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To our students and colleagues from whom we continually learn, and to our families  
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xii

It’s a great pleasure to present this new edition of Messages. Although significantly 
revised, the book continues to emphasize its original two interrelated purposes: (1) to 
present you with an overview of interpersonal communication—what it is and what we 
know about it—and (2) to provide you with numerous ideas for improving your inter-
personal communication and relationship skills. These two purposes influence everything 
included in the text—the topics discussed, the way each topic is presented, the specific 
skills highlighted, and the pedagogy incorporated.

This book was written in response to the need for a text that integrates critical thinking 
into all aspects of interpersonal communication, encourages the development of interpersonal 
skills (the practical skills for personal, social, and professional success), explains the influence 
of culture and gender on interpersonal communication, and stresses listening as an essential 
(but too often neglected) part of interpersonal communication. Messages answers these 
needs by providing thorough coverage of each of these major elements, which are introduced 
in Chapter 1 as integral components of interpersonal competence and then reinforced 
throughout the book through discussion, real-life examples, and exercises.

This fifth edition of Messages also responds to the specific needs of Canadian stu-
dents. Although there are many similarities between Canadians and Americans, there are 
also clear cultural and demographic differences in our countries that affect communica-
tion. Therefore, we have included Canadian examples, told Canadian stories, and, where 
possible, quoted Canadian research. Because Canadians haven’t been as prolific in com-
munication research, we encourage our students to pursue graduate studies and add 
more original Canadian research to the existing knowledge bank!

What’s New in the Fifth Edition?
This new edition of Messages is a major revision with new features and content that we 
hope will make your study of interpersonal communication more satisfying and rewarding.

■	 Each chapter begins with a profile of a Canadian who has made a significant contri-
bution to Canadian society—and a discussion of the role of effective communication 
in the achievement of his or her contribution. The Canadian Profile Wrap-Up at the 
end of each chapter invites you to reconsider and perhaps think more deeply about 
this communication in light of what you learned in the chapter.

■	 Learning objectives focus on knowledge, application, and problem solving to high-
light the major concepts and skills of the chapter. At the end of each major section a 
series of questions asks you to test yourself to see whether you can, in fact, accom-
plish the objectives.

■	 The concept that choice is central to all communication is integrated throughout the 
text; you’re encouraged to consider your choices in many contexts throughout each 
chapter using Interpersonal Choice Points and Ethical Choice Points.

■	 Discussions throughout the book portray how social media is changing the way we 
communicate and relate interpersonally.

■	 Developing Language and Communication Skills boxes incorporate the latest brain 
research to examine how we learn vocabulary and the subtleties of interpersonal 
communication from birth through the teenage years. These serve as a reminder that 
communication abilities begin at birth, and continually develop and change over the 
life span.

W e l c o me   t o  
M e ss  a g e s :  B u i l d i n g  I n t e r p e r s o n a l 

C o mm  u n ic  at i o n  S k i l l s ,  
F if  t h  E di  t i o n
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	 Welcome to Messages	 xiii

■	 Messages in the Media boxes use brief examples and photos from popular television 
programs to introduce important concepts covered in each chapter. 

■	 Viewpoints photos and captions ask you to consider a variety of communication 
issues, many of which are research based and/or focus on the themes of social media, 
the workplace, and culture.

Chapter-By-Chapter Updates
Here, briefly, are some of the chapter-by-chapter changes. In addition to these changes, 
all chapters have been revised for greater clarity and less redundancy and include 
updated coverage of research and theory.

Part One: The Foundations of Communication
Chapter 1 offers new discussions of the choice nature of interpersonal communication 
and the nature and problems of information overload. Also new is an explanation of the 
Four Ways of Talking and Listening. The chapter has also been rearranged for greater 
clarity; the section on competence now concludes the chapter. Chapter 2 on culture 
includes a new table on the metaphors of culture that presents an interesting way to 
view culture. New sections explore how culture connects us globally and how cultural 
behaviours and decisions in other parts of the world can cause confusion, concern, and 
discomfort here at home in Canada. Chapter 3 has been significantly revised to explore 
perception of both the self and others. The chapter includes new sections on the ways in 
which social networks enable and encourage social comparisons and a new exercise on 
perception checking. Chapter 4, on listening, explains the process of listening, which is 
redefined to include social media message reading. A new section on Mindful Listening 
has been added, which provides insight into a new and growing field.

Part Two: The Building Blocks of Communication
Chapter 5, on verbal communication, covers verbal messages and contains new sections, 
including those on onymous and anonymous messages and immediacy. Also new are 
additional guidelines for appropriate use of cultural identifiers and a comparison table 
on confirmation and disconfirmation. Chapter 6, on nonverbal communication, has been 
reorganized around principles of nonverbal communication. The section on nonverbal 
competence has been reorganized around encoding and decoding skills. Chapter 7, on 
emotional messages, features a discussion of two new principles (that emotions can be 
used strategically and that emotions have consequences), along with a new visual of the 
model of emotions. Also new are tables on negative emotions at work, emotional happi-
ness, verbal expressions of emotion, and a comparison table on ineffective and effective 
emotional expression. Chapter 8, on conversation messages, has been refocused to 
emphasize the skills involved in these interactions. Also new is a table on unsatisfying 
conversational partners, a new diagram explaining conversational turn taking, and a new 
self-test on small talk. 

Part Three: Communication in Context
Chapter 9, on interpersonal relationships, has an expanded discussion of both positive 
and negative aspects of social media on relationships. Sections on cyberbullying and rela-
tionship violence have been updated. Chapter 10, on conflict, has been significantly 
revised to look at three commonly used strategies for mediating and resolving conflict 
drawn from cultural and spiritual orientations from around the world. The newest 
research on conflict resolution offers suggestions for mediating and resolving conflict. 
Chapter 11, on workplace communication, focuses on communication in the workplace, 
and provides and reviews effective communication strategies suitable for different work-
place contexts and cultures.

A01_DEVI1671_05_SE_FM.indd Page 13  4/22/15  6:25 PM user /207/PHC00158/9780133081671_DEVITO/DEVITO_BUILDING_INTERPERSONAL_COMMUNICATION_SK ...
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 222 part 3  Communication in Context

even some normally sensible and mature adults. The only real alternative to force is talk-
ing and listening openly, reflectively, and with empathy and respect.

defensiveness versus supportiveness
Unfortunately, not all talk is equally productive in conflict resolution. One of the 
best ways to look at destructive versus productive talk is to look at how the style of 
your communications can create unproductive defensiveness (characterized by 
threats, fear, or domination) or a productive sense of supportiveness (characterized 
by openness, absence of fear, and a genuine feeling of equality) (Gibb, 1961). 
The type of talk that generally proves destructive and sets up defensive reactions in 
the listener is talk that is evaluative, controlling, strategic, indifferent or neutral, 
 superior, and certain.

evaluatioN When you evaluate or judge another person or what that person has done, 
that person is likely to become resentful and defensive and perhaps to respond by being 
equally evaluative and judgmental. In contrast, when you describe how you feel or what 
you want, you generally don’t create defensiveness and may be seen as supportive. The 
distinction between evaluation and description can be seen in the differences between 
you-messages and I-messages.

Evaluative you-Messages descriptive i-Messages

You never reveal your feelings. I’d like to hear how you feel about this.

You just don’t plan ahead. I need to know what our schedule for the 
next few days will be.

You never call me. I’d enjoy hearing from you more often.

If you put yourself in the role of the listener hearing these statements, you’ll 
 probably be able to feel the resentment or defensiveness that the evaluative messages 
(you-messages) would create and the supportiveness from the descriptive messages 
(I-messages).

coNtrol When you try to control the behaviour of the other person, when you order 
the other person to do this or that, or when you make decisions without mutual discussion 

SkIll-BUIlDINg ExERCISE

Responding to Confrontations

Sometimes you’ll be confronted with an argument that 
you can’t ignore and that you must respond to in some 
way. Here are a few examples of confrontations. For each 
statement below, write a response in which you (a) let 
the person know that you’re open to her or his point of 
view and that you view this perspective as useful infor-
mation (listening openly), (b) show that you understand 
both the thoughts and the feelings that go with the 
confrontation (listening with empathy), and (c) ask the 
person what he or she would like you to do about it.

 1. You’re calling these meetings much too often and 
much too early to suit us. We’d like fewer meetings 
scheduled for later in the day.

 2. There’s a good reason why I don’t say anything—
you never listen to me anyway.

 3. I’m tired of having all the responsibility for the 
kids—volunteering at their school, driving to soccer 
practice, checking homework, making lunch.

Confrontations can give you valuable feedback  
that will help you improve; if responded to appropri-
ately, confrontations can actually improve your  
relationship.
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Messages Focus on  
Contemporary Topics
Discussions of contemporary topics help you communicate effectively in today’s 
increasingly complex world.

Social Media
Interpersonal communication via social media is now 
fully integrated throughout the book. Interpersonal 
communication, as viewed here, incorporates the varied 
forms of social media that are now an essential part of 
our communication lives. And so, to take just one 
example, the definition of listening—long defined as the 
reception of auditory signals—is redefined to include 
the reading of social media messages. The reasoning is 
simply that if posting on Facebook and Google+ are 
examples of interpersonal communication (which they 
surely are), then the reading of these messages must also 
be part of interpersonal communication and seems to fit 
most logically with listening. 

Culture
As in previous editions of Messages, the crucial role 
that culture plays in our communication experiences 
is a recurring theme. We live in a world defined by 
cultural diversity, where we interact with people 
differing in affectional orientation, socioeconomic 
position, ethnicity, religion, and nationality. Because 
of our growing global interdependence, we are 
impacted by the values, beliefs, and behaviours of 
others, even in countries seemingly far away. For this 
reason, this text not only focuses on culture in its 
own chapter but also integrates discussions of the 
impact and influence of culture throughout. 

Conflict
Conflict is inevitable and, in some cases, can 
strengthen interpersonal relationships at school and 
work, at home, and socially. However, we are often 
not very good at knowing how to deal with conflict 
effectively and respectfully. How we relate to and 
communicate with others based on our culture, reli-
gion, or sense of self can determine whether conflict 
is positive or negative. The text offers some sugges-
tions on how we might learn to mediate and resolve 
conflicts peacefully. 

 4  Listening in Interpersonal Communication  87

cultures, polite listening consists of looking down 
and avoiding direct eye contact, particularlywhen 
listening to a superior or a much older person.

■ Give positive feedback. Throughout the listening 
encounter and perhaps especially after the speak-
er’s turn (when you continue the conversation 
as you respond to what the speaker has said), 
 positive feedback is seen as polite and negative 
feedback as impolite. If you must give negative 
feedback, then do so in a way that doesn’t attack 
the person’s negative face; for example, first men-
tion areas of agreement or what you liked about 
what the person said and stress your good inten-
tions. And, most important, do it in private. Public 
criticism is especially threatening and will surely 
be seen as a personal attack.

Active and inactive Listening
Active listening is one of the most important commu-
nication skills you can learn (Gordon, 1975). Consider 
this brief statement from Julia, and the four possible 
responses that follow.

Julia: That creep gave me a C on the paper. I really 
worked on that project, and all I get is a lousy C.

Robert: That’s not so bad; most people got 
around the same mark. I got a C, too.

Michael: So what? This is your last semester. 
Who cares about marks anyway?

Hana: You should be pleased with a C. Misha 
and Michael both failed, and John and 
 Haruki both got a D.

Diana: You got a C on that paper you were 
working on for the last three weeks? You 
sound really angry and hurt.

All four listeners are probably eager to make Julia 
feel better, but they go about it in very different ways 
and—you can be sure—with very different outcomes. 
The first three listeners give fairly typical responses. 
Robert and Michael both try to minimize the signifi-
cance of a C grade. Minimizing is a common response 
to someone who has expressed displeasure or disap-
pointment; usually, it’s also inappropriate. Although 
well-intentioned, this response does little to promote meaningful communication and 
understanding. Hana tries to give the C grade a more positive meaning. Note, however, 
that all three listeners also say a great deal more: that Julia shouldn’t be feeling unhappy, 
that her feelings aren’t legitimate. These responses deny the validity of Julia’s feelings and 
put her in the position of having to defend them.

Diana, however, is different. Diana uses active listening, a process of sending back to 
the speaker what the listener thinks the speaker meant, both literally and emotionally. 
Active listening, or paraphrasing, doesn’t mean simply repeating the speaker’s exact words. 
Rather, it’s a process of putting into some meaningful whole your understanding of the 
speaker’s total message—the verbal and the nonverbal, the content and the feelings.

In Canada, there are cultural differences in the process of active  listening. French Cana-
dians, for example, tend to be very expressive, whereas Aboriginal people would likely attend 

ViewpointS politeness in Social Media
Much of the thinking and research on listening and politeness has 
focused on face-to-face communication skills. But how would you 
describe listening politeness on the phone or on social network 
sites? (See Table 4.4.) Do the same principles apply, or do we need 
an entirely different set to describe social networking listening 
politeness?
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■ Culture-specific nature of interpersonal communication. 
Still another reason why understanding the role of 
 culture is so important is that interpersonal competence 
is culture specific. As we’ll see throughout this chapter, 
what proves effective in one culture may prove 
 ineffective (and even offensive) in another.

the aim of a cultural Perspective
As illustrated throughout this text, culture influences interper-
sonal communications of all types (Moon, 1996). It influences 
what you say to yourself and how you talk with friends, part-
ners, and family in everyday conversation. Adopting a cultural 
perspective will help you to understand how interpersonal com-
munication works and to develop successful interpersonal skills.

And, of course, you need cultural understanding to com-
municate effectively in a wide variety of intercultural situa-
tions. Success in interpersonal communication—on your job, 
at school, and in your social life—will depend on your ability 
to communicate effectively with persons who are culturally 
different from yourself.

This emphasis on culture doesn’t imply that you should 
accept all cultural practices or that all cultural practices are 
equal (Hatfield & Rapson, 1996). You’ve probably already 
encountered cultural practices that make you uncomfortable 
or that you simply can’t support. Further, a cultural emphasis 
doesn’t imply that you have to accept or follow the practices 
of your own culture. Often, personality factors (such as your 
degree of assertiveness, extroversion, or optimism) will prove 
more influential than culture  (Hatfield & Rapson, 1996). Of 
course, going against your culture’s traditions and values is 
often very difficult. But it’s important to realize that culture 
influences; it does not determine.

As demonstrated throughout this text, cultural differ-
ences exist across the interpersonal communication spec-
trum—from the way you use eye contact to the way you 
develop or dissolve a relationship (Chang & Holt, 1996). But 
these differences shouldn’t blind you to the great  number of 
similarities existing among even the most widely separated 
cultures. Remember also that differences are usually matters 
of degree. For example, most cultures value politeness, love, 
and  honesty, but not all value these to the same degree. More-
over, advances in media and technology and the widespread 
use of social media are influencing cultures and cultural 
change and are perhaps homogenizing different  cultures to 
some degree, lessening differences, and increasing similarities.

Viewpoints Cultural relativism
Part of Canada’s multicultural approach is the belief in cultural 
relativism: that no culture is either superior or inferior to any 
other (Berry et al., 1992; Mosteller, 2008). So in 2013–2014 a 
controversy erupted when the Quebec government proposed 
a charter that it believed would increase social cohesion in the 
secular province by banning the wearing of obvious religious 
symbols such as head scarves, turbans, crosses, and kipas. The 
bill died when the government lost the election, but if it had 
passed, do you think the charter would have created more 
social cohesion, or less? Is there such a thing as too much 
 religious or cultural freedom? How do we determine what 
 constitutes “too much freedom”?

International news reports are becoming more and more popular, in part because we 
live in a global environment where events thousands of miles away in countries we’ve 
only read about exert powerful influences on us all. Understanding the role of culture in 
interpersonal communication, then, is essential.

MESSAGES IN THE MEdIA
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Messages Emphasize Contemporary Issues
Discussions of important issues challenge students to ponder their communication decisions.

Choice
Throughout interpersonal interactions, we need  
to make choices: between saying one thing or 
another, between sending an email or calling on  
the phone, between being supportive or critical,  
and so on. Because of the central importance of 
choice, Interpersonal Choice Points (brief scenar­
ios placed in the margins) invite an analysis of 
choices for communicating. 

Politeness
Canadians are known around the world for being 
polite. Now interpersonal communication scholars, 
along with business professionals throughout the 
world, are coming to realize that politeness is more 
than simply being a nice person. While politeness 
can help us be better communicators, it can also 
cause challenges when we try to resolve conflicts. 
The role that politeness plays in interpersonal inter­
actions and the skills for polite interpersonal com­
munication are emphasized throughout the text.

Ethics
Because the messages we use have effects on others, 
they also have an ethical dimension. As such, ethics 
receives focused attention throughout the text. 
Chapter 1 introduces ethics as a foundational con­
cept in all forms of interpersonal communication. In 
all remaining chapters, Ethical Messages boxes high­
light a variety of ethical issues in interpersonal com­
munication and ask us to apply ethical principles to 
various scenarios. We’ll consider ethical issues that 
come into play in various communication situations; 
for example, with potentially conflicting cultural practices and ways to engage in interper­
sonal conflict ethically. These boxes will serve as frequent reminders that ethical consider­
ations are an integral part of all the interpersonal communication choices/decisions you make.

Mindfulness
More and more educators, students, and employers 
are becoming aware of the benefits of mindfulness 
for general stress reduction and well-being. Intro­
duced in chapter 2 and described in detail in 
chapter 4 in the context of effective listening, mind­
fulness can enhance both our relationships and our 
performance, whether in school or at the work­
place. In our fast-paced world of multitasking, mul­
tiple electronic devices, and multiple demands on 
our time and attention, mindfulness training teaches 
us how to be truly in the present, how to focus, and 
how to be aware of our own feelings and percep­
tions. It helps us give undivided attention to the task 
at hand or to the person with whom we engage.
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■ Listen for both content and relational messages. The student who 
constantly challenges the instructor is on one level communicating 
disagreement over content. However, on another level—the rela-
tionship level—the student may be voicing objections to the 
instructor’s authority or authoritarianism. The instructor needs to 
listen and respond to both types of messages.

■ Make special note of statements that refer back to the speaker. 
Remember that people inevitably talk about themselves. Whatever a 
person says is, in part, a function of who that person is. Attend care-
fully to those personal, self-referential messages. Realize that, when 
Sara tells you she fears the economy isn’t going well, she may be 
voicing her own financial worries but phrasing them in the abstract.

■ Don’t, however, disregard the literal meaning of interpersonal mes-
sages in trying to uncover the more hidden meanings. Balance your 

 listening between surface and underlying meanings. Respond to the different levels 
of meaning in the messages of others as you would like others to respond to 
yours—sensitively but not obsessively, readily but not overambitiously. When 
Tommy tells you he’s not feeling well, don’t ignore this literal meaning and assume 
that Tommy is just looking for attention.

Polite and impolite Listening
Canadians are known throughout the world as a polite society. There are even jokes 
about the Canadian who apologizes when his foot is stepped on, even though it wasn’t 
his fault. Politeness is often thought of as the exclusive function of the speaker, as solely 

an encoding or sending function. But politeness (or impoliteness) may 
also be signalled through listening (Fukushima, 2000).

Of course, there are times when you wouldn’t want to listen politely 
(for example, if someone is being verbally abusive or condescending or 
using racist or sexist language). In these cases, you might want to show your 
disapproval by conveying to the speaker that you’re not even listening. But 
most often you’ll want to listen politely, and you’ll want to express this 
politeness through your listening behaviour. Here are a few suggestions for 
demonstrating that you are in fact listening politely. As you read these strat-
egies, you’ll notice that they’re designed to be supportive of the speaker’s 
needs for both positive face (the desire to be viewed positively) and negative 
face (the desire for autonomy).

■ Avoid interrupting the speaker. Avoid trying to take over the speaker’s turn. Avoid 
changing the topic. If you must say something in response to something the speaker 
said and can’t wait until he or she finishes, then say it as briefly as possible and pass 
the speaker’s turn back to the speaker.

■ Give supportive listening cues. These might include nodding your head, giving minimal 
verbal responses such as “I see” or “Yes, it’s true,” or moving closer to the speaker. Lis-
ten in a way that demonstrates that what the speaker is saying is important. In some 
cultures, polite listening cues must be cues of agreement (Japanese culture is often used 
as an example); in other cultures, polite listening cues are attentiveness and support 
rather than cues of agreement (much of North American culture is an example).

■ Show empathy with the speaker. Demonstrate that you understand and feel the speak-
er’s thoughts and feelings by giving responses that show this level of understanding—
smiling or cringing or otherwise echoing the feelings of the speaker. If you echo the 
speaker’s nonverbal expressions, your behaviour is likely to be seen as empathic.

■ Maintain eye contact. In much of Canada and the United States, this is perhaps the sin-
gle most important rule. If you don’t maintain eye contact when someone is talking to 
you, then you’ll appear to be not listening and definitely not listening politely. This 
rule does not, however, hold true in all cultures. In some Aboriginal, Latin, and Asian 

inTERPERsOnAL CHOiCE POinT

Responding Politely
You’re working as the manager at a restaurant, 
and a regular customer complains about the 
server: “I don’t like the way she treated me, and 
I’m not coming back.” What are some of the 
things you might say without losing the cus-
tomer or your server (who’s usually excellent)? 
Are there things you’d be sure not to say?

inTERPERsOnAL CHOiCE POinT

Content and Relational Messages
Almost all verbal messages have both a content 
and a relational or emotional component. 
Sometimes it’s difficult to know which compo-
nent should be responded to, and it’s often 
best to try to respond to both. “I failed my 
exams, and now I’ll have to change my career 
goal” would likely be reported to you with 
some expression of anger, disappointment, or 
sadness. What response would address both 
the content and the emotional/relationship 
aspect of that statement?
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you can follow the rules for polite interaction by giving “likes” and 
“+1s” to others; and you can communicate interest in the other person 
by inviting him or her to hang out or join a group, by commenting on a 
post, or by retweeting. Not surprisingly, plain old flattery goes a long 
way toward making you liked. Flattery has been found to increase your 
chances for success in a job interview, increase the tip a customer is 
likely to leave, and even increase the credibility you’re likely to be seen 
as having (Sieter, 2007; Varma, Toh, & Pichler, 2006; Vonk, 2002).

There is also, however, a negative effect that can result from the use 
of affinity-seeking strategies—as there is for all of these impression-
management strategies. Using affinity-seeking strategies too often or in 
ways that appear insincere may lead people to see you as trying to ingratiate yourself for 
your own advantage and not really meaning “to be nice.”

pOlIteness strategIes We can view politeness strategies, which are often used to make 
ourselves appear likeable, in terms of negative and positive types (Brown & Levinson, 
1987; Goffman, 1967; Goldsmith, 2007; Holmes, 1995). Both of these types of polite-
ness are responsive to two needs we each have:

■  positive face—the desire to be viewed positively by others, to be thought of favourably
■  negative face—the desire to be autonomous, to have the right to do as we wish

In the context of this text, politeness in interpersonal communication refers to behaviour 
that allows others to maintain both positive and negative face, and impoliteness refers to 
behaviours that attack either positive face (for example, you criticize someone) or nega-
tive face (for example, you make demands on someone).

To help another person maintain a positive face, you speak respectfully to and about 
the person, you give the person your full attention, and you say “Excuse me” when 
appropriate. In short, you treat the person as you would want to be treated. In this way, 
you allow the person to maintain a positive face through what is called positive polite-
ness. You attack the person’s positive face when you speak disrespectfully about the 

inTERPERsonAl CHoiCE PoinT

face to face
You’ve been communicating with Pat over the 
internet for the past seven months, and you’ve 
finally decided to meet for coffee. You really 
want Pat to like you. What are some impres-
sion-management strategies you might use to 
get Pat to like you? What messages would you 
be sure not to communicate?

ETHICAl MESSAGES

The Ethics of Impression Management

Impression management strategies may also be used 
unethically and for less-than-noble purposes. As you read 
these several examples, ask yourself at what point 
impression management strategies become unethical.

•	People	who	use	affinity-seeking	strategies	to	get	you	
to like them so that they can extract favours from you.

•	People	who	present	themselves	as	credible	(as	being	
competent, moral, and charismatic) when in fact they 
are not.

•	People	who	use	self-handicapping	strategies	to	get	
you to see their behaviour from a perspective that 
benefits them rather than you.

•	People	who	use	self-deprecating	strategies	to	get	
someone to do what they should be doing.

•	People	who	use	self-monitoring	strategies	to	present	a	
more polished image than one that might come out 
without this self-monitoring.

•	People	who	use	influence	strategies	to	deceive	and	for	
self-gain.

•	People	who	use	image-confirming	strategies	to	
 exaggerate their positive and minimize their 
 negative qualities.

Ethical Choice Point

You’re ready to join one (perhaps several) online dating 
 services. You need to write your profile and are wondering 
whether, since everyone (or nearly everyone) exaggerates, 
you shouldn’t also. Specifically, you’re considering saying 
that you earn a very good salary (actually, it’s not so great, 
but you’re hoping for a promotion), are twenty pounds 
lighter (actually, you intend to lose weight), and own a 
condo (actually, that’s a goal once you get the promotion 
and save enough for a down payment). If you don’t exag-
gerate, you reason, you’ll disadvantage yourself and not 
meet the people you want to meet. Also, you figure that 
people expect you to exaggerate and assume that you’re 
probably a lot less ideal than your profile would indicate. 
Would this be ethical?
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Figure 4.1; these are now accompanied by inner squares representing the internal pro-
cesses related to self-awareness and self-acceptance that enhance our ability to truly listen.

Responding
Responding occurs in two forms: (1) responses you make while the speaker is talking and 
(2) responses you make after the speaker has stopped talking. Responses made while the 
speaker is talking should be supportive and should acknowledge that you’re listening. These 
responses are backchannelling cues: messages (words and gestures) that let the speaker 
know you’re paying attention, as when you nod in agreement or say, “I see” or “Uh-huh.”

Responses after the speaker has stopped talking are generally more 
elaborate, and might include empathy (“I know how you must feel”); 
requests for clarification (“Do you mean this new health plan will replace 
the old plan, or will it only be a  supplement?”); challenges (“I think you 
may need to provide more evidence”); and/or agreement (“You’re abso-
lutely right, and I’ll support your proposal when it comes up for a vote”). 
You can improve this responding phase of listening if you

■ express support and understanding for the speaker throughout the 
conversation.

■ use varied cues that say “I’m listening” (for example, nodding, 
using appropriate facial expressions, or saying “I see”).

InteRpeRsonal ChoICe poInt

Giving anti-listening Cues
One of your friends is a storyteller; instead of 
talking about the world and about people, he 
tells endless stories—about things that hap-
pened a long time ago that he finds funny 
(though no one else does). You just can’t deal 
with this any longer. What are some options you 
have for ending this kind of “conversation”?

MIndful lIstenInG

Dr. Dina Wyshogrod is a 
practising clinical psycholo-
gist and an international 
trainer in Mindfulness-
Based Stress Reduction 
(MBSR). This program 
teaches people how to lis-
ten to themselves, to 
become aware of the 

thoughts and feelings that are interfering with their 
being totally present in the moment. Knowing how to 
really listen to oneself may be very helpful in learning to 
really listen to others.

 Q: You’re a trained clinical psychologist and an author. 
What would you say is the most valuable skill you 
use in your work?

 A: Being able to really listen.
  Listening to someone, deeply, completely, is one of 

the most precious gifts you can ever give that per-
son. It’s not the special province of psychologists or 
other healing professionals; many people have the 
ability to listen deeply and fully to others. It is a skill 
that can be developed with training and practice.

 Q: So what does “listening deeply” mean?
  First, the most obvious: eliminating all external distrac-

tions. Not multitasking. Letting the answering machine 
field your calls. Turning off your mobile phone (not just 
putting it on vibrate) or the iPod. Make a conscious 

intention to focus fully on the person in front of you. 
Second, distractions don’t arise only from outside, they 
arise from within: our roving minds scamper like mon-
keys, remembering things we have to do later, rehash-
ing past events, scampering from association to 
association just as monkeys swing from branch to 
branch. This kind of internal agitation is perfectly nor-
mal; it’s part of being human, so it’s nothing we need 
to criticize ourselves for. At the same time, it requires 
that we train our minds to settle down, to become 
quieter, to become still, so that, sitting together, I can 
hear you talking to me, without all that internal noise. 
It’s like getting a clear radio transmission with no static.

 Q: What would you say is hardest about learning to 
genuinely listen?

  The challenge in listening to someone else talk to 
you—about anything—is to stay focused and pres-
ent and to bring your attention back when it wan-
ders. We speak of this as giving someone our 
undivided attention. Our minds can wander because 
we’re preoccupied with something in our own lives, 
or because the subject being described is painful for 
us to listen to and triggers our own emotional reac-
tions. It’s important to acknowledge these reactions, 
make a mental note of them, and then bring your 
attention back to the speaker.

Source: Dr. Dina Wyshogrod
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Your body also reveals your race (through 
skin colour and tone) and may even give clues 
as to your specific nationality. Your weight in 
proportion to your height will also communi-
cate messages to others, as will the length, 
colour, and style of your hair.

Your general attractiveness, which includes 
both visual appeal and pleasantness of person-
ality, is also a part of body communication. 
Attractive people have the advantage in just 
about every activity you can name. They get 
better grades in school, are more valued as 
friends and lovers, and are preferred as co-
workers (Burgoon, Guerrero, & Floyd, 2010). 
Not surprisingly, positive facial expressions 
contribute to the perception of attractiveness 
for both men and women (Koscriski, 2007).

facial messages
Throughout your interpersonal interactions, your face 
communicates many things, especially your emotions. 
Facial movements alone seem to communicate messages 
about pleasantness, agreement, and sympathy; the rest of 
the body doesn’t provide any additional information in 

those realms. But you’ll need both facial and bodily cues to express the intensity with 
which an emotion is felt  (Graham & Argyle, 1975; Graham, Bitti, & Argyle, 1975).

Try to express surprise using only facial movements. Do this in front 
of a mirror, and try to describe in as much detail as possible the specific 
movements of the face that make up a look of surprise. If you signal sur-
prise as most people do, you probably use raised and curved eyebrows, 
long horizontal forehead wrinkles, wide-open eyes, a dropped-open 
mouth, and lips parted with no tension. Even if there were differences 
from one person to another—and clearly there would be—you could 
probably recognize the movements listed here as indicative of surprise.

As you’ve probably experienced, you may interpret the same facial 
expression differently depending on the context in which it occurs. For 
example, in a classic study, when researchers showed participants a smiling 
face looking at a glum face, the participants judged the smiling face to be 
vicious and taunting. But when presented with the same smiling face look-
ing at a frowning face, they saw it as peaceful and friendly (Cline, 1956).

Not surprisingly, people who smile are judged to be more likeable and more 
approachable than people who don’t smile or people who pretend to smile (Gladstone & 
Parker, 2002; Kluger, 2005).

Facial management As you learn your culture’s nonverbal system of communication, 
you also learn certain facial management techniques that enable you to communicate 
your feelings in order to achieve the effect you want—for example, to hide certain 
emotions and to emphasize others. Consider your own use of such facial management 
techniques. Which of the following techniques do you use or see used by others 
 (Richmond et al., 2012)?

■	 To intensify; for example, to exaggerate surprise to make your friends feel better 
when friends throw you a party

■	 To deintensify; for example, to cover up your own joy in the presence of a friend 
who didn’t receive such good news

Viewpoints Body appearance
On a 10-point scale, with 1 indicating “not at all important” and 
10 indicating “extremely important,” how important is body 
appearance to your interest in another person? What are the fea-
tures that you find most attractive? Are there particular physical 
features that would make you hesitate to engage with a person?

inTERPERSonAl CHoiCE PoinT

Reconsidering first impressions
We all know that first impressions have a dis-
proportionately high impact on our judgment 
of a person. Sometimes this leads to missing 
out on an opportunity to develop a wonderful 
friendship or to hire a person who would bring 
great value to a workplace. What are some of 
the things you can do to avoid the trap of 
making judgments based on first impressions? 
In what circumstances do you think you should 
trust your first impression?
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Skills
Messages continues the focused approach to skill 
development that was established in the first edition. 
Improving interpersonal communication skills is 
integral to all the text discussions and appears in all 
chapters. Skill-Building Exercises appear throughout 
the text; completing these exercises will help us 
apply the material in the chapter to specific situa-
tions and thereby increase the effectiveness of our 
interpersonal skills. 

Interactive Approach
This edition continues to provide numerous opportu-
nities to interact with the material in the text in a 
number of ways. Test Yourself boxes appear 
throughout the text and invite us to analyze our pat-
terns of communication and think about how we can 
alter our communication in the future. Interpersonal 
Choice Points appear throughout the text to encour-
age us to examine the choices we have available for 
communicating in actual real-life situations and to 
apply what we’re learning to these situations. View-
points captions, accompanying all interior photos, 
pose questions (mostly based on interpersonal 
research) designed to elicit discussion of a variety of 
different viewpoints.

Learning Tools
An array of tools help you learn efficiently and study 
effectively. The learning objectives prefacing each 
chapter have been totally reworked to more accu-
rately reflect current pedagogical thinking and 
emphasis. These objectives highlight the major con-
cepts and skills of the chapter. The learning objectives 

system used here identifies three major levels of thinking, each of which is included 
throughout the text (Bloom, 1956; Eggen & Kauchak, 2013; Teacher & Educational 
Development, 2005):

■	 Knowledge (recalling, remembering, and comprehending), introduced by such 
specific verbs as define, paraphrase, describe, and differentiate.

■	 Application (applying a concept to a new situation), introduced by such specific 
verbs as diagram, illustrate, use, and give examples.

■	 Problem solving (analyzing/breaking a concept into its parts, synthesizing/
combining elements into a new whole, and evaluating/making value or appropri-
ateness judgments), introduced by such specific verbs as assess, construct, organize, 
and evaluate.
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■	 Secondary territories are areas that don’t belong to you but which you have occu-
pied and with which you’re associated. They might include your usual table in the 
cafeteria, your regular seat in the classroom, or your neighbourhood turf.

■	 Public territories are areas that are open to all people; they may be owned by some 
person or organization, but they’re used by everyone. These include places such as 
movie theatres, restaurants, and shopping malls.

When you’re in your primary territory, you have an interpersonal advantage, often 
called the home field advantage. In their own home or office, people take on a kind of 
leadership role: they initiate conversations, fill in silences, assume relaxed and comfort-
able postures, and maintain their positions with greater conviction. In your own territory 
(your office, your home), you’re dominant, and therefore you stand a better chance of get-
ting your raise approved, your point accepted, or a contract resolved in your favour than 
if you were in someone else’s territory (Marsh, 1988).

Like animals, humans mark both their primary and secondary territories to signal 
ownership. Humans use three types of markers: central markers, boundary markers, and 
earmarkers (Goffman, 1971). Central markers are items you place in a territory to 
reserve it for you—for example, a drink at the bar, books on your desk, 
or a sweater over a library chair.

Boundary markers serve to divide your territory from that of oth-
ers. In the supermarket checkout line, the bar placed between your gro-
ceries and those of the person behind you is a boundary marker, as are 
fences, armrests that separate your chair from those on either side, and 
the contours of the moulded plastic seats on a bus.

Earmarkers—a term taken from the practice of branding animals 
on their ears—are identifying marks that indicate your possession of a 
territory or object. Trademarks, nameplates, and initials on a shirt or 
attaché case are all examples of earmarkers.

Markers are also important in giving you a feeling of belonging. For example, 
one study found that students who marked their college dorm rooms by displaying 
personal items stayed in school longer than did those who didn’t personalize their 
spaces (Marsh, 1988).

inTERPERSonAl CHoiCE PoinT

inviting and discouraging Conversation
Sometimes you want to encourage people to 
come into your office and chat, and at other 
times you want to be left alone. What are some 
of the things you might do nonverbally to 
achieve each goal?

SKILL-BUILDING ExERCISE

Choosing the Right Seat

The graphic here represents a meeting table with 12 
chairs, one of which is already occupied by the boss. 
Below are listed five messages you might want to com-
municate. For each of these messages, indicate (a) where 
you would sit to communicate the desired message,  
(b) any other possible messages that your choice of seat 
would likely communicate, and (c) the messages that 
your choice of seat would make it easier for you to com-
municate.

 1. You want to ingratiate yourself with your boss.
 2. You aren’t prepared and want to be ignored.
 3. You want to challenge your boss on a certain policy 

that will come up for a vote.
 4. You want to help your boss on a certain policy that 

will come up for a vote.
 5. You want to be accepted as a new (but important) 

member of the company.
nonverbal choices (such as the seat you select or the 
clothes you wear) have an impact on communication 
and on your image as a communicator.

1
Boss

212

3

7

8 6

9 5

10 4

11
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Not all cultures view silence in the same way (Vainiomaki, 2004). In North America, 
for example, silence is often interpreted negatively. At a business meeting or even in infor-
mal social groups, a silent person may be seen as not listening, as having nothing interesting 
to add, or as not understanding the issues, when in fact he or she may be an introverted per-
son who needs a bit more time to reflect before jumping in to speak in front of a group 
(Cain, 2012). Yet in First Nations culture, for example, silence is accepted as a normal part 
of communication, and participants don’t feel pressured to fill the silence. Similarly, silence 
has a positive connotation in Japanese and Chinese cultures (Gendron, 2011).

Time messages
The study of temporal communication, known technically as chronemics, concerns the use of 
time—how you organize it, react to it, and communicate messages through it (Bruneau, 1985, 
1990, 2009/2010). Time is important in both face-to-face and computer-mediated communi-
cation. The time you take to poke someone back on Facebook or the time you take to 
respond to an email request for a favour or the delay in returning a phone call will all com-
municate varied messages. Often, as you’ve probably already discovered, the meanings that 
the sender intends to communicate aren’t the same as the meanings the receiver constructs.

Before reading further about time, take a look at your own time orientation by tak-
ing the accompanying self-test. A future orientation is thought to be correlated to a more 
successful lifestyle and career, as it involves planning, preparing, and perseverance skills 
that are associated with higher levels of education and higher status careers.

Different time perspectives also account for much intercultural misunderstanding, as dif-
ferent cultures often teach their members drastically different time orientations. For example, 
people from some Latin cultures would rather be late for an appointment than end a conver-
sation abruptly or before it has come to a natural end. So these Latin cultures may see an 
individual’s lateness as a result of politeness. But others may see the lateness as impolite to 
the person with whom the individual had the appointment (Hall & Hall, 1987). Generally, it 
can be said that significant differences exist in the attitude toward time between Western 
technological cultures and non-Western cultures—and that sometimes these differences in the 
perception can become a barrier in the conflict-resolution process (Zakay, 2012).

TEST YouRSElf

What’s Your Time?

Indicate whether each of the following statements is true 
(T ) or false (F ) as it pertains to your general attitude and 
behaviour.
____  1. I work hard today basically because of tomor-

row’s expected rewards.
____  2. I enjoy life as it comes.
____  3. I enjoy planning for tomorrow and the future 

generally.
____  4. I avoid looking too far ahead.
____  5. I’m willing to endure difficulties if there’s a pay-

off/reward at the end.
____  6. I frequently put off work to enjoy the moment.
____  7. I prepare “to do” lists fairly regularly.
____  8. I’m late with assignments at least 25 percent of 

the time.
____  9. I get very disappointed with myself when I’m 

late with assignments.
____ 10. I look for immediate payoffs/rewards.

How did You do? These questions were designed to 
raise the issue of present and future time orientation: 
whether you focus more on the present or more on the 
future. Future-oriented individuals would respond with 
T to odd-numbered statements (1, 3, 5, 7, and 9) and 
F to even-numbered questions (2, 4, 6, 8, and 10). 
Present-oriented individuals would respond in reverse: 
F for odd-numbered statements and T for even-
numbered statements.

What Will You do? As you read more about time 
and nonverbal communication generally, consider 
how these time orientations work for or against you. 
For example, will your time orientation help you 
achieve your social and professional goals? If not, 
what might you do about changing these attitudes 
and behaviours?
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1. Understand the ranges of diversity within the 
workplace.

2. Describe the culture of a particular workplace.

3. Use different modes of workplace communica­
tion to become more effective in your place of 
employment.

4. Establish positive relationships with peers, 
supervisors, and people whom you supervise.

5. Use appropriate leadership skills.

6. Understand the principles of power in the 
workplace.

7. Use assertiveness when appropriate.

Learning Objectives  After reading this chapter, you should be able to:

Every single employee influences the tone and effective­
ness of communication in their workplace, but when 
leaders set an example by being thoughtful and purpose­
ful in the way they communicate, it can have a  profound 
impact on the entire work environment.  Calgary’s Bow 
Valley College has been recognized as one of Alberta’s 
top employers, and while many people share the credit 
for this honour, much can be attributed to the leadership 
provided by its president and CEO, Sharon Carry.

Carry ensures effective communication in part by using 
multiple avenues, including regular email announcements, 

print material, webinars, social media, and informal and 
formal meetings among the college’s departments. She 
 engages frequently with students and staff, listening to 
their ideas, their concerns, and their stories. “It’s a good 
day,” she has said, “if I can talk to at least one student.”

Sharon Carry’s vision of how practical, real­world edu­
cation can change the lives of adult learners has guided 
her work over the last four decades and earned her na­
tional and international acclaim. In 2014 she was invested 
with the Alberta Order of Excellence and was among those 
named by the Women’s Executive Network as Canada’s 
Most Powerful Women: Top 100 Award Winner. “When 
you transform lives for a living you get a lot of heartfelt and 
powerful stories. The unspoken reality that binds our orga­
nization together is the sense that we all really love what 
happens here. When you have that sense of shared excite­
ment for what you accomplish as a group, communica­
tion simply becomes a matter of reflecting that emotional 
 engagement back to the very people who live it daily.”

As you work through this chapter, think about the how the 
concepts presented fit with Sharon Carry’s philosophy of 
communication. Which of these concepts do you see 
reflected in your college or workplace? Are the communica-
tion strategies in your workplace positive or negative?

c H a P t e r

Interpersonal Communication 
and the Workplace

11

canadian PrOfiLe: sharon carry
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Practical Pegadgogy Enables us to Explore, 
Understand, and Integrate Concepts That will 
Improve our Interpersonal Communication
Practical pedagogy helps students study and learn the concepts covered.
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Instructor and Student Resources

■	 Test Item File. This testbank, provided in Microsoft Word format, is a comprehensive 
test bank featuring 600 questions in multiple choice, true–false, short answer, and 
essay format.

■	 Instructor’s Manual. The Instructor’s Manual provides chapter overviews and learn-
ing and skill objectives for each chapter. It also offers ideas to activate class discus-
sions and contains exercises to illustrate the concepts, principles, and skills of 
interpersonal communication.

■	 PowerPoints. Chapter-by-chapter PowerPoint presentations highlight the key con-
cepts from the text. Several slides from each chapter have been reproduced and inte-
grated within the text itself as In-Class Notes.

■	 CourseSmart. CourseSmart goes beyond traditional expectations—providing instant, 
online access to the textbooks and course materials you need at a lower cost for stu-
dents. And even as students save money, you can save time and hassle with a digital 
eTextbook that allows you to search for the most relevant content at the very 
moment you need it. Whether it’s evaluating textbooks or creating lecture notes to 
help students with difficult concepts, CourseSmart can make life a little easier. See 
how when you visit www.coursesmart.com/instructors.

Learning Solutions Managers
Pearson’s Learning Solutions Managers work with faculty and campus course designers 
to ensure that Pearson technology products, assessment tools, and online course 
materials are tailored to meet your specific needs. This highly qualified team is dedi-
cated to helping schools take full advantage of a wide range of educational resources by 
assisting in the integration of a variety of instructional materials and media formats. 
Your local Pearson Education sales representative can provide you with more details on 
this service program.

Pearson Custom Library
For enrolments of at least 25 students, you can create your own textbook by choosing 
the chapters that best suit your own course needs. To begin building your custom text, 
visit www.pearsoncustomlibrary.com. You may also work with a dedicated Pearson 
Custom editor to create your ideal text—publishing your own original content or mixing 
and matching Pearson content. Contact your local Pearson representative to get started.

All the instructor supplements are available for download from a password-
protected section of Pearson Education Canada’s online catalogue. Navigate to your 
book’s catalogue page to view a list of supplements that are available. See your local 
sales representative for details and access.

Student Resources
CourseSmart CourseSmart goes beyond traditional expectations—providing instant, 
online access to the textbooks and course materials you need at a lower cost for students. 
And even as students save money, you can save time and hassle with a digital eTextbook 
that allows you to search for the most relevant content at the very moment you need it. 
Whether it’s evaluating textbooks or creating lecture notes to help students with difficult 
concepts, CourseSmart can make life a little easier. 
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An Introduction to Learning Styles
It happens in nearly every college and university course: students attend classes, listen to 
lectures, and participate in class activities throughout the semester. Each student hears 
the same words at the same time and completes the same assignments. However, after 
finals, student experiences will range from fulfillment and high grades to complete 
disconnection and low grades or withdrawals. 

Many causes may be involved in this scenario—different levels of interest and effort, 
for example, or outside stresses. Another major factor is learning style (any of many 
particular ways to receive and process information). Say, for example, that a group of 
students is taking a first-year composition class that is often broken up into study 
groups. Students who are comfortable working with words or happy when engaged in 
discussion may do well in the course. Students who are more mathematical than verbal, 
or who prefer to work alone, might not do as well. Learning styles play a role. 

There are many different and equally valuable ways to learn. The way each person 
learns is a unique blend of styles resulting from abilities, challenges, experiences, and 
training. In addition, how one learns isn’t set in stone; particular styles may develop or 
recede as responsibilities and experiences lead someone to work on different skills and 
tasks. The following assessment and study strategies will help you explore how you 
learn, understand how particular strategies may heighten your strengths and boost your 
weaknesses, and know when to use them.

Multiple Intelligences Theory
There is a saying, “It’s not how smart you are, but how you’re smart.” In 1983, Howard 
Gardner, a Harvard University professor, changed the way people perceive intelligence 
and learning with his theory of multiple intelligences. This theory holds that there are at 
least eight distinct intelligences possessed by all people, and that every person has devel-
oped some intelligences more fully than others. Gardner defines an “intelligence” as an 
ability to solve problems or fashion products that are useful in a particular cultural set-
ting or community. According to the multiple intelligences theory, when encountering an 
easy task or subject, you’re probably using a more fully developed intelligence; when 
having more trouble, you may be using a less developed intelligence. 

In the following table are descriptions of each of the intelligences, along with charac-
teristic skills. The Multiple Pathways to Learning assessment, based on Gardner’s work, 
will help you determine the levels to which your intelligences are developed.

What Kind of Learner Are You?*

*This material was originally created by Sarah Kravits.

Intelligences Description Characteristic Skills

Verbal/Linguistic Ability to communicate through lan-
guage through listening, reading, writ-
ing, speaking

• Analyzing own use of language
• Remembering terms easily
• Explaining, teaching, learning, and using humour
• Understanding syntax and meaning of words
• Convincing someone to do something

Logical/
Mathematical

Ability to understand logical reasoning 
and problem solving, particularly in 
math and science

• Recognizing abstract patterns and sequences
• Reasoning inductively and deductively
• Discerning relationships and connections
• Performing complex calculations
• Reasoning scientifically

Intelligences and Characteristic Skills
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Intelligences Description Characteristic Skills

Visual/Spatial Ability to understand spatial relationships 
and to perceive and create images

• Perceiving and forming objects accurately
• Manipulating images for visual art or graphic design
• Finding one’s way in space (using charts and maps)
• Representing something graphically
• Recognizing relationships between objects

Bodily/
Kinesthetic

Ability to use the physical body skilfully 
and to take in knowledge through bodily 
sensation

• Connecting mind and body
• Controlling movement
• Improving body functions
• Working with hands
• Expanding body awareness to all senses
• Coordinating body movement

Intrapersonal Ability to understand one’s own behav-
iour and feelings

• Evaluating own thinking
• Being aware of and expressing feelings
• Taking independent action
• Understanding self in relationship to others
• Thinking and reasoning on higher levels

Interpersonal Ability to relate to others, noticing their 
moods, motivations, and feelings

• Seeing things from others’ perspectives
• Cooperating within a group
• Achieving goals with a team
• Communicating verbally and nonverbally
• Creating and maintaining relationships

Musical/
Rhythmic

Ability to comprehend and create mean-
ingful sound and recognize patterns

• Sensing tonal qualities
• Creating or enjoying melodies and rhythms
• Being sensitive to sounds and rhythms
• Using “schemas” to hear music
• Understanding the structure of music and other patterns

Naturalistic Ability to understand features of the 
environment

• �Understanding nature, environmental balance, 
ecosystems

• Appreciating the delicate balance in nature
• Feeling most comfortable when in nature
• Using nature to lower stress

Putting Assessments in Perspective
Before you complete Multiple Pathways to Learning, remember: no assessment provides 
the final word on who you are and what you can and cannot do. An intriguing but 
imperfect tool, its results are affected by your ability to answer objectively, your mood 
that day, and other factors. Here’s how to best use what this assessment, or any other, 
tells you: 

Use assessments for reference. Approach any assessment as a tool with which you can 
expand your ideas of yourself. There are no “right” answers or “best” set of scores. Think 
of an assessment in the same way you would a pair of glasses or contacts. The glasses 
won’t create new paths and possibilities, but they will help you see more clearly the ones 
that already exist. 

Use assessments for understanding. Understanding which of your intelligences seem 
to be more fully developed will help prevent you from boxing yourself into limiting cat-
egories. Instead of saying “I’m no good in math,” you might be able to make the subject 
easier by using appropriate strategies. For example, if you respond to visuals, you might 
draw diagrams of math problems; if you have language strengths, you might talk 
through the math problem with another. The more you know about your strengths, the 
more you’ll be able to assess and adapt to any situation—in school, work, and life. 
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Multiple Pathways to Learning

Rate each statement:    rarely = 1,    sometimes = 2,    often = 3,    almost always = 4

Write the number of your response on the line next to the statement and total each set of 6 questions.

Face challenges realistically. Any assessment reveals areas of challenge as well as 
ability. Rather than dwelling on limitations (which can lead to a negative self-image) or 
ignoring them (which can lead to unproductive choices), use what you know from the 
assessment to look at where you are and set goals that will help you reach where you 

  1. _____ I enjoy physical activities.

  2. _____ I am uncomfortable sitting still.

  3. _____ I prefer to learn through doing rather than listening.

  4. _____ I tend to move my legs or hands when I’m sitting.

  5. _____ I enjoy working with my hands.

  6. _____ I like to pace when I’m thinking or studying.

        _____ TOTAL for Bodily-Kinesthetic (B-K)

  7. _____ I use maps easily.

  8.   _____ I draw pictures or diagrams when explaining ideas.

  9. _____ I can assemble items easily from diagrams.

10. _____ I enjoy drawing or taking photographs.

11. _____ I do not like to read long paragraphs.

12. _____ I prefer a drawn map over written directions.

       _____ TOTAL for Visual-Spatial (V-S)

13. _____ I enjoy telling stories.

14. _____ I like to write.

15. _____ I like to read.

16. _____ I express myself clearly.

17. _____ I am good at negotiating.

18. _____ I like to discuss topics that interest me.

      _____ TOTAL for Verbal-Linguistic (V-L)

19. _____ I like math.

20. _____ I like science.

21. _____ I problem-solve well.

22. _____ I question why things happen or how things work.

23. _____ I enjoy planning or designing something new.

24. _____ I am able to fix things.

       _____ TOTAL for Logical-Mathematical (L-M)

25. _____ I listen to music.

26. _____ I move my fingers or feet when I hear music.

27. _____ I have good rhythm.

28. _____ I like to sing along with music.

29. _____ People have said I have musical talent.

30. _____ I like to express my ideas through music.

       _____ TOTAL for Musical (M)

31. _____ I like doing a project with other people.

32. _____ People come to me to help them settle conflicts.

33. _____ I like to spend time with friends.

34. _____ I am good at understanding people.

35. _____ I am good at making people feel comfortable.

36. _____ I enjoy helping others.

         _____ TOTAL for Interpersonal (Inter)`

37. _____ I need quiet time to think.

38. _____ When I need to make a decision, I prefer to  
          think about it before I talk about it.

39. _____ I am interested in self-improvement.

40. _____ I understand my thoughts, feelings, and behaviour.

41. _____ I know what I want out of life.

42. _____ I prefer to work on projects alone.

         _____ TOTAL for Intrapersonal (Intra)

43. _____ I enjoy being in nature whenever possible.

44. _____ I would enjoy a career involving nature.

45. _____ I enjoy studying plants, animals, forests, or oceans.

46. _____ I prefer to be outside whenever possible.

47.  _____ When I was a child I liked bugs, ants, and leaves.

48. _____ When I experience stress I want to be out in nature.

       _____ TOTAL for Naturalist (N)
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want to be. Following the assessment, you’ll see information about the typical traits of 
each intelligence and more detailed study strategies geared toward the five intelligences 
most relevant for studying this text. During this course, make a point of exploring a 
large number of new study techniques; consider all the different strategies presented 
here, not just the ones that apply to your strengths.

Growth. Because you have abilities in all areas, though some are more developed 
than others, you may encounter useful suggestions under any of the headings. You will 
use different intelligences depending on the situation, and your abilities and learning 
styles will change as you learn. 

Strategies help build strengths in all areas. Knowing your strongest learning styles 
isn’t only about guiding your life toward your strongest abilities; it’s also about choosing 
strategies to use when facing life’s challenges. Using your strengths to boost your areas of 
challenge may help when you face tasks and academic areas that you find difficult. For 
example, if you’re not strong in logical-mathematical intelligence and have to take a 
math course, the suggestions geared toward logical-mathematical learners may help you 
further develop that intelligence. As you complete the assessment, try to answer the 
questions objectively—in other words, answer the questions to best indicate who you 
are, not who you want to be (or who your parents or instructors want you to be). 
Remember, the assessment will show you where your strengths are; then it’s up to you to 
use your strengths to support other areas. 

Scoring the Assessment
Find out what your scores are by completing the table below. A score of 20–24 indicates 
a high level of development in that particular type of intelligence, 14–19 a moderate 
level, and below 14 an underdeveloped intelligence.

20–24  
(Highly Developed)

14–19  
(Moderately Developed)

Below 14  
(Underdeveloped)

Bodily-Kinesthetic

Visual-Spatial

Verbal-Linguistic

Logical-Mathematical

Musical

Interpersonal

Intrapersonal

Naturalist

Strategies for Different Learning Styles
Finding out what study strategies work best for you is almost always a long process 
of trial and error, often because there is no rhyme or reason to the search. If you 
explore strategies in the context of learning style, however, you’ll give yourself a 
head start. The five intelligences that have the most relevance in this text are bodily-
kinesthetic, interpersonal, logical-mathematical, verbal-linguistic, and visual-spatial. 
Now that you’ve completed the Multiple Pathways to Learning assessment, you’ll 
be able to approach the text with a more informed view of what may help you 
most. We hope this self-assessment helps you become a more confident and 
effective learner.
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