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Chapter 9

EXERCISE

COMMUNICATION
• Keep an eye on people who are commu-

nicating around you.
• Are you surprised by the weighting of the 

verbal, vocal and non-verbal communica-
tion illustrated in figure 9.5?

• Have you seen examples where the three 
levels of communication contradict each 
other?

• Explain your answer.

It is a well-known truth – underpinned by many research findings – that non-ver-
bal communication means far more than the verbal. This is also illustrated in 
figure 9.5.

Often, we make mistakes in the communication process itself. That is why 
there is good reason to take a closer look at the process.

The core of the communication process is, of course, the sender and receiv-
er. The source of the communication is the sender, who has a message they 
want to deliver. For the message to be sent, it must be coded and sent out via a 
communication channel. The receiver decodes the message and can then send 
feedback to the sender.

Let us look at the individual elements of the communication process:

FIGURE 9.6 The com-
munication process.
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FIGURE 9.6
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