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ABSTRACT

Communication is a daily routine for every man irrespective of age, religion,
status, beliefs and opinion. It involves the transmission of message(s) from one
person to another or group of people. Meaningful and pur poseful communication
can berealized through verbal (use of words, vocabulary, tone and vocalization)
and non-verbal cues (physical environment, movement and body position and
paralanguage). Communication is found to be very important in aiding good
inter personal relationship among academic and non-academic staff in Nigerian
tertiary institutions. Thus, inappropriate communication patterns will have
serious consequencesin their relationships. In this paper therefore, the researcher
posits that one counseling theory, Rational Emotive Behavioral Therapy (REBT)
when employed can assist Academic and Non-Academic Staff in handling
inappropriate communication pattern thereby strengthening their good
interpersonal relationships. The researcher therefore made certain
recommendations based on the findings in handling Inappropriate
Communication Patterns among Academic and Non-Academics Saff workersin
Nigerian Tertiary Institutions.

INTRODUCTION
Communicationisasignificant tool usedinall daily routineto pilot, persuade, shareand
network among human beings, and it can be described asamaster plan used to achieve
godsand objects(Witzany & Madi, 2009; Oyinloye, 2006). Communicationisthe process
by which meaningful information istransmitted from one personto another or agroup and
meaninglessinformation cannot be regarded as effective communication, sinceit hasno
significant meaning attached with it (M ortensen, 1992). The process of communicating
one'sfedlings, beliefs, thoughts, vision and mission to others, in order to benefit fromthe
interaction, issaid to beinterpersonal effective communication (1paye, 1995; Spielgd,
1999). According to Warwick, Girason, Goodnew, Schlzine and Wu (2004),
communication isthe process by which aperson sharesinformation and opinion using
words and through gestures, cues, signalsand symbols. Hybelsand Weavers (2001),
Olagunju and Eweniyi (2002) al so buttressed this assertion. |dowu and Esere (2007)
pointed out various reasonswhy individual scommunicate with one another and without
this, therewoul d have been lessdevelopment intheworld. Firstly, individualscommunicate
tolearn more about othersand to discover who they are. InNigerian Tertiary Ingtitutions,
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both the academic and non-academi ¢ Saff should understand thet every individua hashis/
her ownworth, but thefact till remainsthat theissue of personality and ranking should be
observed during their interpersonal relationships. Secondly, individuals communicateto
learn about theworld around us. Also, individualscommunicateto share our world with
others, itisimportant for academic colleaguesto sharetheir feelingswith one another and
academic staff should beableto sharetheir feelings either suitable (success, happiness,
gladness) or unsuitable (sorrows, pains, failures) experiences, and by theseworkerswill
assist and bear their burden together. Wendd (1996) establishesthefact that communication
can beused to know each person'sflawsand possible solutionsintimes of predicaments.
Knapp (1992), M ehrabian and Feriss (1967) explain that human communicateto persuade
or influence others. Reasonabl e and persuasivewords can be used to encourage and build
confidence among thejunior staff to do what they are not capable of doing.

M gj or typesof Communication: Thetwo major communication patternsare verbal
and non-verbal (Anderson, 2007). Idowu and Esere (2007) opined that verbal
communicationisthe used of words, vocabul ary, numbersand symbols, and isorganized
in sentences using language. These can be classified into syntactics, semantics and
pragmatics. Syntacticistherdationship betweenwords, semanticsisthere ationship between
aword and what the object really stand for. Pragmatic isthe agreement between words
and behavioours. Academic and non-academic staff used verbal communication to enjoy
their naturd relationships.

()] Using positivewordsto challengelimiting beliefsand thisisachieved when they
establish and phrasetheir wordsin clear and obviouscomprehensionin order not
to create negativefedingsor emotionsfor themselves.

@i Asking of wrong question or rhetorical expressioninorder not to create negative
fedingsor emotionsfor themselves.

Thenon-verba communicationisthetype of communication without words, but through

body language (Knapp and Hill, 2007) Non- verba communication can beclassfiedinto

threenamely: physica environment, body position and para anguage.

Physical Environment, according to Knapp and Hall (2007), includefurniture,
architectural design and interior decoration; Such ascolour, temperatures, noise, lighting
conditionsand music normally affect workers behavioursduring interaction. Physica
environment issub-divided into proxemicsand chronemics. Proxemicsisthestudy of how
individual use and understand their space around them. Theinterpretation of message
determined by the space between the sender and receiver and thisisdifferent fromone
culture to another (Hall,1963). Also, as the originator of proxemics in non-verbal
communication. Heclassfied proxemicsspaceinto four different classesnamdy; intimate,
social, persona and public. Hargies& Dickson (2004) alsoidentified four proxemics
whichinclude: primary, secondary, public and interaction territories. Primary Territory is
theareathat belongsto aparticular person only, and such anindividual isassociated with
it. A faculty Officer with high cadrewho will never entertain or alow other junior workers
to enter hisoffice, talk of expressing their opinionsor viewsexcept permissionissought
prior tothetimeand individua differencesamong workerscan easly causeinappropriate
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communication during conversation and interaction. Secondary Territory isliketheprimary
territory, thereis no right to occupancy, though a person will still be regarded asthe
passve ownership of the particular space. A head of department who would never delegate
or allow another person to use hisoffice, heisMr. All in using school property. This
sometimescausesbarrier incommunication that isingppropriate. Public Territory refersto
an areathat ismeant for al; peoplewho havelimited claim of ownership of such space.
For ingtance, aVice-Chancd lor inthemidst of co-workersduring aconferenceor workshop
being organizedin hisingtitution, claimslimited ownership to the space provided for such
exercise. Interaction Territory isaspace created by othersduringinteraction. A bossmay
organizeamini party for hisfollowerswhere, they would al dinetogether and celebrate
within histerritory. Chronemicsonthe other hand, isthe study of how effectively timeis
used in non-verbal communication, and reaction to time is a powerful weapon of
communication and theway they arrange for communicating with others. Thishasto do
with our being conscious of time, desire and create listening habit rather then hearing
habits, timing and lengthening of action aswell ashisstylesof communication do contribute
to theinterpretation of messages. Thesemay be classified into two dominant time patterns
(monochronictimescheduleand polychronictime schedul€). Monochronic Time Schedule
(in-time) isrecognized asvery vital that should not bewasted at all, proper planning and
adequate utilizing of time, especially when one has been booked for appointment and this
ispeculiar adequate utilizing of time. In polychronic time schedul e (P-time), personal
important isgiven priority rather than booking appointment or schedulewith others.

Movement and Body Position Kinesics: It wasintroduced for thefirst timeintheyear
1952, by L. Bird Whistlewho wasformerly aballet dancer, and later transformed to an
anthropologist. Kinesicsinvolvestheuse of body language, the eyesgestures, smiling and
mouth to communi cate without words (Otterheimer, 2007). The Eyesare usually used to
send message from one personto another and it variesfrom one cultureto another. Eyes
can prompt misunderstanding among individuasof different nationdities (Kendon, 2000).
In Nigeria, especialy among the Yorubas, gazing at the eyes of aperson means'do not
yieldto pressure”. In one occasion, agroup of senor staff inafamous college of education
washoldingameetingwhileajunior staff wasshouting withinthe premises, andimmediatdy
hisbossgazed at her through thewindow, sheleft the spotimmediatdly. Eye-rollingsgnifies
tiredness, but when rolling eyeto heaven means seeking God's divineintervention for
safety. Turning of noseamong theNupes, to say "no" instead of eye-rolling by the'Yorubas.

During conversationin office, aSenior Administrative Officer used hismouth to
ask amessenger to keep quite, by putting hisright hand fingerson hislips. A Clerical
Officer folding hisarmsduring conflict with her colleagues, expecting areactionwhich may
beeither positiveor negative but thisdiffersfrom cultureto cultureand from oneplaceto
others (Knapp, 1992). The head is used to send messages to others. In Nigeria, for
instance, nodding of head responsemeans™no™ or to stop an action, but reverseisthecase
in Bulgariaand Sri-Lanka (Knapp, 1992). Posture is another body language used in
communication and thisdeterminesthelevel of each participant, individual differences,
and recognition for either communication (Knapp and Hall, 2007). A posture showsthe
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importance of interpersonal relationship during communication. A school driver putting
hand on hiswai st during crissmeansthat heisready to do hisworst and thisisapplicable
tothelgbosand Yorubasin Nigeria(Knapp and Hall, 2007). Gestureisalso used asone
of the non-verbal communi cationsto transmit message from one person to another. This
involvesthe use of hands, arms, body, hand and eyes. It isalways hard sometimesto
identify language during gesturesaswell asverbal and non-verbal, since both areused
simultaneoudly. According to Ottenheimer (2007), psychologist Paul Ekma& Wallace

Friesen pointed out that gesture could be classified into fivetypes.

0] Emblemsaregestureswith direct verbd trandation. A Mudim Saff (Purdah) usualy
coversher head and body whenever she goesto office.

(i) [llustrators are gesturesthat describewhat issaid verbally. A bossrolling hand on
hishead to show isjunior worker that heisout of hismind.

@)  Aneffect display isagesturethat coveysfedlings. A junior staff burstinto tears
when he got hispromotion | etter that had been delayed for donkey years.

(v)  Regulaorsaregesturesthat control interactions AnAssistant Lecturer, for instance,
was uttering an abusive language while, aDean of afaculty was cracking jokes
with him, and out of annoyance the man immediately changed hiscountenance.

v) Anadaptor isagesturethat facilitatesthe rel ease of body tension. inthisgesture,
aworker was envisaging aquery ahead of him and hewas pleading for mercy.

Hapticisa so known astouching asnon-verbal communication and thisincludes hand

shakes-like holding handswhich are common among lovers, kissing of cheek, lips, hand

lovers. Forceful interpersonal closeness can be expressed through senior and junior worker
such asliking, holding and scratching, touching, open body position and eye contact can
also beused in non-verbal communications (Argyle,1988). Paralanguageisequated as
vocalicwhichisthe study of non-verbal cuesof thevoice. Therearevarious soundsand
different ways of hearing them which includetimethat shows how people pronounce
words, and thelevel of understanding of their listeners, and thisisknown as prosody

(Peatternsof sound) and Rhythm (Floyd & Guerrero, 2006). They further explained that, a

linguist GeorgeL . Trager devel oped aclassification systemwhich comprisesof thevoice

s, voice quality and vocalization. Thevoice set isthe context of the spesker toinclude

thedituation, gender (maleor female) ageindividud'scultureand mood. Thevoicequdities

arepitch, tempo, rhythm, articulation, nasdlity, res tanceand accents. Therearevocdization
characterized, which expressfedings, while spesking such aslaughing and yawning.

A voicequality isthemethod of presenting messageyelling like"Haa" and vocal
segregateslike"uh-uh" to show the spesker that thelistener isstill with him or listening.
Culturevariesfrom one nationality to another. For apersonto be culturally competent,
culture of othersmust be studied and accepted (Julian, 2001). Thereare severa barriers
to effective communication and these can cause conflict during interpersonal relationship
among academic and non-academic staff. A ccording to Montanaand Charnor (2008),
the two major barriers are message overload and message complexity. An exampleis
when amessenger overload was asked to distributefiles, collect | etters, pack refuseand
carry academic gownsto the school'sstore, all at atime. Thisstudy adopted the Albert
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EllisRational-Emotive Behavioura-Therapy in handling inappropriate Communication
Petterns. Rationa Emotive Behavioura Therapy (REBT) hasbeenidentified asthesuitable
and famoustherapy in handling i nappropriate communication pattern among academic
and non academic staff in Nigeriantertiary Institutions. Thisproblem isrampant among
them and it has been regarded asthe core factor responsible for poor communication
patternswhich should be handled with carethrough adeguate counseling techniques.

View of Human Nature: REBT isbased on the assumption that human beingsareborn

with apotential for both rational or straight thinking and irrational or crooked thinking.

Taking for granted that humans arefallible and they will continueto make mistake but

individualsshouldtry tolearn how to liveat peace with oneanother.

Ellis(1978) often regarded asthe proponent and founder of rational emotivetherapy

stated some of thekey REBT assumption, which areasfollows:

0] People condition themselvesto feel disturbed rather than being conditioned by
externd forces. Thecounsdor usng REBT counsdling srategy totell thoseworkers
to bemindful of their words, tone, vocalizationsand thewaysthey usesignsand
symbolsduringinteractions.

(i) People havethebiological and cultura tendency to think crookedly and needlessly
disturbthemselves The REBT counselor needstotell academic and non academic
gaff not tothink irrationd to disturb themsd vesbut instead they should understand
that good interpersond relationship will be profitableand useful if applied.

(i) Peopl e have the capacity to change there cognitive, emotive and behavioural
process. They can choosetoreact differently fromtheir usua patternsby refusing
to alow themselvesfrom being minimally disturbed for therest of their life. The
counselor teachesthose workersto remove uncondusivefeelings by replacing
themwith palatable ones.

Ellis(1987) identified three mgjor absolustic, "should", "must”, "ought” demandswhich

can be equated to bethreemgjor "musts’ affecting individua sthinking.

A (Acivaling evert) B (Belief about p{ L {Emebonal and benavinural

happmpriate Communication busing kaed, urived and consEquENCes| appropnan:
setimeipeor mamer el | — reaction (depresson. sadness

Communication ' nlenorty oompees, e,
hostity and anger
I
NB. Inapaprals D idisputing imenvention E [Effecive F |Feelng] new fakng
Commuricaton Patiems al A aspung imatoral Ll rabonal phicsagny approprak n
thial cases () bt ol {B) behavioural of B. hatred, replacng imaaonal wilh ecormance win
unived and malreaiment Hhahon

Fig. 1: A.B.C. Theory of Personality  (Source: Froggat, 2001)
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Fromthefig. 1, A” describesan event behaviour or attitude, of anindividud, “C”
istheemotional and behavioural consequencewhich may beappropriateor ingppropriate,
“B” isthebelief systemthat “A” causes“C”. TheREBT counselor tellsaworker that
Inappropriate communi cation pattern at A does not cause anxiety, hotility, social pattern,
anger, depression and sadnessin® C” but aworker'sbelief about being hated, unloved and
maltreated, that is"B” responsibleand not “ A” . Workers should agreethat they really are
responsiblefor being hated, unloved and maltreated. Now “D” isdisputing. “D” isthe
application of the scientific method to help client challengetheir irrational beliefs. The
principleof logic can betaught, which can beused to nullify unredlistic and unverifiable
hypothesis. Ellis(1987) contended that emotiond disturbancescan bediminated or modified
by directly involved with thefedingssuch asworkersfedings of depressionsand sadness.
Ellis and Bernard (1986) described the three absolute concepts as debating and
discriminating. Inthefirstinstance, clientsabsolute”should" and "must” their dwfulizing,
and thesedysfunctiond beliefsfromrationa ones.

REBT used other cognitive, emotiveor both gpproachesduring thethergpy sections
andinoutsidelife®E”, an effective philosophy, and which involvesapractical, where
clientsreplaceinappropriate thought with appropriateones. If client issuccessful indoing
this, individua also creaste“F”, or new fedlingsof appropriately accord withastuation. In
relation to the event of inappropriate communication patternsusingtheA, B,C, D, Eand
Ftheory of persondity at point“D”, whichisdisputing. Intervention, theREBT counsdllor
will usescientificmethod to help chalengetheir irrationd beliefs. Here, theREBT counsdllor
will dispute bdliefsabout hatred, unloved and madtrested at stageE’ the REBT counsdlor
will help workersto replaceirrational statementswith rational ones. Using of abusive
words, tone, dang, sgnsand symbolsduring interaction can till bediminated and fedlings
of sadness, depression, inferiority complex, anxiety, hostility and anger should bereplaced
withloveand affections. Senior workersshould give positiveemotionsand positiveregards
andmutua loveat al times. Atthelast stage” F’, theREBT Counsdllor successwith stage
E whereaworker with inappropriate communication patterns have anew set of fegling
instead of depression, anger, anxiety and sadnesswherejunior and senior workersbegin
tofed effective mutual love, harmony, peace and rest of mind, freedom from fear and
anxiety, hodtility, depression andinferiority complex haveno chanceat their place of works.

Rationalefor Using REBT in Handling I nappropriate Communication Patter ns
REBT takesstepsnot only to enableclient'sminimizing itsemotional disturbance and self
defecting behaviour but also acquiring amoreredistic philosophy of life. Theemotional
disturbances are observed when workersbegin to make various question and statements
suchas"l ameventired of thiskind of job, | will never fed happy for aminute”, "Oh God,
| wish | had remained jobless’ all these statements can attribute and aggravate more
disturbancesfor workersintertiary ingtitutions. The counsellor helpsclientsto examine
and changeval uesthat keep them disturbed, for instance, aworker fear of receiving query
from hisbossasaresult of poor communi cation patternsand the purposeisnot merely to
reducethat specificfear, instead, thetherapist attemptsto work with hisexaggerated fears
of recelving query asan entity. REBT shrivesthrough re-assessment and the assumption
that human problemsare philosophicaly rooted.
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TheTherapist Functions: RET Counsellor mainly employs persuasive method to deal
withclient'sirrationa beliefs. "I must haveloveor approva fromal membersof staff inmy
placeof work if not, I cannot cope, and then | amirrelevant”. | must perform important
taskscompetently and perfectly well and if not, | cannot stand it, then | amlooked inferior”
"| am not treated theway | want and | can't stand it, then | must |ook for an aternative”.
Thecounselor probesclientsto validate their ideasand irrational beliefs but, they should
do away with them, having it inmind that thereisno job that isfree from problem and
misunderstanding, but the courage of every worker to suppress tensions and handle
gtuationswith care enableworkersto keepstheball of affectionrolling.

Workersbelievethat their emotional and behavioural problemsare externally
caused. Through REBT they discovered that their problemsare not external ly caused but
aremainly theresult of there erroneousbeliefs. Onceworkersbegin to accept thesefacts
that beliefsarethereal cause of their emotionsand behaviors, definitely they areableto
participatein the cognitiverestructuring process (Ellisand Yeager, 1989)

Application of REBT to Correct | nappropriate Communication Patter ns

Rational Emotive-Behaviour Therapy issuitable and useful in handling inappropriate
communication patternsamong staff of Nigerian Tertiary Indtitutions. Firdtly, itisafact that
membersof saff inour inditutionsof learning do usudly atributether problemsto externa
forcessuch as: individuals, physical, and spiritual . Workers do go to thelength of taking
spiritual measuresto ded withtheir individua problemsat their variousofficesand places
of work not knowing that they areresponsiblefor whatever happensto them. Applying the
REBT, it will enablethemto dter suchirrationa beliefssuch as: "I don't even know what
todoagain, upon al what | did my bossdoesnot appreciate’ "1 am eventired of thiskind
of job, hewill never commend meoneday", | will never fed happy for aminute” "Oh God!
How I wish | had remained jobless". It isuseful for many workersespecially whenit
comesto decision making, many membersof staff cannot take their own decisions, but
only rely ontheir Heads of Department, Deans, Principals, Provostsand Vice Chancellor
to decidefor them and thisstudy will enablethemtolean how to maketheir own decisons,
by applying the REBT. Thisisaso useful for academic and non academic staff of tertiary
indtitutionsin their communication patternsespecialy with their wrongly used of verba and
nonverbal cuesduring interaction such asthe use of such questionsas"Why?', "What?",
"Which?',"When?', and "Who?". Let workerslook at thisconversation betweenaYoruba
senior driver (Tola), hisjunior driver whoisan Igbo called (Joe) and Tola'sboss messenger,
aHausa(Baa).

Tola:  Why did you touch my bag for God's sake?

Joe:  Your bag! Whendid | touchit, Oh! God?

Tola:  Whatiswrong withthisboy?

Joe:  Whoseboy?

Tola:  Youl

Joe: My sdf?Ogal You better be careful!

Tola: Me?(Hewasrolling hishand on hishead to show Joethat heiscrazy).
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Joe:  Un! Ah! Waoh! "Pause... Waiting for the next action and accidentally Balathe
messenger of Tola'sbosscamein”

Bala: Ogal Ogal Thisisthemoney that you asked meto keep for you yesterday while
coming fromKano.

Tola:  Oh! You have made metowrong Joe. Oh! | amvery sorry.

Joe:  WHI! Godwill havemercy uponyou.

Poor communi cati on patternsamong academic and non academic staff in Nigerian
Tertiary Ingtitutionsisasubject of discussion that isrampant in Nigerian society. REBT
behaviourd therapy can a so be usedin dealing with family problem likemarital conflict
and discord, broken home, separation, family planning progrmme, churchesand mosque
in settling crisesif well gpplied and used correctly (Olakojo 2001). Based on thefindings,
it was observed that arbitrary use of vocabulary and words do cause misunderstanding
among academic and non-academic staff workersin Nigeriantertiary ingtitution. Thereis
awayspower tuss eamong academic and non-academic staff workersin Nigeriantertiary
ingtitutionswhenit comesto decisionstaking. The Non-Academic Senior Staff workersin
Nigerian Tertiary Institutions do normally exercise authority over thejunior oneseven,
when they arewrong. Senior Academic Staff workersusually deny their junior oneswho
fail tocomply with thereorder in other thingsouts dethere primary assignments. Academic
and Non-Academic Staff at al levelsshould be mindful of theway they use non-verbal
cuesduring conversation. Theuseof "Wh" questionlike"Why?", "When?', "Where?",
"Who?' and "Whose?" should beused in such away that can bring positiveresults. There
should bemutual interaction among academic and non-academic staff intermsof sitting
arrangement. Good positive behavioursand attitudes emitted should dwaysbere nforced
among junior workers by the senior ones. Message(s) overloading should be avoided
when discharging responsibilitiesto thejunior onesby their boss.

CONCLUSION

Theaim of thisstudy wasto review the Counsalling strategiesfor handling inappropriate
communication patternsamong workersintheNigeriantertiary institutions. Counsdllor's
involvement inthismeatter will bemoreuseful. Thecommunicatorsshould beabletoidentify
their present world, what they experience now, their past experience and even what they
arelikely to experienceinthefuture. Thejunior staff should bemindful of what they see,
hear, and perceiveintheir environments. They should be meticulousenoughinreacting to
issuesduring conversation and interactionwith their senior ones. Bearingin mind that their
non-carefreeattitudes, disobedience and unruly behaviourswill have effect ontheir future,
rather thejunior staff should learn how to exploit available opportunitiesand resourcesto
their advantages. The counsdlor should dwaysavoid asking of wrong question or rhetorical
expression. Workersespecially thejunior ones should be educated to reducetheir usage
of verba pausessuchas"Aah"! "Oh"! "Wan"! to reducetension during crisesto affirma
good interpersonal relationship. The useof carel esslanguage should a so be avoided. For
instance, assuming that ajunior worker ought to have understood what hisbossissaying
whileinteracting with each other.
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