Do Nonverbals Communicate? (Case Study)
Geoff Smithers is the manager of the claims department of “Cure All” household insurance. Geoff is always appropriately dressed for the manager’s position in a suit and tie. He is an affable open type of person who cares for his staff. He moves around with an easy going manner, smiling and always taking the time to say “hello” and acknowledge staff. He expects honesty and openness from the staff. He also expects them to greet and respond to one another and customers courteously.
Lyndall and Debbie work at the reception area of the claims department. Their duties include attending to customers’ needs and requirements, answering the telephone, redirecting calls when necessary and general office duties. In Geoff’s view Lyndall is a moody person who often responds to customers’ greetings by keeping her head down or looking at her keyboard.
Debbie on the other hand has the habit of strutting around the office using a loud voice to catch attention, and she latches on to anyone who will listen to her. She also sits with Lyndall and gossips about the other staff and what she did over the weekend. Some of the staff has told Geoff they feel uncomfortable when they see Debbie and Lyndall sitting in a huddle chatting. Debbie also wears clothes to shock.
Geoff needs urgent work to be done.in his usual affable manner he approaches the front desk. He notes Lyndall slumps over the keyboard with that look on her face that suggests “don’t bother me I am too busy”. Geoff quickly changes direction and turns to Debbie, who is wearing an outfit more suited to a party. She is sitting next to Lyndall with her hands behind her head, peering at Geoff through half-shut eyes.
Geoff knows that neither person wants to do what he needs done now. He makes a quick decision and says to them both: ‘I want this claim finished by close of business so it can be posted this evening”. He left them with the work.

Q no1: What sort of nonverbal behavior would Lyndall use to convey a moody person, refer to body movement, facial expressions, vocal quality and the use of personal space?
Q no 2: What message is conveyed to staff when they see Debbie and Lyndall sitting in a gossiping manner at the front desk?

Q no 3: What sort of dress is appropriate for an insurance office?
Q no 4: Analyze the last paragraph? Explain why did Geoff make a quick decision?

***********************************************












[bookmark: _GoBack]





























