Different Types of Communication

Learning Objectives

1. Understand the features and advantages of verbal communication.
2. Understand the features and advantages of written communication.

Understand the features of nonverbal communication and how it interacts with verbal and
written communications.

Communication can be categorized into three basic types: (1) verbal communication, in
which you listen to a person to understand their meaning; (2) written communication, in
which you read their meaning; and (3) nonverbal communication, in which you observe
a person and infer meaning. Each has its own advantages, disadvantages, and even
pitfalls.

Verbal Communication

Verbal communications in business take place over the phone or in person. The
medium of the Message is oral. Let’s return to our printer cartridge example. This time,
the Message is being conveyed from the Sender (the Manager) to the Receiver (an
employee named Bill) by telephone. We've already seen how the Manager’s request to
Bill ("We need to buy more printer toner cartridges”) can go awry. Now let’s look at how
the same Message can travel successfully from Sender to Receiver.

Storytelling

Storytelling has been shown to be an effective form of verbal communication; it serves
an important organizational function by helping to construct common meanings for
individuals within the organization. Stories can help clarify key values and help
demonstrate how things are done within an organization, and story frequency, strength,
and tone are related to higher organizational commitment. The quality of the stories
entrepreneurs tell is related to their ability to secure capital for their firms.Stories can
serve to reinforce and perpetuate an organization’s culture, part of the organizing P-O-
L-C function.

Crucial Conversations

While the process may be the same, high-stakes communications require more
planning, reflection, and skill than normal day-to-day interactions at work. Examples of
high-stakes communication events include asking for a raise or presenting a business
plan to a venture capitalist. In addition to these events, there are also many times in our
professional lives when we have crucial conversations—discussions where not only the
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stakes are high but also where opinions vary and emotions run strong. One of the most
consistent recommendations from communications experts is to work toward using
“and” instead of “but” as you communicate under these circumstances. In addition, be
aware of your communication style and practice flexibility; it is under stressful situations
that communication styles can become the most rigid.

Written Communication

In contrast to verbal communications, written business communications are printed
messages. Examples of written communications include memos, proposals, e-mails,
letters, training manuals, and operating policies. They may be printed on paper,
handwritten, or appear on the screen. Normally, a verbal communication takes place in
real time. Written communication, by contrast, can be constructed over a longer period
of time. Written communication is often asynchronous (occurring at different times).
That is, the Sender can write a Message that the Receiver can read at any time, unlike
a conversation that is carried on in real time. A written communication can also be read
by many people (such as all employees in a department or all customers). It's a “one-to-
many” communication, as opposed to a one-to-one verbal conversation. There are
exceptions, of course: a voicemail is an oral Message that is asynchronous. Conference
calls and speeches are oral one-to-many communications, and e-mails may have only
one recipient or many.

Nonverbal Communication

What you say is a vital part of any communication. But what you don’t say can be even
more important. Research also shows that 55% of in-person communication comes
from nonverbal cues like facial expressions, body stance, and tone of voice. According
to one study, only 7% of a Receiver's comprehension of a Message is based on the
Sender’s actual words; 38% is based on paralanguage (the tone, pace, and volume of
speech), and 55% is based on nonverbal cues (body language).

Body Language

A simple rule of thumb is that simplicity, directness, and warmth convey sincerity. And
sincerity is key to effective communication. A firm handshake, given with a warm, dry
hand, is a great way to establish trust. A weak, clammy handshake conveys a lack of
trustworthiness. Gnawing one’s lip conveys uncertainty. A direct smile conveys
confidence.

Eye Contact
In business, the style and duration of eye contact considered appropriate vary greatly

across cultures. In the United States, looking someone in the eye (for about a second)
is considered a sign of trustworthiness.
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Facial Expressions

The human face can produce thousands of different expressions. These expressions
have been decoded by experts as corresponding to hundreds of different emotional
states. Our faces convey basic information to the outside world. Happiness is
associated with an upturned mouth and slightly closed eyes; fear with an open mouth
and wide-eyed stare. Flitting (“shifty”) eyes and pursed lips convey a lack of
trustworthiness. The effect of facial expressions in conversation is instantaneous. Our
brains may register them as “a feeling” about someone’s character.

Posture

The position of our body relative to a chair or another person is another powerful silent
messenger that conveys interest, aloofness, professionalism—or lack thereof. Head up,
back straight (but not rigid) implies an upright character. In interview situations, experts
advise mirroring an interviewer's tendency to lean in and settle back in her seat. The
subtle repetition of the other person’s posture conveys that we are listening and
responding.

Touch

The meaning of a simple touch differs between individuals, genders, and cultures. In
Mexico, when doing business, men may find themselves being grasped on the arm by
another man. To pull away is seen as rude. In Indonesia, to touch anyone on the head
or touch anything with one’s foot is considered highly offensive. In the Far East,
according to business etiquette writer Nazir Daud, “it is considered impolite for a woman
to shake a man’s hand.” Americans, as we have noted, place great value in a firm
handshake. But handshaking as a competitive sport (“the bone-crusher”) can come off
as needlessly aggressive, at home and abroad.

Space
Anthropologist Edward T. Hall coined the term proxemics to denote the different kinds of

distance that occur between people. These distances vary between cultures. The figure
below outlines the basic proxemics of everyday life and their meaning:
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