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NONVERBAL COMMUNICATION IN THE MODERN
BUSINESS WORLD: A GENERAL VIEW OF THE PROBLEM

The majority of our feelings and intentions are sent through
nonverbal communication. Spoken language is only 7 % to 35 % of
communication [5]. Moreover, we tend to search for signals when verbal
messages are unclear or ambiguous. Wordless messages or kinesics are the
way we communicate by sending and receiving signals using body
language, gestures, postures, proximity, haptics, and facial expressions. A
portion of the message is contained in the tone of voice, accent, speed.
volume, and inflection. The combination of gestures, postures, facial
expressions, and even clothing can support or interfere with the verbal
messages that a person delivers [6]. Whether it is called intuition or just
good judgment, the ability to perceive and to use nonverbal cues to one’s
advantage gives the business person the power and the skill to be more
successful [Tam camo].

Nonverbal communication consists of that part of a message that is
not encoded in words. The nonverbal part of the message tends to be le
conscious and often reveals the sender’s feelings and preferences more
spontaneously and honestly than the verbal part. If the verbal message does
not match the nonverbal communication, people tend to believe the
nonverbal message [12, ¢. 110]. The nonverbal aspects of communication
are so closely intermingled with the verbal that it is difficult to separate
them. People receiving verbal and non-verbal messages combine them with
the context in which the communication takes place and interpret the total
message [10].

The importance of nonverbal cues in the business world has been
studied extensively (H. Aguinis, T.W. Bickmore, J.P. Fatt, S.G. Garside,
G.H. Graham, L. Hopkins, J. Larson, D.A. Morand, M. Remland, J.P. Shim,
J.A. Wood and oth.) and it only makes sense that it can have a strong impact
on any communication within or outside the business realm [2; 4; 7; 8; 9
10; 12; 15; 17 and oth.]. For instance, selling is an area where the nonverbal
actions can make or break a deal. People are unlikely to want to buy from &
sales person who refuses to make eye contact, who has poor posture, whe
lacks energy, and who seems unconvinced about the products and services
represented. The importance of nonverbal communication in conjunction
with appropriate verbal skills can make a difference to the success of a
business transaction [18]. ,

In business, nonverbal communication can affirm or belie the words
actually being spoken. Communication can be hindered when nonverbal
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= seem to contradict what’s being said. When verbal and nonverbal
munication messages act in concert, information is communicated more
tively [19, p. 198].

The most common use of nonverbal communication in business has
in marketing research. It is used to determine consumers’ attitudes
ds new products. For example, executives watching a focus test group
" more attention to the nonverbal cues of the group. They are able to more

=iy identify the test group’s true feelings by observing their body
age, facial cxpressions and eye contact. Facial expressions are
cularly helpful as they can show hidden emotions that contradict their
statements [17, c. 18].

Since knowledge of nonverbal processes can enhance business
S8, it is important to recognize and use appropriate nonverbal cues. The
of these is face-to-face communication which provides immediate
shack that allows the business person to modify one’s approach to meet
meeds of each encounter. In a research study by G.H. Graham the
smation on the importance of nonverbal feedback to accurate
ssments in business transactions is given. The findings indicated that
erbal communication was important to all surveyed and showed that
relied on facial expressions for accurate information [9]. The
amendations for businesses included, “...paying more attention to
perbal cues, engaging in more eye contact, and probing for more
mation when verbal and nonverbal cues are discrepant” [9, c. 60]. One
10 do so is through reinforcement behavior that demonstrates approval
sapproval. Also, response-matching is a way in which the business
1 uses a similar style of speech, posture, or gestures. Thirdly,
amodation is a way of adjusting to personal styles of those involved. It
es “issues of territoriality, dominance and/or submissiveness, and
iy’ [7, c. 5]. Professionals must use this feedback to note the body
suage to modify and adjust to the receiver’s behaviors. Another factor to
sder is that face-to-face also allows a portion of the message to be
med in vocal elements. These include tone of voice, speed, volume and
petion [9, c. 58].
Theoretical writings and research classify nonverbal communication
'seven main areas: 1. body movement (kinesics behaviour); 2. physical
teristics; 3. touching behaviour; 4. vocal qualities (paralanguage); 5.
% (proximity); 6. artifacts; 7. environment [9; 14; 15].
- Curbside appeal has several components, starting with looks. Tidy,
conservative clothes are preferable. A good rule of thumb: mirror,
shock. One should observe how upper management dresses, and
ww their lead. Casualness can kill credibility. Unless one works in a
2¢ where the top brass wear jeans and polo shirts, like, say, CBS Studios
sollywood [3, c. 105].
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Even when the dress code is jeans, one must make sure they are not
ripped or stained. Not only will trim clothes impress others; they will help
one do a better job. What we wear shapes our behavior and prepares our
body and mind for what we need to do. In the workplace, one puts on the
attire of a warrior for business, and that is his/her persona. One of the most
important things here is polished shoes, in good repair. Men, for instance,
often wear scuffed or worn-down shoes that subvert the effort they spent on
the rest of their appearance [1].

People rely on visual clues to help them decide on whether to attend
to a message or not. If they find that someone is not looking at them when
they are being spoken to, they feel uneasy. So, it is a wise business
communicator that makes a point of attempting to engage every member of
the audience by looking at them.

Now, this is of course easy if the audience is just a handful of
people, but in an auditorium it can be a much harder task. So, one should
balance his/her time between these three areas: slowly scanning the entire
audience, focusing on particular areas of his/her audience (perhaps looking
at the wall between two heads if one is still intimidated by public speaking
and looking at individual members of the audience for about five seconds
per person [16; 17].

Physical characteristics such as body shape, general attractiveness,
body and breathe odours, weight, hair and skin colour are important parts of
nonverbal communication. Because people react and respond to these
factors, they all determine their responses in interpersonal encounters. Firs
impressions and images of others can be associated unconsciously with past
experiences of people with similar physical characteristics. Strocking
hitting, holding or guiding the movement of another person are examples 0
touching behaviour that communicate non-verbally. Each of these adds
different meaning to a message. Touch can console or support the othe
person and show feeling such as affect. A handsome, for example, ca
express dominance equality. A pat on the arm can convey intimacy of
control [19].

Gestures go a long way in conveying one’s personal message. On
of the most appealing: stand with your head slightly tilted and your hands
clasped, and with a smile and a gaze that meets the other person’s. The hea
tilt exposes the neck and says, "I am listening, I am comfortable, I a
receptive". By contrast, if one touches his/her neck or covers the dimple a
the base of it, he is saying one is uncomfortable, insecure or concerned [5].

Paralanguage (vocal qualities) is that part of language associates
with but not involving the word system. It consists of the voice qualities am
vocalizations that affect how something is said rather than what is said
Voice qualities include: pitch range, pitch control, rthythm control, tempe
articulation control, resonance. Vocalizations also give clue to the tota
message. Three of these are shown in table [1]. The tones of voice, ratc &
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speaking and voice inflection are an important part of the total message. A
tired person, for example, will speak more slowly than usual, a disappointed
person may speak with a flat tone, while the tone of voice of someone
excited about a coming holiday reflects this excitement [3, ¢. 106]. Fluency
in nonverbal communication can be as powerful a tool as masterful
negotiating techniques or expert salesmanship. The starting point is personal
curbside appeal. One must project himself/herself as a confident, welcoming
person, and his/her clients, colleagues and bosses will be attracted to
him/her. keen on doing business with him/her and on promoting him/her
within his/her organization [14, c. 61].

Because businesses try to eliminate unnecessary travel and expenses,
they are utilizing such mediums as videoconferencing. Even though
videoconferencing can replace business meetings, there are disadvantages.
The immediate feedback that comes with face-to-face contains cues from
the facial expression, voice inflection, and gestures are often not as effective
with videoconferencing. For instance, E. Bekkering and J.P Shim state,
“with a slow signal, it may appear to the viewer that the speaker hesitates,
d hesitation in answering is generally considered to be a sign of
dishonesty” [3, ¢. 105]. Another concern is that the camera used can be
manipulated to improve one’s advantage such as making one appear taller
and giving more influence over the meeting. A third concern involves turn-
aking cues. “In face-to-face conversations, participants alternate speaking
and listening by using an intricate mechanism of verbal and nonverbal cues”

aMcaMo].
These researchers go on to say that in videoconferencing one gives

wp ey contact because it is distorted by separation of screen and camera [4,
39]. This infers that perhaps the speaker is being deceptive, and, thus,
$ere is a lack of trust. Therefore, business people will find face-to-face
- mmunication a better source of feedback as well as a better rapport
builder.

So, in this piece of research the general problems of nonverbal
ommunication as an important and integral component for business
soanizations are observed, the main nonverbal cues, beneficial for

~cessful business interactions, are viewed.
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