they will be less likely to experience any pain from the fall. It is in this way that the child’s emotional experience is
socially constructed and communicated through interaction with others. Later, we will see that our thoughts play a large role in
forming emotions.

Figure 3: Three Approaches to Emotion

Summary 
In this unit, we defined emotion and distinguished it from mood, or general disposition. We then saw how emotions are structured.
Our emotions are complex and can be compared to the outside points of a spider web. Finally, we were introduced to the
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physiological, cognitive and social views of emotions.

Learning Activities 
Class Activity 1: Discussion Questions

Ask your students the following questions below to spark a discussion about emotions:

Have you ever been paralyzed with fear? How long did it take for the emotion to wear off? Did you tell yourself get away from
the trigger? What worked best? So, how do you get someone to be less afraid of something?
Can you recall having an emotional reaction to something going wrong? Did you have a more intense reaction than you thought
you might? What was the trigger?
How do you think you would feel if you tripped and fell while in an empty classroom? How about a room full of classmates?

Class Activity 2: Phone Selfie Activity

This activity gives your students a chance to use their most prized possession in class—their smart phone. After discussing the
importance of identifying emotions in ourselves and in others have students break up into small groups and assign them a certain
emotion. For example, you can use the basics seven emotions or you can have them try to tackle accuracy using a couple of the 27
emotional experiences that are explored in emotion research. Have students take selfies of their own faces attempting each one of
the emotional displays. Then, have the partner look at the pictures on the phone and try to decode what each one of the emotions is.
Have students talk about their guesses/interpretations of each selfie. If there is enough time, have a couple of groups share their
photos that were the most difficult to decode.

Debrief: How accurate were you in decoding these emotions? What would help you to be more accurate?
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Glossary 
Basic emotions: The physiological response and cognitive interpretation of internal or external triggers that result in seven
universal facial expressions including joy/happiness; sadness; anger; disgust; contempt; surprise; and fear.

Emotion: A physiological response and cognitive interpretation of internal or external triggers.

Expression: Conveying one’s emotion through both verbal and nonverbal communication.

Mixed emotion: Experiencing two different and opposite emotions at the same time (e.g., joy and sadness).

Mood: General disposition or state of feeling of a person.

Intensity/arousal level: Characterizes whether an emotion is high (e.g., anger) or low (e.g., calmness).

Primary emotion: Emotions that are combined or blended to become a secondary emotion.

Secondary emotion: A blend of two or more primary emotions.

Valence: Indicating whether an emotional experience or emotion is perceived as negative or positive.

Media 
Media Activity 1: Interactive Experiment

Check out the Interactive research site set up from Cowen & Keltner (2017) emotions study. The site provides access to the
interactive map of all the videos that were used in the experiment. You are able to select a clip and then view the explanation of the
structure of emotion that the participants experienced. For each of the videos there is a different figure similar to Figure 2 in the
module. See if you can identify a clip for the following emotions: Joy, embarrassment, and love. How are the pictures of the 14
affect categories different?

Media Activity 2: "It's Not Your Fault"

Watch this famous clip from the movie, Good Will Hunting. Apply the three perspectives of emotions to this interaction. How do
the characters experience emotion according to these perspectives? How does the therapist respond to them?

Here is the link: https://www.youtube.com/watch?v=UYa6gbDcx18
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8.2: Influences on Emotional Expression

Differentiate between various influences on emotional expression.
Identify whether people are more or less likely to express emotions in a hypothetical situation.

As you can see from the previous discussion, emotions are complex and can both enhance and hinder interpersonal relationships.
What emotions have you experienced lately? No one knows better than you about what you are experiencing emotionally. I would
urge you to trust yourself to know that what you perceive you are experiencing is important.

Perhaps you are in a conflict with a friend or partner. Perhaps you feel guilty for something that you did or said to a family member.
Whatever the emotions, you get to choose how and if you will fully communicate those emotional experiences with others. This
unit explores what impacts both how we experience emotions and several factors that might influence whether we choose to
express these emotions.

Physiological 
Our emotions are affected by how our bodies react to the release of hormones and how those hormones are processed by
neurotransmitters. Our genetic code determines how we react to positive feedback (Forbes et al., 2009). When we are rewarded we
feel good. A chemical called dopamine is released in the neural circuitry in our bodies. People vary in their processing and their
reaction to the release of dopamine during a reward situation (Nikolova et al., 2016).

There are genetic differences in how our bodies experience threat and negative emotion (Haviland-Jones et al., 2016) but since
there is not a single hormone that controls fear and negative emotion like in the case of dopamine for reward processing,
researchers have focused on how we might vary in the functioning of the brain in the amygdala. It is this variability in how our
amygdala functions, that influences our experience of emotionality (Haviland-Jones et al., 2016). In fact, genetic variations in how
well we are able to absorb the transmitter of serotonin a hormone impacts our experience of anxiety and depression (Karg, et al.,
2011). People who have less reuptake ability of the neurotransmitter pathway of serotonin are more vulnerable to major depressive
disorders especially in reaction to major life stresses (Caspi et al., 2003). People who have higher levels of the hormone
testosterone are more reactive toward angry and fearful faces (Manuck et al., 2010). Taken together, the differences in ability of our
bodies to absorb and transmit hormones, and genetic differences in how reactive our amygdala is, impacts how we experience
stress, anxiety, emotional experiences, anger, and fear.

Recently, researchers have also explored how our sense of taste and smell is strongly tied to our emotional experiences. Remember
the aromas that wafted out of the kitchen of your childhood home? Was there homemade bread? Or perhaps spaghetti sauces
simmering on the stove? Our sense of smell causes emotions. Your sense of taste can also bring back memories and cause
emotions. If you have ever smelled a familiar cologne or perfume you might remember emotions that you used to experience when
a close other wore that scent. Advertisers use this strong tie between emotional experiences and sense of taste or smell to encourage
us to buy their products (Haviland-Jones et al., 2016). When you tour a home that you are looking to buy don’t be surprised if you
encounter the aroma of recently baked bread or cookies.

Researchers have also explored the positive impact of seeing flowers has on emotional experience. Just being around flowers
increases positive mood, but it can even increase the positive perception that we have toward someone! Smelling flowers has been
shown to make us more likely to accept a date (Guéguen, 2011). How could this be? Natural odors from plants can affect our
emotional experiences and motivation (Haviland-Jones, et al., 2016). When substituted for anti-depressants, the smell of flowers
(i.e., floral odors) decreased depressive symptoms (Komori, et al., 1995).

If both the sense of smell and taste cause trigger emotions then it is reasonable to think that individuals who have dulled sense of
taste or smell will be less likely to experience a trigger from their sense of smell or taste.

Relational Culture 
Our interpersonal relationships are characterized by some of the most intense emotions that we experience. For example, have you
ever experienced puppy love or a new love? Did it feel exhilarating to anticipate seeing them? The end of relationships can bring a
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variety of intense emotions. Guilt for having done something to end the relationship, anxiety for starting a new relationship, anger
at the partner, or sadness for missing being with them. The emotions that we experience can vary in intensity along the spectrum
gradients from sadness to despair or mild amusement to joy.

How we talk about emotions with relational partners also influences our experience of those emotions. This is particularly evident
in our emotional experiences surrounding imagined infidelity in romantic partners (Harris, 2000). When we have a supportive and
non-judgmental conversational partner, we will usually be more likely to express our emotions. This makes sense because it is easy
to discuss our emotions with someone who is genuinely interested and not going to criticize us. If we are around an encouraging
partner, we will start to be more emotionally expressive as well.

Another factor in how we express our emotions in our close relationships is emotional co-regulation which occurs between
partners, and results in the tendency to react similarly to your partner in a close relationship (Butler & Randall, 2013). Butler and
Randall (2013) have found evidence that interpersonal partners impact each other’s experience of emotions.

Cultural Expectations 
If a culture is individualistic or collectivistic will impact how emotions are felt and displayed. In Western cultures people try to
influence others, so high arousal emotions are utilized. Emotions such as excitement or enthusiasm are preferred states of emotion
in Americans (Lim, 2016). However, in Eastern cultures where interdependence is promoted between individuals, emotions such as
sympathy are encouraged (Markus & Kitayama, 1991).

Additionally, Kacen and Lee (2002) found that Caucasian individualistic persons reported to feel high arousal emotional states
(stimulated, excited, frenzied, and aroused) compared to Asian collectivistic individuals who reported low arousal emotional states
(relaxed, calm, sluggish, and unaroused) in impulse buying. Collectivistic cultures may suppress the urge to engage in impulse
buying, since it is related to “highly individualistic, emotionally charged behavior” (Kacen & Lee, 2002, p. 173). See Table 2 below
for distinctions.

How a culture views happiness can shed light on how low arousal and high arousal emotions are experienced and expressed. In the
Chinese culture happiness focusses on being solemn and reserved, being harmonious within oneself. Conversely, American
individuals describe happiness with upbeat and described happiness in absolute terms: “Happiness is life!” (Lu & Golmour, 2004).

Although emotions are felt across all people, your experiences are dependent on your culture, how you experience stimuli, and how
you label that stimuli within that certain culture. Are you excited or enthusiastic or are you relaxed and calm? Do you emphasize
individualism or look to those around you to promote harmony?

Table 2: Low Arousal vs. High Arousal Emotions

Low Arousal Emotions High Arousal Emotions

Predominant in Eastern Cultures Predominate in Western Cultures

Calm Agitated

Serene Jittery

Relaxed Stressed

Display Rules

Ekman (1969) found that there are five display rules which govern our use of emotional expression. He made the argument that we
follow these sociological rules in order to preserve social expectations in our interactions. The five display rules are: intensification,
de-intensification, simulation, inhibition, and masking. We describe each in Table 3 below.

Table 3: Five Types of Display Rules
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Display Rule Description Example

Intensification
Increasing the intensity of the emotion that
we feel in order to better match social or
role expectations

A friend says they just bought a new car
and you are impressed. You decide to act
even more impressed than you actually feel

De-intensification
Minimizing the intensity of the emotion
that we feel in order to better match social
or role expectations.

You are so angry you cannot concentrate at
work, you attempt to decrease how angry
you feel because other people are not
showing their anger.

Simulation
Pretending that you feel a certain emotion
that you don’t feel.

You pretend to feel sad when at a
graduation.

Inhibition
Attempting to display neutrality or
indifference when actually experiencing an
emotion.

You try to keep your emotions from
showing on your face when someone says
something hurtful.

Masking
Selecting a different emotion to display
than the one that you are actually
experiencing.

You are experiencing a severe anxiety
attack but you manage to display anger.

Age 
Have you ever tried to talk to someone who is uncomfortable talking about emotions to talk about them? The process of aging also
plays a role in how much we express our emotions. The generation who was alive during the 1930’s Great Depression is greatly
impacted by the scarcity of food and, people of this generation were expected to not ask others for help even if they needed it.
During the recession of 2008 in the United States, you might have been similarly impacted by your expectations of financial
scarcity. While you are reading this think back to how you have communicated with close others about your financial concerns. Did
you avoid these conversations?

Research that investigates the emotional experiences of people between their seventies and nineties, consistently find that there is a
positivity effect- the tendency to recall more positive events/effects than negative; this effect often increases with age (Reed, Chan,
& Michaels, 2014).

People in their later years use different emotion regulation strategies than younger people. Younger people may use cognitive re-
appraisal – reinterpreting situations to modulate emotional responses (Goss, 1999). They also tend to use rumination for regulating
their emotions (Goss, 1999). Elderly people are more likely to report that they use suppression – restricting the outward expression
of an emotion (Nolen-Hoeksema & Aldao, 2011; Goss 1999) and avoid situations that are emotional in order to decrease the need
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for using emotional regulation – the process of monitoring, evaluating, and modifying emotional reactions for what is socially
acceptable (Lawton, Kleban, Rajagopal, & Dean, 1992).

Sex and Gender 
The idea that men and women differ greatly in how often they express emotions is mostly exaggerated and often there are more
differences among women and among men than between women and men.

In a study of imagined emotional experiences surrounding infidelity in romantic partners women did not have stronger reactions
compared to men when it came to emotional infidelity. “Moreover, women with committed sexual relationship experience showed
reactivity patterns similar to those of men” (Harris, 2000, p. 1082).

In the correct context, like while watching a favorite sports team, there is absolutely very little gender difference in emotional
expression. However, there can be a significant gender difference in decoding ability of emotional expression of others. Women
tend to be more accurate at decoding emotions than men.

Technology and Social Media 
Our use of social media may also impact our emotional expression. Look at the women in this picture.

How likely is it that they will share emotions with each other when they are busy looking at their phones? While these friends
might not express themselves with each other in this picture, they are quite likely to use emotional expression online. The act of
being on social media can also impact the likelihood of emotional expression on that particular platform. On Twitter, we often see
that people’s emotional intensity in their comments and posts is high. They may use exclamation points and all caps or emojis in
order to express this intensity. Although even without this nonverbal communication, readers are still impacted by others posts
(Kramer, Guillory, & Hancock, 2014). Researchers found that abuse of technology in the form of bullying and antisocial behavior
was related to low emotional intelligence (Nasaescu et. al., 2018). Emotional intelligence is defined as the ability to monitor your
own feelings and emotions and to use this information to guide your thinking and actions (Salovey & Mayer, 1990). Remember
that it is more emotionally intelligent to filter what you express on online platforms because of its permanence and impact on
others.
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Emotional Contagion 
Emotional Contagion is the ability to pass emotions from one person to another or also known as “catching” someone else’s
emotions (Hatfield et al, 1994). Perhaps you are around someone who is beaming because they have just become a mother or
father. You leave their hospital room with a sense of new-found joy. In addition to nonverbal emotional contagion, exposure to
others' written emotions can also be catching (Ferrara & Yang, 2015) . When people post depressing statuses and updates on social
media, we are also more likely to report feelings of sadness even when in excellent spirits before the exposure (Coviello et al.,
2014). Additionally, Coviello found that positive posts had an even stronger impact on readers' emotions. Every positive post had a
ripple effect in that, followers posted 1.75 positive posts after seeing the initial positive post.

Summary 
In this unit, we examined influences on emotions. We saw how relational culture and cultural experiences impact our emotions. We
discussed how, genetic differences in how we process hormones affects our emotional experiences. We explored how age, sex and
gender, and our use of technology will influence our emotions. We learned the importance of emotional intelligence and how we
can “catch” other people’s emotions. Each of these factors, relational culture, cultural experiences, age, sex and gender and
technology, all influence how our emotions are developed.

Learning Activities 
Activity 1: Anger Management

Write down three common triggers that make you angry. How do you go about expressing your anger? Then write down three
common ways you soothe your anger. What should a relational partner do to help you when you are angry?

Activity 2: Display Rules

Go back to Table 3. Think about what kinds of display rules would apply to you in the following scenarios:

Your friend informs you that they got a promotion that you had also applied for but did not get.
You shake hands with an opponent whom you had just lost a very close match to in a sport that you love.
In a class where the workload was excessive, your professor informs you that you will earn a B, even though you felt like you
had put in A-level work all semester.

https://libretexts.org/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://socialsci.libretexts.org/@go/page/90709?pdf


8.2.6 https://socialsci.libretexts.org/@go/page/90709

References 
Butler, E. A., & Randall, A. K. (2013). Emotion co-regulation in close relationships. Emotion Review. 5, 202-210. DOI:
10.1177/1754073912451630er.sagepub.com

Caspi, A., Sugden, K., Moffitt, T. E., Taylor, A., Craig, I. W., Harrington, H., H., McClay, J., Mill, J., Martin, J., Braithwaite, A., &
Poulton, R. (2003). Influence of life stress on depression: Moderation by a polymorphism in the 5-HTT gene. Science, 301, 386-
389.

Coviello, L., Sohn, Y., Kramer, A.D.I., Marlow, C., Franceschetti, M., Christakis, N.A., Fowler, J. H. (2014). Detecting emotional
contagion in massive social networks. PLoS ONE 9(3): e90315. https://doi.org/10.1371/journal.pone.0090315

Ekman, P. E., Sorenson, R., & Friesen, W. V. (1969). Pan-Cultural Elements in Facial Displays of Emotion. Science. 4, 86-88.

Ekman , P. , & Friesen , W. V. ( 1969 ). The repertoire of nonverbal behavior: Categories, origins, usage, and coding. Semiotica, 1,
49 – 98 .

Ferrara E, Yang Z (2015) Measuring Emotional Contagion in Social Media. PLoS ONE 10(11): e0142390.
https://doi.org/10.1371/journal.pone.0142390

Forbes, E. E., Brown, S. M., Kimak, M, Ferrell, R. E., Manuck, S. B., & Hariri, A. R. (2009). Genetic variation in components of
dopamine neurotransmission impacts ventral striatal reactivity associated with impulsivity. Molecular Psychiatry, 14, 60-70.

Goleman, D., Boyatzis, R. & McKee, A. (2002). The emotional reality of teams. J. Org. Exc., 21: 55-65. doi:10.1002/npr.10020

Goss, J.J. (1999). Emotion regulation: Past, present, future. Cognition and Emotion, 13(5), 551-573.

Guéguen, N. (2011). “Say it with flowers”: The effect of flowers on mating attractiveness and behavior. Social Influence, 6, 105-
112.

Harris, C. R. (2000). Psychophysiological responses to imagined infidelity: The specific innate modular view of jealousy
reconsidered. Journal of Personality and Social Psychology, 78(6), 1082.

Hatfield, E., Cacioppo J., & Rapson R. (1994). Emotional Contagion. Cambridge University Press.

Haviland-Jones, J. M., Wilson, P., & Freyberg, R. (2016). Olfaction: Explicit and implicit emotional processing. In L. F. Barrett, M.
Lewis, & J. M. Haviland-Jones (eds.), Handbook of Emotions (4  ed., pp. 199-214). Guilford Press.

Kacen, J. J., & Lee, J. A. (2002). The influence of culture on consumer impulsive buying behavior. Journal of Consumer
Psychology, 12(2), 163-176.

Kang, A. M., Palmatier, M. A., & Kidd, K. K. (1999). Global variation of a 40-bp VNTR in the 3’-untranslated region of the
dopamine transporter gene (SLC6A3). Biological Psychiatry, 46, 151-160.

Komori, T., Fujiwara, R., Tanida, M., Nomura, J., & Yokoyama, M. M. (1995). Effects of citrus fragrance on immune function and
depressive states. Neuroimmunomodulation, 2, 174-180.

Kramer A.D., Guillory J.E., & Hancock JT. (2014). Experimental evidence of massive-scale emotional contagion through social
networks. Proceedings of the National Academy of Sciences, 111(24), 8788-8790. https://doi.org/10.1073/pnas.1320040111

Lawton, M. P., Kleban, M. H., Rajagopal, D., & Dean, J. (1992). Dimensions of affective experience in three age groups.
Psychology and Aging, 7, 171-184

Lim, N. (2016). Cultural differences in emotion: Differences in emotional arousal level between the east and the west. Integrative
Medicine Research, 5(2), 105-109.

Lu, L., & Gilmour, R. (2004). Culture and conceptions of happiness: Individual oriented and social SWB. Journal of Happiness
Studies, 5, 269-291.

Manuck, S. B., Marsland, A. L., Flory, J. D., Gorka, A., Ferrell, R. E., & Hariri, A. R. (2010). Salivary testosterone and a
trinucleotide (CAG) length polymorphism in the androgen receptor gene prdict amygdala ractivity in men.
Psychoneuroendocrinology, 35, 94-104.

th

https://libretexts.org/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://socialsci.libretexts.org/@go/page/90709?pdf
https://doi.org/10.1371/journal.pone.0090315
https://doi.org/10.1371/journal.pone.0142390
https://doi.org/10.1073/pnas.1320040111


8.2.7 https://socialsci.libretexts.org/@go/page/90709

Markus, H. R., & Kitayama, S. (1991). Culture and self: Implications for cognition, emotion, and motivation. Psychological
Review, 98(2), 224-253.

Nasaescu, E., Marín-López, I., Llorent, V. J., Ortega-Ruiz, R., & Zych, I. (2018). Abuse of technology in adolescence and its
relation to social and emotional competencies, emotions in online communication, and bullying. Computers in Human Behavior.
88, 114-120. https://doi.org/10.1016/j.chb.2018.06.036

Nikolova, Y. S., Davis, E. G., & Hariri, A. R. (2016). Genetic contributions to affect and emotion. In L. F. Barrett, M. Lewis, & J.
M. Haviland-Jones (eds.), Handbook of emotions (4  ed., pp. 182-198). Guilford Press.

Nolen-Hoeksema, S., & Aldao, A. (2011). Gender and age differences in emotion regulation strategies and their relationship to
depressive symptoms. Personality and Individual Differences, 51(6), 704-708.

Reed, A. E., Chan, L., & Michaels, J. A. ( 2014). Meta-analysis of the age-related positivity effect: Age differences in preferences
for positive over negative information. Psychology and Aging, 29(1), 1.

Salovey, P., & Mayer, J. D. (1990). Emotional Intelligence. Imagination, Cognition and Personality, 9(3), 185–211.
https://doi.org/10.2190/DUGG-P24E-52WK-6CDG

Glossary 
Emotional Regulation: The process of monitoring, evaluating, and modifying emotional reactions for what is socially acceptable

Intensification: Increasing the intensity of the emotion that we feel in order to better match social or role expectations.

De-intensification: Minimizing the intensity of the emotion that we feel in order to better match social or role expectations.

Simulation: Pretending that you feel a certain emotion that you don’t feel.

Suppression: Restricting the outward expression of an emotion

Inhibition: Attempting to display neutrality or indifference when actually experiencing an emotion.

Masking: Selecting a different emotion to display than the one that you are actually experiencing.

Positivity effect: The tendency to recall more positive events/effects than negative; this effect often increases with age

Media 
1. TED Talk: Emotional Intelligence

Watch this Tedtalk that focuses on emotional intelligence from the perspective of a teenager. How does Emotional Intelligence
change across the lifespan?

Here is the link: https://www.youtube.com/watch?v=MbmLNr89L-A

2. NPR: Emotional Contagion

Watch this NPR presentation that discusses emotional contagion. How does it happen? Can you think of other examples where it
occurs?

Here is the link: https://www.youtube.com/watch?v=VW1PH6B9p20
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8.3: Communication Skills and Emotion

Recall communication skills for identifying emotions.
Recall the process of reappraising negative emotions.
Describe the methods for accepting responsibility for emotions.
Differentiate between emotions and actions.
Identify emotional fallacies.
Recall methods for choosing the best time and place to express emotions.

Are you skilled at identifying when other people are angry? How about sad? Our accuracy when identifying others’ emotions relies
on how much expressivity those people are able to use. Research suggests that our accuracy increases with experience.

However, our accuracy in defining our own emotions is limited by our vocabulary. Since we use our language in order to describe
our emotional experiences, using a limited emotional vocabulary can keep us from getting the support that we need from others.
Sometimes it is vital to our safety and the safety of others to be able to identify emotions. Have you ever been so filled with grief it
was difficult to describe?

A broader vocabulary can help us to better communicate our emotional experiences and get better support from those around us.
For example, The National Suicide Lifeline uses an emotional vocabulary list in order to better help callers and workers pinpoint
words that callers use in order to gauge their risk.

Identifying Emotional Fallacies 
Sometimes when we experience an unpleasant emotion, it is useful to try to reappraise negative emotions and dispute any irrational
thinking also known as emotional fallacies. Seven emotional fallacies were discussed by Adler (1978). Even though we are the
best judge of what emotions we are experiencing, sometimes we quickly assign a negative meaning to our emotions even though
they may not be quite that negative. For example, “I am panicking and my heart feels like it will explode!” versus “my heart rate is
increasing because I am anxious right now” In other words, we might overreact and use our self-talk to become more anxious.

These emotional fallacies are listed in Table 4. They include perfectionism (“I have to make sure that every bit of my grass is even
in my front yard”), catastrophic thinking (“If I don’t watch my family sleep through the night, I am afraid that they will die and I
will be alone”), shoulds, (“I should have said that I wouldn’t babysit this dog”) overgeneralization (Everytime that my friend talks
to me he avoids eye contact with me”), taking responsibility for others, (I wish that my uncle wouldn’t say such mean things
online about other people”) and helplessness (It doesn’t really matter what I choose to do because I don’t have any control over my
fate anyway.”)

Table 4: Identifying Emotional Fallacies

Learning Objectives

https://libretexts.org/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://socialsci.libretexts.org/@go/page/90710?pdf
https://socialsci.libretexts.org/Bookshelves/Communication/Introduction_to_Communication/Communicating_to_Connect_-_Interpersonal_Communication_for_Today_(Usera)/08%3A_Emotions/8.03%3A_Communication_Skills_and_Emotion


8.3.2 https://socialsci.libretexts.org/@go/page/90710

Fallacy Description

Perfectionism
Your attempts are perfect or a failure. Things are wonderful or
awful. There is no middle ground.

Catastrophic Thinking
You expect disaster and imagine extreme negative scenarios. You
are rendered unable to act because of what might happen.

Shoulds
You have a list of ironclad rules about how you and others should
act. You get angry when people break the rules and you feel guilty
if you violate the rules.

Overgeneralization

If something bad happens once you expect it to happen over &
over again. If you fail once, you expect to fail again. You may
generalize inadequacy in one situation to your self-concept, e.g. “I
made a mistake = I’m a total failure.”

Taking responsibility for others’ emotions
You see yourself as responsible for the pain & happiness of
everyone around you & feel guilty if they’re not satisfied. You take
the blame for the way others feel. You think it’s your fault

Helplessness
You are resigned to your emotions and believe there is nothing you
can do to change how you feel. You might even blame others for
your emotions, e.g. “You made me feel this way.”

Magnifying the Negative
You magnify negative details while filtering out all positive
aspects of a situation. You probably think you’re being realistic
and that others are unrealistic in their positive thinking.

Being Right
You are continually on trial to prove that your opinions and actions
are correct. Being wrong is unthinkable and you will go to great
lengths to demonstrate your rightness.

Fallacy of Fairness
You feel resentful because you think you know what’s fair but
other people won’t agree with you.

Mind Reading
Without them saying so, you know what people are feeling and
why they act the way they do. In particular, you are able to divine
how people are feeling toward you.

Personalizing
Thinking that everything people do or say is some kind of reaction
to you. You also compare yourself to others, trying to determine
who’s smarter, better looking.

Now that we see that emotional fallacies can often exaggerate our emotional experiences, let’s focus on how we can counter
emotional fallacies. You can fight these fallacies by using what Cognitive Behavioral Therapists (CBT) call the Rational-Emotive
Approach. In this approach, first we must be aware of the emotions that we are experiencing. Sometimes it helps to take time to
reflect on what we are experiencing by keeping a journal. Next, we reach back into our memory attempt to connect what this
trigger has in common with triggers in the past. “I’ve experienced a racing heart once before when I ran too fast and again when I
got scared at the Halloween House of Horrors.”

Once the trigger is spotted, we identify any negative self-talk and refute any emotional fallacies. “I am just jogging” “My heart is
not going to explode (catastrophic thinking) because it didn’t explode the last time I felt like this while I jogged (disputing
irrational thoughts).” Once we have disputed the irrational thought, we can begin to use our self-talk in order to deal with our
emotions.
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Managing Emotions 
In this section, we introduce the idea of emotional work. When you think of a surgeon in the operating room, what is the worst
emotion that they could express? The most effective? Most jobs and social roles demand that we suppress our emotions. For
example, a firefighter would not be effective if they ran away from burning buildings with people left inside. Even though the
firefighter might momentarily want to get to safety, their role as a firefighter demands that they calmly and methodically go into
buildings in order to save others.

Have you ever known someone who blurts out everything that they are thinking? Goleman (2002) coined the term emotional
intelligence (EQ) to describe the ability of identifying, managing and discussing emotions. Let’s take each part of that definition
and pull it apart to see how emotional intelligence is demonstrated.

Let’s say you are driving your child to school and they will not stop loudly singing off-key. You sense that you are growing irritated
and your thoughts are getting interrupted. In this case, you have identified the emotion and the trigger of that emotion. You are
getting a headache from the noise coming from the back seat. If you are able to demonstrate emotional intelligence in this situation
you would say something like, “Mommy is getting a headache because it is too loud. I am trying to keep from getting a headache
so let’s just talk with our indoor voices right now.”

When you think of someone who shouts, “We’re all going to die!” while experiencing a bumpy ride on an airplane, we might say
that they have a low emotional intelligence because they have blurted out what they were thinking instead of thinking about what
they are going to say and considering the impact of their words on others..

The part of emotional intelligence that allows us to identify that we are feeling fearful and then manage this emotion is often what
might be missing in this situation. People are able to demonstrate different amounts of emotional intelligence depending on the
context. For example, if someone is extremely frightened of snakes, and they walk into a room with a snake on the floor, they
might jump up on a chair, run away, or try to flee the room. Seeing the snake is such a strong trigger, it would be difficult to
demonstrate emotional intelligence. When we say that someone has high EQ, they are able to discuss emotions effectively with
others (Butler & Modaff, 2012). In the snake situation, the person would be able to tell their friends that they are afraid of snakes
and that they feel very uncomfortable.

In a different situation, like the one on the plane, they may not have as much problem filtering what they are feeling for the benefit
of others. They might see that there is a small child two seats down who is looking worried by the bumpy flight, and think, I don’t
want to upset any of the other passengers.

Accepting Responsibility for Emotions 

Have you ever said to someone, “You're making me angry!” and they replied “No I'm not!”? No matter how much it might seem
like it, other people do not cause your emotions and to think so would allow us to have no control over our emotions. In order to
take responsibility for your emotions, try to consciously communicate using I-statements.

You can say something like, “When you say that you don’t want to help with the dishes, I feel myself becoming angry.” Avoid
saying, “You are making me so angry right now!” We learned that humans also have a tendency to blame others when things go
wrong. It can be a challenge to accept that our emotions are caused and regulated by ourselves. Especially when we feel intense and
unpleasant emotions.
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Separating Emotions from Actions 

It can often be difficult to separate our emotions from our actions. Just because we feel anger doesn't mean we have to smash things
or yell at others. We can choose to funnel our anger into something else. When we are extremely angry, it helps to take a step back
and examine why we are upset. We can accept responsibility for our emotions and be less likely to act on these emotions. For
example, we may feel like backing over our enemy’s bicycle with a car, but we need to keep in mind that we don’t need to act on
this impulse. By recognizing that we are experiencing the impulse to act, we can label this thought as only an “impulse” and can
usually refrain from acting on these impulses.

Choosing the Best Time and Place to Express Emotions 

The next time you identify that you are experiencing intense emotions, here are some suggestions for how to determine whether
you will communicate your emotional experiences with others. Below there are six questions you can ask yourself when debating
whether to show your actual emotions. Most of these questions address the social expectations for emotional expression:

Bystanders: Who is around--who will see?
Privacy: Do I have enough privacy in order to feel comfortable enough to allow myself to express my emotions?
Will expressing this emotion negatively impact me? Is it worth the risk?
Can someone use this emotional display against me?
Is it expected that I display emotion in this situation?
How much time do I have in order to express this emotion? What happens after this? Do I have to go directly to work after this?

Sometimes, it may seem like there is no good time or place to express emotions. However, since you can choose when and how
you express emotions, you can set aside time specifically for dealing with emotions so that you don't feel as if they are piling up
and weighing you down. This is particularly true of emotions like grief. Grief is caused by a trigger of loss. Grief can cause both
mental and physical pain and needs to be worked through. Allowing ourselves the time to examine and understand our grief can be
exhausting, but can speed our healing from the loss.

When we do decide to express our emotions we should be aware of social expectations that rule how we express emotions.
Framing rules are those rules that determine how we define an event in terms of its emotional tone. Often they are ambiguous and
subjective, since they are unwritten and often not discussed before events. If you've ever been to a funeral of an elderly person, you
might have experienced the framing rule that defines a funeral as a chance to gather and celebrate a long life - and is therefore, a
happy occasion.

The feeling rules are socially shared norms that influence how people want to try to feel emotions in given social relations.” They
help us to know what emotions are socially acceptable in a certain situation (Hochschild, 1979). In the funeral example, the feeling
rules were that people were to feel joyful. If someone caused a spectacle with loud, wailing crying, they would be ignoring the
feeling rules. Anytime our actual emotional experience doesn't match the feelings rules, it requires emotion work or emotional
labor (Tracy, 2005). Emotion work is defined as the work required to generate feelings that are “appropriate” for a situation. In this
case, the emotion work necessary to follow the feeling rules would have been to mask or conceal one emotion by portraying
another emotion.

Summary 
In this unit we focused on the communication skills utilized in identifying and managing emotions. In order to identify our
emotions, we must first be able to name what we are feeling. We learned about emotional fallacies, such as: perfectionism,
catastrophic thinking, shoulds, overgeneralizations, taking responsibility for others, and helplessness. We ended the unit discussing
how we manage our emotions, and how managing our emotions relates to emotional intelligence.

Learning Activities 
1. Discussion:

Look at the photo of the flight attendants below. What types of emotion work do you think is required to be successful in this field?
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2. Activity: Emotional Vocabulary List

Read through the emotional vocabulary list similar to the one used at the National Suicide Hotline. The link is here:
https://www.karlamclaren.com/wp-content/uploads/2016/05/Emotional-Vocabulary-List-Color.pdf

After reading through some of the emotional vocabulary are there some words that you wouldn’t readily use? Are there some new
words that you might start using to describe your emotional state to others?
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Glossary 
Emotion work: Changing the emotion that one is feeling to be more in line with the feeling rules for the situation.

Emotional fallacies: Cognitive exaggerations that often increase the intensity of emotional experiences. Some of these fallacies
include perfectionism, catastrophic thinking, shoulds, overgeneralization, taking responsibility for others, and helplessness.

Emotional intelligence: The ability to accurately identify, analyze, and effectively communicate an emotional experience.

Framing rules: Unwritten rules that determine how we define an event.

Feeling rules: Socially shared norms that determine how we feel in a social interaction.

Mask emotions: Selecting a different emotion to display than the one that you are actually experiencing.

Rational-Emotive Approach: The process of identifying exaggerations in one's thoughts, and refuting each of the exaggerated
thoughts in order to decrease emotional intensity to external and internal emotional triggers.

Media 
1. Daniel Goleman Introduces Emotional Intelligence.

Watch this Big Think video to learn from Daniel Goleman himself about the concept of EQ:

Here is the link: https://www.youtube.com/watch?v=Y7m9eNoB3NU
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2. Six Steps to Improve your Emotional Intelligence.

Watch this TedTalk to learn how to improve your EQ. Do you agree with all of the steps?

Here is the link: https://www.youtube.com/watch?v=D6_J7FfgWVc
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CHAPTER OVERVIEW

9: Conversation Skills

Define conversation and what makes it unique to other forms of interaction.
Recognize basic conversational structure and how it works.
Synthesize Grice’s Maxims with basic conversational structure.
Describe the greeting process and its importance to conversation.
Analyze the typical greeting sequence as it occurs in real conversation.
Apply opening techniques to begin conversations with unacquainted people.
Describe the process of topicalization and its role in conversation.
Apply topicalization techniques that eliciting conversation of increased breadth and depth.
Differentiate kinds of closing sequences used in everyday conversation.
Apply pre-closing techniques to effectively close conversation.

9.1: Principles of Conversation
9.2: Opening Conversation
9.3: Eliciting Conversation
9.4: Closing Conversation

This page titled 9: Conversation Skills is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel Usera &
contributing authors.
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9.1: Principles of Conversation

Define conversation and what makes it unique to other forms of interaction.
Recognize basic conversational structure and how it works.
Synthesize Grice’s Maxims with basic conversational structure.

Principles of Conversation 
Consider these scenarios:

1. You are attending a professional networking event where you know no one. However, you need to make brand new contacts
because it is crucial for your job duties.

2. Your boss sends you and an unacquainted co-worker on a business trip. You will be taking a rental car together and will be
driving eight hours each way to your destination.

3. You are on a first date with someone whom you met in passing on a public transit. You and your date plan to have dinner at a
nice sit-down restaurant before going miniature golfing.

There are times when we must be able to make conversation with “strangers.” While we can certainly choose to just sit in silence,
imagine the repercussions in each of the above scenarios. You will have a hard time making new contacts in scenario 1, you will
have a very awkward road trip in scenario 2, and your date might lack the emotional “chemistry” to lead to a second one in
scenario 3.

Even if you feel confident in the above three scenarios, the ability to converse is a skillset. Just like the ability to play tennis, paint,
or speak a foreign language, our conversation skills take years of practice to master, and we can always learn more to improve
them. There is no state of perfection in conversation skills, just as there is no “perfect” tennis player. Just like how art students learn
color theory and then apply it to their paint canvasses to become more sophisticated painters, you too can learn conversation theory
and apply its techniques to your everyday conversations to become a more capable conversationalist.

In this Unit, you will learn the art of conversation through the lens of a field called Conversation Analysis. In Module 1, you will
learn some foundational concepts to the idea of “conversation.” In Module 2, you will learn how to “open” a conversation with an
unacquainted person by learning the typical greeting sequence. Then in Module 3, you will learn how to elicit topics so that your
conversations “go somewhere.” Finally, you will learn how to terminate conversation in Module 4, so you don’t “get stuck” in one.
In the next section, you will begin with principles of conversation.

Grice’s Maxims 

Consider the three statements below:

1. My car broke down. 2. Joe is home. 3. Do you have a phone?

Upon first glance, these three statements appear to not have any relevance to each other. One is about a car breaking down. Another
is about whether someone is home. And the other is a question about a person is possessing a phone. Taking the sentences literally,
there is no connection between them.

However, now suppose I present the three sentences in the following format:

John: My car broke down.

Mark: Joe is home.

John: Do you have a phone?

Chances are you, read the three statements as if John and Mark were having a conversation where John is requesting help from
Mark. John’s car has broke down and now he is telling Mark, an acquaintance. Mark is suggesting that Joe is home, perhaps
implying that Joe can help Mark. John then asks Mark if he has a phone, perhaps because he wants to use it to call Joe. Although
we cannot confirm the accuracy of this interpretation without further information, it is a plausible one.
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What conversational scholars find fascinating is that we are able to make sense of the three statements in the context of a
conversation, whereas we could not if they were presented independently.

Paul Grice (1975) was a philosopher who argued that there is an implicit logic that enables us to make sense of conversations like
the one above, and that logic is based on the belief that both participants are cooperating with each other. He called this assumption
the cooperative principle. According to the cooperative principle, the basis of cooperation is the norm that one should make their
interactional contribution fitting for the point in time and for the purpose of the engaged conversation.

When you review the conversation above, you probably assumed that Mark was cooperating with John when he suggested that Joe
is home, and that John was cooperating with Mark when he asked if he had a phone. You didn’t assume that Joe was just a random
stranger who lives across country whom Mark knows but John does not. And you probably did not assume John was asking if Mark
had a phone just out of pure curiosity.

Based on the cooperative principle Grice argues that there are four conversational maxims (rules) that speakers and listeners use to
conversationally cooperate:

1. Quantity: Say just enough to make your contribution informative, but not any more informative as to become excessive or
“TMI.”

2. Quality: Do not say things that you know to be false or lack adequate evidence for.
3. Relation: Make your contributions relevant to the immediate conversation.
4. Manner: Avoid obscurity and ambiguity. Make sure to say your contribution briefly and orderly.

Some scholars argue that the most essential of the four maxims is relation (Sperber & Wilson, 1996). The fact that we can make the
above statements between John and Mark relevant to each other is what makes conversational logic work.

Grice proposed the four maxims as both descriptive and prescriptive principles. They are descriptive because they describe the
norms by which we actually converse and make sense of others’ utterances. They are also prescriptive because they tell us how we
ought to converse to ensure our contributions are received as we intend.

Overall, Grice’s maxims serve as a foundation for understanding how people do and should converse. But simply knowing the
principles of cooperation alone does not necessarily make you a good conversationalist. Moreover, there are many aspects of
conversation where these principles come into play. In the next sections, we will go deeper into basic conversational structure.

What Is A Conversation? 

According to Svennevig (1999), conversation is a joint activity consisting of participatory actions (verbal and nonverbal) between
at least two participants that are sequentially organized, locally managed, and improvised. There are several aspects to unpack in
this definition.

First, conversation is a joint activity. It requires at least two different persons to act cooperatively. Though there is such thing as
“intrapersonal” communication where people do talk to themselves, it is unlikely that they hold conversations with themselves in
the same sense that two different people hold one. For this unit, we will focus exclusively on conversation with exactly two
participants, but some principles can still apply to multi-party interactions (conversations involving three or more people).

Second, the participatory actions are sequentially organized; there are mutual expectations about the order in which action are
supposed to occur. For example, we would find it normal if a conversation started with someone saying “hello” at the beginning of
the conversation and then moving toward to a topic. It would be strange to us if we were conversing with someone and right in the
middle of the topic, the person says “hello.” There is a normative sequential order to conversation.

Third, conversations are locally managed. In your daily conversations, there is no referee or adjudicator who decides whether
someone broke a conversational rule, nor is there a third-party enforcer of rules. Any “rules” that are broken must be called upon
and enforced by the participants themselves. If your friend interrupts you while you are talking, you will have to let your friend
know and attempt to take back your turn. It is comparable to the difference between a game of pick-up basketball where players
call their own fouls, and a NCAA basketball game where highly trained referees adjudicate them. Conversation is more like the
former, unless it occurs in some institutional setting like a courtroom where a judge manages the turn-taking and conduct of talk.

Fourth, conversational actions are improvisational in nature. Though there might be mutual expectations about how a conversation
should proceed, there are no scripts nor joint pre-planning about how a conversation will go. Before you ask your friend for a ride,
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you do not tell your friend: “Friend, I am going to ask you a question. Once I finish asking the question, it will be your turn to
answer ‘yes’ or ‘no’…” Instead, you just ask your friend for the ride, and your friend knows to answer it with a “yes” or “no” (or
some strategic answer that suits your friend’s goal of maintaining the relationship while answering the task). Conversations are
distinct from theatre or film scripts, where every single turn and word is pre-planned for the actors. Metacommunication
(discussion about how you converse) is not the norm unless something goes unexpectedly. If you think about your daily interaction,
most are probably improvisational in nature.

Grice’s Maxims tie to the definition of conversation because we define interactants as cooperative when we presume that their
actions are contributing to the furtherance of the conversation topically. Their actions should be relevant to our actions, in sequence
with what we expect to occur, and responsive/improvisational in response to us.

Basic Concepts 

Now that you know what a conversation is, you will now learn some basic concepts commonly studied in the field of conversation
analysis. Conversation analysis focuses on analyzing two foundations in conversation: actions (what people do in talk) and
sequences (how they go about accomplishing it) (Clift, 2016). Each of the concepts that you will be introduced to in this section
have a deep literature behind them, so I encourage you to explore the additional readings. For now, you’ll get a basic understanding
of four key conversation concepts: turn-taking, adjacency pairs, preference organization, and repair.

Turn-taking is the foundation of conversation. Humans do not have the cognitive capacity to listen to language and speak it
simultaneously. In order to have a conversation, the conversationalists must therefore take turns where one speaker talks while the
other listens, and vice versa. How do speakers know when it’s their turn to speak in a conversation? While there is no formally
established signal that guarantees that we have finished our turn (consider radio communications where each turn ends with the
speaker saying “over”), there are several cues that we implicitly give each other to signal it: pauses, intonation, eye contact, or by
the implications of what was said. Our partners must also project when they think we have finished our turns. If our partners project
correctly, we let them begin their turn. If they project incorrectly, then you may seek to take back the turn using different strategies.

While it may be tempting to think that all conversation follows the one-at-time rule, there are certainly exceptions to this practice.
For example, we might engage in simultaneous laughter at a joke; you do not take turns laughing when you and your partner see
something funny. When you first greet someone, you might also engage in a simultaneous greeting of delight, or you might be
engaging in backchannel feedback as you listen to your partner tell a very riveting story that causes you to express emotions,
sympathy, and awe. In such cases, you and your partner “overlap” each other, but it’s not a problem to be fixed as if you had rudely
interrupted your partner. We will discuss “repair” later in this module.

There are many issues that you can explore with turn-taking. How do parties manage turn-taking? What happens when two parties
want to speak at the same time? What happens when we want to take back our turn? These are all issues that Conversation Analysts
explore in depth under the term “turn allocation” (Ford, 2013). Overall, turn-taking is not a hard-and-fast rule like a board game; it
is a guideline that partners use to project when their opportunity to speak should occur.

Now that we understand the timing of the participatory actions via turn-taking, we can now explore the basic composition of
conversation which often occurs in adjacency pairs. Adjacency pairs are a pair of utterances that are expected to go together (ten
Have, 2010). For example, a “hello” is expected to be met with a “hello,” an “invitation” is expected to be met with a “reply,” the
word “thank you” is expected to be met with “you’re welcome,” a “question” is supposed to met with an “answer,” and so on. The
first utterance in an adjacency pair is called a first-pair part (FPP), and the response is called the second-pair part (SPP).

Think of a time when you invited a friend through text-message to have lunch with you, and that friend never replied. You might
feel wronged because your friend did not complete the adjacency pair of your invitation, or more colloquially, they “left you
hanging.” Your friend not replying is not just a problem conversationally, it is a problem relationally. Is your friend mad at you? Is
your friend just not a reliable person? We draw inferences about our relationships based on how we converse.

Adjacency pairs can be expanded (Schegloff, 2007). For example, before you ask your friend to lunch, you can do a pre-invitation
where you ask your friend “are you doing anything this weekend?” Once your friend says no, then you can issue the invitation.
Once your friend hears the invitation to lunch, your friend might want to know when and where the lunch will take place before
giving an official “yes” or “no.” Asking “what time and where?” would be an insert expansion within the adjacency pair since it
occurs between the invitation (FPP) and the reply (SPP). Once you give an answer that it would be at Applebee’s at 12:00, your
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friend can then reply with a “yes.” Once your friend says “yes”, you might then say “cool, see you there” which would count as a
post-expansion since it speaks to what occurred after the invitation has been replied to.

Here is a conversation that demonstrates each adjacency pair:

A: Hey, do you have any plans this weekend? [Pre-invitation, FPP1]

B: No. [Pre-invitation answer, SPP1]

A: Do you want to go see a movie at 5:00 on Saturday? [Invitation, FPP2]

B: What movie? [Insert Expansion: Question about invitation, FPP3]

A: Star Wars. [Insert Expansion: Answer to question, SPP3]

B: Ok, sure. [Invitation Answer, SPP2]

A: Great, I’ll pick you at 4:00. [Post-expansion: Reply to invitation answer, FPP3]

Adjacency pairs can be studied and explored in many ways too. Keep in mind that when you first teach a child “manners,” you
teach them basic adjacency pairs like saying “thank you” after receiving a favor, or saying “hello” back to someone who says hello.
Are there other adjacency pairs that you recall being taught as a kid?

Preference Organization is the concept that there are sequences that are “preferred” and do not require explanation for their
occurrence, and there are actions that are “dispreferred” that do require explanation for their occurrence. For example, suppose
your friend invites to his/her wedding. If you said “yes,” you would not need to explain why you said “yes.” Accepting an
invitation is a preferred action. However, if you said “No” to the invitation, your friend will probably expect an account for why
you will not attend. Declining an invitation is generally a dispreferred action that then requires some accounting for why the
preferred action did not occur. Generally, preferred responses are ones that enable an action to be completed, dispreferred are ones
that prevent it from doing so (Schlegoff, 2007).

More abstractly, conversations work on a preference for agreement. When our response is in agreement with our partner, then our
actions are in “flow” of the conversation and do not require justification. Consider the phrasing of the question, “Did you win?”
The question is phrased to where the expected answer is “yes” to winning. Compare that phrasing to “Did you lose?” The latter
question is phrased to where the expected answer is a “yes” to losing. In the former phrasing, if you did win, you can just say
“yes.” If you lost, then you might need to explain what happened. In the latter phrasing, it is the opposite.

There is much deeper theory and research behind what a preferred action is, how culture impacts these norms, and what constitutes
preference for agreement. For now, just know that conversation rests on participants “going with the flow” with each other’s
actions. If there is a “bump in the road” regarding a dis-preferred response, then it may require the participant to explain his/her
actions. Or it just might require “repair” which we will discuss next.

Conversational repair is a set of methods that we use to fix problems that arise with conversing. These methods can either be self-
initiated or other-initiated (Kitzinger, 2013). For example, you can self-repair a mistake that you make in your own turn. You might
say, “I’ll see you Thursday...I mean Friday.” Or a partner might correct you after you say, “I’ll see you Thursday” by saying “Do
you mean Friday?” Repair is a way of “correcting’ someone. There are risks to constantly correcting someone; you might come
across as condescending, rude, or disagreeable. You might be afraid to correct someone like your boss or a person who exercises
significant power over you. What do you do in those situations?

There are strategic ways that you can repair as well. You can just simply repeat what the person said and let that person catch the
error and self-correct accordingly. Or you can implicitly correct the person. Suppose you are walking your dog and passer-by asks
“What’s her name?” If your dog is actually male, you might just say, “His name is Jack.” By doing that, you are implicitly
correcting the passer-by without making it too much of an attack. The passer-by can then correct their language choice accordingly.
Overall, turn-taking and repair have been two large topics widely studied by Conversation Analysts (Mortensen & Wagner, 2012).

Conclusion 

Overall, you have learned about four basic concepts of conversation theory; turn-taking, adjacency pairs, preference organization,
and repair. Each of these concepts has unique issues and theoretical underpinnings that can you can explore deeply outside of this
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book. But each of these tools will help you achieve the objective of this unit which is to be able to effectively open, elicit, and close
conversation with both acquainted and unacquainted partners. We will start with opening in the next module.

Learning Activities 
Activity 1: Questions Only Game

Have the class form into pairs. Suggest a conversation topic like shopping, sports, etc. Then have the students hold a conversation
where they can only ask questions. No statements nor answers to questions. See how long the students are able to hold a
conversation with questions only before one of them answers or makes a statement. This helps teach the idea of adjacency pairs.
You can also YouTube Questions Only Game to see clips of improvisational troupes playing this game.

Activity 2: Turn-Taking Demonstration

Have the class form into pairs. Suggest that each pair hold a normal conversation. However, to manage turn taking, each partner
will be tasked with pointing at the other partner when it is their turn to speak. If a partner speaks when they have not been pointed
to, they lose the game. Then have the pairs keep trying to see how long they go with this turn-taking system. This drill teaches the
complexity of turn-taking and how it is not just a “one-at-a-time” principle and how awkward it can be to formalize turn-
management with signals like pointing.
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Glossary 
Adjacency pair: A pair of utterances from two partners that are expected to go together.

Conversation: A joint activity consisting of participatory actions (verbal and nonverbal) between at least two participants that are
sequentially organized, locally managed, and improvised.

Cooperative Principle: Grice’s principle that one should make their interactional contribution fitting for the point in time and for
the purpose of the conversation at hand.

Grice’s Maxims: The set of four maxims that describe what cooperation looks like in the context of conversation: quantity, quality,
relation, and manner.

Insert Sequences: Sequences that occur between the first-pair part and second-pair part of an adjacency pair.
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Preference Organization: The conversational concept that certain actions are “preferred” and do not require explanation for their
occurrence, whereas other actions are “dispreferred” and do require explanation for their occurrence.

Repair: A set of methods used to fix problems that arise with the process of conversing.

Turn-Taking: The jointly-created system by which two interlocutors manage the timing and manner of their talking to maintain a
cooperative conversation.

Media 
1. Questions-Only Game

Watch a scene from “Whose Line Is it Anyway” where the players may only interact using questions. Why is this game so difficult
and entertaining?

The link is here: https://www.youtube.com/watch?v=89iZ8Dwim4E

2. Grice’s Maxims

Watch this clip of the Big Bang Theory and see how Grice’s Maxims are flouted. Which ones and when?

The link is here: https://www.youtube.com/watch?v=vEM8gZCWQ2w

3. The Science of Analyzing Conversation

Watch this Ted Talk by Elizabeth Stokoe (a notable conversation analyst) about how conversation analysis works. Did you come to
the same conclusions in her analysis?

The link is here: https://www.youtube.com/watch?v=MtOG5PK8xDA

This page titled 9.1: Principles of Conversation is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel
Usera & contributing authors.
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9.2: Opening Conversation

Describe the greeting process and its importance to conversation.
Analyze the typical greeting sequence as it occurs in real conversation.
Apply opening techniques to begin conversations with unacquainted people

Opening Conversation 
There is a stranger across the room whom you’d like to speak to. Maybe that person is a possible client, lover, or friend. When you
approach the stranger, what do you say? How do you justify walking across the room to hold a conversation?

In this Module, you will learn about the process of opening conversation in face-to-face contexts. You will learn about greeting
rituals, the typical greeting sequence, and specific openings among unacquainted people. By the end of this module, you will be
able to speak theoretically about opening conversation and apply it to your everyday life.

Greeting rituals 

A greeting is a verbal mutual acknowledgment of two or more people. Verbally, greetings can expressed with words like “hello,”
“hey,” and others like it. Greetings do not necessarily have to be verbal, however, they can be simple nods, waves with the hands,
smiles, or winks, to name a few. Before you can even greet, you might have to engage in a pre-beginning sequence where you
orient your body, proximity, and gaze towards the person, and the person possibly reciprocates to indicate their openness to
greeting (Mondada, 2009). In fact, De Stefani and Mondada (2018) suggest that in public spaces, this pre-beginning sequence
includes sighting, identifying, recognizing, greeting, and then conversing.

Suppose you are at the grocery store and you sight a friend who happens to be there too. There are two types of greetings: passing
and open-contact (Goffman, 1982). A passing greeting is done when two individuals greet each other in circumstances that limit
any further interaction beyond it. Suppose you are walking down the hallway to your next class in a hurry and you see your
professor walking in the opposite direction. You might greet each other with a “hello” while still walking in opposite directions,
without saying much beyond that. Passing greetings typically occur when one or both of the parties are in motion. In the grocery
store example, you and your friend might be walking down the same aisle as you briefly exchange nods or “hellos” as you both
continue walking in opposite directions.

Open-contact greetings occur in circumstances that invite extended conversation. Suppose you are again walking down the
hallway after class and you see your professor walking in the opposite direction. Now let’s suppose that you actually had a question
that you have been wanting to ask your professor. Instead of just saying “hello” and continuing to walk in the opposite direction,
you actually stop and face your professor and your professor responds in kind. You then proceed to have a short conversation
regarding your question. The positioning of your body to indicate that you want an extended conversation coupled with the “hello”
is an example of an open-contact greeting. In the grocery example, you and your friend would stop to talk to each other for few
moments after making contact and orienting yourselves to each other.

The purpose of a greeting is to acknowledge to someone that you see them as significant. When you are walking in a grocery store
filled with unacquainted others, you are not expected to greet every single person who comes into your view. In fact, it might raise
eyebrows if you did that. But let’s suppose that as you walked down an aisle, you saw your best friend from a distance and your
best friend appears to see you. Your friend might find it to be an affront if you did not then go out of your way to say “hello.”
Imagine if your best friend saw and then ignored you, how might you interpret that action? As notable sociologist, Erving Goffman
(1966, p. 124) once put it, “As a general rule, acquainted persons in a social situation require a reason not to enter into a face
engagement with each other, while unacquainted persons require a reason to do so.”

There are three general purposes for greetings. First, they help begin conversational activity. A typical conversation will involve
some kind of acknowledgment procedure, whether it’s verbal or nonverbal. Second, greetings serve phatic purposes. Phatic
communication is talk that occurs just for the sake of being social, and not for any type of information-transaction (Coupland et
al., 1992). Suppose you are walking down a hall of cubicles at your workplace and that you are acquainted with your colleagues. As
you pass by your colleague named Chris, you might just say, “Hello Chris” and keep walking without expecting the conversation
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go further than that. Why would you do that? Because the passing greeting is an acknowledgment of your acquaintanceship with
Chris, it was not intended to beget any further conversation for information or other speech acts. This greeting would then serve a
phatic purpose.

Lastly, greetings can serve as relational and emotional measurement tests. For example, a set of parents might be concerned that
their teenager is upset about something. They ask their teenager about how their day is going. If the teen replies sullenly, they might
take that to mean something is wrong. You might also use this test of “hello” to see if your friend is upset with you. If your friend
does not reply or replies negatively, then you know that your friend is not happy with you.

One thing to note about greetings is that they provide ritual bracketing (Goffman, 1982). They do not have to be repeated once they
have been conducted once within a specific context. For example, suppose you see a friend at a party that you are attending. You
greet your friend, hold a conversation for a few moments, and then go your separate ways to mingle with others. Now that you have
gone through the greeting ritual once with your friend in that context, you do not have to continue to say “hello” every instance you
see that person at the party. The initial ritual covers the entire context.

Five types of openings among the unacquainted 

Now that you have learned about the types of greetings, you may still wonder, “how do I begin a conversation with someone who I
am unacquainted with?” While you have learned about types of greetings, there are general openings that you can use to initiate a
conversation. An opening is a bid to begin a conversation on a prescribed topic.

First, there are direct openings. A direct opening is where you directly introduce yourself with your name (e.g. “Hi, my name is
Jaime”). You can find direct openings being widely used at professional networking events, also at the beginning of a semester
when you first meet classmates for group work. Simply open with a salutation and your name.

Second, there are situational openings which speak about something occurring in the shared context between you and the
recipient. Suppose you show up to a movie theatre and notice the long line for buying tickets. As you get in line, you turn around to
the unacquainted stranger behind you and say, “Quite a long line for the movies today.” That would be a situational opening as it
addresses a mutually shared context. When you want to use a situational opening, look for some common object or focal point in
the environment and comment on it.

Third, there are other-oriented openings, which speak to something about the person’s looks, dress, artifacts, or any other apparent
features. Suppose you are standing in line at the movies and you notice that the person in front of you has an interesting tattoo on
their arm. You might just ask the person after making eye contact, “What’s the story behind your tattoo?” In that case, you have
inquired about the person to open the conversation. When you want to use an other-oriented opening, you can compliment, inquire,
or share an observation about the person.

Fourth, there are personal disclosures. While the first three openings discussed are often formatted as questions, you can begin a
conversation with a statement that discloses something about you; your beliefs, feelings, personal history, or observations about
something. Suppose you are on an airplane with an unacquainted person sitting next to you. You might open the conversation by
saying, “This is my first time ever on an airplane.” That statement is offer to your fellow passengers to ask about your experience
so far or to disclose their own experience flying.

Finally, you can use a task-oriented opening, which asks the person to complete some kind of task. Stopping a stranger and asking
them for the time or directions to the nearest pharmacy are examples of a task-oriented opening. The challenge with task-oriented
openings is that once the unacquainted person has completed the task, you must then transition to another topic that is not task-
related if you want to maintain the conversation. When you want to use a task-oriented opening, ask for help with completing a
certain task.

Each of these openings can help kickstart a conversation by suggesting an initial topic to explore. Try each of these openings in
different contexts with unacquainted people. You will be surprised how a basic opening can lead to the exploration of unexpected
topics. Just be sure that your partner is clearly open to having a conversation with you.

Typical greeting sequence 

Now that you have an understanding of the basic features of a greeting, we now need to understand it in the context of a sequence;
specifically for beginning conversations. As you learned in the previous Module, conversations happen in sequences. In this
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Module, you will learn what conversation analysts have called the Typical Greeting Sequence (Sidnell, 2010). This sequence is best
explained using the context of phone interactions, since such interactions more explicitly outline the essential ingredients of a
greeting. However, the sequence still applies in face-to-face interactions with some minor contextualization.

The Typical Greeting Sequence is comprised of the following adjacency pairs: summons-answer, mutual recognition-identification,
reciprocal state inquiries, and pursuit. To illustrate each component, below is a script based on a real phone call (Sidnell, 2010, p.
205):

“((Phone Rings))

1 Charles: Hello?

2 Yolk: Hello Charles.

3 (one second pause)

4 Yolk: This is Yolk.

5 Charles: Oh, hello Yolk!

6 Yolk: How are you haha

7 Charles: Alright haha. It’s very funny to hear from you.”

We will refer to this script throughout the next four sub-sections.

Summons-Answer 

Before you can hold a conversation with someone, you must first have their attention. The process of gaining and verifying that
two parties have each others’ attention is called the summons-answer sequence. Let us understand this sequence in the context of a
phone call first before applying it to face-to-face interactions.

Suppose you want to call your friend to ask them for a quick favor. The first step will be dialing your friend’s phone number on
your phone, which will then make their phone ring or vibrate. That ringing or vibration of your friend’s phone is an act of gaining
their attention from whatever activities that they are currently focusing on. Summoning is the act of gaining another party’s
attention.

Through the phone, the summons is the ringing or vibrating. In face-to-face interactions, it can be several things. It could be haptic
by tapping on the person’s shoulder. It could be visual by just making eye contact with someone or standing in front of them. It
could also be verbal by saying “Hey Corey!.” Summoning can be done through objects as well. Suppose your friend is in their
dorm with their door closed. If you are not authorized to just “barge in” as you please, you would then knock on the door. The
knocking is a form of summoning.

Of course, how you summon matters. Verbally, it might be perfectly fine with your best friend to summon them by saying “Hey” or
“Yo!”, but that would probably not be received well by your professor. Haptically, it might be fine to politely tap someone on the
shoulder to get their attention, but grabbing them by the arm and yanking them might be taken as a violent affront. With knocking,
there is definitely a difference in reception when you lightly knock on the door, versus pound on the door with all of your might.
Your friend in the room might assume it is you in the former and possibly the police in the latter.

How do you know when you have someone’s attention? They generally respond to you in some way. In the case of the phone
ringing, they answer the call. Haptically, they turn around or orient their body language to you. Verbally, they can respond to you
with words (e.g. they say “What?”) or by just making eye contact with you. The answer is a reception to a person’s summons.

If you are the recipient of a person’s summons, you do not necessarily have to answer. You have the choice of not answering your
phone or hitting the “decline” button when you see your friend is calling. Haptically, you can ignore or resist any touching for
summoning. If someone says “hello” you can pretend to not hear them or ignore the summons. If you hear a knock on your door,
you can pretend to not be home and not answer it.

If you ignore a friend’s summons, then your friend might take it as an affront to the relationship. You friend might think that you
are mad or upset about something. You have may have been in a situation where a friend did not reply to your text message; you
were upset that your friend did not uphold their end of an adjacency pair.
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When you are talking with unacquainted people, your opening line can serve as the summons. Any of the five types of openings
can be said as a summons, and how your partner responds to them is the answer. Overall, the summons-answer pair is the process
of gaining and establishing attention between two parties. Summons-answer avails two speakers to each other and then enables for
the next segments of greeting to take place.

Mutual Recognition-Identification 

Once you have gained your friend’s attention either through verbal, nonverbal, or electronic summoning, the next step is
establishing speaker identities, which is done in a mutual recognition-identification sequence. In some contexts, this is done
automatically due to voice or facial recognition. But in other contexts, this is a step that can become a topic of conversation on its
own.

To best understand this step, suppose you get a call from an unknown number on your cell phone. Let’s also suppose that you
decide to answer it because you figure that if someone is calling you, that it must be something important. After answering with a
“hello” (your answer to their summons), you will probably then expect the caller to self-identify. You may even ask “who is this?”
Before you go any further into the conversation, you will want to know the exactly you are speaking to.

If the speaker says, “This is Chris, your landlord.” Then you now know how the caller identifies. But you still might not know who
the caller is; perhaps you do not recall having a landlord named “Chris.” In that case, you may inquire further about Chris’s
identity; you might ask how he knows you, received your number, etc. But if you do recognize Chris as your landlord, then the
mutual recognition-identification is halfway complete.

The other half lies in Chris ensuring that he recognizes you. Suppose Chris says, “This is Chris, your landlord, am I speaking to
Jessica?” If you are not Jessica, then you will have to clarify that and tell Chris that he has the wrong number or recipient. Even if
you recognize Chris, Chris does not recognize you as the intended recipient of the call (even if he does know you personally), so he
will probably then end the conversation right then. If you are indeed the intended caller, then the mutual recognition-identification
step is complete.

In face-to-face settings, mutual recognition-identification can happen automatically. If your best friend gains your attention by
saying “hey,” then you should automatically recognize your friend by their face and voice. And your friend should have already
recognized you since they addressed you first. A possible scenario where this might not happen is if your friend tapped someone on
the shoulder thinking it was you, but then the person turns around and it is not.

But let’s say that you are talking to a stranger for the first time. After saying “hello,” you would probably introduce yourself with
your name and a handshake. There can also be times when someone recognizes you, but you do not recognize them. The person
might begin speaking to you like as if you are already acquainted, while you have trouble recalling ever meeting that person. This
would be another case where there is asymmetry in recognition.

In any case, mutual recognition is an important step. The summons-answer sequence avails the speakers to each other, the mutual
recognition-identification step identifies them. In some contexts, this step can be skipped. When boarding a plane, the flight
attendant might just issue a command to you without self-identifying (although you will recognize the attendant’s status by the
uniform), or a stranger might ask you scoot your bag under the seat as the they squeeze into the middle seat.

In the sample phone conversation above, you can see that there was an issue with mutual recognition. When Yolk says, “Hello
Charles,” (line 2) there is no immediate reply from Charles indicating his recognition of Yolk by his voice (line 3). So then Yolk
self-identifies (line 4), and then Charles recognizes him (line 5). You can notice the laughter afterward which is probably a result of
the awkwardness of asymmetrical recognition.

Reciprocal State Inquiries 

Once the speakers have availed and recognized each other, often there is third step where they inquire about each others’ well-
being, which are called reciprocal state inquiries. Reciprocal state inquiries can include phrases like “how are you doing?”, “how’s
your day going?,” and others (Pillet-Shore, 2018). They do not always occur in a typical greeting sequence and can be skipped.

Reciprocal state inquiries generally fall into three categories: positive, negative, and neutral. A positive example would be
answering an inquiry with some sort of positive status. If someone asks, “How you are doing?” and you answer with “good,”
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“great,” or something along those lines then that would be a positive example. A negative example would be answering the
question with something like “not well,” “hurt,” etc. A neutral example would be answering with some like “ok” or “fine.”

One note about reciprocal state inquiries is the emphasis on preference for agreement, or in this case, the preference for the
positive. If you answer “how are you?” with a positive statement like “great!,” then your fellow interlocutor can continue onto
business or another topic. See an example below:

A: How are you doing today?

B: I’m great, how are you?

A: I’m great. I was wondering if you could work my shift on Saturday?

Notice how the inquiries serve more or less as a formality since there is no topicalization of the inquiry. A does not ask B why they
are doing great nor turns it into any topic of conversation. Instead, B goes straight into business about working a Saturday shift. It
is possible to do this with positive inquiries.

When you report that you are doing well, I am not expected as an interlocutor to ask “why?”

Now let’s suppose the conversation between A and B went like this:

A: How are you doing today?

B: Not too well, actually...

A: Oh ok. I was wondering if you could work my shift on Saturday?

Reading this, you might think A was insensitive to B’s status. In this case, the reciprocal state inquiry was a negative response; B
was not doing too well. In these cases, a negative response requires an account. An account is an explanation for why the
unexpected or normal did not happen in the course of a conversation. In western culture, we expect people to be well. If they are
not well, then we must inquire why. So here is what a person might do in this case:

A: How are you doing today?

B: Not too well, actually...

A: Oh what happened?

B: My mom is in the hospital…

Here, A is seen as being more sensitive to B’s plight by asking about it. Now A still might have the intention of eventually asking B
to cover the Saturday shift, but that business will be delayed until B’s negative status has been adequately acknowledged. Hence,
there is a preference for positivity because it does not require an account to be addressed, and thus allows the conversation to move
forward to business more quickly.

Reciprocal state inquiries do not always occur in a typical greeting sequence. They can be skipped in task-oriented communication
or when such inquiries have already been expressed at a previous time. In the sample phone conversation, you see on line 6 how
Yolk asks “How are you?” and Charles reciprocates with an answer and the same question on line 7.

Pursuit 

The last component of the typical greeting sequence is pursuit. Pursuit is the addressing of the reason for the conversation. If the
conversation is task-oriented, then pursuit would be the task. In a phone call from a salesperson, pursuit might be their sales pitch
for the product. In a doctor’s office visit, pursuit might be the presentation of a medical inquiry by the patient. Pursuit also
encompasses the practice of alignment, where participants seek to jointly construct each other’s identities and accomplish each
others’ relevant goals in the particular interaction (Kidwell, 2018). We pursue based on how we established each other’s identities
earlier in the conversation through our summons-answer, mutual recognition-identification, and reciprocal state inquiries.

If you ever receive a call from a salesperson, they do not begin the call with “Do you want to buy our product?” Instead, they begin
by saying “hello,” introducing themselves, and perhaps asking how you are doing. Once you go through that sequence, then they
state the reason for their call.
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What about non-task-oriented interactions? You may have a best friend or family member whom you talk to regularly on the phone
or via video chat of some kind. There may not be some kind of business associated with these conversations, these may just be
phatic conversations. In that case, pursuit can be extended conversation about reciprocal state inquiries. Perhaps you start the
conversation by asking your friend how their day went, and that leads to a story about what happened at the mall, which leads to
another topic about what happened at school, etc. You will learn more about topic elicitation the next Module, which will explain
how conversations evolve after the typical greeting sequence.

Conclusion 

The typical greeting sequence can be seen as LEGO™ building blocks. While some conversations feature all four components,
there are contexts where skipping one or several of them is justifiable. Remember that the five types of openings can also be
incorporated into the sequence when talking with unacquainted partners.

How you begin a conversation is important. It establishes your identity as the speaker and how the conversation will proceed. In the
next module, you will learn how to have deeper and more involved conversations by learning eliciting techniques.

Learning Activities 
Activity 1: Opening Sequence Practice

Find a picture of someone in a social context and identify three different openings that you could use to initiate conversation with
that person.

Activity 2: Mini-Networking Event

Have students get out of their chairs and stand up. Have them pretend that this is a networking event, where the goal is to mingle
with people they do not know. Give them 5 minutes to have this networking event and ask them recall how they greeted each
person. What kinds of openings did they use? How did the typical greeting sequence apply or not apply?
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Glossary 
Account: An explanation for why the unexpected or normal did not happen in the course of a conversation

Greeting: A verbal mutual acknowledgment of two or more people.

Opening: A bid to begin a conversation on a prescribed topic.

Open-contact greetings: Greetings that occur in circumstances that invite extended conversation.
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Passing greeting: When two individuals greet each other in circumstances that limit any further interaction beyond it.

Phatic Communication: Talk that occurs just for the sake of being social, and not for any type of information-transaction

Pre-beginning Sequence: The nonverbal process of two people orienting themselves to greet each other.

Summoning: The act of gaining another party’s attention.

Typical Greeting Sequence: The sequence by which parties open a conversation generally on the phone and in face-to-face
encounters with some recontextualization.

Media 
1. How to make conversation with anyone

Watch this talk about how to make conversation with anyone. How do the principles taught in this Module apply or not?
https://www.youtube.com/watch?v=F4Zu5ZZAG7I

2. Talk to Strangers

Watch this Ted Talk about why you should talk to strangers. How does this compare with what we are taught about “stranger
danger?” https://www.youtube.com/watch?v=fv9Loq-yNWI

This page titled 9.2: Opening Conversation is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel Usera
& contributing authors.
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9.3: Eliciting Conversation

Describe the process of topicalization and its role in conversation.
Apply topicalization techniques that eliciting conversation of increased breadth and depth.

Eliciting Conversation 
Once you have successfully opened the conversation with one of the five types of openings and continued through one or more
aspects of the typical greeting sequence, what do you do next? Depending on what your pursuit is, you will probably want to elicit
(create) certain topics of conversation.

In this Module, you will learn some specific topic eliciting techniques for creating deeper and more exploratory conversation. You
will learn elicitors that you can use as a speaker and as a listener. You will also learn about the process of topicalization, and the
four layers of talk for building intimacy and rapport.

Topic Elicitors 

As Initiator 

Suppose you are in class and you are assigned a project that involves working with a partner who turns out to be shy. In your first
meeting, you decide that you want to try to elicit conversation to get to know your partner. We will call you the “initiator” of
conversation since you will be taking the active role in eliciting conversation.

As the initiator, there are three types of elicitors that you can use (Sidnell, 2010). First, you can use an open elicitor. An open
elicitor is a broad question that does not suggest a particular topic. Examples of open elicitors would be “how’s life?”, “what’s
up?”, or “anything new?”. There are many ways to answer these types of questions since they are so broad, so your partner must
then narrow down from a list of possibilities to suggest something mentionable. Mentionable means that the topic is something
that your partner projects as conversation-worthy in a particular context.

The key theme to open elicitors is that they are open-ended questions that do not suggest any topic in particular. In fact, they are so
unspecific and open-ended, that they put the burden on your partner to actually suggest a topic. That is the advantage and also
disadvantage to using open elicitors. If you have a partner who is talkative, then open elicitors should work well since your partner
will not hesitate to suggest a topic. If you ask a talkative partner “anything new?”, they will probably have no problem mentioning
what happened at work today or at their gym class. However, if you have a less talkative partner, open elicitors might not work
well. If you ask your shy partner “anything new?,” they might reply with “nothing” or something that will not be topically
expansive enough.

The second type of topic elicitor are itemized news inquiries. These are questions that inquire about a specific topic. Unlike open
elicitors which are wide open as far as topic selection for the recipient, itemized news inquiries suggest a particular topic. Examples
include: “how did you do on your final exam yesterday?”, “did you see the new Star Wars movie?”, or “what did you think of that
thunderstorm last night?” You can see that the specific question will narrow down your partners list of options to respond, as
opposed to the open elicitor where the list is wider. The three aforementioned examples prompt your partner to discuss exams, Star
Wars, and thunderstorms accordingly.

The advantage to itemized news inquiries is that they inherently suggest a topic to your partner, which relieves them of the burden
of finding a topic. But again, that is also the disadvantage to using an itemized new inquiry. If your questions suggest topics that
your partner is not interested in or cannot say much about, then the answers might not be topically expansive.

The third type of topic elicitor are general news announcements, which are personal disclosures that you make as the initiator of
conversation. Instead of asking your partner a question, you offer a topic by stating something. An example of a general news
announcement would be “I found out how I scored on my final exam today.” The personal disclosure can then prompt your partner
to ask for more information about how your exam went (an itemized news inquiry), to disclose how an exam that they took went (a
general news announcement), or offer a related topic that tangentially relates the idea of doing well on exams.

Learning Objectives
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The advantage to using general news announcements is that they are topics volunteered by you that do not “prod” your partner with
questions. Your partner has the freedom to then reply how they want. The disadvantage is that these general news announcements
might not elicit any kind of expansive response by your partner. Perhaps your partner has not taken any exams recently or has done
poorly on them, and does not want to share. In that case, if you use general news announcements, be prepared to follow them up
with another announcement or topic eliciting question to prompt conversation.

As Listener 

Now let’s suppose that you are interacting with a more talkative partner who enjoys disclosing information to you. While your
partner talks, you can use certain topic eliciting techniques as a listener. These techniques include summarizing, parroting,
continuing, stare-nodding, and using questions.

Suppose your conversation partner says the following:

A: I really enjoy going on hikes at Lake Travis.

Summarizing involves restating what your partner is saying while they talk. Your reply might be, “Lake Travis is your favorite
hiking spot then?” or “That’s cool that you’re a hiker.” The key principle is that you are simply stating what your partner said in
your own words. Parroting is where you repeat word-for-word what your partner said, prompting them to then elaborate or
continue with their disclosing. An example in this case would be, “You enjoy going on hikes at Lake Travis?” Notice that you just
repeat or “parrot” what your partner said.

Continuers are utterances (grammatical or ungrammatical) that can be used as a stand-alone turns or as backchannel feedback as
your partner speaks (ten Have, 2010). Common continuer phrases are response cries like “uh huh,” “mmhmm,” or “yeah” which
can help the listener build affiliation or rapport with the speaker (Lindstrom & Sorjonen, 2013). You may notice that continuers are
used more frequently when you are talking on the phone since there are no visual cues shared between you and your partner.

When speaking face-to-face, you can use a stare-nod where you maintain your eye contact with your partner will nodding your
head. As you and your partner gaze at each other during conversation, you mutually establish a “gaze window” where your gaze
serves not only to monitor your partner, but as a method of eliciting a response from them (Rossano, 2013). Silence will prompt
your partner to keep talking since you are still displaying a listening status through the gaze window with your eye contact and
nodding.

You can also ask questions that probe for more disclosure from your partner. Going back to the hiking statement, you can ask
questions like “When do you like to go hiking?,” or “How long have you been hiking?”

Lastly, you can offer statements, such as “I enjoy hiking too” or any other statement related to theirs. Of course, if you offer
statements, your partner may then yield the speaking to you for extended turns. Schegloff (2007) discusses statements as being a
method of topic proffering, which serves as an offer for the respondent to “buy in” to the statement by expanding upon it through
reciprocal questions or statements.

In any case, all of these elicitation techniques can prompt and encourage your shy partner to converse with you. In the next section,
we will tell you more about topicalization; specifically expansion and curtailing, which either can keep conversation alive or keep it
from going.

Topicalization 

Conversation rests on the expansion or curtailing of topics. The process of turning an idea or phrase into a conversation topic is
known as topicalization. One of the most common ways topicalization happens is through topical pivots (Holt & Drew, 2005). A
topical pivot a specific idea or phrase in a statement that leads to either further expansion upon it or the introduction of a related
topic to it. Let’s go back to the hiking example from earlier:

A: I really enjoy going on hikes at Lake Travis.

Depending on what interests you in that statement, there many ideas that can be topicalized. Here are a few possible responses:

B: What’s Lake Travis like? (Topical pivot: Lake Travis)

B: How long have you been hiking? (Topical pivot: hiking)
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B: What else do you enjoy doing? (Topical pivot: “enjoy” and other favorite hobbies)

There are many more possible responses to the statement. The main idea of topical pivots and topicalization generally is that it rests
on logical expansion of something mentioned in the conversation. If your partner enjoys talking about Lake Travis, for example,
then they should embrace answering the question about what it is like.

Now there may be times when you will try to prompt your partner to expand on a topical pivot, but your partner will not add much.
See the conversation below as an example:

A: What did you think of the movie last night?

B: It was good.

A: What was your favorite part?

B: The beginning.

A: What did you do afterward?

B: Went home.

You can see that A is asking open-ended questions that can prompt a range of answers from B. However, B’s answers are generally
short and difficult to expand upon. The practice of limiting topic expansion by using short answers is known as topic curtailing. In
colloquial terms, you might have heard this practice as “ being short” with someone.

Your partner might topic curtail for many reasons. Perhaps they are not interested in the topic, or it contains private or sensitive
information, or they are just not in the mood for conversation generally at that moment. In relational contexts, part of intimacy is
having our partners be “open” with us, as suggested by Social Penetration theory. Topic curtailing might be seen as a sign of
trouble if no contextualization is given.

Overall, the life of a conversation rests in the introduction and expansion of topics. The more partners are willing to disclose, the
more expansive their topic selections are, leading to longer and “deeper” conversations. When you learn about Social Penetration
Theory in Unit 10, you will see how this ties in with the concept of permeability.

Four Layers of Talk 

Not only do conversations move among topics logically, but are more emotional and psychological level, they also move between
layers of each person’s personality. Altman and Taylor (1976)’s Social Penetration Theory suggest that the human personality has
three layers: peripheral (biographical information), intermediate (attitudes/opinions), and central (core beliefs, values).
Correspondingly, there are four layers of talk: clichés, facts, opinions, and personal layers. Each of these layers of talk speak to a
deeper layer of one’s personality that exist according to Social Penetration Theory.

The first layer, clichés, are statements that are generally scripted and mundane in everyday talk. They reveal very little about the
person and are used more or less as just pleasantries. Examples of cliché statements can include questions about how one’s day is
going, statements about the weather, etc.

The second layer, facts, speaks to specific facts about the person. When you talk about facts with someone, you are sharing things
that are verifiable or measurable. Examples of a fact question might be: “where are you from?,” “what do you do for work?”, or
even “how many kids do you have?” Notice that these questions call for declarative answers and merely allow for the exchange of
biographical information.

The third layer, feelings, speaks to how a person feels about something either emotionally or intellectually. Feelings questions elicit
a person’s opinion or viewpoint about something. Examples of a feeling question, “how do you feel about traveling without an
itinerary?”, or “what do you think of cold weather?” This layer of talk will prompt your to share deeper thoughts and feelings about
a topic, which can lead to you sharing yours in exchange.

The fourth and final layer is the personal layer, which speaks to how a person views their personality in totality. Examples of a
personal question might be “Are you more of a warm weather or cold weather type of person?” Or “are a deeply religious person?”
The personal layer can prompt your partner to share not only their feelings but their own self-perceptions, which you can share
your views of them along of the ones about yourself.
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There are some complications to the four layers of talk. For one thing, context may drive what is considered personal versus
factual. When you go to a doctor’s office, questions about your medical history are common and may be among the first topics
addressed (although HIPPA ensures that the information stays private). Second, there are some fact questions that can still be seen
as deeply personal. Asking someone how much money they make per year or how old they are could still be considered very
private to someone even though it is only a fact-layer question.

It is best to use the four layers of talk then as a guideline and tool for evoking deeper conversation, while recognizing some grey
areas between each layer. If you are merely sticking to cliché and fact questions, you may want to throw in a feelings or personal
question if you want to evoke more personal conversation, such as when you are on a date with someone. If you are wanting to
keep someone at “arm’s length” intimately, then sticking to facts and clichés would work well. Use the layers according to your
relational goals.

Conclusion 

Overall, you learned several techniques for eliciting conversation with your partner. You learned techniques for asking questions,
disclosing, and listening. Conversations rest on the life of topics, so you learned more about topicalization and how to pivot
accordingly.

Ultimately, the greatest listeners are the greatest conversationalists, so make sure you study Unit 7 on Listening for further mastery.
Topic elicitation is a listening enterprise, so it will further enhance you to master all aspects of listening and eliciting.
Conversations are the “building blocks of social life” (Wilkinson & Kitzinger, 2011, p. 24) and being able to elicit them enables
you to build relationships, business opportunities, and a better life. In the next and final Module for this Unit, you will learn how to
properly end a conversation.

Learning Activities 
Activity 1: Speed Networking

Have your students form a row of desks facing each other. Then create a “speed networking event” where each pair of students
holds a conversation for 2-3 minutes. When time is up, one row rotates one seat to the left or right, and the other row stays
constant. Do a couple of rounds of this. Then discuss how openings and elicitation went in their conversations.

Activity 2: Listening Drill

Have your students break into pairs. Have one person be assigned the “speaker” role, and the other as the “listener.” The speaker’s
job will be to talk about anything they want. The listener’s job is to try to use all of the passive eliciting techniques (summarize,
stare-nod, etc.) except for personal disclosure. The speaker should do most of the talking, but the listener should do most of the
eliciting. Set a time limit and then have the partners switch roles. Then discuss how the techniques went.
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Glossary 
General news announcements: Personal disclosures that you make as the initiator of conversation.

Itemized News Inquiries: Questions that inquire about a specific topic

Mentionable: A topic projected as conversation-worthy in a particular context.

Open elicitor: A broad question that does not suggest a particular topic.

Topic Curtailing: The practice of limiting topic expansion by using short answers.

Topicalization: The process of turning an idea or phrase into a conversation topic.

Topical Pivot: A specific idea or phrase in a statement that leads to either further expansion upon it or the introduction of a related
topic to it.

Media 
1. Breaking the habit of small talk

Watch this Ted Talk about how to get past small talk, aka: elicit deeper conversation. How do the principles relate to this Module?
https://www.youtube.com/watch?v=kkrWneKlNwM

2. The art of asking questions

Watch this Ted Talk about how to ask beter questions in conversation. Questions are used to elicit topics, and better questions lead
to better topics. https://www.youtube.com/watch?v=hZSY0PssqH0

This page titled 9.3: Eliciting Conversation is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel Usera
& contributing authors.
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9.4: Closing Conversation

Differentiate kinds of closing sequences used in everyday conversation.
Apply pre-closing techniques to effectively close conversation.

Closing Conversation 
So far, you have learned to start a conversation and elicit topics to exchange varying levels of information ranging from clichés,
facts, feelings, and personal values. For this final Module, you will learn how to end conversations gracefully.

There may be times when your partner may want to continue, but you will want to end the conversation. In this Module, you will
learn about interactional challenges to exiting conversations. You will then learn about two types of conversational endings that will
help you overcome those challenges, and specific pre-closing sequences that you can use to “tip” the ending of the conversation.
Lastly, you will learn about how bids to ending conversation can be rejected, which can help you prepare for those situations
accordingly.

Interactional Challenges 

Just as the beginning of a conversation serves as a ritual, ending a conversation has a ritual procedure to it. Imagine a conversation
that went like this:

A: Hi B!

B: Hi A!

A: So what’s your favorite food?

B: I really like Mac and cheese.

A: Bye!

Reading the conversation above, you would think that B perhaps made a mistake in the answer or that A was rude in some way.
Why did A suddenly just say “bye” without any warning or prompting? To end a conversation requires more than just saying “bye”
at a given moment, there is a pre-closing sequence that generally precedes the “bye” (the terminal exchange). We will discuss
these pre-closing sequences in-depth in a later section in this Module.

There are many reasons why you would end a conversation. Perhaps you have to go to your next class, you need to get started on a
paper that you have been procrastinating, or you just reached your limit on conversation that day. In any case, there are three
general challenges that face you when ending a conversation.

The first is relational vulnerability. Ending a conversation in a way that is unsatisfying to your partner can hurt the relationship. For
example, if your partner is sharing a very deep thought with you in a phone conversation and you decide to abruptly hang up the
phone, then your partner might perceive that as hurtful. When ending a conversation, we want to show that we still care about our
partners’ feelings and needs, while still attending to our reason for ending it. The methods by which we end the conversation speak
to relational vulnerability.

The second challenge is ensuring finality of the conversation. Did your partner have the opportunity to mention the important
topics that they hoped to discuss in this situation? Perhaps your partner called you and began talking about their day, you might
wonder whether that was the purpose of the phone call or if there was some other “business” that they hoped to eventually discuss.
Before you end a conversation, you want to make sure that your partner’s needs were addressed before leaving them.

The third challenge is disengaging from the turn-taking system properly. When you need to leave, you may not want to abruptly
interrupt your partner mid-sentence to announce your departure, unless it was truly some immediate emergency. Instead, you must
wait for your turn to speak and then begin the process of bidding to end the conversation. However, if you have a partner who likes
to take extended turns, this can be a challenge.

Learning Objectives

https://libretexts.org/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://socialsci.libretexts.org/@go/page/90716?pdf
https://socialsci.libretexts.org/Bookshelves/Communication/Introduction_to_Communication/Communicating_to_Connect_-_Interpersonal_Communication_for_Today_(Usera)/09%3A_Conversation_Skills/9.04%3A_Closing_Conversation


9.4.2 https://socialsci.libretexts.org/@go/page/90716

Now that you have learned three challenges to ending a conversation, you will learn how to end a conversation in a way that can
satisfy each of them.

Pre-Closing Sequences 

Let’s say that you want to end a conversation with a partner. First, you will need to bid to end the conversation, and that is called a
pre-closing sequence. A pre-closing sequence mutually establishes that the conversation should come to an end. A pre-closing
sequence precedes a terminal exchange, which is the actual exchange of “goodbyes” or closings. We will discuss terminal
exchanges in the next section. For now, there are a few pre-closing sequences that you can use as bids to end a conversation:
warrants, arrangements, summaries, appreciations, solicitudes, and topic elicitors (Sidnell, 2010).

Warrants are pre-closing sequences where a partner announces a next activity that they must attend to that necessitates ending the
conversation. Sample warrants can be, “I need to go study,” “I need to get ready for work,” and so forth. An example of a warrant
in use would be A:

A: Well I gotta go to a meeting.

B: Ok then.

Warrants can be very broad (“I got to go”) or very specific (“I need to pick up my kids from school in 10 minutes). In any case,
they will indicate that the speaker is losing their ability to give any attention to the partner in conversation.

Arrangements offer to set up a future interaction to continue the conversation at a later time, since the speaker wants to end the
conversation for now. Arrangements can be phrased like, “This is a very interesting topic. How about we continue this conversation
tomorrow after work?” Just like warrants, arrangements can be very vague (“we should hang out sometime”) or concrete (“how
about we meet for coffee tomorrow at 5:00 at Starbuck’s?). Arrangements can be paired with warrants or other pre-closing
sequences.

Summaries recapitulate all business discussed in a conversation to indicate its ending. Suppose you call a friend who just had
surgery. The first question you ask your friend is how the surgery went. After some conversation, you decide that you want to end
the conversation. So you give a summary statement: “sounds like you’re doing well then.” Once your friend gives a reply that does
not introduce any new topics, you can then bid to end the conversation.

Appreciations express some kind of appreciation or reward for your partner taking the time to converse with you. Suppose you are
the person who just had surgery and you receive a phone call from a friend. Once you want to end the conversation, you might
express an appreciation: “I appreciate you calling and checking in on me.” If your partner does not topicalize that statement, then
you can proceed to end the conversation with a terminal exchange sequence.

Sequence-closing sequences are bids to end the conversation based on the business proffered at the beginning of it. Suppose an
employee comes to your office and says that they want to ask you a question. Once they have asked the question and you have
answered, there might be some post-question conversation that will occur. A way to bid to end the conversation might be the
employee saying, “Ok, well that was my question.” Even utterances like “okay then” can work in a telephone conversation to end
the original purpose of the call (Wright, 2010), or the word “well” in some cases (Heritage, 2015).

Solicitudes generally are well-wishes that you offer to someone as they embark on a next action. Common solicitudes are “have a
nice day,” “have a safe trip,” or “I hope you enjoy your breakfast.” You can use a solicitude to encourage your partner to move on
to their next activity, without issuing a direct command. Suppose your partner mentions in the conversation that they are getting up
early in the morning to go on a road trip. Later in the conversation you can initiate its ending by saying “Well, I hope you have a
great trip tomorrow.”

Lastly, you can use a topic elicitor as a method of closing. As you recall from eliciting conversation, you can just ask a general
topic eliciting question, like “anything else new?”. If your partner does not introduce any new topics, then you can use response as
a reason to then terminate the conversation.

An important note about pre-closing sequences is that they depend on your partner accepting the pre-closing sequence by not
introducing new topics. The particular closing sequence that you choose may also depend on the medium you are communicating
in (Pojanapunya & Jaroenkitboworn, 2011). In the next section, you will learn how closing sequences can be rejected by the
partner.
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Two Types of Conversational Endings 

There are two types of conversational endings: terminal exchanges and closing implicative situations. In this section, you will learn
about both and why their differences matter.

Terminal exchanges occur after a pre-closing sequence where the speaker bids to end the conversation and the conversation
partner either accepts the bid or rejects it (Sidnell, 2010). Terminal exchanges involve the partners cooperatively ending the
conversation using phrases like “goodbye,” “see you later,” or “talk to you tomorrow.” Conversational closure happens in these
cases when both partners pass up on the opportunity to mention new topics. Terminal exchanges are your most typical way of
imagining how a conversation ends; two partners work jointly to terminate the conversing. Here is how a terminal exchange works
generally:

Pre-Closing Sequence

A: Bids to end conversation

B: Accepts bid to end conversation

Terminal Exchange

A: Offers terminal exchange

B: Accepts terminal exchange

Closing implicative situations occur when a feature of the environment or outside circumstances make ending the conversation a
relevant next activity for the conversation partners. These situations do not require that the conversation ends, but it creates an
option to do so. A common example would be when you are talking to your classmate right before class starts, and then the
professor begins the lecture. When the lecture starts, ending your conversation right then is possible since both of you would want
to pay attention to the lecture. In those cases, you do not need to do a pre-closing sequence or terminal exchange. You can just
cease talking and then avert your attention to the lecture. One other example might be when you are being driven by a taxi and you
arrive at your destination (Haddington, 2019), when you and your partner are walking and reach a destination (Broth & Mondada,
2013) or perhaps when you and your partner both finish your drinks at a café (Laurier, 2008). Closing implicative situations make
both pre-closing sequences and terminal exchanges optional.

Overall, terminal exchanges occur when two partners cooperatively bid to end a conversation using typical terminal exchange
phrases like “goodbye” or “later.” Closing implicative situations may lead to the end of a conversation with the environment
suggesting the bid to close, and the partners optionally bidding to say goodbye or not.

Rejection of Closing Sequences 

There are two ways that your partner can reject a pre-closing sequence. First, they can topicalize the pre-closing sequence itself.
Let’s say that you try to end the conversation using a warrant. Here is what might happen:

A: I need to go pick up my kids from daycare.

B: Oh, what daycare do you go to? I’ve been looking for a new one for my toddler…

You can see that the pre-closing sequence was topicalized once A mentioned “daycare.” Now A will face a delay in leaving, since B
will take a turn.

The other way a closing sequence can be rejected is by topicalizing the terminal exchange, after “goodbyes” have been stated. For
example:

A: It was great talking to you.

B: You too.

A: See you at the meeting tomorrow!

B: What meeting?

The final terminal statement of “meeting” was topicalized, which then creates a delay in ending the conversation.
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Overall, rejection of closing sequences happens when something in pre-closing sequence or in the terminal exchanges gets
topicalized. Acceptance of the closing sequence happens when a partner “passes up” the opportunity to introduce new topics. If you
have a partner who is aware of your tone and body language, they should be able to infer that you need to go when you say so.
However, not all partners are capable or willing to do this, so just reinitiate the closing sequence when this happens.

Conclusion 

In this entire Unit, you learned the basic principles of conversation and how it works. You learned how to open a conversation with
an unacquainted person. You then learned how to elicit topics at varying layers of intimacy to build rapport. Lastly, you learned
how to close a conversation in a way that does not threaten the relationship and ensures finality.

Conversation is the lifeblood of relationships. It is the method by which we build rapport, chemistry, and all other feelings of
psychological intimacy with others. Conversation is also a skill, which implies that some people perform better than others at it.
Nevertheless, as a skill, every person has room for improvement and can always use additional practice. So practice your
conversation skills every day with people you know, and also with people you do not know as well.

Learning Activities 
Activity 1. Class Mingle

Have the students get out of their chairs and mingle with each other for 30 seconds. When 30 seconds are up, let them know that
they need to end their conversations. Then have them switch partners after 60 seconds. Ask your students what types of closing
sequences that they used.

Activity 2. Reflection

Ask your students to think of a time when they were “stuck” in a conversation. What kind of closing sequence did they use to get
out of it?
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Glossary 
Closing implicative situation: When a feature of the environment or outside circumstances make ending the conversation a
relevant next activity for the conversation partners.

Pre-Closing Sequence: A sequence that mutually establishes that the conversation should start to come to an end. It precedes a
terminal exchange sequence.

Terminal exchanges: The process by which two partners end a conversation by offering and accepting each other’s final bids to
close the conversation; the actual exchange of final “goodbyes” before the parties depart each other.
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Media 
1. Seinfeld – Stuck in Conversation: Watch this clip from the show Seinfeld where Jerry and Elaine develop a “signal” to get
each other out of bad conversations. Only watch it up until 2:00, the last two minutes are unnecessary.
https://www.youtube.com/watch?v=gCFy9hUWOPA

2. Stuck between two conversations: Watch this clip about being stuck between a bad and a good conversation. What can the
person do in this situation to maintain the relationship with the person she is stuck with? https://www.youtube.com/watch?
v=aEa2hbBDHYo

This page titled 9.4: Closing Conversation is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel Usera &
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CHAPTER OVERVIEW

10: Theories of Relational Communication

Define a theory.
Differentiate between theories that explain interpersonal interaction.
Apply interpersonal communication theory propositions to real life scenarios.
Explain how communication affects relationship development.
Describe how uncertainty impacts our communication.
Articulate how communication changes during different relationship stages.
Describe the importance of affectionate communication in relationship interactions.
Explain how interaction expectations affect interpersonal communication.
Discuss how individuals manage private information in their everyday interactions.
Discuss how our communication reflects tensions experienced in interpersonal relationships.
Identify helpful elements of supportive communication.
Describe the stages of relationship dissolution.

10.1: Relationship Development
10.2: Relationship Interactions
10.3: Relationship Challenges

This page titled 10: Theories of Relational Communication is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by
Daniel Usera & contributing authors.
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10.1: Relationship Development
LEARNING OUTCOMES 

Explain how communication affects relationship development.
Describe how uncertainty impacts our communication.
Articulate how communication changes during different relationship stages

RELATIONSHIP DEVELOPMENT 
Imagine you walk into class on the first day of the semester. You sit down and start talking to one of your new classmates. What are
the first three pieces of information you would share with each other? That initial conversation might involve each of you sharing
1) your name, 2) where you are from, and 3) maybe something like your college majors, which is all pretty basic information.

Now imagine you and this classmate become friends. At the end of the semester (e.g., 16 weeks later), you meet for coffee and talk
about your class. What would be three pieces of information you might discuss then? Your conversation might include information
like how you felt about the class, what your opinion was of the professor, and maybe what you learned.

In these situations, notice that the main change was in 1) the relationship and 2) the communication over time. For example, if
these were real situations, you and your classmate would begin as acquaintances and perhaps later become friends. Your
conversations would also likely start off with basic information (e.g., name, hometown, etc.), but progress in detail (e.g., talk more
about feelings, opinions, ideas) as your friendship developed.

What we experience in these types of situations is what is often called relationship development. And as we mentioned,
relationship development includes changes in the intimacy of the relationship (e.g., moving from classmates to friends), but also in
the communication within the relationship (e.g., moving from sharing basic to more detailed information about each other).

To better understand the “How?” and “Why?” behind these common changes we experience in our relationships and
communication, let’s look at three interpersonal communication theories that help answer these questions.

Knapps relational stage model

Knapp’s Relational Stage Model (RSM; Knapp, 1978) is a type of theory (i.e., a model) that helps explain how our communication
changes as our relationships change. In most cases, we recognize when individuals come together (i.e., start a relationship) or come
apart (i.e., end a relationship). But Knapp’s (1978) RSM identifies 5 specific stages that usually occur during those two periods in a
relationship.
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Period Stage Description Example

Coming Together

Initiating

First “contact” with another
individual involving
observation and initial
assessment of mood, interest,
attraction, personality, and
interaction opportunity.

-“Hi! I’m Buddy. Your name
is…?”
-“I’m Jovie. Nice to meet you,
Buddy!”

Experimenting

Exchanges of surface-level
information such as name,
hometown, and other “small
talk” topics in an effort to
reduce uncertainty about each
other

-“I gather you have an affinity
for rhinos?”
-“Yes! Do you too?”

Intensifying

Increases in intimacy through
greater depth of communication
(i.e., sharing more intimate,
personal information) and
progressions of physical touch

-“I struggle with addiction.”
-“I had no idea. How can I
help?”

Integrating

A merging of “identities”
marked by increasingly shared
interests, opinions, social
circles, possessions, routines,
and understanding of one
another

-“I just feel like we’re
soulmates.”
-“Same here. We are so much
alike!”

Bonding

Public “rituals” or markers
acknowledging the relationship
(e.g., posting a Facebook
relationship status, going
“Instagram official”,
engagements, or weddings).

-“Did you know we got
engaged?!”
-“Yes! I saw your Instagram
post!”

Coming Apart

Differentiating

Progressive separation of
interests, activities, hobbies,
and “identities”. Shifts toward
a more predominant concept of
“I/You” versus “We” in the
relationship

-“I want to see Lizzo on
Saturday.”
-“I don’t know why you like her
music.”

Circumscribing

Shifts toward less depth/breadth
of shared information. Potential
introduction of more topic
avoidance and less intimacy in
communication.

-“Why did you text your ex
again?”
-“Not your business. Anything
else you want to discuss?”

Stagnating

Perceptions that individuals
have very little worth saying to
each other. Expectations that
communication often will be
unpleasant, predictable, and
pointless.

-“We’ve talked about this
before.”
-“Exactly! So what’s the point
now?”
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Avoiding

More significant decreases in
communication frequency (if
any exists). Physical distancing
and more explicit avoidance of
one another occurs.

-“I’d rather go on the trip by
myself.”
-“I wasn’t planning on going
with you.”

Terminating

Decisive moves to
psychologically and physically
leave the relationship. Actions
and communication targeted at
achieving a final ending.

-“I’m not doing this anymore.
It’s over.”
-“Good. It was over years ago
for me!”

Figure : Knapp's Relational Stage Model

Knapp’s RSM proposes that our relationships can move through these various stages fast or slow, but we will generally experience
these stages in this sequence. Additionally, our relationships may also move both forward and backward through these stages over
time. But what about the communication? As you’ll notice in Figure 1, each stage includes a description of what our
communication might look like at that time.

For example, if we return to the example of meeting a classmate for the first time, you would enter the “Initiating” stage as you sit
down next to them and develop an initial first impression while probably introducing yourself. Your transition into the
“Experimenting” stage would be marked by your choice to begin sharing information like your name, hometown, and college
major.

To build on this example, think about another one of your current relationships, whether that is with a friend, co-worker, romantic
partner, etc. Can you identify which stage your relationship is in? To do this, you would likely need to think about what your
communication patterns looks like. How do they match up to the relationship stages outlined in Table 1?

You might be able to clearly identify your current “relationship stage” based on the KRSM, but it may also be difficult, especially if
your current relationship communication patterns fit into a few different stages. And that is okay! The main idea is that the KRSM
provides a general “model” that helps us understand 1) the common stages that our relationships move through and most
importantly, 2) how our communication patterns will likely change as our relationships develop.

But do changes in our relationships create changes in our communication? Or do changes in our communication create changes in
our relationships? These are difficult questions to definitively answer, but great to think about. So to help us think about these
questions further (and potentially find some answers), let’s turn to our second theory: social penetration theory.

Social penetration theory

Social Penetration Theory (SPT) explains that communication is an important factor in interpersonal relationship development
(Altman & Taylor, 1973). But more specifically, SPT focuses on self-disclosure as a primary mode through which relationship
development occurs.

What exactly is self-disclosure though? Although definitions will vary, self-disclosure can be understood as “the intentional
revelation of information about the self to another person through verbal communication” (Finkenauer, Kerkhof, & Pronk, 2018; p.
272). Notice the idea that self-disclosure involves 1) intention, 2) sharing information about one’s self, and 3) primarily verbal
communication.

So how does self-disclosure relate to relationship development? SPT says that self-disclosure and relationship development go
hand-in-hand. Specifically, as individuals share more about themselves with each other, their relationship develops further.

Think back to our earlier example about you and your classmate. In that example, we said that the information you would likely
disclose on the first day of class would be pretty basic: name, hometown, college major. However, as you learn more about each
other, your relationship would likely develop to a point where you would be comfortable disclosing more private information like
feelings, opinions, and ideas.
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A common metaphor used to explain this process is an onion. When we initially meet someone, those first interactions usually
involve “surface-level” information (i.e., the “outer layer” of the onion). But as you learn more about each other and share more
private information (i.e., the “inner layers” of the onion), your relationship will develop further.

As we saw in the KRSM, SPT also explains relationship development is often marked by increases in both the breadth (i.e., variety
or quantity) and depth (i.e., intimacy or privacy) of information shared.

As you can imagine, the more personal information you disclose to others (and the more they disclose to you), the closer you will
feel with that person (Finkenauer & Buyukcan-Tetik, 2015). A great example of this is any of your current friendships. What did
you know about your friends the first time you met them (before you were friends)?

You probably knew very little about them. They were likely just acquaintances, co-workers, or classmates when you first met.
However, you learned more about each other as you disclosed more personal information to each other. And through this process,
you grew closer in your relationship (i.e., moved from just being classmates to being good friends).

In this way, we see how self-disclosure and relationship development go hand-in-hand: the more that is disclosed, the more that is
learned, the more a relationship is developed. And this process is central to how SPT answers the question of how communication
and relationship development are connected.

However, has someone ever told you something about themselves that you made you think, “Oh, wow…okay, I’m not interested in
developing this relationship any further.” If you’re like most people, this probably has happened at some point. So how does this
example (i.e., more disclosure = less relationship development) fit with SPT?

Although this example seems to contradict SPT, it still demonstrates the tie between communication and relationship development,
but in a different way. For example, instead of penetrating deeper into the “inner layers of the onion”, disclosures can have the
opposite effect where we move “outward” and away (i.e., gradually less communication and less intimacy in the relationship over
time). SPT uses the term social depenetration for this effect.

In summary, SPT provides helpful explanations for how communication and relationship development are linked. Specifically, we
have learned that as individuals share more about themselves with each other (i.e., engage in self-disclosure), their relationship
develops further.

But what about the question of “Why?” For example, why do we see communication and relationship development work in this
way? Why does learning more information about other people (via self-disclosure) make us more comfortable with developing the
relationship (or terminating the relationship)?

To answer this question, we turn to our third theory: uncertainty reduction theory.

Uncertainty reduction theory

Have you ever used online dating apps? If so, after you find someone who might be a good match, what would you do next? Do
you try to find out more about this person? If, let’s say, you go out for a date with this person, what would you say and do?

Uncertainty reduction theory (URT; Berger & Calabrese, 1975) explains that individuals’ initial interactions with strangers.
According to URT, individuals reduce uncertainty in order to make explanations and predictions about their conversational partners
in the initial stage of relationship development. There are seven predictions about how people reduce uncertainty displayed in
Figure 3 below.

URT highlights two types of uncertainty. Cognitive uncertainty reflects the ambiguity about conversational partners’ beliefs and
attitudes (e.g., whether the person likes you). Behavioral uncertainty entails questions about the appropriateness and desirability
of conversational partners’ behaviors (e.g., why the person drives you home after the date).

One of the most important contributions of URT is the detailed explanations of how the processes of uncertainty reduction play our
in everyday relationships.
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Process Description

1
As uncertainty decreases, the amount of verbal communication
between strangers increases

2 As uncertainty decreases, nonverbal expressiveness increases

3 As uncertainty increases, information-seeking behaviors increase

4 As uncertainty increases, intimacy decreases

5
As uncertainty increases, similarity in communication styles
between conversational partners increases

6 Similarities between individuals can reduce uncertainty

7 As uncertainty increases, liking decreases

Figure : Processes of Uncertainty Reduction

For example, Berger and Bradac (1982) specified three conditions that activate uncertainty reduction in initial encounters.
Specifically, individuals are motivated to reduce uncertainty when 1) their conversational partner is rewarding, 2) the person’s
behaviors deviate from social norms, and 3) the possibility of future interactions increases.

So think about the last time you “Facebook stalked” someone you just met on Tinder. What motivated you to do that? Maybe it’s
because the person is attractive and has a high-paying job (i.e., the person is rewarding); maybe it’s because the person strikes you
as sincere and genuine (which deviates from what you would expect from people on Tinder), or maybe it’s because the person is in
the same town as you are and he/she has asked you out for dinner (i.e., the possibility of future interactions increase).

Current research has used URT to help explain how people use uncertainty reduction specifically in on-again/off-again
relationships (i.e., relationships were partners break up and get back together multiple times). For example, Blight et al. (2019)
found that people tend to use more passive strategies (e.g., Facebook surveillance) than active strategies (e.g., viewing their
partner’s Facebook page from a friend’s account).

URT has also been helpful to researchers in understanding how people use uncertainty reduction strategies when seeking health
information online. For example, Lin et al. (2016) found that people disclose more personal information when they use more
uncertainty reduction behaviors online. In other words, people might be more willing to disclosure their own personal information
if that coincides with them getting information they want (e.g., when they are seeking information about a prescription).

In summary, uncertainty reduction theory provides a useful explanation for why we use many information-seeking behaviors within
interpersonal relationships. And together with the previous two theories (Social Penetration Theory, Knapp’s Relational Stage
Model), this first module has provided some helpful explanations for how and why our communication patterns and strategies
affect, and are affected by, the processes of relationship development.

LEARNING ACTIVITIES 
Activity 1: A “Friendly” Case Study: Identifying Elements of Uncertainty Reduction

1. Watch “Friends – Season 9: Episode 3: https://www.dailymotion.com/video/x6tcsdt
2. Watch the 10:00-11:44 / 13:47-15:55 minute mark
3. In this Friends episode “The One with a Pediatrician”, Joey tries to find a date for Phoebe. On the date night, Mike, the guy who

Joey finds in the café, is asked to pretend to know Joey well. Phoebe asks Mike many questions during the date in order to
know how Joey and Mike are related, and later angrily finds out that Mike does not know Joey at all.

4. Application Question: Which processes of URT are demonstrated in this episode?

Activity 2: Relationship Mapping Exercise: Think – Pair – Share

a. Instructions for Students

1. Identify one close relationship they have with someone outside of their own family.
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2. Create a “timeline” (on a scrap piece of paper or in their notes) beginning with when they met this person and ending today.
3. Divide the timeline into four parts (i.e., draw four lines along your timeline).
4. For each line and starting at the beginning of the timeline, briefly write down 1) what you knew about them and 2) what you

talked about at that point in your relationship
5. After completing this, find a partner.

b. Instructions for Partners

1. Discuss the relationship you used for your timeline and see how 1) what you knew and 2) what you talked about changed at the
different points on timeline, from when your first met this person to today.

c. Instructions for Class

1. Gather observations from students about changes they observe in what they knew and what they talked about with this person
over time.

2. Discuss how these observations might demonstrate (or not demonstrate) how these Module 1 theories describe communication
and relationship development.
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Relationship development: A change in intimacy and closeness between two individuals
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10.2: Relationship Interactions
LEARNING OUTCOMES 

Describe the importance of affectionate communication in relationship interactions.
Explain how interaction expectations affect interpersonal communication.
Discuss how individuals manage private information in their everyday interactions.

RELATIONSHIP INTERACTIONS 
We engage in social interaction every day with many different people, such as friends, family members, romantic partners,
classmates, and even strangers. Each of those interactions and relationships brings with it a host of complexities that influence our
communication.

For example, think about how your relationship with someone influences your expectations for the kind of affection you want to
share with them. With a family member, sharing affection may not be weird at all and likely welcomed. However, sharing affection
with strangers is likely not something we would be as comfortable with in most cases. So what it is about some relationships that
make us okay with receiving affection, but in other relationships it is not okay?

Furthermore, consider what information you are willing to share with people. Does that differ based on our relationship with them?
If you’re like most people, the answer is yes. For example, you would probably be willing to share your name, hometown, and
maybe your favorite ice cream flavor with mostly anyone. But what about your religious views, family history, or personal
insecurities? That type of information would likely be more closely guarded.

So we come back to the question of why and how. Why do we engage in affectionate communication with some people and not
others? Why might it bother us if someone violates our expectations for who can share affection with us? How do we determine
what information we are okay sharing with people (e.g., name, hometown) and what information we are not okay sharing with
people (e.g., religious views, personal insecurities)?

To help address these questions, this module will introduce three theories that explain important aspects of everyday relationship
interactions. The three theories we will discuss are 1) affection exchange theory, 2) expectancy violations theory, and 3)
communication privacy management theory.

Affection Exchange Theory

Affection Exchange Theory (AET) focuses on questions about why humans communicate affection to each other, as well as why
affectionate communication is important (Floyd, 2001). To answer these questions of “Why?”, AET relies on two different ideas:

Idea #1: From an evolutionary perspective, developing close relationships is a fundamental need for us to achieve two critical
evolutionary objectives: survival and procreation.

Idea #2: Affectionate communication helps facilitate relationship development and thus, improves chances of survival and
procreation (Floyd, 2006).

But what does “affectionate communication” look like? As you might imagine, affection can be communicated in various ways.
However, Floyd and Morman (1998) identified three distinct categories of affectionate communication.
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Type Example

Nonverbal

Hold hands
Kiss on lips or cheek
Sit close together
Hug each other

Verbal

Say “You’re my best friend.”
Say “You’re a good friend.”
Say “I love you”
Say “I like you”

Support

Help each other with problems
Give each other compliments
Praise each other’s accomplishments
Acknowledge each other’s birthday

Table : Categories of Affection Communication

Take a moment and consider these examples. Can you think of a time when someone said or did something like this for you or with
you? How did it make you feel? If you’re like most people, receiving these types of affectionate communication usually makes us
feel really good!

Actually, beyond just “good feelings”, research shows that both giving and receiving affectionate communication yields significant
benefits. But it is also important to note that receiving less affectionate communication than you desire can also be detrimental.

When People… They Tend to Experience… Research Citation

Receive affection often…

Better mental health
Greater self-esteem
Being less depressed
Being less stressed

Aloia & Brecht, 2017

Give affection often…

Greater happiness
Greater self-esteem
Being less depressed
Being less stressed

Floyd, 2002

Don’t receive as much affection as they
desire…

More feelings of loneliness
More routine physical pain
Being more stressed
Lower quality sleep

Floyd, 2014; 2016

Table : Benefits of Giving and Receiving Affection

In summary, AET provides a compelling explanation for why affectionate communication is so important to us as humans.
Specifically, we have learned that affectionate communication is not only important to developing and maintaining close
relationships, but it also yields significant physical, mental, and emotional benefits as well.

So does that mean we should start hugging everybody? No, not necessarily. All of us have different “limits” for how much affection
we desire. For example, you might have a very high limit of desired affection with a romantic partner (i.e., we prefer more affection
from people we are close to). But with a stranger, you probably have a very low limit of desired affection (i.e., we prefer less
affection from people we don’t know).

Therefore, the type of relationship we have with other people (e.g., friends, co-workers, romantic partners, etc.) will likely
influence how much affectionate communication we desire from them, as well as what our expectations are for how they
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communicate affection to us. In turn, to experience the benefits of affectionate communication, we need to make sure it fits within
the expectations of our relationships and the affection limits of the people in those relationships.

But what if someone gives us more affectionate communication than we expect or want? In other words, what happens when those
expectations or limits are broken? Would that bother you? If your romantic partner gives you more affectionate communication
than you expect, that would probably be viewed positively. However, if this happens with a classmate, you might not appreciate
that very much, especially if its nonverbal in nature.

To dig into this deeper, we might question why it is okay when some people break these types of expectations, but not okay when
others do it. How do we make those determinations? These types of questions about when people break communication
expectations are quite common, yet difficult to answer at times. To help find some potential answers, we turn to our attention to the
second theory in this module: expectancy violations theory.

Expectancy Violations Theory

Think about the last time you flew on an airplane. What were your expectations for how that would go? What would the flight be
like? Specifically, what would the flight attendants do or say?

We generally have expectations for what flight attendants should do before taking off, such as making sure everyone finds their
seat, reminding all passengers to fasten their seat belts, and performing the safety instructions. Some of us could probably even
predict what they will say if we’ve traveled quite a bit.

However, imagine if your flight attendant did not make any announcement about seat belts or communicate any safety instructions.
What if they performed no safety checks? What if all they did was say, “Welcome!” and then make a few jokes about crash
landings. How would you feel? What would you do? If you’re like most people, you might be pretty concerned and even scared!
Why? This would most likely be due to the flight attendants drastically violating your expectations of what they should be doing.

Expectancy violations theory (EVT; Burgoon, 1978; Burgoon & Jones, 1976; Burgoon & Hale, 1988) initially explained the
consequences of when people violate social norms and expectations about individuals’ nonverbal behaviors, specifically those
about personal space. For example, think of the time when a coworker stands awkwardly close to you. EVT would say that the way
they handle personal space certainly violates your expectations.

EVT was later applied to both verbal and nonverbal encounters in a variety of communication contexts, such as emotional
communication (Burgoon, 1993) and computer-mediated communication (e.g., Ramirez & Wang, 2008). The primary assumption
of EVT is that individuals hold expectations/expectancies for interpersonal encounters and use them as frameworks to make sense
of the world around them.

These expectations are influenced by individual, relational, and contextual factors. When individuals’ expectations are violated
(i.e., expectancy violations), their attention is deviated from the event to the violation; they experience heightened emotional and
physiological reactions, and they try to assess and explain the violation (Burgoon & Hale, 1988). In essence, EVT explains both
how people respond to unexpected communication incidents and why they do so.

Let’s go back to the example presented at the beginning. The unusual behaviors of the flight attendant will certainly violate your
expectations, and you probably will stop what you are doing (deviate your attention to the violation), start to feel knots in your
stomach (heightened emotional and physiological reactions), and try to figure out what is going on about the flight attendant (assess
and explain the violation). Hopefully no one would ever experience something like this!

According to Burgoon (1993), communicator reward valence, or the extent to which a communicator is positively or negatively
perceived, encompasses an array of characteristics, such as physical attractiveness, competence, and intelligence. People often
make a quick calculation of all the available characteristics of a communicator and then assess the potential benefits interaction
with the communicator might offer.

But why does this matter? Communicator reward valence affects how people interpret and evaluate expectancy violations (i.e.,
whether the violation is important or unimportant and if it is desirable or undesirable). The result of the interpretation and
evaluation process is what is called violation valence, which refers to how positive or negative we view a violation to be. It entails
both the direction (i.e., positive or negative) and the magnitude (e.g., how much a violation deviates from an individual’s
expectation) of the valence.
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Let’s think about an example here to illustrate the process. You unexpectedly find out that your friend, Bob, who you have
perceived as kind and trustworthy (communication reward valence), is cheating on his girlfriend. You’ve tried your best to figure
out why Bob is doing this (interpretation and evaluation). Maybe he is unhappy with his relationship? Maybe his girlfriend is also
cheating on him? Regardless of the reasons for his infidelity, you believe that Bob’s behavior is quite unacceptable and wrongful
(violation valence), and you decide to talk with him and give him a wake-up call.

It is important to note that early literature on relationship violations generally views violations as negative, but EVT explains that
not all violations are negative and some are even favorable (Burgoon, 2015). Think about that time when an attractive stranger pays
for your Starbucks order. That would be quite an unexpected, but delightful, surprise, right? So keep in mind that “expectancy
violations” can be both positive and negative.

In summary, EVT provides a helpful perspective in understanding situations in which our expectations about social interactions are
violated in some way. To help tie together a lot of what you have learned here, check out this video that provides a summary of the
concepts and principles of EVT.

As you have likely experienced, our expectations are often violated by many different people, such as our friends, family members,
romantic partners, and even strangers. One way that our expectations are often violated is in how people manage or share our
private information. For example, if your friend were to share one of your biggest secrets with someone else, that might violate
your expectation for how your friend was supposed to behave and specifically how they were supposed to protect your information.

In order to reduce the chance of this type of expectancy violation, you may engage in conversations with your friend to set up rules
to about how they should protect your private information. But how would we come up with these types of rules? Why would we
feel those rules even necessary?

To help answer some of these questions about how we manage our private information, we turn to our third theory in this module:
communication privacy management theory.

Communication Privacy Management Theory

Put yourself into this scenario: Your best friend, Anna, came up to you. She took a deep breath and said, “Okay, I am gonna tell you
something, but you must promise that you won’t tell anyone else. Jake and I just broke up.” How would you feel? What would you
say to her?

Communication privacy management (CPM) theory (Petronio, 2002) addresses the process of disclosing private information to
others. Grounded in the assumption that individuals experience consistent tensions between revealing and concealing private
information, CPM presents a rule-based system in which individuals make decisions to disclose or conceal private information
and coordinate privacy management with others (Petronio, 2002).

CPM uses a boundary metaphor to explain the mechanisms through which individuals and collectives manage private information
and coordinate privacy management. Unlike other theories on disclosure and privacy, it particularly highlights the role confidants
play in the privacy management process.

Petronio (2004) has articulated five core principles of CPM explaining how a rule-based privacy management system functions.
The first two principles lay out the foundational assumption of CPM by presuming individuals’ perceptions about private
information. Principle one states that people believe they have the ownership of their private information.

Due to the perception of possessing private information, people believe they have the right to control and regulate the
dissemination of their private information, as principle two claims. For instance, when you are back home during winter break,
your uncle may welcome you with all kinds of questions about your study, your social life at college, and your romantic
relationship. You may feel a bit irritated as you believe that you own your private information and you have the right to choose
whom you want to disclose the information to.

The third principle centers around privacy rule development. It proposes that people develop certain rules regarding whether to
make the privacy boundary open or to keep it closed. Petronio (2002) identifies five criteria (i.e., culture, gender, motivation, risk
and benefit ratio, specific contexts) people use to set up privacy management rules.

The culture we belong to, our gender and that of the confidant influence whether we choose to disclose or not. For example, there
might be specific reasons why Anna decides to tell you about her breakup (e.g., to seek support). Additionally, she probably has
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considered the risks and benefits associated with disclosing and the context in which the disclosure should happen.

The fourth principle explains what happens when people disclose private information to others. According to CPM, individuals
who reveal private information to others make others the co-owners of the private information. New privacy rules are thus needed
to be negotiated so that all stakeholders are clear about their roles in managing the private information. According to CPM, there
are three types of rules that are often discussed and negotiated: boundary linkage, boundary ownership, and boundary permeability
(Petronio, 2010).

Boundary linkage refers to the considerations about whether co-owners of private information are allowed to grant access to others
into the privacy boundary, and if so, the criteria for selecting new confidants privy to the information. Boundary ownership
represents how much control co-owners independently have with regard to the management of private information. Boundary
permeability involves concerns about how much private information can flow out of the boundary.

Going back to the example we talked about at the beginning of this module. Your best friend Anna told you that she broke up with
her boyfriend Jake but did not want you to tell anyone else. This is an effort to establish privacy rules. Maybe a few days later, you
said to Anna: “Kelly has been worrying about you since she hasn’t seen you at the sorority gatherings. Do you think I can tell her
that you broke up with Jake? Or at least you are having some issues with your relationship?”

Here, you are negotiating existing privacy rules with Anna, particularly about whether you have the control to distribute the
information (boundary ownership), whether you can grant Kelly the access to the private information (boundary linkage), and if so,
how much you can share (boundary permeability).

The fifth principle considers the consequences of ineffective and unsuccessful boundary coordination. CPM predicts that boundary
turbulence (e.g., unwanted intrusion, misunderstanding, interpersonal conflicts) will occur when expectations for privacy
management are unmet; when privacy rules are violated by one or more of the co-owners, or when the privacy rules are unclear
(e.g., fuzzy boundaries).

CPM has been a helpful perspective for researchers studying the management of private information in various contexts. For
example, Brannon and Rauscher’s (2019) study indicated that that boundary permeability was associated with how individuals
responded to discussions about sexually transmitted infections (e.g., caring more for the partner or protecting oneself). Ledbetter’s
(2019) research suggested that family communication patterns were associated with the degree of parental privacy invasions and
children’s privacy defense during the first year of college.

At this point, you have been able to learn quite a bit about CPM, as well as the way this theory explains the processes and rules for
how we manage our private information. To help tie this all together, let’s take a look at the following video, which summarizes the
main ideas discussed in this video.

With all of this in mind, the next time your friend tells you some private information and expect you to keep it to yourself,
hopefully you can remember CPM. You can realize that you are included as the co-owner of your friend’s private information and
that it’s better to clearly communicate about privacy rules for that information so that you don’t get into trouble later!

LEARNING ACTIVITIES 
Activity 1: Identifying Factors of Expectancy Violations

1. Review the video clip from the movie “Love Actually:" https://youtu.be/2y-8vxObugM
2. Gather student perceptions of the context and what is happening.

In short, Karen accidentally finds out a fancy gold necklace in her husband, Harry’s coat pocket, and assumes that it is his
Christmas gift for her. However, she ends up unwrapping a Joni Mitchell CD from Harry. Clearly, the gold necklace is not
meant for her but for someone else. Although Karen is not fully aware of what is going on, we as audience know that Harry has
an extramarital relationship with his secretary Mia.

3. Ask students to apply expectancy violations theory to this situation using the following prompt:

Based on what we know about EVT, what factors might influence Karen’s interpretation and evaluation of the fact that her
husband gives a fancy necklace to someone other than her?

Activity 2: Comparing Affection Exchange Theory & the Pop Culture “5 Love Languages”
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1. Introduce the concept of the “5 Love Languages” to student. The concept may be verbally introduced or students can
individually have review the “5 Love Languages” website: https://www.5lovelanguages.com/

2. Review how each love language is defined.
3. Ask students to compare the categories of affectionate communication described by AET and the five love languages.

What similarities do you see?
How do they match up?

4. An additional step to this exercise might be to have students complete…

The “Love Languages Quiz: https://www.5lovelanguages.com/quizzes/

REFERENCES 
Aloia, L. S., & Brecht, D. (2017). Psychological well-being as a function of affectionate communication and emotional
intelligence. Communication Research Reports, 34(4), 297-306. https://doi.org/10.1080/08824096.2017.1350570

Brannon, G., & Rauscher, E. (2019). Managing Face while Managing Privacy: Factors that Predict Young Adults’ Communication
about Sexually Transmitted Infections with Romantic Partners. Health Communication, 34, 1833–1844.
https://doi.org/10.1080/10410236.2018.1536951

Burgoon, J. K. (1978). A communication model of personal space violations: Explication and an initial test. Human
Communication Research, 4, 129–142.

Burgoon, J. K. (1993). Interpersonal expectations, expectancy violations, and emotional communication. Journal of Language and
Social Psychology, 12, 30-48. https://doi.org/10.1177/0261927X93121003

Burgoon, J. K. (2015). Expectancy violations theory. In C. R. Berger & M. E. Roloff (Eds), The international encyclopedia of
interpersonal communication (pp. 1-9). Hoboken, NJ: Wiley Blackwell.

Burgoon, J. K., & Hale, J. L. (1988). Nonverbal expectancy violations: Model elaboration and application to immediacy behaviors.
Communications Monographs, 55, 58-79. https://doi.org/10.1080/03637758809376158

Burgoon, J. K., & Jones, S. B. (1976). Toward a theory of personal space expectations and their violations. Human Communication
Research, 2, 131–146.

Floyd, K. (2001). Human affection exchange: I. Reproductive probability as a predictor of men's affection with their sons. The
Journal of Men's Studies, 10(1), 39-50. https://doi.org/10.3149/jms.1001.39

Floyd, K. (2002). Human affection exchange: V. attributes of the highly affectionate. Communication Quarterly, 50(2), 135-152.
https://doi.org/10.1080/01463370209385653

Floyd, K. (2006). Communicating affection: Interpersonal behavior and social context. Cambridge University Press.

Floyd, K. (2014). Relational and health correlates of affection deprivation. Western Journal of Communication, 78(4), 383-403.
doi:10.1080/10570314.2014.927071

Floyd, K. (2016). Affection deprivation is associated with physical pain and poor sleep quality. Communication Studies, 67(4), 379-
398. doi:10.1080/10510974.2016.1205641

Floyd, K., & Morman, M. (1998). The measurement of affectionate communication. Communication Quarterly, 46(2), 144–162.
https://doi.org/10.1080/01463379809370092

Ledbetter, A. (2019). Parent-child privacy boundary conflict patterns during the first year of college: Mediating family
communication patterns, predicting psychosocial distress. Human Communication Research, 45, 255–285.
https://doi.org/10.1093/hcr/hqy018

Petronio, S. (2002). The boundaries of privacy: Dialectics of disclosure. State University of New York Press.

Petronio, S. (2004). Road to developing communication privacy management theory: Narrative in progress, please stand by.
Journal of Family Communication, 4, 193-207. https://doi.org/10.1080/15267431.2004.9670131

https://libretexts.org/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://socialsci.libretexts.org/@go/page/90719?pdf
https://www.google.com/url?q=https%3A%2F%2Fwww.5lovelanguages.com%2F&sa=D&sntz=1&usg=AFQjCNFJhL12D1nQIO9dlIKR7JhOSGz6lQ
https://www.google.com/url?q=https%3A%2F%2Fwww.5lovelanguages.com%2Fquizzes%2F&sa=D&sntz=1&usg=AFQjCNF9X07SOE9iQr40z8PVvJvSU-kFqg
https://doi.org/10.1080/08824096.2017.1350570
https://doi.org/10.1080/10410236.2018.1536951
https://doi.org/10.1177/0261927X93121003
https://doi.org/10.1080/03637758809376158
https://doi.org/10.3149/jms.1001.39
https://doi.org/10.1080/01463370209385653
https://doi.org/10.1080/01463379809370092
https://doi.org/10.1093/hcr/hqy018
https://doi.org/10.1080/15267431.2004.9670131


10.2.7 https://socialsci.libretexts.org/@go/page/90719

Petronio, S. (2010). Communication privacy management theory: What do we know about family privacy regulation? Journal of
Family Theory & Review, 2, 175-196.  doi.org/10.1111/j.1756-2589.2010.00052.x

Ramirez Jr, A., & Wang, Z. (2008). When online meets offline: An expectancy violations theory perspective on modality switching.
Journal of Communication, 58, 20-39. https://doi.org/10.1111/j.1460-2466.2007.00372.x

GLOSSARY 
Affection: Feelings of liking, fondness.

Boundary turbulence: The relational outcomes that occur when expectations for privacy management are unfulfilled.

Communicator reward valence: The extent to which a communicator is positively or negatively perceived.

Expectancy violations: Specific communication behaviors that are recognizably discrepant from one’s expectations and cause
heightened emotional and psychological reactions.

Expectations/expectancies: The collection of one’s judgments on and perceptions about what communication behaviors are
feasible, appropriate, and typical in a particular setting.

Violation valence: The degree to which an unexpected behavior is perceived as positive or negative.

Co-owners: Individuals who have access to others’ private information; also called confidants.

Ownership: The right and entitlement one perceives to have regarding the possession and dissemination of their private
information.

Rule-based system: Refers to the systematic process of private information management as explained by CPM theory.
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10.3: Relationship Challenges
LEARNING OUTCOMES 

Discuss how our communication reflects tensions experienced in interpersonal relationships.
Identify helpful elements of supportive communication.
Describe the stages of relationship dissolution.

RELATIONSHIP CHALLENGES 
Interpersonal relationships are an important part of our everyday life. These relationships, whether they are friendships, family
relationships, or romantic relationships, can offer very rewarding benefits, such as love, support, affection, and a sense of
belonging. However, as you have likely experienced, not everything in our day-to-day relationships is “roses and sunshine”..
Relationships can also bring about some difficult challenges.

For example, conflict involving competing needs or desires can introduce challenges into a relationship. You may want to just chill
and watch Netflix by yourself next Saturday, but your friends want you to come to a party. Alternatively, maybe your parents want
to know everything about how your classes are going, but you also feel like your classes are your business, not theirs.

Other relationship challenges emerge when we are confronted with a significant challenge or problems. For example, if one of your
friends is worried because she found out she is probably going to fail a class, what would you do? What would you tell her?
Perhaps another friend tells you he found out he lost his job and doesn’t know how he will pay for school. How would you
respond?

Another challenge some people face is when their relationship is headed for a breakup or has already ended. For example, imagine
your friend was just dumped by his girlfriend and needs help getting over the breakup. How would you respond to that situation?
What if another friend is still in a relationship, but thinks it’s going nowhere. How do you think she would handle that?

The questions presented within these examples are difficult ones without any easy answer. However, this third module introduces a
set of three theories that might actually be helpful in better understanding some of the relationship challenges mentioned in these
examples. The three theories we will focus on here are relational dialectics theory, the dual process theory of supportive
communication, and the relationship dissolution model.

Relational Dialectics Theory

Relational Dialectics Theory (RDT; Baxter & Montgomery, 1996) broadly explains that our communication is an important factor
in how we see (or understand our) relationships. RDT demonstrates this through two important ideas.

Idea #1: Communication does not just occur within relationships, but rather relationships exist because of communication.

Idea #2: We come to understand our relationships based on various “tensions” that are reflected in our communication.

Since those two ideas may sound a bit odd, let’s dig into them a bit more with some examples. First, let’s talk about Idea #1…

Think about the last time you were in the grocery store and saw an individual that you did not know. At that moment, you had
never communicated with that individual and thus did not share any type of relationship with them. However, if you were to
approach them and say, “Hey! I like your Dallas Cowboys t-shirt. Are you from Dallas?” The communication you share (assuming
they respond) begins to construct the relationship you share, even if your only communication with them is in that moment.

For example, consider the different ways that individual might respond. They might say, “Yeah! I’m from Dallas and have been a
Cowboys fan all my life!” or “No, not from Dallas. I just wear it because my partner likes the Cowboys. I actually hate football.”
How might your relationship change? You might have more or less in common with them depending on your interests and which
response you get. Regardless, that interaction and the communication you share begins constructing your relationship in some way.

Now let’s turn to Idea #2 and talk about how our communication about “tensions” we experience shapes how we come to
understand our relationships. But first, let’s take a minute to define “tensions”. RDT uses the concept of tensions to describe
competing needs or desires (i.e., dialectics) that we often experience within relationships. In other words, these tensions are like an
ever-shifting game of “tug of war” between various needs or desires that we have.
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For example, maybe you’ve wanted reassurance, comfort, and support from your parents during a difficult time. But you’ve also
likely desired independence at some point (i.e., the ability to make your own decisions rather than be told what to do). This would
be an example of competing desires of connection and autonomy: at times, we want to be close to our parents, but other times we
want to be independent or more distant.

RDT proposes that we experience three primary tensions (i.e., competing needs or desires) within our interpersonal relationships:
connection vs. autonomy, certainty vs. uncertainty, and openness vs. closedness. Figure 7 describes these tensions further.

Connection vs. Separation

The desire for… Can be described as…

Connection The need to feel close, connected, together

Autonomy The need to feel independent, self-sufficient, separate

Certainty vs. Uncertainty

The desire for… Can be described as…

Certainty The need for stability, predictability, consistency

Uncertainty The need for spontaneity, novelty, excitement

Openness vs. Closedness

The desire for… Can be described as…

Openness The need for full disclosure, honesty, mutual information sharing

Closedness
The need for selective disclosure, privacy, individual information
ownership

Figure : Description of Dialectical Tensions

Now that we understand these relationship tensions, let’s think about how we might see evidence of these tensions in our
relationship talk. Fox et al. (2014) provide a great example in their study exploring the role of Facebook in adult romantic
relationships. Although their study examined many aspects of Facebook, one specific focus was on the idea of making a
relationship “Facebook official.” Fox et al. (2014) provide the following quote from a research participant:

“When we first started dating, we had to have that conversation of, ‘‘Okay, are we ready to make it Facebook official?’’ Because we
had both come out of, like, rough relationships before. Like, do we want those people to know that we’re in a relationship? Like, do
we feel comfortable with essentially the rest of [xxx] knowing that we’re in a relationship? We were exclusively dating each other,
but we weren’t ready to make it public online” (p. 530).

If we were to use RDT to make sense of this quote, what stands out to you? Hopefully you can see some relationship tensions
emerging. Using an RDT perspective allows us to better understand this individual’s relationship experiences by examining how
they communicate about their relationship, as well how their communication highlights the tensions that they experience.

For example, hopefully you can see how the “Openness vs. Closedness” tension is present, particularly in the relationship between
the couple and their social network (i.e., should we be open about our relationship on Facebook or not?). You may also sense a
possible “Connection vs. Separation” tension, especially when it comes to tensions in whether we communicate our Facebook
identities as being separate (“Single”) or connected (“In a Relationship”).

Now that we understand the tensions on which RDT often focuses, it is worth noting that RDT is often misinterpreted and limited
as being a theory that simply explains the types of tensions we experience in relationships. Rather, RDT is concerned with how
studying these tensions allows us to better understand how individuals make sense of their relationships.
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Most specifically, RDT “is a theory of the meaning-making between relationship parties that emerges from the interplay of
competing discourses [i.e., tensions]” (Baxter & Braithwaite, 2008; p. 349). It is through resolving and managing the tensions that
emerge in our communication with others that we get a better understanding about who we are and how we relate to others.

For an example of how this might happen, consider the following quote from Simmons et al.’s (2013) study about African-
American students’ experiences in higher education:

“Student 1 (female): As a group, we do not need the university to recognize us. We can make it on our own.

Student 2 (male): No, we don’t need them, but still, if we want an education, if we want financial aid, we can’t piss ’em off. We have
to extend the hand.

Student 1 (female): But is it worth selling ourselves out in order to be a part of this university? We should be able to achieve it on
our own.

Student 3 (female): Saying we should do it on our own is like you think everybody who belongs to a group or ethnicity shouldn’t
give or receive help from anyone else. That’s the problem with our culture. We don’t know when to stand up and fight and when to
join hands in unity.

Student 2 (male): It’s just hard to know when to ‘‘play the game’’ and when to assert yourselves.

Student 3 (female): It’s not about getting help, it is about being a part of the university, this community. Do we want to be or not?

Student 1 (female): Sure, we want to be recognized, to be a part. But how? Life is just easier when I’m just with my [African-
American peers]” (p. 386).

First, we see the tension of “Connection vs. Autonomy” emerge in the students’ struggle in determining their desired connection
with the university and their desired autonomy or separation from the university. Second, for the students, these quotes also
demonstrate how communicating about these tensions illuminates an understanding of who they are and how they relate to others
(i.e., autonomous African-American students connected to the dominant White culture of the university).

In summary, RDT provides a unique way of explaining how communication affects our relationships, but also how our
communication reflects the various tensions that we experience within our relationships. And as we mentioned before, the process
of managing these tensions helps us get a better understanding about who we are and how we relate to others.

Doesn’t managing these tensions get difficult at times though? Yes, at times, that can be a challenging “tug of war” within our
relationships. But whether we face managing relationship tensions or other relationship challenges, it may be useful to consider
how seeking advice, support, or assistance from others might be beneficial for us amidst such challenges.

Therefore, to help us explore this idea of obtaining this type of support for ourselves or giving it to others, let’s turn to our second
theory in this module: the dual-process theory of supportive communication.

Dual-Process Theory of supportive communication

The Dual-Process Theory of Supportive Communication (DPTSC; Burleson, 2009) broadly explains 1) how supportive
communication works and 2) why some supportive communication interactions produce positive results while others do not. But
what exactly do we mean by “supportive communication”? As in many cases, definitions will vary. However, most researchers
define supportive communication as “verbal and nonverbal behavior produced with the intention of providing assistance to others
perceived as needing that aid” (Burleson & MacGeorge, 2002, p. 374).

So in short, we could say that supportive communication happens when we attempt to help others in some way. For example, if
you’ve ever given a friend advice about a problem, offered condolences to a coworker for a lost loved one, or provided a family
member encouragement when they were facing a major life challenge, then you’ve engaged in supportive communication. But is
supportive communication always helpful or effective?

DPTSC says that not all supportive communication is helpful. But to determine what leads to supportive communication actually
being helpful, DPTSC explains that there are three important characteristics that predict effective and helpful supportive
communication interactions:

Characteristic #1: The listener is highly motivated to pay attention and process the message.
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Examples of what often influences motivation include the severity of the problem, message timing, and how much control the
listener feels like they have in solving the problem.

For instance, listeners would likely have much higher motivation to carefully process supportive messages after realizing they
failed a class than after they simply lost 50 Instagram followers (i.e., significant differences in severity of problem and control over
solving the problem).

Characteristic #2: The listener is able to effectively process and understand the message.

The ability to process and understand a supportive message can depend on simple factors like distractions and age, as well as more
complex factors like cognitive complexity (i.e., the ability to understand more complex ideas and messages).

For example, if you gave the same supportive message to an 8-year old and a 23-year old, their cognitive complexity and ability to
process the message would vary greatly. So you would likely need to adapt your message depending on who you are talking with.

Characteristic #3: The message is high-quality.

The quality of supportive messages is often influenced by clearly communicating an intention to be helpful and adhering to
politeness norms, as well as acknowledging, affirming, and supporting the perspectives and feelings of the listener (i.e., verbal
person centeredness).

For example, if your friend was devastated by being unexpectedly dumped by their long-time boyfriend, a low-quality (and likely
offensive) message might be, “You’ll get over it. He was a jerk anyway.” (i.e., the message contains no communication of a helpful
intent and a dreadful lack of verbal person-centeredness).

In contrast, a higher-quality message might be, “I’m so sorry (effort at social politeness after a loss). I certainly understand why
you feel so hurt and how losing such an important part of your life is so devastating right now (acknowledging and affirming
listener’s feelings). I want to support and help you get through this however I can (communication of helpful intent).

So what does this mean for you? First, recognize that you have a significant amount of control in shaping the supportive
communication you share with others.

Although we may not be able to control a listener’s motivation (Characteristic #1), you do control how you can adapt your message
based on what you know about your listener, such as their age and the context (Characteristic #2). Furthermore, you also control
the content (i.e., what you say) and delivery (i.e., how you say it) of the supportive communication messages you share with others
(Characteristic #3).

Second, because of this, you contain the profound ability to have a positive impact on others by providing effective supportive
communication during times of need. But remember that not all attempts at providing supportive communication are helpful. The
quality of the communication matters. Thankfully, DPTSC provides some useful explanations that help us identify factors 1) that
predict the helpfulness of supportive communication and 2) that we can control to make our supportive communication as helpful
as possible.

If we consider when we might need to provide support to other people, the possibilities are endless. However, one situation where
people often need a lot of support is during what is called relationship dissolution (i.e., break ups, divorce, etc.). But as with any
communication situation, our ability to provide support during these times would likely benefit from better understanding what
people are actually experiencing in the relationship dissolution process.

So to help provide some understanding of this process, let’s turn to our third theory in this module: the model of relationship
dissolution.

A model of relational dissolution

Earlier in this unit, we presented Altman and Taylor’s (1973) social penetration theory (SPT) delineating how self-disclosure
facilitates relationship development. As you might also remember, the authors of SPT also proposed a model of relational
depenetration as a reverse process of relational development. During relational depenetration, the width and depth of disclosure
decrease, and the perceived intimacy lessens. The relational depenetration process conceptually corresponds with the process of
relational dissolution (Rollie & Duck, 2006).
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Scholars have been coming up with ways to describe and explain the process of relational dissolution; one example is Duck’s
(1982) Model of Relational Dissolution. Duck proposed that relational dissolution generally involves four distinct phases:
intrapsychic phase, dyadic phase, social phase, and the grave-dressing phase.

Figure : Relational Dissolution Model

In the intrapsychic phase, individuals brood over issues that bother them in their relationships, such as whether they are compatible
with each other and where the future of the relationship is. They then are likely to make an internal decision about whether to
continue the relationship or not.

In the dyadic phase, individuals communicate with their romantic partners regarding their thoughts and feelings about the current
and future states of their relationships. At this point, both partners may make a decision about the possibility of repairing the
amended relationship, postponing changing the current status of the relationship, or terminating their relationship. When one
partner insists on breakup or when both partners agree with the decision of relational dissolution, they will enter into the next
phase: the social phase.

In the social phase, one or both partners will inform their social networks about the relational dissolution. According to Duck
(1982), relational dissolution does not happen in vacuum, but affect and are affected by individuals’ relationships with their social
networks. Think of the time when you see your friend changed their Facebook status from “in a relationship” to “single”. You can
see it as an official announcement of relational termination to a social network.

Last, in the grave-dressing phase, individuals come up with narratives to explain their relational dissolution to others. You probably
have heard many different kinds of narratives from people you know of about why they broke up, such as “While, I am not the
right person for her. She deserves someone better” or “We have different working schedules and it was hard to maintain a
relationship when you only saw each other twice a week. We simply grew apart.”

Duck (2005) later modified the original model by emphasizing the role everyday communication plays during the process of
relational dissolution. For example, Duck (2005) identified a new phase following the grave-dressing phase, which is labeled as the
resurrection phase.

In this phase, individuals reflect on the ceased relationships, regain self-identity, and achieve growth, which altogether prepares
themselves for a fresh start to future relationships. You might better recognize this phase as the moment a person stops following
their ex-partner’s Facebook and Instagram accounts, does activities they used to enjoy before the relationship, and meet new
people.

Current research has applied Duck’s relational dissolution model to individuals’ Facebook behaviors during relational dissolution
(LeFebvre, Blackburn, & Brody, 2015). These researchers identified specific online behaviors in each phase. For example,
individuals engaged in relational cleansing (e.g., change relationship status on Facebook) during the social phase, account
modification in the grave dressing phase, and impression management in the resurrection phase.
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It should be noted that relational dissolution does not equate to the end of communication between ex-partners; nor does it
permanently terminate a dissolved romantic relationship. In fact, researchers have examined how communication often continues
between ex-partners in the post-dissolution phase (e.g., Koenig Kellas et al., 2008) and may affect the potential renewals of
dissolved relationships (i.e., on-again/off-again relationships; Dailey et al., 2012).

Based on this research, it is important to understand relational dissolution as a nonlinear (i.e., not straightforward), idiosyncratic
(i.e., complex), and communicative process that is influenced by individual, relational, and contextual factors.

As we close our discussion of the theory, let’s reflect on what we have learned in this module as a whole. We have examined three
important theories that help explain how communication plays an important role in navigating, managing, and facilitating various
relationship challenges.

Our discussion has taken us from the tensions of relational dialectics theory, to the keys of supportive communication suggested by
the dual process theory of supportive communication, and into the understanding of how communication changes when
relationships dissolve, as explained in the relationship dissolution model.

Through this, hopefully you have achieved a better understanding of the relationship between our communication and the
relationship challenges we face.

Conclusion

Our discussion in this unit has taken you through a diverse set of theories highlighting important areas of interpersonal
communication. We began by defining a theory as an evidence-based principle or idea that explains a given phenomenon. In other
words, a theory generally attempts to explain questions of how or why something happens.

From there, we examined nine important theories that explained questions about the role of communication in relationship
development, relationship interactions, and relationship challenges.

As you leave this unit, we hope this has helped you develop a more advanced understanding of 1) fundamental theories in
interpersonal communication and 2) how these theories can help us explain how communication affects relationships, as well as
how relationships affect communication.

LEARNING ACTIVITIES 
Activity 1: Identifying Dialectical Tensions: Think – Pair – Share

1. On a sheet of paper, students should write down the three dialectical tensions described within the Relational Dialectics Theory
section.

2. Ask students to identify how they see these tensions happening in two different types of relationships (think of as many
examples as possible):

3. Students should then get in pairs and discuss their findings together.

What similarities do they share?
What tensions seem most prominent?
How do they try to navigate these tensions?

4. Discuss findings together as a class. Along with reviewing the “pair” findings, explore other areas of discussion:

Do we share any common strategies for how we navigate the tensions in our relationships?
Do you ever talk about these tensions with your friends and families? If yes, why? Is it helpful? If no, why not?

5. Consider possible connections with communication privacy management theory

Activity 2: Discussing Connections Between Social Support and Health

1. Watch Chandra Story’s TEDx talk on social support and wellness. Source: https://youtu.be/PQBin3EL67M
2. The talk will provide a very general link between social support and health. However, it sets the stage for important discussions

about our supportive communication might be incredibly influential in helping others achieve better health.
3. Generate discussion using the prompts below either 1) as a class or 2) start in pairs and move to larger class discussion later

(“Think – Pair – Share” process)
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In what way(s) do you think supportive communication could help others achieve their health goals?
Can you think of any examples where someone has given you supportive communication and it made a positive difference,
whether health-related or not?

4. Practice creating high-quality supportive communication message in response to the statements below. Feel free to “role play”
with your partner. (Refer to the characteristics of high-quality supportive communication [Characteristic #3] as a reminder of how
we should craft these messages.)

“I really want to lose weight, but I just can’t do it by myself.”
“I feel so depressed, but I’m not sure what to do.”
“Why should I do a routine medical check-up? I haven’t done one in years and I’ve been fine.”
“I’m so stressed because I don’t feel like I can manage my job, school, and my family stuff.”
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GLOSSARY 
Dyadic phase: The phase of the relational dissolution model in which individuals talk about the viability of breakup with their
romantic partners

https://libretexts.org/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://socialsci.libretexts.org/@go/page/90720?pdf
https://doi.org/10.1177/0265407509105519
https://doi.org/10.1080/01463373.2012.668847
https://doi.org/10.1016/j.chb.2014.02.031
https://doi.org/10.1177/0265407507086804
https://doi.org/10.1177/0265407514524848
https://doi.org/10.1080/03634523.2013.813631


10.3.8 https://socialsci.libretexts.org/@go/page/90720

Grave-dressing phase: The phase of the relational dissolution model in which individuals develops accounts to explain their
breakups to others

Intrapsychic phase: The phase of the relational dissolution model in which individuals think about the possibility of break up

Resurrection phase: The phase of the relational dissolution model in which regain identity and achieve personal growth following
breakup

Social phase: The phase of the relational dissolution model in which individuals inform their social networks about their breakup

Supportive communication: Verbal and nonverbal behavior produced with the intention of providing assistance to others
perceived as needing that aid

Tensions (dialectical): Competing needs or desires (i.e., dialectics) that we often experience within relationships

Verbal person centeredness: Acknowledging, affirming, and supporting the perspectives and feelings of someone else

This page titled 10.3: Relationship Challenges is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel
Usera & contributing authors.
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CHAPTER OVERVIEW

11: Issues in Relationships

Define the concept of family and describe different types of families.
Describe family roles, rituals and stories and explain how they may vary depending on the type of family.
Describe dimensions of family based on conversation and conformity orientations.
Define consensual, pluralistic, protective and laissez-faire families.
Define the concept of friendship and discuss characteristics that are common to many friendships.
Describe the basic phases of friendship.
Explain how Knapp’s relationship model can be used to describe different stages of friendship.
Discuss potential communication issues that may occur in friendships.
Define romantic relationships and discuss how this definition has changed over time.
Describe different couple-types and explain the characteristics of each.
Describe different ways to select a romantic partner.
Discuss factors that influence the formation and maintenance of a romantic relationship.
Describe the reasons why communication is important in the workplace.
Explain different types of communication in the workplace including, written, verbal and online.
Describe the basic dynamics of different workplace relationships and types of communication typically employed.
Discuss communication issues that may occur in the workplace.

11.1: Family Relationships
11.2: Friendships
11.3: Romantic Relationships
11.4: Workplace Relationships

This page titled 11: Issues in Relationships is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel Usera &
contributing authors.
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11.1: Family Relationships
LEARNING OUTCOMES 

Define the concept of family and describe different types of families.
Describe family roles, rituals and stories and explain how they may vary depending on the type of family.
Describe dimensions of family based on conversation and conformity orientations.
Define consensual, pluralistic, protective and laissez-faire families.

FAMILY RELATIONSHIPS 
What is a family? The U.S. Census Bureau (2019) defines family as “a group of two people or more (one of whom is the
householder) related by birth, marriage or adoption and residing together.”

This definition can be broken down into three parts: people, relationships and location. First, people in a family are described in
terms of numbers (i.e., two or more people) with one person as the householder. Second, three types of relationships are used in
this definition (i.e., birth, marriage or adoption). Lastly, the location is defined as people who reside together.

Does this definition fit with our conception of family? Some of us may consider people who are related to us by blood as family
such as parents, siblings or children. But for others, this may not be true (i.e., in the case of adoption, stepchildren/parents or
because we are estranged from our blood relatives). Some people might include a partner or spouse as a member of their family.
Others may say that aunts, uncles, in-laws, etc. are members of their family.

The number and types of relationships we might include in our own definition of family can also vary greatly. Some of us may
include committed relationships, while others may define familial relationships based on legal definitions.

Do we have to live with family for us to recognize them as family members? When a young adult leaves their parents’ or
guardians’ home, are they no longer apart of the family? What about when circumstances (i.e., divorce, job relocation, etc.) occur,
do people who have previously lived together cease to be family because they don’t live in the same home?

The concept of family is difficult to define. In many ways, our understanding is shaped by our upbringing and socialization. As we
mature, our definition may shift as we develop our self-concept and engage in social relationships that may alter the ways we
define family.

"Family Portrait Photographs," by Crossroadsphototeam, 2014, WikiMedia Commons,
(https://commons.wikimedia.org/wiki/File:Family_Photos_May_2014-0060_(14166276546).jpg). Licensed under CC-BY.

Defining Family

Some scholars attempt to define family based on origin and orientation. A family of origin refers to people who are related by
blood or legal bonds and may include parents, siblings, grandparents, aunts, uncles, cousins, nieces and nephews (Segrin & Flora,
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2019). A family of orientation refers to people who share the same home and are connected to each other by blood, legal bond or
commitment (Segrin & Flora, 2019).

These definitions provided a broader picture of what might be considered a family, but they are also limited in some ways. Listed
below in Table 1 are several addition definitions found in research on family (Segrin & Flora, 2019)

Type of Family Definition

Nuclear Family A heterosexual married couple with one or more children.

Binuclear Family

A nuclear family that has split into two separate households (i.e.
because of divorce or separation).
Note: The mother heads one household and the father heads
another. The original children live with one parent at certain points
and the other parent at different points.

Stepfamily
A heterosexual couple that resides together with children from a
previous relationship(s).

Single-Parent Family
One parent (either a mother or father) with one or more children.
Note: The parent may or may not have been previously married.

Cohabitating Family
A heterosexual couple in a committed relationship that reside
together but don’t have a legal bond.
Note: This type of family may or may not have children

Gay or Lesbian Family
A same-gender couple in a committed relationship that reside
together and may or may not have a legal bond.
Note: This type of family may or may not have children.

Table : Family types and definitions

Family Roles, Rituals and Stories

Family can also be defined by their practices as a family. This section will explore how family roles, rituals and stories provide a
framework for our understanding of family.

Family Roles

Each family decides which members are leaders and which members are followers. In some families, there is a clear hierarchy
where one (or more) people are leaders and other members are followers. In other cases, a family may decide to distribute power
more equally among its members. Based on the power dynamics within the family unit, members will be given certain rights and
privileges and assigned specific obligations and roles.

The roles within a family depend on the people involved and their culture. As a member of a family, our role shapes how we
interact with other members of the family unit. Listed below are several roles that may exist within a family (Innerchange, n.d.):

Hero is a high achiever who can be goal-oriented and self-disciplined. This person is a point of pride in the family, and as a
result, may lack the ability to relax or follow others.
Rescuer takes care of other family members’ needs (i.e., emotionally or as a problem-solver). This person struggles with
conflict and may find it difficult to focus on him/herself.
Mediator attempts to keep peace in the family. This person may act as a buffer between members of the family and may use this
role to serve his/her own needs.
Scapegoat needs the most help (or at least other members of the family thinks so). This person may have a good sense of
humor, share feelings openly and be honest at times. At other times, this person may express his/herself inappropriately.
Power broker works to maintain the family hierarchy with him/herself on top. Controlling the environment is essential for this
person.
Lost child is obedient and passive. This person may lack direction or be fearful of making decisions.
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Clown uses humor in response to family conflict. While this person has the ability to lighten the moment, he/she often hides
his/her true feelings from the family.
Cheerleader encourages other members of the family. This person tries to have a positive influence on others, but balances the
energy exerted on others with his/her own needs.
Thinker provides logical focus to the family but may find it difficult to connect with others emotionally.
Truthteller reflects the family dynamic as it is. Some members of the family may appreciate this person, while others may be
offended when they don’t like what they hear.

We may find that some members of our family don’t fit exactly into one role, and instead they form a hybrid of two or more roles.
Our self-concept and the ways we might be most comfortable communicating within our family unit are shaped by the role(s)
ascribed to us.

Family Rituals

Familial relationships are built on routines and rituals to create and maintain the social/cultural aspects of the family unit. A family
ritual can be any activity the family does together on a regular or semi-regular basis. Wolin and Bennett (1984) described
relationship rituals in terms of patterned family interactions, family traditions and family celebrations.

Patterned family interactions are frequent rituals that are not as formal as family traditions or celebrations. Examples of patterned
family interactions may include eating dinner together, bedtime rituals and leisure activities (i.e., going bowling or to the movies,
playing video games or watching television together, attending sporting events, etc.)

Family traditions are the ways family values, history or culture are shared between members of a family. Traditions within a
family tend to be more formal and less frequent than patterned family interactions. Examples of family traditions may include
attending a religious service, family reunions, family vacations, going to a specific event each year, etc.

"Thanksgiving meal," by cogdogblog, 2014, WikiMedia Commons
(https://commons.wikimedia.org/wiki/File:Thanksgiving_Meal_(15870533626).jpg). Licensed under CC-BY

Family celebrations are occasions a family observes together. Celebrations within a family tend to be more formal and
standardized and may include cultural aspects (i.e., rites of passage, holiday celebrations, graduations, weddings, etc.).

Family Stories

Family stories are important discursive vehicles that influence members of a family as they are told and retold (Wolff, 1993).
Storytelling helps us to transmit important aspects of our family from one person to the next. We use stories to build and maintain
relationships with members of our family and to shape our identities (Kellas, 2014).

Stories provide a frame or context by which members of the family make meaning of the message. These stories can also inspire us
to pursue an ambition or characteristic exemplified in the story or to cope with the challenges we face. Family stories also help us
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to connect with other members of our family (both present and past).

See a sample family story below in Figure 1. How would a story like this inspire her attitudes toward work and prosperity?

Emma’s family originates in Mexico. From an early age, she has been told stories about her ancestors’ experiences in Mexico
before emigrating to the United States. One of the more significant narratives involves her great-grandparents struggles during the
Depression era, when her great grandfather worked in a coal mine in central Mexico.

The story of Emma’s great grandparents’ centers around hard work, perseverance and an undying commitment of family support.
Her great grandmother, Maria recalls, traveled long distances by a horse drawn wagon to visit her great-grandfather Guillermo as
he toiled in the coal mine to build a comfortable life for their family. Through diligent work, struggle and perseverance, Maria and
Guillermo paved a path for their family’s future prosperity.

This future prosperity would extend to Emma’s grandparents who grew to be prominent business owners. Emma and her siblings
have also heard stories about their diligence and steadfast commitment in building a comfortable life for the family. The prevailing
values of hard work, family and community involvement extend to multiple generations of Emma’s family.

Figure : Emma’s family story

Dimensions of Family Communication

Family roles, rituals, traditions and stories both shape and are shaped by our interpersonal interactions. The amount, type, range and
depth of conversation between family members varies greatly. Some families may encourage self-expression, while others may
expect members of the family to express themselves in a more controlled and limited manner.

Conversation and Conformity Orientations

Koerner and Fitzpatrick (2006) described these familial communication differences in terms of two dimensions: conversation and
conformity orientation. Each family may rank higher or lower in each dimension. The family type can be determined based on
where the family lands on both dimensions.

Conversation orientation is defined as “the degree to which families create a climate in which all family members are encouraged
to participate in unrestrained interactions about a wide range of topics” (Koerner & Fitzpatrick, 2006, p. 54). Families on the high
end of this dimension communicate frequently and without many limitations. Conversely, families on the low end of this dimension
interact less frequently and in more restrained ways (Koerner & Fitzpatrick, 2002).

Conformity orientation is defined as “the degree to which family communication stresses a climate of homogeneity of attitudes,
values and beliefs” (Koerner & Fitzpatrick, 2006, p. 55). Families on the high end of this dimension emphasize uniformity in
beliefs and attitudes. On the contrary, families on the low end of this dimension focuses on individuality and independence from the
family unit (Koerner & Fitzpatrick, 2002).

Familial Types

A family’s orientation toward conversation and conformity result in different family types: consensual, pluralistic, protective and
laissez-faire.

A consensual family is high in both conversation and conformity (Koerner & Fitzpatrick, 2006). Children are encouraged to
express themselves, but parents maintain their authority in making important decisions. A pluralistic family is high in conversation
and low in conformity (Koerner & Fitzpatrick, 2006). In a pluralistic family, children are encouraged to speak and there are less
strict guidelines about behavior and decision-making.

A protective family is low in conversation and high in conformity (Koerner & Fitzpatrick, 2006). In a protective family, children
are to be seen and not heard, and parents dictate rules in an authoritative manner (i.e., “It’s my way or the highway.”). A laissez-
faire family is low in both conversation and conformity (Koerner & Fitzpatrick, 2006). Parents do not invest in their children’s
decision-making and children are given great latitude to make their own decisions. In Figure 3 below, you can see how a family can
vary according to each type of dimension.
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Low Conversation High Conversation

Low Conformity Laissez-faire Families Pluralistic Families

High Conformity Protective Families Consensual Families

Figure : Family Orientation Types

Conclusion

What is a family? As we discovered in this module, the concept of family is difficult to define. It can mean many things to different
people. Our family of origin shapes our relationships and interaction patterns during our early years. As we mature, we begin to
shape our identities and view of family in potentially different ways. Whether we view our family as traditional or more modern,
the members of our family and the relationships we have with them are important aspects of who we are and how we spend our
time.

LEARNING ACTIVITIES 
1. Family Roles

Ask students to form groups of (3-5). Give each student in a group a different family role. Ask the students to develop a skit (3-5
minutes) that reflects the different roles within a specific context.

Give the groups 20-30 minutes to work together. Select groups randomly (or ask for volunteers) to present their skit. Debrief the
activity after all groups have finished.

2. Rituals and Stories

Ask students to think about their favorite family ritual. After a few minutes, have the students develop a story to exemplify the
family ritual. Then ask for volunteers to share their story with the class. After all students have presented their story, ask them:

· Do you think family rituals and stories are important? Why or why not?

· How will you decide what family stories are important?

· What are some of the ways you might preserve those stories?

3. Conversation and Conformity Orientation

Ask student to consider their family of origin in terms of conversation and conformity. What type is their family?

Then ask students to form groups (3-5 students) and discuss how they decided where to place their family of origin in terms of
conversation and conformity. After several minutes, ask the groups to discuss what type of family would develop for their family of
orientation.
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GLOSSARY 
Conversation orientation is the degree to which families create a climate in which all family members are encouraged to
participate in unrestrained interactions about a wide array of topics.

Conformity orientation is the degree to which family communication stresses a climate of homogeneity of attitudes, values and
beliefs.

Consensual families are high in both conversation and conformity.

Family is a group of two people or more (one of whom is the householder) related by birth, marriage or adoption and residing
together.

Family of origin refers to people who are related by blood or legal bonds and may include parents, siblings, grandparents, aunts,
uncles, cousins, nieces and nephews.

Family of orientation refers to people who share the same home and are connected to each other by blood, legal bond or
commitment.

Laissez-faire families are low in both conversation and conformity.

Pluralistic families are high in conversation and low in conformity.

Protective families are low in conversation and high in conformity.
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11.2: Friendships
LEARNING OUTCOMES 

Define the concept of friendship and discuss characteristics that are common to many friendships.
Describe the basic phases of friendship.
Explain how Knapp’s relationship model can be used to describe different stages of friendship.
Discuss potential communication issues that may occur in friendships.

FRIENDSHIPS 
Scholars have studied friendship for a very long time. One of the earliest writings on friendship dates back to almost 2,400 years
ago. During this time, a Greek philosopher named Aristotle describes friendship as an important type of interpersonal relationship
that provides value to our lives. His identified three kinds of friendship: friendships of utility, pleasure and virtue (Nichomachean
Ethics, Book VIII).

Nowadays, interpersonal communication scholars have studied various aspects of friendships and how they funtion. How important
are friends? Why do some people come into our lives for a relatively short period of time, while others seem to last a lifetime? In
this module, we will explore the concept of friendship, different phases a friendship may go through and relational issues that may
emerge in a friendship.

Defining friendship

What is a friend? Our definition of friendship and the qualities we look for in a friend may differ. Some of us may say a friend is
someone we talk to or do activities with on a regular basis. Others may say a friend is someone we can trust or who helps us when
we need it. Friendships are personal and dependent on many factors. In this section, we’ll consider different ways a friendship may
defined and several common characteristics.

A friendship is a voluntary interpersonal relationship between two people characterized by mutual affection and influence
(Rawlins, 2017). Although friendships may vary from person to person, research suggests there are three types of friendship
commonly found in adulthood: reciprocal, associative and receptive (VanLear, C.A. et al., 2006).

Reciprocal friendships occur when two people (who are peers) develop a friendship that is based on mutual loyalty and
commitment. These friendships develop over time and adapt well to external changes (i.e., geographic separation, a job change, a
change in a romantic relationship or family life, etc.).

Associative friendships occur when two people (usually acquaintances) develop a friendship based on mutual pleasure. These
friendships develop out of convenience and lack the commitment reciprocal friends share.

Receptive friendships occur when two people (who are not equals) develop a friendship (i.e., a supervisor and subordinate). In
some cases, this type of friendship can be mutually beneficial, but it can also become caustic if the person with more power tries to
dominate the relationship.

Characteristics of Friendship

Friendships are sometimes described as vulnerable relationships because they are voluntary in nature and based on the availability
and mutual interests of others. Research suggests that five characteristics defined friendship: voluntary, mutual, personal,
affectionate and equality (Rawlins, 2017). You can see each characteristic of friendship summarized in Figure 1 below.
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Characteristics Description

Friendships are voluntary.
We choose our friends and they choose us. The same sentiment is
true for ending friendships.

Friendships are mutual.
We have the ability to influence our friends and they have the
ability to influence us.

Friendships are personal. We know and trust our friends and they know and trust us.

Friendships are affectionate. We care about our friends and they care about us.

Friendships are equal
We balance our needs with the needs of our friends. While friends
may not be equal in everything, power is evenly distributed.

Figure : Characteristics of Friendships

Phases of friendship

Like other types of relationships, friendships move through several phases from formation and maintenance to deterioration and
dissolution. The evolution of a friendship can be difficult to define. Each friend may view the friendship a little differently (and
may even progress through the phases of friendship at different rates).

Some friendships may last a long time, others may dissolve more quickly. Some friends will be close, while others may be more
distant. Many friendships will fluctuate between close and distant at different points the friendship (Johnson et al., 2003). In this
section, we will examine basic phases of friendship.

Formation

A friendship forms when two people move from strangers/acquaintances to potential friends through interpersonal interactions
(Bleizer & Adams, 1992). Many factors may influence this process (Fehr, 2000):

Environmental factors: We are more likely to become friends with people we are around (i.e., live near or work with).
Situational factors: We are more likely to become friends with people who are available (i.e., we have a mutual interest in being
friends).
Interactional factors: We are more likely to become friends with people we think are physically attractive, socially appropriate
and receptive to our needs.
Additional factors: We are more likely to become friends with people who are similar. These factors could range from
demographic characteristics to conflict management styles or levels of self-disclosure.

Maintenance

When a friendship is established, there are several processes it may go through to maintain the relationship. These processes will
vary depending on the people involved and level of commitment each person has to the friendship. Some friendships will require
more interactions and emotional support than others.

Deterioration/Dissolution

When we fail to maintain our friendship, the relationship may move toward deterioration and possible dissolution. There are many
reasons why a friendship may move into these phases, common causes include (Bleiszner & Adams, 1992):

Voluntary: We had a huge fight with our friend and the conflict remains unresolved.
Involuntary: Our friend dies, so our friendship cannot continue.
External: Our commitments change, and we no longer have time to maintain our friendship.
Internal: We don’t trust our friend and aren’t sure we can continue to be friends.

In this section, we examined the basic phases of friendship. Now we’re going to expand this framework by exploring in more detail
the processes a relationship goes through and how those processes relate to friendships.

Applying Knapp’s Relational Development Model
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Knapp (1978) developed a model to describe the different stages a relationship moves through. He categorized these stages into
two phases: escalation and termination. Taken together, this model is a useful tool that may help us to understand the cycle of
friendship (Knapp, Vangelisti & Caughlin, 2014).

Phase Stage Definition

Escalation (Coming Together)

Initiating
Occurs when people meet and interact for
the first time.

Experimenting
Occurs when people learn more about each
other through conversation

Intensifying
Occurs when people move from being
acquaintances to friends.

Integrating
Occurs when partners form a strong
commitment to the relationship

Bonding
Occurs when partners announce their
commitment to each other publicly.

Termination (Coming Apart)

Differentiating
Occurs when partners begin to see their
differences as undesirable

Circumscribing
Occurs the quality/quantity of
communication between partners decreases.

Stagnating
Occurs when partners are not
communicating with each other as
frequently.

Avoiding
Occurs when partners create a physical and
emotional separation from each other.

Terminating
Occurs when the relationship is official
over.

Figure : Knapp’s Relational Development Model

Let’s look at an example to see how this theory relates to friendship.

Escalation Phase

Riley and Avery are in college. They met each other as freshmen in a Psychology class. Riley noticed that Avery was a good
student who always seemed to be taking notes. She appeared to be well dressed, and Riley really liked her bag. When Riley
approached Avery after class, they seemed to click. This initial favorable impression is called the initiation stage.

The next week after class, Avery asked Riley if she was interested in attending a lecture series with her on Thursday. She was
excited to find out Riley was already planning to attend the event. They decided to meet a few minutes before so they could sit
together. This is the experimentation stage, when common interests are explored and both people get to know each other better.

A few weeks later, it seems like Riley and Avery are good friends. They seemed to know a lot about one another. They laughed
often and seemed to have a lot in common. Riley and Avery have moved into the intensifying stage where they reveal more
personal information about themselves and interact in less formal ways.

As intimacy in the friendship increases, Riley and Avery move into the integration stage. At this point they seem to share a lot with
each other. When Riley ended a high school romantic relationship, Avery was there to cheer her up. When Avery wanted to go to a
party, she knew she had a friend who would go with her.

By the end of their freshman year, everyone (who didn’t know them before) thought they were childhood friends. Riley and Avery
are now in the bonding stage of their friendship.
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While some friendships may stay in one stage or another of the escalation phase, some friendships may wander to the termination
phase. This doesn’t mean the friendship is necessarily doomed (yet).

Termination Phase

When Riley and Avery come back to college for their sophomore year, a few things have changed. Riley has a new significant other
who lives nearby. Avery accepted a prestigious internship on campus and is spending most of her free time there.

When Riley decides she wants to go to the home football game on Saturday, her first thought (or second thought) isn’t to invite
Avery. Instead she decides to go with her boyfriend and his fraternity brothers. When the friendship starts to fade and people begin
to think more individually, they are in the differentiation stage.

A few weeks later, Riley and Avery barely noticed that they haven’t talked to each other in several weeks. Avery is still upset about
the last time they saw each other. When Riley made a comment she didn’t appreciate, the relationship had become strained. She
was just fine with a little space between them.

Riley, on the other hand, could not believe how touchy Avery seemed to be and wanted her space, too. They are now in the
circumscribing stage where friends limit their conversation and set communication boundaries.

At some point, Riley and Avery talk, but they are both busy doing other things. Their friendship isn’t the priority it once was. As
communication becomes more limited, they move into the stagnation stage.

Several weeks go by and they don’t see each other at all. They don’t seem to care much for each other anymore. One day, they
happen to be in the cafeteria at the same time. They both see each other, but intentionally avoid making eye contact. At this point,
Riley and Avery have moved into the avoidance stage.

Eventually, they move on with their lives. They no longer view themselves as friends. When Riley and Avery get to this point, their
friendship reaches the termination stage.

In this example, Riley and Avery moved through each stage in the relational model (from initiation to termination). This may not be
true for all friendships. Some may never cross over into the termination phase. Others may move into the termination phase but
return to an earlier stage instead of moving toward an ending. It really depends on the people and situations involved.

Communication Issues in Friendships

As the example in the last section described, there are many ways a friendship can move toward termination. It usually doesn’t
happen overnight. Many of the issues that emerge in friendships have a communication component. This section will focus on
common communication issues in friendships.

Expectations

Each person comes into a friendship with certain expectations. Sometimes those expectations align and sometimes there are
differences. Differing expectations can be problematic if they are not discussed and agreed upon. Expectations may also change
over time. What was acceptable in high school may not be acceptable in college or as an adult. When expectations change a
friendship will need to adapt or move toward the termination phase described above.

Gender differences

Men and women communicate differently. Male friendships tend to focus more on shared activities, such as golfing after work on
Fridays. Female friendships are generally characterized by shared conversation. Two female friends may prefer to sit on the patio,
drink a glass of wine, and talk about their week on Friday evening. When a male is friends with a female, differing expectations
may be more challenging to the friendship. At the same time, it may also be viewed as a benefit (the female may enjoy doing
activities and/or the male may like that he has someone to talk to about his day).

Power Dynamics

If there is an unequal power distribution in the friendship, many issues may emerge. For a friendship to thrive both people need to
feel like they have some power in the relationship. When one person attempts to be in charge or control things by tell the other
person (through words and deeds) that they are constantly wrong. Even with the most patient person, this will eventually become a
problem.
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Social media

Friends on social media platforms can be a great way to stay connected with people you no longer live near. But it can also present
some challenges. Is a friend on social media that you never talk to otherwise really your friend? It depends on how you want to
define a friend. There have also been many things written on the effects of social media that can range from a person being upset
when friends don’t “like” a post to harassment and cyber bullying. Balancing the benefits of using social media to maintain
friendships against the challenges is something we each need to do for ourselves.

Summary

Friendships are important interpersonal relationships. They may be more important to us because they are voluntary and personal
(we choose our friends and they choose us). Friends can shape our lives in many ways and help us to define our priorities. They
cheer us on and celebrate our successes or support us when we face challenges. We do the same for our friends. Aristotle (1906)
best summarizes the value of friendship when he wrote:

We need friends when we are young to keep us from error, when we get old to tend upon us and to carry out those plans which we
have not the strength to execute ourselves, and in the prime of life to help us in noble deeds – ‘two together’ [as Homer says]; for
thus we are more efficient both in thought and in action (p. 251).

LEARNING ACTIVITIES 
Activity 1: Good Friends

In small groups, create a guidebook on friendship. Your group should create a list of ten attributes that a good friend exhibits and
describe how to assess whether a potential friend has these attributes. Mark each attribute as “must have,” “nice to have” or
“optional.”

Then create a list of five challenges to maintaining a friendship and describe how to avoid each challenge (or determine when each
challenge cannot be overcome).

Be prepared to share your guidebook with the class and explain how your group made decisions about what would go into your
guidebook.

Activity 2: TV Friendships

Discuss your favorite television show. (Friends, Big Bang Theory are good examples). What type of communication issues do you
notice in the friendships on the show? Describe how Knapp’s relational model relates to the characters.
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11.3: Romantic Relationships
LEARNING OUTCOMES 

Define romantic relationships and discuss how this definition has changed over time.
Describe different couple-types and explain the characteristics of each.
Describe different ways to select a romantic partner,
Discuss factors that influence the formation and maintenance of a romantic relationship.

ROMANTIC RELATIONSHIPS 
Romance is everywhere in Western culture. We see it depicted in movies, television shows and advertisements. We hear it in music.
We read about it in literature, fortune cookies and astrology. We even see romance in sports, when one partner proposes to another
on the big screen.

These messages remind us of our basic emotional needs and desires for close interpersonal relationships. Baumeister and Leary
(1995) suggest that the need to belong, and develop significant, positive interpersonal relationships is a fundamental human
motivation. They further argue that the satisfaction we receive from romantic relationships cannot be obtained through nonromantic
relationships (Baumeister & Leary, 1995).

The images and words we are bombarded with in media serve a purpose. To better understand this purpose, let’s begin by exploring
the changing definition of a romantic relationship.

Defining romantic relationships

Traditionally a specific event (i.e., a wedding) determined the status of a romantic relationship. Couples were referred to as
premarital (if they weren’t married) or marital (if they were). This distinction also described well-defined social norms that dictated
acceptable behaviors and interactions for each type of couple. In recent years (and for many reasons), the lines regarding romantic
relationships has blurred.

A romantic relationship is defined as mutual, ongoing and voluntary interactions between two partners that is characterized by
specific expressions of affection and intimacy (Collins, et al., 2009). This definition reflects contemporary ideas about romantic
relationships. For example, marital status and partner gender is ambiguous. Instead this definition focuses on interactions (i.e.,
mutual, ongoing and voluntary) and expressions (i.e., affection and intimacy).

Types of couples

Fitzpatrick (1988) argued that gender differences played a role in defining a variety of couple-types. Each couple-type’s attitudes
and beliefs about their partner and relationship influences communication patterns, responses to conflict and level of relational
satisfaction. Let’s take a closer look at four types of couples: traditional, independent, separate and mixed.
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Traditional couples are highly interdependent and display relatively conventional ideological values. These couples view gender
in a traditional way and often split duties based on gender roles. When conflict arises, they openly engage the issue(s), but avoid
using negative communication (Fitzpatrick, 1988).

Independent couples value connection and personal autonomy. They display relatively unconventional values about relational and
family life. Gender roles are more fluid. Independent couples are more likely to engage in conflict on both major and minor issues.
Each partner operates independently and makes contributions to the relationship based on their personal preferences more so than
tradition (Fitzpatrick, 1988).

Separate couples are ambivalent about their values concerning relational and family life. They typically have a conventional
orientation toward marriage, but an unconventional orientation toward individual freedom. When conflict arises, they tend to
withdraw, however, when they decide to engage in conflict, an argument can turn hostile quickly. In a separate couple, each partner
functions autonomously (they do want they want and stay out of each other’s way) (Fitzpatrick, 1988).

Mixed couples occur when each partner has a different definition of the relationship (i.e., one partner is traditional, and the other
partner is independent). Mixed couples are more ambiguous in their roles and expectations. Many factors can influence when and
how we initiate a romantic relationship. In the next section, we’ll look at some of these factors.

Initiating romantic relationships

When seeking a potential romantic partner, how do we decide who’s the right fit? Researchers believe that two characteristics
greatly influence our decision-making: physical attraction and similarity.

We make initial decisions about approaching a potential partner largely based on how physically attractive we perceive that person
to be. The matching hypothesis suggests that we generally prefer to date people we view as highly attractive. But we often pair with
partners who share a similar level of attractiveness (Walster et al, 1966).

We also tend to select partners who are similar to us (Surra, Gray, Boettcher, Cottle, & West, 2006). These similarities may be
based in leisure activities and hobbies. For example, if we enjoy bowling (or another activity), we will likely be more compatible
with a partner that also likes bowling (or another activity we like).

This idea also rings true for more significant aspects of self (i.e., how we see the world). If we believe that partners should share in
household responsibilities and our partner balks at the idea of vacuuming, we have a problem. What are our options?

We can discuss and negotiate who’s responsible for what (maybe our partner hates vacuuming but has no problem cleaning the
bathroom). Or we may find out that our partner views gender roles in a traditional way and doesn’t plan on helping with household
chores. In this case, we may need to reconsider our compatibility.

Some researchers believe that we choose one partner over another based largely by chance (Lykken & Tellegren, 1993). Others
suggest that attraction is the result of biochemical reactions in the body (Fisher, 1992). Yet others argue that partner selection is an
attempt to maximize reproductive value (Buss, 1994).

Selection by chance

When two people meet and begin to develop a romance, the stars must align. The decision to walk into a specific coffee shop on a
specific day and begin a conversation with an attractive person about pet food is a matter of luck. This is the basic premise of
researchers who believe we choose a romantic partner based on chance.

What if you decided to save your money that day and drink coffee at home? What if you go through the drive thru? From this
perspective, timing is everything.

Selection based on biochemistry

No matter what your brain says, your body will not betray how you really feel. When you meet an attractive person, you may
experience a sudden shift in your physiology (i.e., your heart may flutter or you may feel like you have butterflies in your stomach).
In a different situation, you may be attracted to another person physically, but when you get closer you realize they don’t smell very
good and decide to walk away.

Researchers from this perspective argue that we feel specific sensations when we meet potential partners. These physical sensations
are biochemical reactions to pheromones. The outcome depends on how we interpret these feelings.
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Selection based on maximal reproductive value

One person buys a sports car to exhibit a sense of status. Another person buys expensive clothes and wears makeup to present a
certain image. A third person gets a haircut and uses a particular type of cologne or perfume. In each case, the person makes
choices about their appearance to attract attention from potential partners. Are these choices simply about displays of attractiveness
and status?

Some researchers believe that these choices are made because of biology. Our genes want to be replicated so we search for the
fittest partner to carry on our genetics through procreation. Whether we actually want to have children or not is of little importance
to our genes. From this perspective, our genes drive our behavior.

Factors influencing relationship formation success

Many factors influence the ways we form romantic relationships and the reasons behind these formations. Segrin and Flora (2019)
point to factors such as upbringing, values, attractiveness and interaction patterns, in this section, we’ll take a closer look at each.

A common saying that you might hear is, “If you want to know how your husband/wife will treat you, look at how he/she treats
his/her mother/father.”This statement points to the role early familial relationships and upbringing play in selecting a partner.
Attachment theory suggests that we enter the world programmed to form attachments. Because our earliest bonds are formed with
our primary caregivers, those relationships greatly influence us throughout our lives (Bowlby, 2008).

Many scholars agree that the information we gather through early interactions with a potential partner help us to determine whether
to initiate a romantic relationship. This phenomenon is explained by social penetration theory. This theory suggests that trust and
intimacy develop as a relationship deepens through self-disclosure (Altman & Taylor, 1973).

When we begin interactions with a romantic partner, we share many (less personal) facts about ourselves through small talk. As the
relationship intensifies, our rate of self-disclosure slows but the facts we share become more intimate and personal in nature. This
process of self-disclosure is essential to relational development (i.e., whether or not we decided to continue in the relationship).
Overall, the formation of a relationship can depend on several factors.

Expectations

When two people decide to pursue a romantic relationship with each other, many things can happen. The success (or failure) of the
relationship is often based on the expectations of each person and the influence others may have on the relationship. Consider the
example scenarios below:

Scenario 1:

You: My date last night was great! He/She was funny and kind, and even paid for dinner. I think he/she could be the one.

Friend: Wow, that’s amazing. I can’t wait to hear about your next date.

....[One week later]…
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You: He/She hasn’t called since our date last week.

Friend: Maybe something came up, you should call him/her.

You: But, that’s his/her job!

Scenario 2:

Taylor and Kelly (who are both Catholic) decide to get married. A year later, Taylor decides s/he wants to join the Church of
Scientology. Kelly can’t understand why and wonders if s/he married the right person.

Scenario 3:

Sloan and Jaylen have dated for years. But Sloan is keeping a secret. He/She is embarrassed to admit to Jaylen that he/she wants to
pursue a career as a circus performer. This has been a dream of Sloan’s since childhood, but when he/she shares this dream with
his/her parents, he/she was shamed and disciplined into becoming an accountant.Jaylen likes that Sloan is an accountant. It’s a
sensible profession and represents their shared values. One day, Sloan arrives at a restaurant a few minutes late for dinner with
Jaylen. Sloan is wearing a clown costume. Halloween is months away…an explanation is necessary.

Our expectations shape how we view and interpret the world around us. Our upbringing, interactions with others and value system
help us to develop our expectations in both conscious and unconscious ways. In moments of internal discord, we have to decide
what is acceptable (or not) and communicate our needs. If we don’t express our feelings on the subject and try to ignore them,
resentment can be sown into the shadows of our experience.

Social exchange theory suggests that we interact with others through an exchange process that includes a cost-benefit analysis
(Homan, 1958). We weigh the costs and benefits of social relationships and attempt to maximize benefits and minimize costs. If the
costs outweigh the benefits, we terminate the relationship.

When our expectations are violated, we may consciously or subconsciously perform a cost-benefit analysis. We may decide that the
benefits of the relationship outweigh the costs of an uncomfortable conversation. In this situation, our couple-type will be an
important factor in how we resolve the conflict.

Romantic relationships and social networks

Social networks influence all of our relationships including romantic ones. Does your family like your partner? Do you and your
partner have friends in common? Research suggests that shared social networks is a strong predictor of the success of long-term
romantic relationships (Crozier, 2006).

Network overlap is a term used to describe the number of shared associations a couple has (Milardo & Helms-Erickson, 2000).
Researchers believe that network overlap creates many structural and interpersonal elements that positively affect relational
outcomes in romantic relationships. Mutual friends are more likely to celebrate the couple’s successes, grant favors, provide
emotional support and help the couple to manage common stressors (Milardo & Helms-Erickson, 2000).
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Research also suggests that romantic partners that frequently communicate with each other and associate (i.e., friends and family)
tend to experience less stress and uncertainty in their relationship (McCornack & Morrison, 2019).

Summary

Romantic relationships can be challenging but also rewarding. For many people, romantic relationship fulfills our need for human
connection both physically and emotionally.

Health experts claim that participating in a romantic relationship can have many benefits including (Northwestern Medicine, 2020):

Decrease our stress level,
Give us a greater sense of well-being and purpose,
Promote healthier behaviors and
Improve longevity.

Romantic relationships can also benefit us emotionally by validating our self-concept and improving our self-esteem (Lancer,
2018).

LEARNING ACTIVITIES 
Activity 1: Relationship Desirability

Ask students to answer the following questions:

(1) What qualities are desired in a romantic partner? Write a list of ten traits or qualities that you think make a quality romantic
partner.

(2) Do you exhibit the same traits on your list? Write a list of ten traits or qualities that make you a quality romantic partner.

Activity 2: Online Dating – “Catching Catfish”

Ask students to answer the following questions:

(1) Is online dating a desirable option for you? Make two columns (pro and con) for the advantages and disadvantages of online
dating.

(2) One of the reasons people are apprehensive about online dating is because of people posting misleading profiles on dating sites
(“catfishing”). How can you tell just by looking at a profile that it may be questionable? Make a list of things that may signal “red
flags” when examining an online dating profile.
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GLOSSARY 
Independent couples: Display relatively unconventional values about relational and family life, but value connection and personal
autonomy.

Mixed couples: Each partner has a different definition of the relationship.

Network overlap: Describes the number of shared associations a couple has.

Romantic relationship: Defined as mutual, ongoing and voluntary interactions between two partners that is characterized by
specific expressions of affection and intimacy.

Separate couples: Display a conventional approach to marriage, but each partner operates autonomously.

Traditional couples: Highly interdependent couples that display relatively conventional ideological values.
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11.4: Workplace Relationships

Describe the reasons why communication is important in the workplace.
Explain different types of communication in the workplace including, written, verbal and online.
Describe the basic dynamics of different workplace relationships and types of communication typically employed.
Discuss communication issues that may occur in the workplace.

WORKPLACE RELATIONSHIPS 
Communication skills are wanted in the workplace! Each year the National Association of College and Employers (NACE) releases
a Job Outlook that provides hiring projections and attributes most desired by prospective employers. Communication skills are
always placed near the top of the list. In 2020, NACE’s Job Outlook listed oral and written communication at number four (p. 15)

A quick internet search of “skills employers look for” reveals soft skills like teamwork, listening and communication are always
mentioned by prospective employers regardless of the position. Check out these links to see for yourself:

https://www.insidehighered.com/quicktakes/2019/01/17/survey-employers-want-soft-skills-graduates
https://www.thebalancecareers.com/top-skills-employers-want-2062481
https://www.inc.com/kaleigh-moore/study-73-of-employers-want-candidates-with-this-skill.html
https://www.foxbusiness.com/features/10-job-skills-every-employer-wants
https://www.rasmussen.edu/student-experience/college-life/skills-employers-look-for/

Importance of communication skills in the workplace

Why are communication skills so important in the workplace? There are several reasons, let’s look at the most significant.

Good communication increases employee engagement (Bosworth, 2016). Organizations invest in resources to achieve both short-
and long-term goals. The most significant investment organizations make is in their workforce (i.e., salary, benefits, training, etc.)
(Srivastava, 2016). It is important for organizations to recognize the role employee engagement plays to maximize this investment
and create a positive work environment.

When employees have positive relationships with co-workers, supervisors and leaders, they will be more engaged in the workplace
and more likely to communicate their needs and goals. In turn, supervisors and leaders will better understand the factors that
motivate each employee and respond to those needs in a mutually beneficial way.

Employee Engagement Take Away

When employee engagement is high…

The talents and skills of each employee are cultivated.
Organizational goals are more easily achieved.
The work environment is both productive and satisfying for everyone.

Good communication improves client relationships (Bosworth, 2016). Most businesses will not exist without clients. The more
successful you are at forming and maintaining relationships with clients, the more successful the business will be.

Many people have studied client relationships. Some of the best practices for strengthening client relationships include (Gregory,
2019):

Anticipate your client’s needs
Get to know your client
Do exemplary work
Communicate regularly with your clients
Ask for feedback from your client
Make recommendations based on your expertise

Learning Objectives
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Cultivate partnerships

Strong communication skills directly relate to building and maintaining client-business relationships. Effectively trained employees
have the necessary communication and listening skills to ensure client needs are met. This may include being responsive to client
emails and calls, scheduling regular meetings, sharing relevant business news and interacting with clients on social media
platforms. When collaborative partnerships are cultivated, everyone benefits.

Client Relationships Take Away

When client relationships are strong…

The relationship between a client and business is mutually beneficial.
The client’s needs/expectations are met or exceeded.
An issue becomes an opportunity to resolve a problem and build a stronger relationship with the client.

Good communication enhances team effectiveness (Bosworth, 2016). The driving thought behind team-based projects in the
workplace is: we can accomplish more together than apart. Each individual brings their knowledge, experience and skills to the
team. When these attributes are brought together, the team benefits from the unique talents of each individual, more tasks can be
accomplished in a shorter period of time and innovation and creative thinking are promoted.

Communicating within a workplace context is more than conveying information or giving orders to subordinates. It directly relates
to the ways we build and maintain relationships with members of our team. The bottom line is an employee without the necessary
communication skills is a liability to the organization.

Team Effectiveness Take Away

When team effectiveness is enhanced…

There will be less misunderstandings due to poor communication.
Team members will feel more empowered and confident in their tasks.
Productivity and accountability will increase.
Company culture will improve.

Types of workplace communication

All activities in the workplace rely on effective communication. When there is a breakdown in communication or an individual
lacks the skills needed, the effects can be felt in a variety of ways. This section focuses on written, verbal, and online
communication.

Written communication

Business letters, memos, reports, summaries, and emails are just a few examples of written communication in the workplace. As
with all writing, the writer should carefully consider:

1. Purpose: Express the purpose clearly and succinctly
2. Audience: Use appropriate language for the intended audience(s)
3. Content: Articulate information in an accurate and professional manner
4. Structure: Conform to standard business practices

Verbal communication

Effective verbal communication is more than just talking. It includes what you say, how you say it, and how it is received by others.
Generally, verbal communication in the workplace is heavily reliant on the context and rapport of those involved. Some common
examples include conversations between colleagues, group meetings, presentations, performance reviews, sales pitches and
training/consulting engagements.

When we communicate verbally, we should:

Convey the message(s) concisely,
Encourage input from others (and receive feedback without becoming defensive),
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Pay attention to tone,
Refrain from speaking too often or interrupting others and
Ask for clarification (when needed).

Online communication

Online and/or electronic tools (i.e., email, instant messenger, video conferencing software, etc.) are often employed in the
workplace. These tools are used because they increase efficiency and promote collaboration particularly when participants are not
located in the same place.

While there are many benefits to these tools, there are also some challenges. When using email or instant messenger, tone can
sometimes get lost in the message. Another person may interpret your message differently than you intended. This may create a
miscommunication that has to be fixed.

Online messages can also be retained by the recipient. This feature of online communication can be positive when we need to refer
back to what was said. But it can also be negative if we are not careful communicators.

Video conferencing software can be a great way to more directly communicate with co-workers and clients that are located in a
different place than you are. At the same time, issues with internet connectivity and audio can become a communication barrier. If
you are hosting a video conference, these issues should be taken into consideration ahead of time.

Additional communication skills

Additional communication skills needed in the workplace will vary depending on the position and organization. They may include
listening, negotiation, problem-solving, and decision-making skills as well as assertiveness (Communication Theory, n.d.). To
illustrate how these skills may affect workplace communication, let’s look at an example.

Peyton is a graphic designer for a large training organization. This is her/his first job after college. S/He works directly with project
managers, instructional designers and technical writers. Peyton manages her/his own workload, but s/he reports to the project
managers and is accountable for meeting project deadlines. Consider the relevant communication skills:

Listening skills: Peyton is not a good listener. When meeting with project managers, s/he often doesn’t take notes. Later when
s/he’s working on a project, s/he often doesn’t remember exactly what s/he’s supposed to do (so s/he guesses) and sometimes,
s/he forgets to do something important. This often leads to frustration (both for Peyton and the project managers).
Negotiation skills: Peyton lacks effective negotiation skills. When talking with colleagues, s/he often expresses irritation about
the amount of work s/he has and the way they deliver work to her/him. S/He doesn’t prioritize her/his project tasks and misses
important project deadlines.
Problem-solving skills: Peyton has difficulty solving her/his own problems. When asked by project managers what needs to
happen to make her/his work more efficient, Peyton rarely has any ideas. When s/he does, it’s usually about other people doing
more work for her/him.
Decision-making skills: Peyton also struggles to make decisions. S/He doesn’t have a system to track her/his progress or
deadlines for projects. When a decision needs to be made, s/he avoids it (hoping it will go away….unfortunately it usually
doesn’t).
Assertiveness: Because Peyton lacks assertiveness, s/he is often non-responsive in group settings. S/He also refrains from
suggesting new ideas or pointing out challenges when communicating with her/his colleagues.

As this example shows communication skills are essential when working on collaborative teams in the workplace. When we lack
the necessary skills, our job becomes more difficult. To improve our efficiency and overall job satisfaction, we should consider the
ways we can improve our communication skills and seek additional training (if needed). In the next section, we will focus on the
dynamics of workplace relationships,

Dynamics of workplace relationships 
In the workplace, almost everyone will need to interact with others in some way. We may need to develop working relationships
with co-workers, superiors, subordinates, and/or clients. Your organization may have policies regarding appropriate workplace
relationships and methods of communication. The foundation of these policies is to guide communication behaviors and create a
respectful workplace environment.
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Workplace relationships can sometimes be more challenging than other types of relationships such as friendships, romantic
relationships or family relationships. For example, workplace relationships may be required (not voluntary) and we may have more
difficulty controlling the situation. In this section, we will focus on three types of relationships in the workplace: co-workers,
superiors/subordinates, and clients (Floyd, 2017).

Relationships with Co-workers

In the workplace, we may develop relationships with our co-workers. Co-workers are usually peers who have similar levels of
power and responsibility. We also share common experiences with co-workers such as working for the same department and
supervisor. As a result, we may spend significant time with our co-workers.

When we communicate with co-workers, we are engaged in lateral communication, which is less formal in nature. Lateral
communication is defined as messages sent and received by people at the same level in an organization (Floyd, 2017).

Because communication is on a level playing field, co-worker relationships may lead to friendships. However, this can be tricky,
since the goals of the friendship (social-orientation) may interfere with the goals of the job (task-orientation). Finding a careful
balance may be necessary.

Relationships with Superiors and Subordinates

Relationships between superiors and subordinates can be complicated. Superiors typically have more power and responsibility than
subordinates. When subordinates communicate with a superior, they engage in upward communication, which is generally more
formal in nature. Upward communication is defined as messages sent by people at lower levels in an organization to people at
higher levels (Floyd, 2017).

By comparison, when a superior communicates with a subordinate, he or she engages in downward communication. This type of
communication tends to be more prescriptive (task-oriented). Downward communication is defined as messages sent by people at
higher levels in an organization to people at lower levels (Floyd, 2017).

As with co-workers, many supervisors and subordinates become friends. While the difference in power and responsibility can
introduce some challenges to these relationships, these types of friendships generally add to job satisfaction.

Relationships with clients

Many people will also interact with clients as part of their job responsibilities. Developing and maintaining strong relationships
with clients may be significant to your organization’s business goals. Professional and ethical guidelines provided by your
organization should follow.

Client relationships may also lead to friendships. Similar to co-worker friendships, friendships with clients can be complicated. It
may be important for us to draw a distinction between our personal and professional interactions.

Communication issues in the workplace

Interpersonal relationships in the workplace and differences in communication style can lead to many issues. In this section, we
will look at a few examples that related to the workplace: expectations, misunderstandings, cultural differences, generational
differences and negative communication.

Expectations

Sometimes one individual can be focused on the social-orientation of their relationship while another may be focused on the task-
orientation. This can lead to conflict, particularly in a superior/subordinate relationship. In this situation, we should pay close
attention to the communication context. It may guide us toward a resolution.

Lane is the manager of a shoe store, responsible for the daily operations and driving sales. Robin is one of Lane’s employees that
has significant responsibilities in the store. Lane and Robin found out quickly after working together that they share common
interests. At first, Lane found it refreshing to have someone in the workplace to bond with. Lately, however Lane is in the throes of
a dilemma.

The problem is, Robin now wants to socialize and talk about non-work related subjects when things need to be accomplished. At
work, Lane wants to stay focused on tasks rather than socializing. This situation has developed a rift in their personal and
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professional relationship because of different expectations. Robin thinks Lane is taking the job too serious and Lane thinks Robin
doesn’t take the job serious enough.

Misunderstandings

Communication is a complex process in general. This does not change when the context is the workplace. It is important to
acknowledge misunderstandings and correct them as soon as possible. For example, a concept known as groupthink, describes an
occurrence in groups where consensus becomes more important than carefully considering all options (Communication Theory,
n.d.). This way of thinking can lead to misunderstandings or drastically bad results. A classic example of groupthink is the Space
Shuttle Challenger disaster in 1986. A more recent example is the Astros sign stealing scandal.

Cultural differences

Global diversity is reflected in many organizations both directly and indirectly. Cultural differences in communication may include
differences in acceptable verbal and nonverbal practices, communication styles, attitudes towards authority, gender, etc., norms for
decision-making just to name a few. When communicating with others, consider not only what but how you communicate.

Jack is a 38-year old bartender in a popular restaurant with 15-years of experience. Recently, Sage the restaurant manager hired a
new server, Blanca who is transgender. Jack is used to telling off-color jokes with other staff members and patrons of the restaurant.
Blanca finds many of these jokes offensive and has complained to Sage.

Jack was not pleased when Sage told him to refrain from his locker room humor. Jack thinks it’s unfair because of his tenure. “This
is how I’ve always been, why change now?”, Jack said. Sage reminded Jack to be culturally sensitive. Jack refuses to refer to
Blanca as she or her. This situation may result in Sage having to let Jack go if continues to be disrespectful.

Generational differences

Diversity in the workplace may also include working with people from different generations. Differences in knowledge and
experience can create misunderstandings. Cross-training within organizations can be an important step to communicating more
effectively in the workplace.

Perry is a Gen X-er who supervises a local gym. In recent months, Perry has become increasing frustrated with the young staff
because of generational differences. Most of Perry’s staff are Millenials and Generation Z. Often, Perry has to drastically alter
messages due to dated references that the staff does not understand. Many of these dated references result in snickers and eye-rolls
from the crew.

In addition to a lack of understanding of references, Perry feels like there is a lack of attentiveness on the floor due to smartphone
dependence. The young staff insist that they are doing their job just fine, but Perry thinks otherwise. One day, Perry lectured them
about interpersonal skills and said, “we need to know how to talk to real people in person rather than texting on the screen”. One of
the staff members, Skylar remarked, “Ok, Boomer” and Perry lost patience and sent Skylar home for the day.

Negative communication

Sexual harassment, discrimination and hostile work environment are a few examples of negative communication that may occur in
the workplace.

Madison is having a difficult time working at a retail clothing store. On a daily basis Madison has to hear sexually explicit
comments from co-workers about their relationships. Kennedy and Max are the worst offenders as they discuss subjects not meant
for the workplace.

Madison is often teased about being uptight and refusing to answer questions about her/his sex life. In addition, Kennedy and Max
gossip about Madison to their employees and even customers. Madison wants to quit or file a complaint but is reluctant because
she/he needs to continue to stay current on bills and school expenses.

While many organizations provide their employees with training on these topics, there are also many resources available online
such as:

U.S. Equal Employment Opportunity Commission: https://www.eeoc.gov
U.S. Department of Labor: https://www.dol.gov

Summary
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Communication skills are essential to building strong relationships, fostering greater collaboration and meeting organizational
goals. This module described different types of communication skills needed in the workplace, the dynamics of workplace
relationships and a variety of issues that may occur in a work environment. In the workplace, as with other communication
contexts, it is important to be aware of other perspectives and adapt to the situation in a professional manner.

LEARNING ACTIVITIES 
1. Dream Job

Think about your dream job. What skills are necessary to be valuable to the company or organization? With these skills in mind,
pair up with a partner and discuss traits and skills desired to acquire the position.

2. Customer Relationships

Is the customer, always right? Ask students to discuss in groups whether (or not) they think the customer is always right. Have
them list potential scenarios/issues a customer could face and bring to the attention of a business or organization. Then ask the
groups to come up with solutions to those issues and be prepared to defend their answers.

3. Bridging the Gap

Assign students in the class a context based on cultural background, generation, gender, etc. (this should be an attribute that is
different than their own background). Ask students to form groups (3-5 students ) and construct a story using those contexts to
describe a situation where miscommunication may occur in the workplace. The story should describe the situation and provide a
resolution. Groups may choose whether the resolution is positive or negative.

Ask each group to present/role pay their story. When each group is done, they should share with the class how they made decisions
about how they told their story and why they chose to write it that ways.

After all groups have presented, the instructor should discuss with students some of the broader topics related to working with
people from different backgrounds.

4. Workplace Communication

In this activity, the instructor will need to prepare the classroom in advance by moving the desks or chairs into three distinct groups
(in different parts of the room). The desks or chairs within a group should be organized in three rows:

· The first row should have one chair,

· The second row should have two chairs and

· The third row should have three chairs.

Repeat this organization for all three groups. If the class is larger, the instructor can add a fourth group or readjust the numbers in
each row (keeping in mind, row three should be the biggest, followed by row 2 and row 1 should be the smallest).

Using index cards, write the letter A, B, or C on each card. Note: ‘A’ corresponds with the first row. “B’ corresponds with the
second row. “C’ corresponds with the third row. Make sure that you have enough index cards with the appropriate letter to fit with
the number of desks or chairs in each row (for all groups).

When students enter the room, hand them one index card and ask them to find a group and sit in an appropriate chair. For example,
if a student has a ‘B’ on her/his card, s/he should find a seat in row 2 of one of the groups.

Ask all the A’s to come to a part of the room that is away from the rest of the class and provide them with a business context.

Example:

Your organization just received a huge order for widgets that needs to be filled by the end of next week. You agreed to rush the
order because this is an important client. But it will be stressful and difficult to fill this order on time. There may be other clients
who are unhappy that their order is being delayed. Your job, as the leaders of the organization, is to accurately communicate what
needs to happen with the managers (those sitting in the second row of their group).

Tell them (that much like a CEO of a company), they can only communicate with their managers. They cannot communicate with
the employees directly, even if they see them doing something wrong. Ask them to return to their groups and wait for the signal to
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begin.

Then, ask all the B’s to join you. Tell them some variation of what you told the A’s, leaving out some of the details. Example:

Someone in the business office make a mistake and your team is behind on several orders. Your job is to listen to your leaders (the
A’s) and communicate information to your team members (the C’s) as needed.

Tell them, they can only listen to their leaders, but they speak and listen to their team member. Ask them to return to their groups
and wait for the signal to begin.

Now the instructor is ready to start the activity (the instructor does not need to speak to the C’s). Begin by asking the leaders to
speak with their managers about an important business situation.

As the activity goes, the instructor should move around the room to observe each group. If needed, the instructor can add an inject
into the activity (such as an angry client threats to…). Note: Once the activity has started, the instructor should only provide injects
to the A’s (it will be their job to share information with the B’s and so on).

The goal of this activity is to learn about workplace communication and some of the difficulties that can emerge as a result of the
business structure.
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GLOSSARY 
Downward communication are messages sent by people at higher levels in an organization to people at lower levels.

Groupthink describes an occurrence in groups where consensus becomes more important than carefully considering all options.

Lateral communication are messages sent and received by people at the same level in an organization.

Upward communication are messages sent by people at lower levels in an organization to people at higher levels.

This page titled 11.4: Workplace Relationships is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel
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12: Conflict

Define interpersonal conflict.
Recall the components of interpersonal conflict and identify them.
Distinguish different characteristics of conflict.
Recall the elements of a communication climate.
Identify common sources of conflict.
Identify the various variables in conflict
Distinguish between sex and gender.
Apply Face Negotiation Theory in conflict situations.
Identify and distinguish the five different conflict styles.
Apply the steps of collaborative conflict.
Recognize relationship violence.

12.1: What is Conflict?
12.2: Conflict in Interpersonal Relationships
12.3: Variables in Conflict
12.4: Conflict Management Strategies
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12.1: What is Conflict?
LEARNING OUTCOMES 

Define interpersonal conflict.
Identify components of interpersonal conflict.

WHAT IS CONFLICT? 
Stop and think, are you in a conflict currently? If not, what was the last conflict you had? Take it one step further and note the many
conflicts that you have experienced in your lifetime. Chances are they differ in circumstances and relationships. However, what you
should recognize is that conflict exists, and will continue to take place in your life.

Conflict can take many forms: a very loud argument between friends, the silent treatment a partner may give the other, or a physical
altercation. Conflict if utilized correctly can deepen and strengthen a relationship. Folger et al. (2018) define conflict as the
interaction of interdependent parties who perceive incompatibility and the possibility of interference from others as a result of this
incompatibility (p. 28). In order to fully grasp what conflict is, let’s break this definition into its various parts.

Components of conflict

Interaction

In order to qualify as conflict there must be an interaction between individuals. Hocker and Wilmot (1985) state for a conflict to
exist it must be expressed. The interaction can either be expressed through verbal communication or nonverbal communication.
Many may only associate conflict with screaming matches or harsh words. However, conflict can also be expressed through
nonverbal communication. For example, if your roommate repeatedly leaves dirty dishes in the sink you could express your
unhappiness by declaring to your roommate, “This is so gross, I am tired of seeing your dirty dishes!” Conversely, you could roll
your eyes, sigh loudly when you see them, or avoid the situation by continually cleaning the dishes. All of these serve as a way of
expressing your unhappiness, thus providing interaction between the two parties. Conflict exists when both parties are aware of it.
If one party is simply upset but has not expressed this then conflict does not exist.

Interdependent Parties

Interdependent parties are individuals who are connected in some fashion. Donohue and Kolt (1992) stress the more you enter
conflict with someone the more you admit you depend on each other. In the scenario from above if the two roommates do not
resolve the dirty dishes then the living situation could continue to downward spiral providing an unhappy living situation for both
individuals. In many instances if conflict goes unresolved then the relationship satisfaction will decrease. Even if you find a
roommate, neighbor, or co-worker frustrating, you will need to find a way to work through the conflict together or risk continued
unhappiness.

Perceived Incompatibility

According to Cupach et. al (2010) “Interpersonal conflict involves two people who strive to achieve goals that may appear
incompatible” (p. 4). In our roommate situation if you want a clean sink, then it appears your roommate will lose by having to clean
their dishes immediately.

However, in reality a myriad of solutions may exist. Consider these possible solutions: dishes need to be cleaned by a certain time,
a rotating chore chart, or using paper products. If any of these solutions solve the conflict then the perceived incompatibility
disappears, thus ending the conflict.

Unfortunately, many are unable to see that the incompatibility between the two parties are in fact a perceived incompatibility. If
both parties work at the conflict the frame of mind that you are in it together, then solutions may arise, ending the perceived
incompatibility.

Scarce Resources or Rewards

Conflict can also exist because you believe there is not enough of something to go around. Scare resources can be both material or
social (Van de Vliert, 1997). For example, time is a resource and can often lead to many conflicts. As a student you have many
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obligations. You have to decide what warrants your time, if you choose one activity over another you can see how this can result in
conflict with another area.

Conflict exists. It will take place in all your relationships. The first step in understanding conflict is recognizing its various
components. Learning how to navigate conflict is crucial to managing relationships.

Summary

In this Module, we defined conflict and looked at its various components individually. Conflict exists when it is expressed, or an
interaction takes place between the interdependent parties. Interdependent parties rely on each other in some way and because of
this interdependence there is a perceived incompatibility usually over a scarce resource or reward. A scarce resource or reward is
when there is not enough of something and only one party can obtain it. Conflict when done correctly can enhance and grow a
relationship.

LEARNING ACTIVITIES 
1. What’s missing?

Create scenarios missing elements of interpersonal conflict. Have students explain why it is does not meet the definition of
interpersonal conflict.

Example: Susie is upset with how loud her upstairs neighbors are. However, she has not said or expressed to them how irritated she
is, why is this not interpersonal conflict?

2. Perceived Incompatibility

Create scenarios with perceived incompatibility, and have students rewrite the scenarios to have compatibility including multiple
solutions. Bonus: have students act out the scenarios.

3. Scarce Resources or Rewards: Discussion Questions

Consider you must choose between studying for your Communication course or attend your friend’s birthday party, which do you
choose? What is the scarce resource? If you choose to study, how will that impact the friendship? If possible, how can you
accomplish both studying and attending the party?
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GLOSSARY 
Interdependent: parties who rely on each other in some fashion.

Interpersonal conflict: the interaction of interdependent parties who perceive incompatibility and the possibility of interference
from others as a result of this incompatibility

MEDIA 
1. Grey’s Anatomy Conflict clip

Watch the Grey’s Anatomy clip and discuss the conflict. Note the various parts of conflict exhibited in the clip. You can find the
link here: https://www.youtube.com/watch?v=geDcACgdWtk

2. TedTalk: How Understanding Conflict Can Help Improve Our Lives
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Discuss this clip and the various parts of the conflict example presented. Have students pay particular attention to scarce resources
and perceived incompatibly. Bonus: have students share when a conflict has helped them grow in a relationship either with
partners, a group or with the class. The link is here: https://www.youtube.com/watch?v=fdDQSHyyUic

3. Interdependence Conflict

Watch The Big Bang Theory Authorship Conflict. Utilize the clip to discuss interdependence in conflict. You can view the link
here: https://www.youtube.com/watch?v=2FtIDDo6Brk

This page titled 12.1: What is Conflict? is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel Usera &
contributing authors.
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12.2: Conflict in Interpersonal Relationships
LEARNING OUTCOMES 

Distinguish different characteristics of conflict.
Recall the elements of a communication climate.
Identify common sources of conflict.

CONFLICT IN INTERPERSONAL RELATIONSHIPS 
Conflict exists and will take place across all your relationships. There are key characteristics to conflict that warrant discussion.
First, conflict is inevitable and natural. It can be destructive or constructive and take place directly or indirectly. We will examine
how the communication climate can affect conflict, and how to construct a positive communication climate. Relational spirals and
power can influence how conflict is enacted and finally we will explore some common sources of conflict.

Conflict is inevitable and natural

In the vast relationships you encounter, conflict will arise. Some conflicts will have higher stakes due to the nature of the
relationship. Think about your family and the amount of conflict you experience in this aspect. The types of conflict can range from
who is responsible for what chores, navigating a work life balance or how to interact with extended family members.

Conflict, if used correctly, can enhance interpersonal relationships. It allows the parties involved in the relationship to grow deeper
and gain an understanding of another’s perspective or position. In some instances, we focus much on our positions, such as I want
this and the other person wants that. We frame the conflict as parties unable to achieve a mutually agreed solution. However, if we
are able to view the conflict from the other party’s perspective this can help predict the other person’s behavior, and help to find a
mutually acceptable solution (Castro, 2016). Therefore, it is necessary to learn how to navigate conflict in a healthy fashion. Being
able to see conflict in a new perspective will give you the ability to fully immerse yourself into a conflict without the fear of
damaging your relationship.

Conflict is destructive or constructive

In both healthy and unhealthy relationships conflict will take place. However, it is how the conflict is managed that determines the
long-lasting effects of the experienced conflict. In romantic unhappy relationships couples engage in more evaluative behaviors:
use of “You” language or defensive behaviors. Whereas, healthy romantic couples utilized a collaborative approach to conflict to
break down the issue and work together to solve the problem (Greef and De Bruyne, 2000).

Destructive behaviors focus on the other party in the relationship and not the relationship as a whole. If you are involved in an
argument with a parent regarding a missed curfew, and scream “You’re so ridiculous, why don’t you trust me? No one else has to
be home by midnight!” The emphasis is on your parents’ reaction to your action, and not the issue at hand. Place yourself in your
parents’ frame of mind. First, why would they impose a midnight curfew? It may not mean they do not trust you, but simply a
safety issue. They placed a curfew to help keep you safe. Additionally, you may encourage your parents to see the situation from
your point of view. Do they remember wanting to stay out longer than they were permitted? Working together and through the
conflict can leave both parties more satisfied with the outcome and the relationship.

Conflict is direct or indirect

Remind yourself the last time a friend was upset with you. How did you know? Did they angrily tell you that you messed up? Or
did they say, “You hurt my feelings.” Or, perhaps they did not address their hurt feelings, but when you ask how their day was you
were met with a short and quick, “Fine.” You then tried to engage in further conversation only to be answered with minimal
answers, or no answers at all. This scenario causes you to utilize your perception checking skills and ask your friend if they are
indeed upset with you.

Conflict can take place both directly and indirectly. Direct conflict is the verbalization of the conflict occurring. Looking at the
previous example it is the direct “You hurt my feelings.” Indirect conflict is conflict through more nonverbal communication. It
can manifest in stiff body posture, indirect body orientation, crossed arms, harsh tones, rolling of eyes, silences/pauses or any
combination of these communication behaviors. Let’s face it when someone is upset with us, even if they have not blatantly told us,
we know it. We are able to decipher their unhappiness through their nonverbal cues.
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Communication climate

A communication climate is the overall tone of the relationship. It is how the two parties interact with another. Different
relationships have different communication climates, and they can either be a positive or negative climate. A communication
climate can aid in managing or hindering the conflict. Therefore, it is important to understand the components of a communication
climate.

Confirming and disconfirming messages

Confirming messages are messages that validate the other person. These messages make the other person feel valued and that they
matter. They also provide the most effective support for the other person because they are said to be person-centered. Person-
centered messages accept the legitimacy of the other person’s feelings (Burleson, 1987). Person-centered messages are constructed
in a way that expresses the other person is important and that the other person’s perspective is legitimate and may even encourage
the other person to voice those feelings (Burleson, 1994). Confirming messages may appear as any of the following types of
messages: endorsement, acknowledgement or recognition.

Endorsement is a message that completely endorses what the other person is saying. For example you can tell your romantic
partner, “I can understand why that was frustrating.” This message validates their feelings and provides information that you have
listened to them. Endorsing a message does not necessarily mean that you completely agree with what they are saying, but rather
can find something they are saying to endorse.

Acknowledgement is responding to your speaking partner. This can be done both through verbal and nonverbal communication.
However, you may acknowledge your friend mainly through your nonverbal communication. For example, if your friend is having
a bad day and you want to acknowledge what they are saying; what do you look like? What are you doing? You may notice that
you are turned toward them, looking at their face, and giving them your undivided attention. You are acknowledging them, and thus
providing a positive communication climate.

Finally, you may provide a confirming message by using recognition. This may seem a bit silly, but how many times have you
been distracted by your cell phone, while someone is speaking with you? You may be failing to recognize the other person, and
therefore not providing validation for your partner. As we will explore later in the unit, when our partners perceive that we are
ignoring them, we are disconfirming them and devaluing their attempts at communication with us.

Unfortunately, disconfirming messages may be present in the communication interaction. Disconfirming messages are messages
that leave your communication partner feeling invalidated or disrespected and, ultimately not listened to. Impervious responses,
interrupting responses, irrelevant responses, tangential responses, impersonal responses, or ambiguous responses are all types of
disconfirming messages (Sillars, Coletti, Parry, & Rogers, 1982).

An impervious response is a response that fails to recognize your communication partner. An example of an impervious response
is reading a text message from your mom but failing to respond to it. She might say, “You need to get milk at the store” and then
you reply, “I didn’t get my oil changed.” You have not recognized your mom’s message and have not responded with the correct
topic in this scenario.

Interrupting responses are responses that interrupts the speaker. These messages do not allow for the speaker to finish with their
speaking turn. How many times have you interrupted someone because you just had to say what you wanted? Your interrupting
response gives the perception that what you have to say is more important than your partner’s message.

Irrelevant responses are responses that do not coordinate with the speaker’s previous message. These messages indicate that you
have not listened to your partner and therefore do not value what they have said. Think back to a time when you were with a friend
and they were going on and on about something important to them, however you unknowingly checked out of the conversation, but
then you realized your friend expected a response from you. So, you respond with “Yeah, that sounds great.” However, your
friend’s look on their face made you realize that your response was not an accurate response. You have failed to acknowledge your
friend’s message.

Tangential responses are responses used to steer the conversation in a new direction. You do acknowledge what your speaking
partner has said, however your response guides the conversation to a different topic or direction. For example, if you and your
employer are discussing the current work project, but you are curious about who will be promoted next month; you may utilize the

https://libretexts.org/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://socialsci.libretexts.org/@go/page/90730?pdf


12.2.3 https://socialsci.libretexts.org/@go/page/90730

current conversation to get clarity regarding the promotion. “So, since this project is going so smoothly. You think it will impact the
promotion being offered?”

Impersonal responses remove the personal aspects of the relationship. It is where one party responds to the message in an
impersonal fashion, either by offering a monologue or using overgeneralized statements. These types of messages do not recognize
the validity of the unique relationship between the two parties.

Lastly, an ambiguous response is a response that does not provide proper feedback to the message. These messages typically have
multiple meanings and are hard to interrupt. Perhaps your dad asks who was at the party last weekend, in order to avoid saying
your romantic interest attended, you respond with “Oh you know, just some people.” Your response acknowledges the question, but
does not provide any real feedback.

In order to foster a supportive communication environment, it is imperative to construct confirming messages. These messages
leave your partner feeling validated and listened to, whereas disconfirming messages invalidate your partner. See Table 1 below for
strategies to create positive communicate climates. Now let’s explore defensive and supportive communication environments next.

Utilize confirming messages
Validate your communication partner by endorsing what they are
saying or feeling. Be present in the communication process.

Utilize the six behaviors that promote supportive communication

Descriptive messages
Focus on inquiry/problem orientation
Spontaneity
Empathetic messages
Equality between the parties
Provisional messages

Utilize reinforcing positive relational spirals
Match your partners confirming messages with confirming
messages to create a positive relational spiral.

Table : How to Create Positive Communication Climates

Defensive and Supportive Communication

Dr. Jack Gibb (1961) states that there are six behaviors that fall into a defensive communication climate and six behaviors that fall
into a supportive climate. Each of these behaviors will enhance or dismantle the communication climate. A defensive climate
contains evaluative messages, control, strategy, neutrality, superiority, and certainty, whereas a supportive climate is made up of
descriptive messages, focus on inquiry/problem orientation, spontaneity, empathy, equality, and provisional messages.

Evaluative messages judge the other person. They carry judgments of good or bad, right or wrong, and display nonverbal cues of
evaluation. If your romantic partner has on an mismatched outfit you could say “Are you seriously going to wear that,” while
stressing the word seriously and wrinkling your nose in disdain. You have evaluated the other person. In reality evaluative
messages can be much more hurtful than a comment over an outfit, as we will soon see, when a partner calls their partner crazy or
thoughtless it can have a long-lasting impact on the relationship.

Descriptive messages are messages with clear descriptive language without loaded words or judgmental cues. Instead of
evaluating your friend’s drinking behavior, you could describe what you are seeing from your perspective. Describing another
person’s behaviors from your perspective, allows you to check your perspective with your friend. “I am noticing that last Thursday,
instead of going to class, you stayed in the apartment and drank. Is that what happened?” The friend will be less likely to respond
defensively and can also slow down the pace of the argument. Slowing down leaves room for your friend to provide their side of
the story. This type of exchange can be less upsetting than starting your comments with an evaluative statement. “You are drinking
way too much!” Think about it, if someone evaluates you, do you want to continue in that conversation intelligently?

Control attempts to impose one’s position on others, sometimes through coercion or manipulation. However, inquiry or problem
orientation focuses on working together to understand issues or solve problems. This is a way to cooperatively work together to
solve the problem. For example, if you only have access to one working vehicle, but both you and your partner need the vehicle to
get to work you could respond by saying “It’s really my car. I pay for it, so I’m taking it to work. Maybe take an Uber.” or you
could approach the situation by working together. “What time do you go in? Okay I go in an hour later, so maybe I can drop you off
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and I can get you a little late from work. Maybe you could take a book to read, or do something while you wait, or maybe see if
you can find a ride from a co-worker? What do you think?” The second option leaves room for the problem to be discussed and
alternatives to help solve the one car dilemma.

Strategic messages suggest the speaker is trying to direct others and are not open to different ideas. When a speaker is
spontaneous their messages are unplanned and are constructed without much thought to hidden motives. Some people seem to
think of every conversation as a chess match. If you are not one of these people, you are most likely pretty spontaneous in your
messages. This allows the speaker to be open to others’ messages. Let’s say that you are about to move into a new apartment, a
strategic message would sound like, “Hey, remember how I helped you move last month. I am moving on Friday, and now you owe
me a favor.” How would you feel if you were approached with this message? You might think, “Oh no, here comes that friend who
always traps me into owing them a favor. They always seem to want something from me”

Neutral versus empathetic messages can impact the communication climate. Neutral messages demonstrate a lack of interest, or
indifference. However, empathetic messages convey interest and understanding. These messages are responsive to others’ feelings
and thoughts. A classmates’ pet has just died and you could respond with a casual “That sucks.” or “I remember when I had to put
my dog to sleep. That was really hard. How are you feeling?” The first comment could be very off hand and not interested in nor
sympathetic to the situation. The second message offers support and understanding in that it acknowledges what the other person is
feeling and doesn’t tell them what to feel.

When a message is constructed in a superior manner, the message suggests the speaker is superior and others are inadequate or
have little to offer. Messages that are based around equality signal that all parties are worthy of equal contribution and have valid
viewpoints or ideas. If you are in a work meeting and your team lead monopolizes the conversation with only their ideas, they are
suggesting their ideas are superior to others’. Hopefully, you have worked with someone who values your input and seeks it out.
What would a message sound like from a team lead who values their employees’ ideas? In your experience, what have you heard?

Finally, messages can either be constructed with certainty or provisionally. Messages that do not offer alternatives or are very black
and white are certainty messages. For example, “The right thing to do is obvious.” However, a provisional message invites
others’ points of view. Instead you could say, “I know what I would do in that situation, but what do you think you would do?” The
second message allows for the viewpoint of the other party.

As you can see how a message is constructed can lead to either a conversation where parties seek out solutions together or they can
create a hostile communication climate. The more defensive messages are used, the more likely your conflict will escalate and
potentially damage your relationship. Instead, you want to use supportive communication displayed in Table 2 below. In our next
section, we will see how defensive messages can create escalatory relational spirals.

Descriptive messages
Use descriptive statements and avoid evaluative language. Use
language that is free of judgement

Focus on Inquiry/Problem Orientation Focus on solving the problem, not on the other person’s character

Spontaneity Messages are unplanned and free of hidden motives

Empathetic messages Construct messages that are empathetic and supportive in nature

Equality between the parties Present yourself as an equal in the communication process

Provisional messages
Create messages the invite opinions and points of view from the
other party

Table : What does supportive communication look like?

Relational Spirals

As messages are constructed, they can lead to relational spirals developing. These spirals can be reinforcing, escalating, or
avoiding. A relational spiral is where the communication pattern is reinforced by the parties in the relationship. The spirals have the
potential to be reinforcing, escalating or avoiding. Also note that not all of these spirals lead to conflict in relationships.
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In a positive reinforcing spiral, partners communicate positive behaviors such as confirming messages. If you remember earlier in
this unit, these positive messages are seen as person-centered. Positive reinforcing spirals will be unlikely to lead to conflict
because both partners agree in the conversation.

Escalating spirals consist of partners reinforcing disconfirming messages with disconfirming messages. For example, partners
may start to cross-complain or trade complaints rather than addressing the first person’s complaint (Gottman, Markman, and
Notarius, 1977). Felson (1984) researched what sequence of communicative behaviors most strongly predicted violence. When one
person violated a rule, the other would order the person to stop. When what followed was an exchange of insults, the partners were
most likely to engage in escalating violence.

A third type of spiral is an avoiding spiral is where partners actively avoid conflict or discussion. As both partners avoid conflict,
they experience less arguments but also increased expectations to withhold complaints that may lead to arguments.

Relational spirals develop based on the messages used in the communication climate. These spirals can be reinforcing, escalating or
avoiding spirals. In a positive reinforcing spiral conflict will likely not result in conflict as both parties agree or reinforce the
messages presented in the communication climate. However, in escalating or avoiding spirals conflict can emerge as a result of the
messages present in the interactions.

Power and conflict

Power exists in all relationships. Perhaps a better way to describe power is with the word influence. We are constantly trying to
influence one another, or exert our power over our communication partner. Power can play a very specific role in conflict. If we
focus on our power within our relationship and not the other party, we may try to yield it to our advantage.

You can see how this may take place in a workplace environment. In most organizations there is a hierarchy and with higher
positions comes power. If you are debating the next step in the work project, a manager may try to yield their power by stating,
“Well, as your manager I believe we should…” This type of message is trying to influence you to agree with what they have to say
by focusing on their position.

However, how does power look in friendships or romantic relationships? Think about the last time you tried to influence your
friend or romantic partner to do what you wanted. This is you exerting your power in the relationship. You are trying to influence
them to do what you wanted!

Sources of conflict

As we have established conflict is a common occurrence. It is going to happen, whether you like it or not. There are areas where
conflict is more likely to arise. These include personal criticism, families, finances, household chores, and when the Four
Horsemen of the Apocalypse are present. Let’s explore each of these in detail.

Personal criticism

We discussed how we phrase our communication message can impact how others will receive it. If we are engaging in conflict but
fail to attack the problem, and instead attack our communication partner then the likelihood of the conflict finding resolution is
minimal.

If you are working on a project due for class, and the research is just not coming together you can respond a couple of ways: I can’t
believe you don’t know how to do research! All of this time and you have nothing worth adding, jeeze how can you be so
incompetent?! If you were presented with this message, how would you respond? Probably not great. This type of message attacks
the intelligence of a person, and does not help to solve the task at hand.

In times more often than not we may resort to personal attacks. In romantic relationships if you judge your partners’ character in a
demeaning way the conflict may go left unresolved or escalate the issue.

How many times have you compared how stressed out you are to someone else? You may believe that they could not possibly be as
stressed as you are and in turn express this to them. However, you have now diminished your communication partner’s feelings by
minimizing their feelings of stress.

No one likes to feel judged; we want to feel valued and appreciated, especially in our interpersonal relationships. If we use personal
attacks in our communication patterns, this is not going to deepen our relationships, if anything it may only lead to relationships
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dissolving all around us. This is not to say that you cannot have an opinion, you definitely can! However, how can you present it
without offending your partner and allowing the relationship to grow by working through the issue?

Families

Our families prove a great source for conflict. There are numerous ways family can lead to conflict. As a child it could have been as
simple as your parents telling you could not do something, usually because it was deemed unsafe from a parenting point of view.
However, jumping off the couch was so much fun, how dare they tell you to stop doing that?! Or, how about when you ran errands
with your parents, and they told you that the toy you wanted was not going to be bought?

More and more families are blended families. Merging two families to create a new one can lead to many conflicts. Family
members will need to negotiate their place in the new family, and step-parents will need to understand their place with their
stepchild. Mothers who brought their own children into the relationship often protected their child from the stepfather, if they
perceived the stepfather was misjudging or giving unequal treatment (Weaver & Coleman, 2010) In order to protect the child from
the stepparent this can result in conflict between partners, or even stepparent and stepchild.

Additionally, the demand-withdraw pattern in blended families negatively affected the moods of the partners when husbands
engaged in the demand-withdraw pattern. Their use of demand-withdraw pattern impacted how the husband and wife both felt;
however, when the wife demanded and the husband withdrew it only affected the wife’s mood (King & DeLongis, 2013).

If you decide to enter a long-term romantic relationship, you will have to negotiate with your partner how to navigate in-laws. How
involved will they be in your relationship? Some cultures in-laws are a vital component of the relationship. Parents who help to
find a partner for their child may be very involved in their child’s dating life, to ensure the future son or daughter in-law contain
desired qualities, such as family oriented or kind (Apostolou, 2014). Now, imagine you are dating someone your parents deem
unworthy, this can lead to conflict between you and your parents, and even your partner and your parents.

Finances

Think about how much money you have right now. Now think about how much debt you have. Do you share this information with
your partner? How in depth do you discuss your finances with your partner? Do you combine bank accounts? Do you purchase
property before getting married? These are all types of reasons you and your partner may engage in conflict.

In a household, partners might openly discuss finances and debt. How money is spent and how much money is spent can also lead
to conflict. If partners are not dependent on each other financially, or have not combined bank accounts, in reality they could go out
and buy anything they wanted, as long as they cover the necessary household bills. However, some partners find it is part of
effective communication to have discussions about what is okay to spend money and what is considered excessive. If one partner
wants to make a large purchase, they discuss with the other person if that is okay or if they feel that purchase could put them into a
financial bind. For example, If one partner attends three shows or concerts a month, it might be excessive. The partners could
discuss this and decide together if repeatedly purchasing concert tickets is okay or if it is excessive.

Another point of contention that may arise due to spending is how often you go out to eat. Eating out can become very costly and if
partners do not agree on how often or how much of your finances is going toward food can cause conflict. If one partner prefers to
spend money towards groceries and meal prepping; however, the other partner feels that going out to eat “isn’t that big of deal” the
trips out can quickly add up, couple this with wasted food and conflict can ensue.

If partners do not discuss their finances or come to an agreement on how to spend their money this can lead to marital
dissatisfaction. If a partner lacks confidence in their partner’s handling of finances or consistent arguing over finances occurs, this
can have a negative impact on marital satisfaction (Duba et al., 2012). Finances can be a tricky topic, and partners will need to
learn how to discuss them in a way that promotes conversation or risk constant conflict.

Household chores

Whether you live with a roommate or with your significant other there will be conflict over who is responsible for what chores. Do
you and your roommate alternate between who cleans the kitchen? Who cooks? Who buys the groceries? Who cleans the
bathroom? Laundry? These are all chores that need to be accomplished in a household but determining who is responsible for them
can lead to conflict.
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If you live with a roommate conflict can rise over shared spaces. What is a satisfactory state of the living area and kitchen? If you
have a higher need to have a clean presentable area than your roommate conflict will likely occur.

Living with a significant other and dividing household responsibilities can cause conflict between partners. In traditionally
masculine heterosexual romantic relationships, it was found that women completed more than double the amount of household
responsibilities of their male partners (Cerrato & Cifre, 2018). Additionally, in the same study it was found that women were
typically involved in more feminine chores, such as childcare or shopping, whereas men were more involved in masculine chores
(home repairs and family management). You will need to identify what will be acceptable in your own household.

Gottman’s four Horsemen of the apocalypse

Gottman and Levenson (2000) argued that there are four communication behaviors that are the highly corrosive to relationship
satisfaction of marital partners: criticism, contempt, defensiveness, and stonewalling. In their research they were able to predict the
timing of the end of a marital relationship. These behaviors are known as the Four Horsemen of the Apocalypse. Let’s explore these
behaviors more in depth.

Criticism, is just that-criticizing your partner. It attacks who they are as a person. The message does not show that you value them
as a person, and instead attacks their character. For example, “I can’t believe you didn’t think how you staying out late would
impact my plans. You are so selfish!” According to the Gottman Institute (Lisitsa, 2013) the importance is to be able to distinguish
between a complaint and criticism. You can voice a complaint without criticizing your partner, “I mentioned I had those plans
scheduled, so when you didn’t text or call that you were running late I got worried I thought something had happened to you.”

The appearance of criticism does not automatically mean a relationship will end. However, if it becomes a habitual communication
behavior in the relationship, it allows for other negative behaviors to become part of your relationship.

Contempt. This communication behavior is the deadliest of the communication behaviors and is the “single greatest predictor of
divorce” (Lisitsa, 2013, para 7). Contempt is where you treat your partner as if they are on a lower plane or lesser worthy of respect
than you. You may mock or ridicule them. Additionally, you may demonstrate your contempt toward your partner through your
nonverbal communication, such as eye rolling or sarcastic tones. These messages show a lack of empathy and respect toward your
partner.

Defensiveness. This behavior is usually used when a pattern of criticism is used. We have all been on the defensive at some point
in our lives; however, if this becomes the go-to response then it may be a sign that your relationship is not in the best place. A
defensive message tends to provide excuses and may in turn reverse the blame on their partner (Lisitsa, 2013). For example, a
defensive message may sound like, “I don’t know why you expected me to go to the grocery store after work. You know I travel all
day and the last thing I want to do is be responsible for what we eat, and it not be up to your standards. Why didn’t you just go?”

Stonewalling. Stonewalling is shutting down from your partner. One partner withdraws from the other and stops interactions
completely. The partner does not respond and can use other behaviors to seem busy to avoid their partner. For example, if one
partner wants to discuss a conflict the other partner may engage in stonewalling, by blatantly ignoring their partner or finding
something else to do to appear busy (Lisitsa, 2013). Often this stonewalling involves burying one’s face in the nearest smart phone
instead of listening to your partner or “phubbing”. Have you stared at your phone intentionally to ignore your partner? Did your
partner want to discuss something with you at the time?

If these four communication behaviors start to show in your relationship, it is in your best interest to deter them by utilizing good
conflict management. Once these Horsemen take up residence in your relationship and if nothing is done to counteract them then it
is likely the relationship will terminate because one or both partners will perceive the relationship as dissatisfying.

Conflict exists and will take place across all your relationships. Key characteristics to conflict include conflict is inevitable and
natural. It can be destructive or constructive and take place directly or indirectly. The communication climate can affect conflict,
and how we construct messages can create an overall positive communication climate. Relational spirals and power can influence
how conflict is enacted and finally common sources of conflict will lend their selves to conflict occurrence.

Summary

Conflict is inevitable and can take place directly or indirectly. Conflict will occur across all your relationships and how you express
yourself can be constructive or destructive to your relationship. The messages constructed between yourself and your
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communication partner can create a supportive or defensive communication climate. Based on the message construction a
reinforcing, escalating, or avoiding relational spiral may take shape in the communication climate. Your view of power dynamics in
your relationships will impact how you engage in conflict. We looked at common sources of conflict which include personal
criticism, families, finances, household chores, and Gottman’s Four Horsemen of the Apocalypse.

LEARNING ACTIVITIES 
1. Discussion question: What do you think about the saying, “the person with the most power has the ability to leave”?

2. Scenario Creation: Have students create scenarios containing characteristics of conflict. Preplanning: have students type out
conflict scenarios, including the conversation. Have students label the characteristics of conflict in their scenario. Act out scenes for
class.

3. Role Play: Have student read and take turns role playing the following scene in dyads. The first time that they perform it, they
should follow the script. Then, have them try to identify the characteristics of conflict that are discussed in the unit. Lastly, have
students try to re-write the script to allow for a more supportive climate during this conflict. Have students share with the rest of the
class.

A defensive climate contains evaluative messages, control, strategy, neutrality, superiority, and certainty, whereas a supportive
climate is made up of descriptive messages, focus on inquiry/problem orientation, spontaneity, empathy, equality, and provisional
messages.

Script: Conflict

SCENE: These partners want to go on a bicycle ride. They are standing with their bikes near Partner 2’s garage. They have been
trying to decide where to go have a picnic and haven’t been able to agree.

Partner 2: So, the next thing you would have to do is pump up your tires… If we go near the highway it could be dangerous but it
is a longer route to go near the school… hmm.

Partner 1: Are we ready yet? You’re driving me crazy! Why can’t you decide where you want to bike? It isn’t a life and death
decision. Just pick already!

Partner 2: I’m a good bicyclist but you aren’t. I know what I’m doing. But we should bike on a safer road than right by the
highway. I know cyclists who have gotten hit by cars there.

Partner 1: That is ridiculous! I am just as good at bicycling as you!

Partner 2: Well, I am just trying to keep you safe. Sure, we can go on that busy death trap of a road--You are so reckless! You
won’t always be so lucky you know!

Partner 1: [Rolls eyes and leaves on their bicycle. Partner two is left in the hot garage alone.]
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GLOSSARY 
Ambiguous response: A response that does not provide proper feedback to the message.

Avoiding spiral: Partners actively avoid conflict or discussion.

Certainty messages: Messages that do not offer alternatives.

Confirming messages: Messages that validate the other person.

Contempt: Treating your partner as if they are inferior to you. You may mock, or ridicule them.

Criticism: Messages that do not show that you value your communication partner as a person, and instead attacks their character.

Defensiveness: Messages that tend to provide excuses and may in turn reverse the blame on their partner.

Descriptive messages: Messages with clear descriptive language without loaded words or judgmental cues.

Disconfirming messages: Messages that leave your communication partner feeling invalidated or disrespected and, ultimately not
listened to.

Empathetic messages: Messages that convey interest and understanding.

Equality messages: Messages that signal that all parties are worthy of equal contribution and have valid viewpoints or ideas.

Escalating spiral: Partners reinforce disconfirming messages with disconfirming messages.

Evaluative messages: Messages that evaluate the other person.

Impersonal response: A response which removes the personal aspects of the relationship.

Impervious response: A response that fails to recognize your communication partner.

Interrupting response: A response that interrupts the speaker.

Irrelevant responses: A response that does not coordinate with the speaker’s previous message.

Neutral messages: Messages that demonstrate a lack of interest, or indifference.

Phubbing: Snubbing or ignoring a conversational partner by looking at your phone instead of responding.

Power: The ability to influence others.

Provisional messages: Messages that invite others’ points of view.

Reinforcing spiral: When either positive or negative behaviors are reinforced by the other partner.

Spontaneous messages: Messages that are unplanned and free of hidden motives.
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Stonewalling: Shutting down from your partner. One partner withdraws from the other and stops interactions completely.

Strategic messages: The speaker is trying to direct others and are not open to different ideas.

Superior messages: The message suggests the speaker is superior and others are inadequate or have little to offer.

Tangential responses: A response used to steer the conversation in a new direction.

MEDIA 
1. Friends and Escalatory Spirals: How do the following clips from Friends, demonstrate escalatory spirals? What could they say
in order to manage the conflict? What advice would you give to this couple in order to avoid the Four Horseman of the
Apocalypse?.

https://www.youtube.com/watch?v=wWwgLKPTLT0 Ross and Rachel take a break
https://www.youtube.com/watch?v=QZkArA-WSus Ross and Rachel, "But we were on a break"

2. Whose Afraid of Virginia Woolf and Defensive Climates? Watch the following clip from Whose Afraid of Virginia Woolf?
How does George contribute to the defensive climate in this scene? How does Martha contribute? What are examples of Four
Horseman of the Apocalypse? How does the time of night and use of alcohol further impact George and Martha’s responses?
https://www.youtube.com/watch?v=5ca77z9dsEM

This page titled 12.2: Conflict in Interpersonal Relationships is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated
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12.3: Variables in Conflict
LEARNING OUTCOMES 

Identify the various variables in conflict.
Explain how sex and gender influence conflict.
Apply Face Negotiation Theory in conflict situations.

VARIABLES IN CONFLICT 
There are many aspects that influence conflict. Culture impacts how we engage in conflict, as well as sex and gender. Your
personality and expectations will determine how you react in conflict. And, with our growing use of technology in interpersonal
relationships, technology impacts how we participate in conflict.

Culture and Conflict

Write down the cultures you identify with. For a quick refresher review Unit 4, as you can see you probably identify with many
different cultures. Your culture will impact how you respond to conflict.

Think of how you view yourself and how you would define your self-concept. Cross (2011) states that you will define yourself
either independently or interdependently. Westerners were thought to have an independent self-construal meaning they placed
emphasis on their traits, preferences, wishes, and goals over the group. Conversely, East Asians were thought to have an
interdependent self-construal. This places more meaning of a connectedness with others within the group, placing the group
goals over their own goals. Depending on whether you identify as independent self-construal or interdependent self-construal will
impact how you interact with conflict.

Does your culture reflect a high context or low context value? In high context cultures if a conflict is recognized an indirect
approach may be utilized, whereas low context cultures use more of a direct approach.

One theoretical approach to conflict is Face Negotiation Theory (Ting-Toomey, 1998) and the use of facework. Facework is the
“communicative strategies you use to enact self-face and to uphold, support, or challenge another person’s face” (Oetzel et al.,
2000, p. 398).

Face Negotiation Theory states:

1. People in all cultures will try to maintain face in all communication scenarios;
2. Saving face is more important in emotionally vulnerable situations; such as situations that could be potentially embarrassing or

conflict inducing situations;
3. Dependent on whether the culture is dominantly individualistic or collectivistic will determine the amount of facework that goes

into the communication situation.

In high context collectivistic cultures, the conflict will be viewed from the perspective of both parties. Therefore, in an effort to
maintain faces for all parties, an indirect approach to conflict may be used. In a study conducted by Croucher et al. (2012) they
noted that individuals who identified with either India or Thailand cultures, they utilized more non-confrontational strategies. These
strategies included avoidance or obliging behaviors.

In low context individualistic cultures, a more dominating approach to conflict may be used. In the same study individuals who
identified with the American or Irish culture tended to use a more dominating approach to conflict (Croucher, et al., 2012). These
individuals may try to control the conflict over solving the situation.

High context cultures utilized a more solution-oriented styles more than low context cultures (Croucher et al., 2012). These styles
work to solve the problem together rather than control the other party. When it comes to facework, if you work with your
communication partner to solve the problem then you are potentially saving their ego, opposed to trying to control them.

Sex, gender, and conflict

Your sex and gender can influence your approach to conflict. If you recall, sex is a person’s biology, whereas your gender is a
“complex, culturally-constructed and psychologically-based perception of oneself as feminine, masculine, or androgynous” (Beebe
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et al., 2019, p. 119). Therefore, a biological female can be masculine or a biological male can be feminine. Some individuals
identify as androgynous, meaning they blend traits from both masculine and feminine perspectives.

As our society grows and becomes more open, we are now encountering more individuals who identify as transgender.
Transgender individuals are individuals whose “gender identity is different than the sex assigned at birth” (Human Rights
Campaign, 2020, para. 2).

Each of these components, sex and gender, will influence how we approach conflict. Feminine women found avoidance strategies
to conflict more dissatisfying than men (Afifi et al., 2012). This could be that feminine women are more socialized to discuss the
nature of a relationship and thus less satisfied when their partner avoided a conflict. If a conflict can be used to grow a relationship
and the partner is avoiding, then the potential to become deeper and more intimate in the relationship is lost.

Furthermore, research has indicated that in married couples women will demand in the relationship only to be followed by a
withdrawal pattern from their partner. This type of demand/withdraw pattern can lead to marital dissatisfaction (Christensen &
Heavey, 1990). In reference to conflict, if a woman demands something of their husband, for example being more involved with
their dog parenting, but is met with the husband withdrawing or avoiding the topic, then this pattern can negatively impact the
wife’s marital satisfaction.

Transgendered persons may experience conflict when transitioning in a romantic relationship. This relationship is further
compounded when a child or children are present. The decision to transition can have internal conflict, but to verbalize the
transition to the romantic partner can result in the following scenarios: intimate joint, rational separation or emotional dissolution
(Dierckx et al., 2019).

In the intimate joint result the transgendered’s romantic partner responds with understanding. The partners renegotiate their
relationship and intimacy through the transition process. Rational separation results in the transgendered’s romantic partner reacting
with disbelief regarding the transition, but ultimately wants to be part of the process. The romantic partner tends to feel insecure in
the relationship and the protector of the children. Ultimately, the couple navigates the relationship together and if they choose to
dissolve the relationship, it is done mutually. Finally, in emotional dissolution the cis partner (the partner whose sex matches their
gender) reacts with hostility toward their transitioning partner and will unilaterally dissolve the relationship (Dierckx et al., 2019).

Navigating the transition process can be difficult, however if a romantic partner is involved this can exacerbate the transition
process. Dependent on how the romantic partner responds to the transition process will impact how relational partners respond to
each other and interact with each other.

Dependent on your sex and gender will influence how you react to conflict. Feminine women find avoiding strategies to be more
dissatisfying than masculine men in relationships. Demand withdrawal pattern can lower marital satisfaction in heterosexual
relationships. Transgendered persons must navigate romantic relationships and determine how to interact with their partners
throughout the process. Each of these components impact how conflict is approached.

Verbal aggression and conflict

Verbal aggression is a set of communication behaviors used to attack another person. These behaviors can negatively impact the
relationship. Our first ways on how to communicate is through our family structure, this includes how you react to conflict. Think
about it; how did your family respond to conflict? Do you mimic these behaviors or did you change how you interact because you
did not want to repeat those behaviors?

In some families the use of verbal aggression is common, and in turn when we enter romantic relationships the use of verbal
aggression may be seen as appropriate and acceptable communication behaviors. Because verbal aggression attacks the other
person it can lead to the perception of the destructive nature of conflict. Additionally, the use of verbal aggression is endorsed as a
strategy when the partner is trying to achieve a non-relational goal. This perception can lead to the use of more aggressive conflict
behaviors (Aloia, 2018).

If verbal aggression is being used in a romantic relationship, how does that impact the relationship? If the partner’s goal is to win
the conflict then verbal aggression may be utilized to achieve this goal. However, if your goal is to work through the conflict then
verbal aggression should be avoided as verbal aggression only aides in dismantling the other person’s character. If someone attacks
you as a person, do you want to work through conflict with them? Probably not.
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Technology and conflict

We live in a world where we are connected all the time. Stop right now, and think how many ways you are connected. Do you have
your phone next to you? Are you reading this on your phone, but have multiple apps open and available to alert you of any
notifications? Are you reading this on a computer? How many tabs do you have open? We are constantly connected, but being
connected is very different than being interpersonally connected. This notion of having to be connected at all times to the outside
world can be a great catalyst for conflict.

Cell phones

Since, cell phones are a norm in our society it becomes more of the question how do we utilize them in our relationships? What is
acceptable and what is not? How do you negotiate cell phones usage in your romantic relationship? Do partners need to be
available at all times? Are partners expected to respond immediately?

These questions surround the dialectical tension of autonomy versus connection. If you expect that your partner is readily available
and respond immediately then you have a high connected need; however, what if your partner operates under the idea that it is okay
to leave their phone for a few hours or disconnects? Their need for autonomy is high, and therefore conflict may arise due to the
acceptable behaviors over cell phone use.

How couples negotiate the rules regarding cell phone usage can lead to conflict. Rules may be implicit. For example, it may be
understood that you call your partner immediately back, but not explicitly stated in the relationship. If the rule is violated, conflict
will often arise within the romantic relationship (Duran et al., 2011).

Additionally, when is it appropriate to be on your cell phone when you are with someone? How many times have you hung out
with a friend or romantic partner and had your cell phone close by? Is it okay to check the stats on that game or check your social
media? These behaviors will need to be negotiated within your relationships, and if they do not correspond then conflict ensues.

Because cell phones are such a staple in our society it is assumed that they will be present in our relationships. When is it
acceptable for your partner to look at their phone and disengage from the current interaction? Dependent on the context of the cell
phone use can impact the relationship satisfaction. Responding to a text is deemed acceptable as long as it is not overly excessive;
however, if a partner is using the phone for entertainment (social media, playing a game, etc) when they should be spending quality
time together is viewed unfavorably (Kelly et al. 2017; McDaniel & Coyne, 2016).

Since technology is only growing in our society, it is best to negotiate in our relationships what is acceptable. Is it okay to go to a
restaurant and have your phones out during your meals? Do you expect there to be a time where both of you disconnect and focus
on one another? These are all questions that need to be addressed. If parties have different views on technology then more than
likely conflict will arise, especially if one party feels neglected. The next time you go out to eat, I challenge you to look around.
How many people do you see out together, but are immersed in their phones instead? It may almost seem like two strangers are
sitting together instead of friends or partners because no interaction is taking place between the parties.

Social media
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You have just had the greatest day of your life or the worst day of your life, and you want to share the news with everyone. What
do you do? You post about it on social media and watch the comments, likes, etc. roll in. We have become more dependent on
social media to help define ourselves. It can also be the source of the conflict. Jealousy may stem from the amount of time being
spent on a social platform. Are you engaging online, and ignoring the partner in front of you? It can also result from what people
place on your wall. Have you ever heard: well why did they put that? Why did they post that on your wall? These potential
questions can lead to conflict (Muise, et al., 2009)

Additionally, conflict can be carried out over social media. How many times have you seen the drama between parties take place in
the public domain? Do you grab the popcorn and see what unfolds? All joking aside, we have become accustomed to air out our
dirty laundry for all to see.

In a study, teenage girls aired their grievances regarding a friend on Facebook, but when hurtful comments were displayed they
were either ignored or deleted. They were less likely to label the attack as cyberbullying and thus less likely to confront the
aggressor. It could be because they do not want to risk friendships or the pressure to be popular (Ging & Norman, 2016). If we
continue to avoid openly discussing the hurtful comments being posted, we are neglecting our ability to work through conflict
intelligently and mindfully.

Social media is a form of communication, and at times even a way for us to remain connected to other people. However, social
media is also an outlet for conflict to occur. How you view posted comments will impact how or if you engage in conflict with the
person who posted them. Additionally, the amount of time a romantic partner spends on social media can create jealous feelings
within a relationship.

Your culture impacts how you engage in conflict. Do you value a more direct approach, or do you approach conflict more
indirectly? Sex and gender also influence how you interact during conflict. Technology is extremely prevalent in our society and a
factor in creating conflict. The amount of time and how we use social media can aide in creating conflict in our relationships.

Summary

Variables exist in conflict. Our cultures impact how we engage in conflict, along with our sex and gender. Face Negation Theory
argues that we engage in saving face strategies in emotionally vulnerable situations. Verbal aggression when used in conflict can be
used to achieve a goal but will also dismantle the relationship if used frequently. Finally, technology is becoming a large variable in
conflict. Technology can create conflict if it is not discussed what is appropriate use of technology within the relationship. It can
also serve as variable of jealousy in romantic relationships. Culture, sex and gender and technology are all variables in conflict

LEARNING ACTIVITIES 
1. Discussion questions

In your own life how has technology played a role in conflict? Have cell phones or social media impacted your relationship? What
about your culture, sex or gender?

2. High Context and Low Context

Let’s imagine the following conflict scenario: rent is due and you have your portion, but your roommate does not have their half.
How could this situation look if the parties were from a high context culture? A low context culture? And, finally one from a high
context culture and the other from a low context culture?

3. Technology:

Have students refer to their social media and reflect on comments that be conflict inducing. Have them explain why they believe
that comment can create conflict. Additionally, have students discuss if that conflict will take place face to face, over Social Media,
a combination of both or not at all. Why or why not do they feel this way?
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GLOSSARY
Cis partner: The partner whose sex matches their gender.

Face Negotiation Theory: All cultures work on preserving face, however dependent on one’s culture, the amount of facework will
vary.

Independent self-construal: Emphasis is on individual traits, preferences, wishes, and goals over the group.

Interdependent self-construal: emphasis is placed on connectedness with others within the group, placing group goals over their
own goals.

Transgender: One’s gender identity is different that the sex assigned at birth

Verbal Aggression: Communication behaviors used to attack the communication partner
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Watch the two clips below. Relate the clips to Culture and Conflict. How does culture play into the conflict between Rachel and
Eleanor?

https://www.youtube.com/watch?v=_JkBmeMCf4c

https://www.youtube.com/watch?v=Wh_oOd5JGpU

2. The Break Up:

Review the clip and discuss the use of verbal aggression and how sex and gender impacted the conflict between Gary and Brooke.
https://www.youtube.com/watch?v=nn3I6-DBLJM

MEDIA ATTRIBUTIONS
"Two Dinner Plates on Square Brown Wooden Bar Table" licensed by Helena Lopes is in the Public Domain, CC0.

This page titled 12.3: Variables in Conflict is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by Daniel Usera &
contributing authors.
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12.4: Conflict Management Strategies
LEARNING OUTCOMES 

Identify and distinguish the five different conflict styles.
Apply the steps of collaborative conflict.
Recognize relationship violence.

CONFLICT MANAGEMENT STRATEGIES 
Approaches to Conflict

We all have a way of how we react to conflict. Do you face it head on or do you avoid conflict? Do you approach the conflict as
something to be won? According to Thomas & Kilmann (1976) individuals choose from five different approaches to conflict. These
approaches vary along two dimensions called assertiveness and cooperation. Assertiveness is the extent to which you want your
own needs to be met and cooperation is the extent to which you want the needs of the other to be met. We will look at these five
styles in this module including avoidance, accommodation, competing, compromising, and collaborating.

Avoidance is one way to approach conflict. Some of us may avoid conflict at all costs, and think if we do not discuss it then
everything will remain a-okay in our relationships. However, this is not the case, by avoiding conflict you also deny the
relationship the potential to get closer or deeper. This is known as a lose-lose conflict style, since the parties are not able to gain
from the conflict. In some instances, avoidance is the best option, for example if the topic is trivial or there is not enough time to
adequately address the issue.

Accommodation is where the parties address the issue; however, after the topic is brought up one party gives into what the other
party wants. It is a step above avoidance because at least the issue is discussed, but once the discussion begins one party will let go
of any personal wants and allow the other party their want. This type of conflict style is a lose-win perspective. The person
accommodating loses and the other person wins. At times it is appropriate to utilize an accommodating conflict style: if the issue is
of little importance to you then it would be okay to give in to the other person.

Competition is viewing the conflict as something to be won. This win-lose perspective does not allow for the conflict to be
discussed and worked through. Instead it approaches it as a prize to be won, you may react to conflict this way if your belief is that
“I am right! And, this isn’t over until they too see that I am right!” This type of attitude negates constructive communication and
focuses on “winning.” A competing conflict style can be appropriately used if there is in fact only one of something to go around,
for example a job. If two friends apply for a job, but there is only one position, this can lead to conflict. Don’t be so quick to
assume that this type of conflict cannot be worked out using a more collaborative conflict style, which we will review in just a
moment.

Figure : Five Approaches to Conflict Resolution

Compromising is something we all do. In fact, we may have it instilled with us that compromising is something we should strive
for. However, when we compromise both parties lose something they may want. This is a good alternative to collaborative conflict
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management if both parties sacrifice some of their wants, we just have to be careful that we don’t sacrifice something we cannot
live without. This style of conflict management is useful when both parties are willing to lose something and be cooperative in
nature. A compromise may be the best option if you are negotiating your curfew. You would like to extend curfew until midnight
from 10 pm on school nights, but your parents think this is too late. You may compromise to an 11pm curfew.

Our final conflict style is a collaborative approach to conflict, this is a win-win perspective. This means both parties win in the
conflict. In this conflict style both parties strive to reach a solution that satisfies the needs of both parties. Both parties are
cooperative in nature and work together to find a resolution. A collaborative approach to conflict requires both parties to be open to
discussion, address the issue with honesty, remembering to address the issue and not attack the other person, and both parties will
need to be creative in finding a solution. Although, a collaborative approach is desired it does require the most time to achieve.

TIPS ON USING CONFLICT STRATEGIES 
Avoiding

The topic is trivial
There is not adequate time to discuss the topic

Accommodation

The topic is of little importance to you and of more importance to your partner
The relationship means more than the topic

Competition

When the topic is of importance to you and your partner does not want to compromise or work collaboratively

Compromise

There is not enough time to work collaboratively
When your partner does not want to seek a collaborative approach

Collaborative

When you have adequate time to work through the issue
Both parties are willing to work together to solve the issue
The topic is too important to consider alternative styles

Application of a collaborative approach

A collaborative approach to conflict resolution is the best conflict style where both parties can achieve satisfaction. However, it is
the one that requires the most skill and time. Below you will learn a way on how to begin this process (Adapted by Beebe &
Mottett, n.d.).

Step 1: Schedule a time to discuss the issue. You are ready to discuss what is bothering you, and that’s great! However, your
communication partner must also be in the right mindset to discuss the issue. If possible, schedule a time to talk about the issue.
“Hey honey I was wondering if tonight when you get home we discuss something that has been bothering me? If that is not a good
time, when would a good time be?” This question shows that you are taking their feelings into consideration instead of bombarding
them with what could be an intense conversation.

Step 2: Describe the problem. It is important to describe what the issue is. Describe the issue as something to be solved. Figure
out what needs of the partner are not currently being met. Unmet needs may be causing the issue. Some conflicts stem from
feelings of neglect or disrespect; is this what is causing the problem? Be sure to use your skills of describing behaviors and actions.
Refrain from attacking the other person. You might say something like, “When we got home from the restaurant yesterday, and I
was telling you about my day, I noticed that you were just on your phone. You were not paying attention to me.”

Step 3: Create understanding. After the problem has been described, be sure both parties understand the issue. It is imperative
that both parties understand the problem.
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If no understanding is met then you cannot move on to solving the problem. The partner could say, “oh, I guess that wasn’t a good
time to catch up online. Sorry, I know that you had a bad day yesterday and I should have put my phone away so I wouldn’t be
distracted by it.”

Step 4: Set goals. As a couple, set the goals that need to be achieved in order for the conflict to be resolved. “Maybe we can try to
keep both our phones off the table when we are talking so that we can both concentrate on each other?”

Step 5: Generate solutions and select the best one. Generate as many solutions as possible. Be creative in your solutions. You
should strive to have as many options as possible, but if this is a new skill, try to have at least three solutions. Two is not nearly
enough, and chances are you and your communication partner already have one to offer, so finding at least a third alternative will
get your creative juices flowing. After you have exhausted all possible solutions, remove any that do not align with your goals, and
select the best solution.

Step 6: Implement the solution. After the solution has been selected, implement it. Be sure both parties agree to the solution. If
both parties agree to the solution, then you are more likely going to implement it. Set a time to circle back and check in with each
other. At check in evaluate if the solution is working.

A collaborative approach will allow you to navigate the conflict with a win-win perspective. It takes the needs of both parties into
account and sees the conflict as something to solved and worked through together. It emphasizes the relationship and views the
conflict as something to be accomplished as a unit.

The darkside of communication: Relationship violence

Being able to navigate conflict and reach resolutions is a skill. Unfortunately, some individuals fail to utilize this skill. This can
lead to very dangerous situations. We will briefly touch on relationship violence.

Relationship violence is “a pattern of behaviors used by one partner to maintain power and control over another partner in an
intimate relationship” (National Domestic Hotline, n.d., para. 1). These types of behaviors aim to control their partner. This can
take place through emotional, verbal, physical, social or financial abuse. One type of relationship violence is Intimate Partner
Violence (IPV) in which one partner attempts to control the other through financial, sexual, social, psychological, or physical
abuse (Hess, 2018).

Emotional and verbal abuse strives to communicate in a manner that makes the other party feel worthless and manipulates them to
do as the other party wishes. Examples of these behaviors include verbal attacks such as name calling, threatening physical danger
to the party or the party’s loved ones, threats of going public with private information or making up rumors, threatening of suicide
if the party leaves, gaslighting, or minimizing the abuse. The partner demand/self-withdraw pattern of communication is associated
with IPV. This is where the partner demands change or compliance to certain rules and the victim withdraws to avoid interaction
with that partner (Pickover, et al., 2017). The impact of IPV on the victim is long reaching and can result in General Anxiety
Disorder as well as Post-Traumatic Stress Disorder.

Physical abuse is where one party physically hurts the other party. This type of abuse consists of not only being physically
hit/touched, but intimidation techniques. This includes sexual abuse or threat of sexual abuse. These could be restraining
movements or blocking of doorways/pathways.

Social abuse is isolating the partner from their family and friends. Survivors of Intimate Partner Violence (IPV) surveyed had stated
that the abuse was under a broader context of “coercive control” (Hess, 2018). This coercive control was an attempt to limit agency,
social support by isolating the survivor from family and friends, denying transportation (sometimes by flattening car tires, or hiding
the car keys) and “microregulating” their life (Stark, 2007). The abuser may keep strict tabs on where the other party is at all times.
They will further monitor cell phone usage and messages, and control who the partner can speak with (Hess, 2018). Additionally,
the abuser may call incessantly and become upset if the call is not picked up or returned immediately. This form of IPV dominance-
isolation is strongly correlated with the victim having Generalized Anxiety Disorder (Pickover, et al., 2017). They may also show
up unannounced under the guise they missed their partner, but in reality it is to maintain control over the victim.

Finally, financial abuse aims to control the partner through financial means. The partner may make it difficult for the other partner
to maintain a job, unable to attend work consistently, and may even harass the partner at work. Those who experienced this type of
abuse have reported that they have missed out on a promotion or lost other work opportunities and the financial benefits of
advancement in their jobs (Hess, 2018). If one party controls all monetary means and does not allow the other party to freely access

https://libretexts.org/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://socialsci.libretexts.org/@go/page/90732?pdf


12.4.4 https://socialsci.libretexts.org/@go/page/90732

their money this is abuse. A partner may also deem what the other party may buy and request receipts for all purchases. Gifts
following an episode are means to manipulate the abused party.

Often these relationships start out without any violence, and then little behaviors start to show. More times than not we look past
these or dismiss as “look how loving they are, they’re really worried about me,” until it is not small transgressions and this type of
violence and coercive control is now the norm. Abused partners can find themselves socially isolated from friends and family and
under the control of their partner. It is often financial factors that prove the biggest obstacle to leaving the relationship. For
example, in a survey of IPV survivors, the Institute for Women’s Policy Research found that survivors didn’t have another place to
live, said they would be unable to support themselves or their children with their own income, didn’t have a job, wouldn’t be able
to afford child care, wouldn’t have transportation, or their credit was negatively impacted and they couldn’t get the resources or
loans that they needed to leave (Hess, 2018). If you feel you are or someone you know is in a dangerous situation of IVP, you may
seek help through the National Domestic Violence Hotline.

Summary

In this unit we discussed the various approaches to conflict: avoidance, accommodation, competition, compromising, and
collaborative. Avoidance is when avoid conflict, also seen as a lose-lose approach to conflict. Accommodation a lose-win
perspective is where the parties address the issue; however, after the topic is brought up one party gives into what the other party
wants. Competition a win-lose perspective is viewing the conflict as something to be won. Compromising is a good alternative
when a collaborative approach is unable to attain. In a compromise both parties lose something in the solution. In a collaborative
approach, a win-win perspective, both parties reach a solution that satisfies their needs. A six-step collaborative approach was
discussed and explained. We ended the unit with a brief view on relationship violence discussing behaviors that exemplify this
concept.

LEARNING ACTIVITIES 
1. Let’s work it out!

Come to class with a bucket or bag. Have students anonymously write down a conflict they are currently experiencing or one that is
fresh in their mind. Collect conflicts and place into your bucket or bag. Divide students into groups of 3 or 4. Have students draw a
conflict from the bag. Advise students that they will need to act out the conflict in two ways. The first way of doing all the bad
things we do in conflict (scream, yell, avoid, etc) and the second way collaboratively.

2. Discussion questions

Why is collaborative solution so difficult? Why don’t we strive for more collaborative approaches to conflict? How do you see
yourself using this in the future?
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GLOSSARY 
Accommodation: A lose win perspective, the topic is discussed, however one party gives into the other party

Assertiveness: Extent to which you focus on your needs and wants during a conflict

Avoidance: A lose-lose perspective, conflict is avoided at all costs

Collaborative: A win-win perspective, parties work together collaboratively to solve the issue and find resolution. This style
requires parties to have adequate time to discuss the issue at length

Competition: A win-lose perspective; conflict is something to be won

Compromising: Both parties give up something to reach a solution

Cooperation: Extent to which you focus on the other person’s needs and the relationship with that person during a conflict

Gaslighting: Words are twisted against you causing to question yourself and your reality

Intimate Partner Violence (IPV): One partner attempts to control the other through financial, sexual, social, psychological, or
physical abuse

Relationship Violence: A pattern of behaviors used by one partner to maintain power and control over another partner in an
intimate relationship

MEDIA 
1. Watch https://www.youtube.com/watch?v=o97fVGTjE4w and relate the TedTalk to the five conflict styles discussed in the unit.

2. Watch this TedTalk on Gaslighting and then answer the following questions.

What is the mom’s perception of her daughter’s childhood? What are the daughter’s perceptions of her own childhood? How
does this difference in perception relate to gaslighting?
You can find the link here https://www.youtube.com/watch?v=v4P2Qwh1QCU: Gaslighting

3. Watch the clip from Girl on a Train. What types of abuse are present? See the link here: https://www.youtube.com/watch?
v=B2zzhcU9f9U

This page titled 12.4: Conflict Management Strategies is shared under a CC BY-NC-SA license and was authored, remixed, and/or curated by
Daniel Usera & contributing authors.
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CHAPTER OVERVIEW

13: New Media and Interpersonal Communication

Relay pertinent key terms that help explain the emergence of masspersonal communication.
Distinguish between mass media and new media.
Bridge the conceptual gap between the theories presented earlier in the book, and those presented in the next module by
providing some context on what a new media environment means for interpersonal communication.
Understand the evolution of academic thought regarding interpersonal communication in the new media environment.
Understand the concept of masspersonal communication.
Appreciate key ways that masspersonal communication has altered our interpersonal communication practices.
Achieve fluency with key terms related to masspersonal communication.
Master their own uses of masspersonal communication.

13.1: CMC, New Media, and Masspersonal Communication
13.2: Masspersonal Communication in Practice

This page titled 13: New Media and Interpersonal Communication is shared under a CC BY-NC-SA license and was authored, remixed, and/or
curated by Daniel Usera & contributing authors.
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13.1: CMC, New Media, and Masspersonal Communication
LEARNING OUTCOMES

Relay pertinent key terms that help explain the emergence of masspersonal communication.
Distinguish between mass media and new media
Bridge the conceptual gap between the theories presented earlier in the book, and those presented in the next module by
providing some context on what a new media environment means for interpersonal communication.

CMC, NEW MEDIA, AND MASSPERSONAL COMMUNICATION
Early research on computer-mediated interpersonal communication

It may be surprising, but the rise of the internet did not happen all at once, the way it is sometimes depicted. Relatively speaking,
the adoption of internet-based technologies was quick, but it still happened in stages.

In the mid-nineties, most people in the United States were not using the internet at home, and it was not until the late nineties that
personal email accounts became common (Manovitch, 2001). A few years later, the internet became a sharing platform where
media content was being uploaded and downloaded, often illegally (Jones & Lenhart, 2004). In 2007, the first iPhone was released
for sale only a few months after a website called Facebook opened its membership to everyone, setting off a whole new trend in
how people use the internet (Jones et al., 2009). By the early 2010s, the use of video streaming technologies featuring original user-
generated content had gained popularity. It birthed a new generation of self-made celebrities who attracted fans and enabled
fandom to be expressed in newer and more elaborate ways in online forums and fan-generated sites (Marwick, 2015).

Each of these new stages in the function and functionality of the internet created questions for communication scholars interested in
studying the ways that our social interactions online compared to the social interactions we have offline. Those scholars who had
mainly focused on interpersonal communication in the last decades of the twentieth century engaged in the study of what was then
known as computer-mediated communication. It refers to the interactions that take place between people who are using
computers to communicate. Computer-mediated communication (CMC) regularly occurs today. However, at the turn of the twenty-
first century, it was only just emerging as a natural form of interaction between people outside of the workplace. What interested
these scholars about CMC was whether it afforded the same kind of interpersonal experience that people have when they
communicate face-to-face (Daft & Lengel, 1984; 1986; Walther, 1996; 2012).

Their research developed many theories, but one key concept underlined most of them, which was media richness. Media richness
refers to how closely a specific media channel can replicate the interaction of an in-person face to face encounter. Rich media
afford us as much sensory data as possible (Manovitch, 2001). On Skype, for example, I can not only hear someone but also see
them. Skype is much richer than a medium like text messaging, where I can neither see nor hear the recipient, but only text-based
messages that they send.

Overall, the theories surrounding CMC and interpersonal communication found that media richness was itself hard to define
because the technologies being studied changed so much during that period. In some ways, digital technologies limit our abilities to
establish intimacy, interpret non-verbal cues, and establish competency. In other ways, the studies found that digital technologies
had created new modalities for interpersonal exchange that required new research (Short, et al., 1976; Daft & Lengel, 1984; 1986;
Fulk, et al., 1987; Carlson & Zmud, 1994; Walther, 1996; 2012).

New Media

As noted at the beginning of this chapter, these theories were put forth prior to the emergence of what is today known as new
media. New media is the evolution of media from the form we used to know as mass media to a more dynamic model.

Before the internet connected our digital devices through a giant network that spans the globe, media production was limited to
only those who had access to the physical equipment needed to make and distribute messages to an audience of more than just a
few people. This distribution model was the era of mass media, a time when a small group of media producers delivered content to
a broad mass audience of people through the television networks, radio stations, and publishing companies that controlled what
content was made public.
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Thanks to the internet, we are now living in the era of new media, a time when a person can communicate to either a small group or
a large audience of people just by posting something online using their cell phone (Marwick, 2015; Campbell, et al., 2018). The
mass media of television, radio, print, and film still exist today, but they now have to compete with the new media that are
produced and consumed online (O’Sullivan & Carr, 2018).

YouTubers, who now sometimes command audiences of tens of millions while broadcasting from their bedrooms (Marwick, 2015),
are a perfect example of the difference between new media and mass media. In the mass media, the only way to reach an audience
of a million people was to have the message vetted by a series of gatekeepers who controlled the television networks, newspapers,
magazines, radio stations, or book publications that delivered content on a mass scale to the public at large. During this time, media
producers strictly controlled and censored content in order to ensure the broadest possible appeal (Manovitch, 2001).

Masspersonal Communication

As O’ Sullivan and Carr (2018) note, this new media dynamic is of particular interest to the study of interpersonal communication
because it allows users to realize their communication potential in new ways. Primarily, it blends the practices of interpersonal
communication with practices that were formerly thought of as being presentational. The dynamic affordances of new media defy
the distinctions that used to be made between mediated and interpersonal communication.

Because of this shift, O’Sullivan and Carr (2018) call the communication that takes place through new media outlets,
masspersonal communication to reflect the meshing practices of traditional mass media with the practices of interpersonal
communication.

In the next module, we’ll explore some of the ways that masspersonal communication manifests itself into common
communication practices today.

LEARNING ACTIVITIES
Activity 1: Device Check

Partner the students in groups of three and instruct them to list out loud all of the different networked digital devices that each one
owns including phones, tablets, computers, mp3 players, etc. Once they have done this, they must each walk back through their day
and remember each interaction they have had that day so far that did not involve the use of one of those devices in any way.

Once they have done this they should then do the opposite and count each separate communication (every text is a distinct
interaction) that they have had using their devices that day. Once the groups have shared in discussion, open the floor to a larger
group discussion on what the students learned.

Activity 2: Eiza AI Interaction

Using Eiza, the digital interface developed by MIT, and that some argue is the first AI, try out the Turing Test for your students, and
explain to them how the very concept of AI depends on a computer’s ability to competently perform interpersonal communication
with a person.
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GLOSSARY
Computer-Mediated Communication: Communication that takes place using computers.

New Media: Internet-based media that is produced and consumed by online users.

Mass Media: Media that is controlled by producers and distributed to a mass audience.

Masspersonal Communication: Communication that bridges the dynamics of interpersonal communication and mass media
communication using new media technologies.

MEDIA
1. The Today Show Discussion

Flashback to the early days of the internet- the mid-nineties- with this video showing the first ever discussion of the web on the
Today Show. See it here: https://www.youtube.com/watch?v=95-yZ-31j9A

2. Old School Internet Instruction

This is a demonstration video from 1995 teaching us how to use the internet via Prodigy. See it here:
https://www.youtube.com/watch?v=L1tr5LjhfqQ

3. Internet Log-in Session (Mid 90s)

If you’re really interested in showing what the early internet was like, you can follow this video prompt showing what it was like to
log on to the internet in 1996, and to browse web content. The video is annotated with commentary:
https://www.youtube.com/watch?v=ojT0gQHeyJQ

This page titled 13.1: CMC, New Media, and Masspersonal Communication is shared under a CC BY-NC-SA license and was authored, remixed,
and/or curated by Daniel Usera & contributing authors.
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13.2: Masspersonal Communication in Practice
LEARNING OUTCOMES

Understand the concept of masspersonal communication.
Appreciate key ways that masspersonal communication has altered our interpersonal communication practices.

MASSPERSONAL COMMUNICATION IN PRACTICE
To understand the practical implications of masspersonal communication, let us consider how it impacts some of the interpersonal
practices and concepts we have already learned about in previous chapters. To do this, we will consider five overall concepts:
parasocial relationships, impression management, privacy, communication competence, and verbal and non-verbal communication.

Parasocial Relationships

Parasocial relationships are the relationships that we form with people we see in the media. In the mass media era, these
relationships were limited to celebrities that we watched on film or television, or even characters in books that we read. Today,
however, the line between social and parasocial relationships is blurred, particularly on social media platforms where we
communicate in a mediated environment with people that we also interact with offline.

As established in prior Units, communication is necessary in order to establish meaningful relationships. However, Hartmann
(2016) notes that when our relationships with people, even those we know offline, are conducted more through social media than
through face-to-face interactions, we begin to treat those relationships as being para-social. We no longer see the other person as a
part of our offline reality. Instead, we begin to idealize them in the same way that we would idealize our favorite television or film
star. Consequently, these relationships can become toxic by distorting our sense of reality, and warping our self-image.

Research shows that people who use social media, under any circumstance, even in moderation, largely tend to suffer from the
experience (Riehm, et al., 2019). This effect reportedly happens because most users of social media purposely misrepresent
themselves in the best possible light. Users heighten the sense of envy or shame that others feel when they view posts, and
eliminate the vulnerability that relational communication depends on as a means of both soliciting and sharing support with others.
If we begin to reduce our complex social relationships with family and friends to a series of parasocial exchanges, then we may be
losing our ability to relate to those people as genuine human beings.

Impression Management

Overall, some of the behaviors described in the development and maintenance of self-concept have taken on new forms in the era
of masspersonal communication. Uses of new media to promote personal brands, lifestyle blogs, and other content focused on
health and beauty have exacerbated the reach, and use of professional editing technologies that were previously reserved only for
mass media (McLean et al., 2015). Airbrushing, a process through which images are digitally edited after being captured, used to
be reserved only for magazines and billboards.

Today, this type of editing can be done by anyone, leading impressionable people to compare themselves negatively to what they
think are genuine images of other people similar to them (Lincoln & Robards, 2017).

Image editing is not the only way that people are able to manage others’ impressions of them using social media. Many people now
engage in adaptive forms of impression management behaviors even when first deciding what content they post to their social
media, in effect acting as arbiters of what information about their lives they want people to see, and when. Some people do this by
annotating their media content with captions, images, or tags to shape the audience’s perceptions of what they post or by omitting
any information that is not consistent with the brand identity they have created for themselves (Lincoln & Robards, 2017).

On the other hand, masspersonal communication also presents new challenges to impression management. A key difference in the
affordances of the tightly controlled mass media of old, and the new media used today for masspersonal communication is that on
social media, interpersonal messages meant for one person could be unintentionally broadcasted to a large audience of recipients.
This mistake can happen simply by clicking the wrong button. Perhaps, you or someone you know may have hit "reply all" to a
message meant for only one person, or have posted a message in a public feed composed for only one intended recipient.

The examples above illustrate one of the challenges for masspersonal communicators. In masspersonal communication, most of our
interactions are documentable, and therefore they have more permanence. Permanence refers to how permanent a message is when
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it is shared online. A hurtful exchange that takes place between two people arguing offline exists afterward only in the memory of
those present. When two people argue with each other via email, text, social media, or even some teleconferencing platforms those
arguments become documented exchanges that can exist forever. They can reside on the platforms' servers, your local disk storage,
or potentially in the public view of peers after if you or the interlocutor decide to share the exchange publicly (Pesce & Noto,
2016).

When a single message meant for an individual recipient is relayed via an open channel it is possible, indeed likely, that we may
experience what is called context collapse (Marwick & Boyd, 2011). Context collapse occurs when different people, who know
you in different contexts, receive a message you are sending to a specific intended audience and then misinterpret that message by
decoding outside of the context in which it was encoded. For example, imagine the misinterpretation that could occur if a friend
posted a picture of you drinking heavily at a college party to your LinkedIn profile on the day of an important job interview, that
your prospective employer immediately sees. What may have been intended as a nostalgic message from one friend might look to
your prospective employer like a recent photo displaying your present lifestyle.

Hogan (2010) explains that because of the greater potential audience for online exchanges we tend to be more sensitive to what
Goffman called facework. Facework is the work of maintaining our reputation in front of others. The result of the public/private
dynamic of new media is that we are all more inclined to engage in facework, including a tendency to reply to messages that we
might otherwise ignore.

The increased work required to maintain our face online may actually make us more inclined to escalating styles of conflict. New
studies show that while new media may make conflict easier to avoid, people who communicate through social media are typically
more inclined to escalate conflicts than they would face-to-face (Brady et al., 2017). In part, this has to do with the physical
distance that removes us from immediate bodily harm in such exchanges, but it is also a product of the meshed public/private arena
where even an exchange of text messages could be shared with a broader audience making every interaction online a matter of
impression management.

Privacy

One of the major concerns about the popularity of masspersonal communication, especially among young people, has to do with
privacy (Vitak, 2012) and the widespread use of mobile technologies. Because we can now take our personal phones with us into
public spaces, conversations that are meant for the private arena may be taking place with an unknown and unintended audience
present.

More concerning is the access that our smartphones provide to confidential online files or interfaces. Through our applications, we
communicate with many people, organizations, governments, and even AI programs. All of these interactions leave traces on our
phones that reveal much about our identities. If someone steals your cell phone and bypasses security measures, they could have
full access to your private emails, texts, voice messages, recordings, documents, and browser history. They could also gain access
to your bank records, tax information, and even how many steps you walk on an average day.

Notice that in modern spy movies, secret agents are breaking into the files of the KGB, they’re downloading cell phone and laptop
hard drives in order to uncover a cornucopia of information that in bygone eras were stored physically in a broad array of different
places.

The wealth of information that your phone provides reflects the fact that our communication reveals a great deal about who we are.
It is for this reason that governments, hackers, corporations, and advertisers are all so interested in the data that accumulates from
the masspersonal interactions we have using networked devices.

This process of compiling a nuanced record of user behavior in a profile that sold to others is called data mining, and it occurs most
readily through social media sites like Facebook who depend on the sale of user data as a prime source of income (Cadwalladr &
Graham-Harrison, 2018). Data mining is only possible because of the expanded memory capacity of new media technologies.

All of our interactions online, right down to the keystrokes we choose, are recorded and documented by the companies who provide
the hardware, software, websites, and applications that we use every day. Once our data is available to people with the right tools to
analyze it, many facets of our identities can be interpreted in order to create what is called a psychographic profile. These profiles
are used to determine what kinds of messages we are likely to respond to, and in what ways.
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Years ago, advertisers focused on the use of demographics as a way of grouping together potential customers based on shared
factors like age, race, income, marital status, or education. These broad categories were used to help segment a market of
consumers into groups in order for advertisers to decide what types of messages might be most appealing to their target customers.

Today, this approach to advertising has been greatly refined because advertisers no longer need to guess at what groups of people
may or may not like. Using the psychographic profile of a specific consumer, they can determine exactly what message that
individual consumer is most likely to find appealing, which enables them to tailor their advertisements to meet that person’s
disposition.

While virtually all interactions online are now part of the public record, concerns over privacy are amplified in the case of social
interaction because the data derived from these exchanges is being constantly mined and analyzed by big data analysts. These
analysts refine the individual online profiles that exist for each of us, which are used not only by retailers tapping into our psyche as
a way of selling products (De Corniero & De Nijs, 2016), but now also by special interest groups, and even foreign governments
trying to influence your behavior.

The reason that concerns about data mining are greater for social interactions than just individual online activity is that in an
exchange with another person your information is more easily recorded given that it is exposed to data miners monitoring either of
the people involved. Though young people frequently express concerns about how their masspersonal communication may impact
the security of their private information, very few feel empowered to stop their masspersonal practices (Hargitai & Marwick,
2016).

Communication Competence

Masspersonal communication has greatly complicated the ability to communicate competently in the more dynamic new media era.
In Unit 1, you learned about the transmission and transactional models of communication. Think about how masspersonal
communication relates to those models.

When we mediate our interpersonal interactions through the use of digital devices, we reduce the richness of our channels, making
it easier for us to misinterpret the relational meanings behind the content we are seeing, and making it harder for others to interpret
the meaning of our replies Kelly & Miller-Ott, 2018). Masspersonal communication blends the affordances of online and offline
channels, giving us more work to do when encoding and decoding messages because it is harder for us to anticipate what types of
noise might occur.

How do you enact conversational management, for example, during a group text? Is it rude to be typing when you can see from the
little gray bubbles that someone else may be typing too? Are you adequately involved if your reply comes two hours late? On the
other hand, you may have other conversations taking place at the same time offline, do they get first priority? These types of
questions reflect the complex demands of masspersonal communication.

To begin our discussion of this, let us consider the new questions raised about what constitutes appropriateness when
communicating in a masspersonal way. As we learned earlier in the book, appropriateness is a key component of competent
communication. However, appropriateness, like other aspects of communication, is highly contextual. We already know that
context collapse can affect impression management by exposing our messages to scrutiny from others than our intended audience.
There are implications regarding what people consider to be appropriate or ethical acts of communication due to the permanence of
our masspersonal interactions.

For example, consider the routine use of Twitter by American President Donald Trump where he fires cabinet members, negotiates
trade deals, and even threatens war (Boczkowski & Papacharissi, 2018). Before Twitter made it possible for a President to speak
directly to the American people just by typing into a cell phone, these kinds of decisions were typically announced through formal
meetings with the invited press, and after much vetting and consideration. Nevertheless, President Trump does not view himself as
announcing information. Instead, he is relaying personal news to a wide range of followers, sometimes using hashtags to indicate
that he is replying to a specific person. Is it appropriate to relay personal news, even when it has broader implications for everyone
else on the planet?

Another example would be Prince Harry’s decision in 2020 to announce he was stepping down from the British Royal family via
Instagram. This type of announcement used to be conveyed via a formal proclamation issued by the Queen through her own
administrators. However, Harry and his wife decided to surprise everyone with the news by simply posting it on their social media
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pages (Booth & Adam, 2020). This announcement resulted in a raucous public debate about the propriety of using social media to
broadcast information. This behavior was suggested to be unorthodox because it was not possible until recently. The question
remains, however, whether such behavior will ultimately be accepted as appropriate. What do you think?

Another gray area regarding communication competence in the masspersonal era has to do with how we manage conversations.
Prior to mobile networked technologies, it was far easier to segment your conversations. If you were in conversation with someone,
you could close doors, ignore a ringing phone, and give your attention to that person. Today, we are receiving more messages in
more ways at more times. Not only that, but many of us use alerts and notifications on our devices that are designed to draw our
attention (Carr, 2011). Turkle’s (2011) extensive research concluded that all these competing bids for our attention have altered our
social expectations. We are more forgiving today of distracted listeners in a face to face conversation, but more demanding of
immediate responses from people we communicate with online.

Questions of clarity and intent are also complicated when communicating in a masspersonal way. Prior Units in this publication
showed how verbal and nonverbal communication cues help us to interpret messages at either a denotative (content) or connotative
(relational) level. These interpretive practices apply to the masspersonal realm. In fact, some text-based icons were intentionally
created to bridge the gap between the verbal and non-verbal affordances of new media technologies. The emoticon is the most
prominent example of this.

The emoticons (or emojis) that we now use frequently in our texts and emails were invented to provide a digital form of a
nonverbal cue. They accompany the text of our message in order to help the receiver contextualize what we are saying using our
typical nonverbal cues (i.e. kinesics, vocalics, etc.). Before emojis were created, text-based messages were subject to a lot of
miscommunication due to the difficulty of reading the connotative (relational) meanings of what was being said. The purpose of the
original emojis was to provide a facial cue that would signal to the receiver what tone the sender was intending. Today, emojis have
evolved into a language of their own- all of which is, again, based on cultural contexts (Kelly & Miller-Ott, 2018).

Let us look deeper into verbal and nonverbal communication practices, and how they have been affected or adapted in the era of
masspersonal communication.

Verbal Communication

Verbal communication is increasingly popular today because of new media. Phone calls, meetings, and private catch-up sessions
are all possible through text-based modes of communication like email, texting, and social media. This reliance on mediated
communication increases the odds of miscommunication at the relational level. It can be equally confusing at the denotative level
due to the rapidly changing use of language by young people in the United States (Thurlow, 2017).

Text speak is one of the ways that language is evolving in the masspersonal era. Because people rely more on abbreviated text-
based messages sent at random intervals throughout the day as a way of communicating with others, there is also a greater
emphasis on brevity in messages. To reduce word and character counts in the messages we send, many of us employ language
codes for common phrases we call text speak. Examples of text speak include BRB for ‘be right back’, TTYL for ‘talk to you
later’, or the most well known of all: LOL for ‘laughing out loud’ (Dixon, 2011).

This new coding of language, paired with the emojis that often accompany such messages for context, has created new demands for
competent communication in the masspersonal era. Many of the youngest people in society find themselves more adept at
textspeak than their elders, despite falling behind in their ability to communicate in standard English in their classrooms (Shlowiy,
2014).

Meanwhile, many older people are struggling to manage their feelings of ineptitude when trying to communicate masspersonally,
even though they have long considered themselves competent speakers of the English language. As proof of the bridging qualities
of masspersonal communication, text speak is no longer just reserved for text-based messages. People have begun using text speak
when they talk out loud to others (Head, 2011).

Some studies suggest that today’s college graduates are less literate than they were a decade ago thanks to the rise of text speak and
the formatting limitations of many social media sites (Mallow & Lister, 2016; Graff, 2017). For people born before the nineteen
nineties, standard education included rigorous schooling on grammar and spelling. Once spell check became popular, the emphasis
among students likely lessened. By the mid-nineties, as students everywhere began carrying computers with them to class, research
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shows a precipitous slide in spelling and grammar skills. Most young people consider spelling and grammar trivial factors in their
ability to communicate (Perry et al., 2018). Unfortunately, this view is not shared by everyone.

Thurlow (2017) points out that while young employees might not realize it, co-workers consider proper spelling to be a primary
factor in message clarity, even when they can understand the intended meaning. More importantly, older workers are equally
inclined to consider literacy skills to be a critical reflection of overall job competence, meaning that textspeak could lead to job
termination (Thurlow, 2017).

Other studies find that grammatical and spelling errors can even impact your ability to find a mate, because spelling and grammar
can take on greater importance when searching for a date through online sites (Van der Zanden, et al., 2019). Most alarmingly,
research also shows that in the healthcare field, people have died as a result of workers misunderstanding one another because of
their use of text speak on the job (Head, 2011).

Non-Verbal Communication

Almost all elements of nonverbal communication have been affected in some way by the augmented reality of new media. In this
section, we consider some key aspects.

Chronemics

Our concept of chronemics has seen major changes due to masspersonal communication. The same nonverbal codes that were once
given priority in western culture (timeliness, promptness, and synchronicity), have been replaced by the affordances of new media
that emphasize efficiency, speed, and dexterity (Doring & Poschel, 2017). How often have you panicked because you were running
late to meet a friend in a public place, and you’re worried they might leave in a huff before you get there? Before cell phones were
ordinary, this was a significant concern. Now that most people can relay last-minute messages to each other, even after they have
left for their destinations, timeliness is valued differently.

Consider, for example, the question of time as it relates to an interpersonal interaction. In a face-to-face interaction, we are in a
synchronous dynamic- meaning that everything is happening at the same time. An asynchronous dynamic would be something
like writing letters, where a sender writes their letter at a different time from when the receiver reads it. These distinctions were
straightforward in the past, but in a masspersonal setting, we no longer know for sure whether our communication is synchronous
or not. If I send a text message, you might be reading it immediately, or you may not see it until later. We may even be in the
middle of sending messages in a seemingly synchronous exchange only for one person to get distracted and disengage without the
other person knowing it (Lim, 2017).

As a result of the hybridization of online and offline identities, some researchers say that we now live in what is called an
augmented reality, where our identities are expressed in equally essential ways online and offline at the same time, all the time
(Jurgensen, 2012). Part of this augmented reality means that we are never fully disengaged from online communication. The newly
networked society that makes us more connected than ever also means that many employers no longer demand that their employers
work the same standardized business hours in the same physical place. We can see that the shifts in chronemics now impact the
changing expectations regarding proxemics (Doring & Poschel, 2017).

Proxemics

Are we together or apart? Does distance matter as much today as it used to when it comes to mediated communication? If I can
reach you equally quickly via text message, whether you are standing beside me, or climbing K2, what difference does it make? It
turns out that we may be inclined to want more physical space in a masspersonal era because we are not as used to having to share
space in the same way.

Face-to-face communication is waning in the twenty-first century, especially as we become a more global society with social ties
reaching across further distances as a result of people moving for personal or professional reasons. Bridging the geographic gap
that used to interrupt interpersonal communication is the popularity of masspersonal communication, which takes place primarily
through social media platforms and through networked mobile phone use (Quinn & Papacharissi, 2017).

The trend of people moving more readily in this century is partially driven by the affordances of new media technology which
augment our social interactions, so that our relationships with people who live far away are easier to maintain now than they might
have been before. Thanks to social media platforms like Facebook, Twitter, Instagram, and TikTok we can still communicate
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regularly with people no matter where they live in the world, so long as they have access to the internet. This concept is called
networked connectivity, which means people today view the internet as more than just a channel through which they
communicate, they view it as an essential precondition to their ability to communicate (Papacharissi, 2010).

When someone we know loses access to the internet, we may revert to thinking of them in the same way that people did in the mid-
twentieth century when their family members traveled overseas to places where they were inaccessible by phone (Quinn &
Papacharissi, 2017).

Much of our modern communication is mediated by our digital devices, and researchers have begun to study the relationships we
have with them. Prominent among these researchers is Sherry Turkle (2011), who found in her studies of mobile phone usage that
young people in the twenty-first century viewed themselves as tethered to their digital devices. Tethering, as Turkle uses it, means
that the devices were no longer considered to be just machines like a toaster or a photocopier. Instead, people today view their cell
phones as an extension of themselves that is essential to their ability to function in society.

Kinesics

Physical media objects like records, books, magazines, and documents have been replaced by cloud culture, where digital versions
of ‘things’ are now easily acquired and stored. As a result, the design of physical spaces has been re-thought, with the modern
apartment and housing developments making space for home offices and digital interfaces where physical storage of objects might
have been (Hauser et al., 2005).

The digitalization of media has also increased consumer demand for electric sockets to keep electronics powered, as well as the
demand (and price) of computer and phone accessories like headphones (Shugan, 2018). Consider how much more noise there is
today, with every person able to carry their music or movie collections on a device that also functions as a TV, phone, and
teleconferencing device. For this reason, spaces are being designed to allow individuals more space to be as Turkle (2011) says,
“alone together.”

Vocalics

In concert with the ways that our perception of shared space is affected by the affordances of new media, we also have new
conceptions of vocalics in the masspersonal era. When we are alone together, as Turkle (2011) describes it, we either gather in
public spaces only to ignore those around us so that we can communicate online, or else we gather in a digital ‘community’ while
isolating ourselves physically by remaining in separate locations. The result of this is that the noise we used to expect in large
gathering spaces like a park, or even a party is much reduced today, while in other spaces where noise used to be kept at a
minimum people are now able to talk, watch movies, or listen to music.

Ask yourself this: is it rude to speak aloud in a library? At one time, it was considered inconsiderate to speak at anything more than
a whisper inside a library, but today with everyone sporting earbuds attached to their phones, some people are less concerned about
whether their voices are disrupting other people’s peace. In their minds, people who want to tune out our conversations can just
plug in their earbuds and literally tune up the volume to block out the sound. This type of logic may be useful to some, but what
about the now nostalgic concept of shared silence. In a masspersonal era where people have individual control over the sounds they
can put in their ears, there seems to be less and less value attached to the ability to hear nothing at all (Smith et al., 2018).

Haptics

People who grew up prior to the advent of new media might never have guessed just how much their ability to communicate would
someday depend on their sense of touch. Today we constantly type to send messages to one another through email, text, and touch
screen interactions. Our sense of touch was once studied primarily in terms of the touch between living beings. However, haptic
scholars have renewed their consideration of the touch between people and things in order to study the ways we use our sense of
touch to manipulate networked digital devices (Parisi, 2018).

In the masspersonal context, we should remember that our touch screen technologies demand more from our abilities to touch.
People with less nimble control over their fingers may struggle with touchscreen keyboards, or with functions like zoom that
require specific motions of the hand. For those with poor hand-eye coordination, the ability to type on mobile devices can result in
many spelling errors, sometimes changing the meanings of messages sent. This can also be a hindrance to message receivers.
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As young people have become more and more inclined to communicate through images rather than words in masspersonal
exchanges, the haptic demands of phone-usage have increased. In order to view images sent via text, users have to pincer their
fingers on images, press harder to select them, and manipulate their hands in more complicated ways. Each of these activities
requires dexterity that may be limited for some users (Gordon & Zhai, 2019).

Summary

As this unit illustrates, interpersonal communication remains highly relevant online or offline. In the age of new media, we find
ourselves adapting all the same principles and techniques we use when we interact interpersonally to our interactions online,
making this period a masspersonal era. As you reflect on what you have learned in this chapter, bear in mind that the technologies
we discuss here are still developing, and their impact is not yet fully understood. Part of the fun of masspersonal communication is
that it is new and adaptive. However, using lessons from the past, we can at least begin to chart some of the methods that we can
succeed as communicators despite the new challenges that face us.

LEARNING ACTIVITIES
Activity 1: Avatar

Using a game demo you can find on YouTube, walk the students through the experience of creating an avatar and have them
discuss with you what each decision in crafting that avatar means to them, and how they think it will be interpreted by others. The
purpose is to open the door to a broader discussion about the strategic ways that manage our identities online, and whether they
mirror identity characteristics we exhibit offline.
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GLOSSARY
Asynchronous: A message exchange that does not happen for all parties at the same time
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Augmented Reality: The state of existing online and offline at the same time

Context Collapse: Message failure because some receivers do not understand the context

Data Mining: The collecting of online behavioral information

Emoticons: Digital substitutes for non-verbal cues

Facework: The work of maintaining one’s reputation

Networked connectivity: The view held by mediated communication users that mediated platforms are not a luxury, but a
necessity for interpersonal communication.

Parasocial Relationships: Relationships we form with those we only know through the media

Permanence: The length a time that a message can stay visible on a mediated platform.

Synchronous: A message exchange that happens for all parties at the same time

Text Speak: The use of abbreviations in text based online communication

MEDIA
Erving Goffman and You: Impression Management

This video titled, ‘Erving Goffman and You: Impression Management’ demonstrates the theory of facework and impression
management through a specific example that makes the concepts easy to understand in practical terms:
https://www.youtube.com/watch?v=BpiX6nRDJ_c

TED Talk: Social Media and Mental Health

This TedX video titled, ‘Is Social Media Hurting Your Mental Health?’ features CEO Bailey Parnell discussing her own struggles
with social media anxiety and covers a number of theoretical issues that are relevant to young people coping with the impact of
social media: https://www.youtube.com/watch?v=Czg_9C7gw0o

This page titled 13.2: Masspersonal Communication in Practice is shared under a CC BY-NC-SA license and was authored, remixed, and/or
curated by Daniel Usera & contributing authors.
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