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1. What are six categories of nonverbal cues? 
ANS:  The six categories of nonverbal cues are body language, vocal cues, paralanguage, sign language, gestures and body action, object language, tactile communication, space and time communication, appearance/clothing, spatial cues, environmental cues and miscellaneous cues. 

2. What are some of the voice qualities that can affect message meaning?

ANS:  Vocal qualities that can affect message meaning can convey a variety of totally separate and unique feelings and emotions to an audience with an emphasis on vocal intonation. A good example might be how someone could verbalize one word eight different ways in the form of exclamation, excitement, question, passion, disgust, pain, disbelief, and boredom. Seven major qualities are pitch, volume, rate of speech, voice quality, articulation, pauses, silence, and semantics.

3. What are some examples of inappropriate workplace attire? 
ANS:  Some examples of inappropriate workplace attire are unclean or unpressed clothing, unpolished shoes, and clothing or accessories that might distract others; clothing that deviates from organizational standards; items that might create an unfavorable public image such as midriffs, mini-skirts, spiked heels, worn jeans, T-shirts, or tennis shoes. Some of these may be acceptable if worn with other garments. 

4. How can grooming affect your relationship with customers?
ANS:  Grooming can affect your relationships with customers because good hygiene and grooming habits can send a professional image. Regular bathing, brushing teeth, using mouthwash and deodorant, and cleaning hands regularly are basic expectations in most work environments. Excessive use of makeup, colognes or perfumes or failure to maintain good hygiene sends a very negative message and can cause customers and peers to avoid you or to complain to management.

5. What are the four spatial distances observed in Western cultures, and for which people or situations are each typically reserved?

ANS:  

The four spatial distances observed in Western cultures include:
Intimate distance: 0 to 18 inches; for family and intimate relationships

Personal distance: 18 inches to 4 feet; for close friends or business colleagues with whom you have an established level of comfort and trust.

Social and work distance: 4 to 12 feet; usually for customer service setting.

Public distance: 12 or more feet; maintained at large gatherings.

6. What are some of the miscellaneous nonverbal cues that can affect your effectiveness in a customer environment? 
ANS:  Some of the miscellaneous nonverbal cues that can affect your effectiveness in a customer environment are personal habits such as eating, drinking, smoking, chewing food or gum; annoying phrases that are overused such as cool, awesome, you know, like, solid; time allocations, follow through, proper etiquette/manners, and use of color.

7. What are some ways in which men and women differ in their nonverbal communication?
ANS:  




Females 




Males 

BODY
Claim smaller areas of personal
Claim larger areas of personal space



space 




(figure four leg cross, armrests 



(cross legs at knees/ankles)
               on airplanes)



Cross arms/legs frequently

Relaxed arm and leg posture








(over arm of a chair)



Sit/stand closer to same sex

Sit/stand further from same sex, but 








closer to females



More subdued gestures

Use dramatic gestures



Touch more (both sexes)

Touch males less, females more



Frequent nodding to indicate

Occasional nodding to indicate



receptiveness



agreement



Lean forward to speaker

Lean away from speaker



Casual glances at watch

Dramatic glances at watch








(arm fully extending and 








retracting to raise sleeve, then 








looking at watch)



Hugs and possible kisses

Hugs and possible kisses for females



for both sexes upon greeting

VOCAL
Higher inflection at end of 

Subdued use of vocal inflection



statements (sounds like a question)



Higher pitch



Lower pitch



Faster rate



Slower rate



Use paralanguage frequently

Use paralanguage occasionally



More emotion expressed

Less emotion expressed



Use politer “requesting” 

Use more “command” language



Language 



Focus on relationship messages
Focus on business messages



Vocal variety greater


Often monotone



Interrupt less, more tolerant of
Interrupt more, but tolerate





interruptions



interruptions less



Articulation more precise

Less precision in word endings and 



enunciation 

FACIAL
Maintain eye contact


Frequent glances away



Smile frequently


Infrequent smiles (with strangers)



Expressive facial movements

Little variation in facial expression

BEHAVIOR




Focus more on details


Focus less on details



More emotional in problem-

Analytical in problem-solving




solving




(try to find cause and fix it)



View verbal rejection as personal
Don’t dwell on verbal rejection



Apologize more after a

Little apology after disagreements



disagreement



Hold grudges longer


Don’t retain grudges

ENVIRONMENTAL



Personal objects common in 

Items exhibiting achievement




the workplace



common



More bright color in clothing/

More subdued colors used





decorations



Higher use of patterns in clothing
Minimal use of patterns



and decoration


8. What are some examples of unproductive communication?
ANS:  Some examples of unproductive communication are nervous mannerisms (scratching, pulling an ear or playing with hair); unprofessional handshake, fidgeting, pointing a finger or object at people; raising eyebrow; peering over glasses; crossing arms and holding hands near your mouth when speaking.

9. List four strategies for improving nonverbal communication.
ANS:  Four strategies for improving nonverbal communication are to seek nonverbal cues, confirm perceptions, make eye contact, use facial expressions, give space, check your posture, tones and sounds, and seek clarifying feedback and analyze interpretations.

10. What are five examples of customer-focused behavior?
ANS:  Five examples of customer-focused behavior are stand up, act promptly, guide rather than direct customers and do not rush customers; aid, do not keep customers waiting and allow customers to go first; offer refreshments and avoid unprofessional actions.

