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1. Lesson Three: Verbal and Non-Verbal Communication

Teaching Materials:

Duration:

Learning Objective:

Discussion

Small group brainstorming of
non-verbal communication
options

Scenario

Pictures worksheet

15 minutes

15 minutes (57 minutes for
small group and-10 minutes
for group discussion)

15 minutes

5 minutes

Increase understanding of
how nonverbal
communication enhances
or detracts from verbal
communication.

Increase awarerss of how
verbal and norverbal
communication differs
depending on who we are
communicating with.

Setting and Method class discussion, small group work

Lesson Summary for Instructors :
The key component of this lesson is for students to understand that communication
involves much more than just the words that they speak. The pie graph in this section is
important to point out and discuss so that students will understand that 70% of
communication is derived from non -verbal statements.

Having student internalize t he idea that how they speak through tone of voice, facial
and eye gestures, as well as body language, in addition to the words they say, will be
key to their success in any relationshipfi whether it be at work, school, or in their

personal lives.
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Verbal and Non-Verbal Communication

Verbal and non-verbal communication are completely dependent on one another. Typically,
verbal communication gets all the attention, but studies have shown that non-verbal
communication is actually responsible for 70% of what people interpret from us. That is a very
important number to remember!

That means that every time you complement someone, they are studying what your face, eyes,
and posture are saying and they are deciding if you really meant what you said.

Think about how much we say without speaking. We can say hello, show we are angry,
celebrate excitement, or look very afraid, all without ever saying a word! We can also offend,
upset or comfort another person without uttering one syllable as well.

Given the power of non-verbal communication, understanding how to make our spoken words
match and complement our body language is a very important skills to have.

p
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Without saying a word, how can you:
» Tell someone hello?
» Show that you are confused?
» Tell someone that you are bored?
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Class Activity

Have the class break up into small groups and ask each group to identify someonerauthe g

who does not mind writing and is willing to make a list. Once each group has a scribe, let them
know that they will be working as individual groups to come up with as many words, emotions,
phrases, or concepts as they can, that can be communicatedwvisaying a word. For
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each group to get a solid list of nmerbal communications. You may want to reward the group
with the most on their list with a prize.

To end this activity, have each group share one thing from their list with the cladé that y" Q (i
been talked about yet in class.
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How many different words, emotions, phrases, or ideas can you think of that we
communicate without using verbal language? Write down as many as you can think of.

My Total:
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? @MRVDQ SGHR?

How many different words, emotions, phrases, or ideas can you think of that we
communicate without using verbal language? Write down as many as you can think of and
count your total when you are finished.

My Total:
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Class Activity: This activity is an option to talk about how verbal and werbal

communication skills (or lack thereof) affect relationships at work. Read this scenario together
in class andhe discussion questions can either be discussed as a whole group or can be
discussed in smaller groups.

What do You Think?

You are working at a large chain store and the store manager has informed all employees to
attend a Customer Service training on a Saturday. This is a training that they do once a year for
all employees who have started working in the last year. None of the employees are excited to
attend, but it is a mandatory training and most people seems to understand that it is important,
since good customer service is what the store’s reputation is built on. Brian, however, feels like
the training is beneath him and he doesn’t want to attend. When the notice was put up in the
staff lounge announcing the training, Brian told everyone he saw how stupid it was to make all
employees attend the training and he didn’t understand why the training is necessary when
everyone knows how to talk to customers anyway.

Saturday is here and the training was to begin at 9:00 AM. Everyone but Brian was in the
training room by 8:55 AM. The training started at 9:02 AM with introductions and the instructor
explaining the importance of customer service and good communication skills. At 9:12 AM,
Brian opens the door of the conference room and scans the room for an empty seat. He finds
one, sits down and puts his backpack beside his chair. He unzips the backpack while the
instructor is presenting and proceeds to pull out a bottle of water and bag of crackers and puts
them on the table in front of him. He opens the crackers and begins to crunch on them. He
scoots his chair back from the table, crosses his legs and slumps back and relaxes. The facilitator
asks the group to break up into groups of three. Brian looks up from his crackers and says in a
voice loud enough for most of the room to hear, “What? Now we have to work? This is B.S.!”
He rolls his eyes and makes a show of standing up, while muttering to himself about how stupid
the training was.

Once the groups of three are formed, Brian loudly declared that he wasn’t going to do anything

and informed his small group that they were on their own. There was no way that he was going
to talk about this stupid stuff.
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Discussion Questions:
1. Technically, Brian was at the Customer Service training. However, it could be said that
Brian wasn’t really being trained. Do you think he should get credit for the training?

Why or why not?

2. What kinds of ideas and emotions did Brian communicate with non-verbal
communication?

3. What kinds of ideas and emotions did Brian verbally communicate?

4. How do you think the rest of the class is feeling during this training?
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What non-verbal communication do you see in each of the pictures below?

1.
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