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Abstract

The expression of specific nonverbal behaviors has been proposed to play an important role in the
development of interpersonal trust. In this review, we examined the andragogical descriptions
presented by 8 different disciplines for which behaviors are used to build trust. Despite drawing
from largely separate source material, cross-discipline analyses revealed consistency regarding the
recommended behaviors that should be used to communicate trust, including eye contact, smiling,
mimicry, and maintaining physical proximity. A comparison of these behaviors with those seen in
the attraction literature and parenting context further suggests that the function of such behaviors
is not confined to the professional context. A model in which affiliative behaviors are used in the
expression of trust and interpersonal attraction is discussed.
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Highlights

- Disciplines across academia agree on the recommendations of specific behaviors—
called affiliative behaviors—to develop interpersonal trust.

» Recommended affiliative behaviors align with those behaviors investigated by the
psychological literature as facilitating trust.

+ The affiliative behaviors identified as indicators of trust are also the behaviors linked
to the behavioral expression of interpersonal attraction and seen in parent-infant
interactions.

In his famous book, Dale Carnegie (1936/2009) recommended engaging in a number of
behaviors to build interpersonal trust, including smiling, using an open posture, and
listening genuinely. More recently, popular culture has produced its own list, which
commonly includes maintaining eye contact, mirroring, open palms, genuine smiles,
"steeple hands,’' nodding, and a firm handshake, among other behaviors (e.g., Baker,
2018; Canales, 2019; Ellsberg, 2010; Ferrazzi, 2008; Gallo, 2014). The variability in the
recommendations illustrates the seeming lack of consensus on which behaviors are
relevant to building interpersonal trust.

The need to build trust is critical to all types of relationships, from one-off interac-
tions to the enduring. Such is the importance of interpersonal trust that training and
education programs for many professional occupations explicitly outline methods to
build it. Given the central and critical role that trust plays, a well-defined taxonomy of
the behaviors that build trust is necessary. The goal of this paper was to both outline
a theoretical approach to trust development and to examine andragogical descriptions
with the goal to present a multidisciplinary understanding of what trust is and how
behaviorally to build it. We begin by outlining a theoretical foundation for when and
why trust is communicated, then present an investigation into how educational materials
for various professions describe how to develop it.

The Communication of Trust

In many interpersonal interactions, there is the possibility that one person will be asked
to engage in a social exchange, which may include a request to depend on the other
person, provide a good or service, or to engage in a particular behavior. Critically,

these exchanges can involve the immediate or delayed exchange of goods or services,
in which there may be a sequential distribution of resources. For such exchanges to

be successful, both people must have the expectation that the other person will do

as they say (Cosmides & Tooby, 1992; Thibaut & Kelley, 1959). In other words, trust,
"beliefs about the likelihood that another's future actions will be beneficial” (Robinson,
1996, p. 576), provides the foundation for a successful social interaction. In all different
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types of interactions, people must determine the other person's intentions and they may
communicate their own intentions. Communicating one's own intentions can dictate the
likelihood of a successful interaction, whether it is approaching the teller at the bank,
asking someone out on a date, agreeing to buy a used car, meeting a colleague after
work, or greeting one's loved one at the end of the day.

One method to communicate trust is through nonverbal channels. Behaviors that
communicate trust—called affiliative behaviors—express one's cooperative and benevo-
lent intentions (Boone & Buck, 2003; Montoya et al., 2018), and often take the form of
smiling, eye contact, and laughing. A smile with eye contact, for instance, is a cue in
Western countries to communicate one's willingness to cooperate (Ray & Floyd, 2006).

Although the oft assumed goal of developing trust is persuasion (e.g., changing a
person's attitude; Simons, 1976), the goal is more aptly characterized as compliance (e.g.,
changing a person's behavior). For instance, whereas attorneys may hope to change a
juror's mind with their smiles, eye contact, and verbal presentations, the more relevant
impact is on the juror's behavior, such that attorneys work to ensure that the juror
will comply with the request to cast a vote in a particular way. Similarly, a doctor may
hope to change a patient's attitude toward, say, healthy eating and regular exercise,
but the critical impact is on the actual frequency of exercise and the quality of their
diet. Requests to comply are more successful when paired with expressions of affiliative
behavior (e.g., Cialdini, 2001; Goei et al., 2003; Mehrabian & Ksionzky, 1970). In the
language of social exchanges, affiliative behaviors proximally augment the other person's
level of trust, but ultimately function to ensure the other person complies with the
request.

The expression of affiliative behavior can also be conceptualized using models of
emotion. Specifically, functionalistic models of emotion (e.g., Ekman, 1992; Tooby &
Cosmides, 1990) propose that emotions are associated with a cascade of neurological,
physiological, and behavioral responses. Behavioral responses are hypothesized to have
a specific interpersonal communicative function. For a subset of emotions called "social
emotions" (Van Kleef et al., 2010), which includes anger, sadness, among other emotions,
the interpersonal function is the regulation of the dynamics of a social exchange (Hareli
& Parkinson, 2008). The expression of the emotion of interpersonal attraction, specifical-
ly, is proposed to maintain, deepen, or repair an interdependent relationship (Montoya
& Horton, 2020; Montoya et al., 2018). From this perspective, attraction is associated
with affiliative behaviors to instrumentally develop interpersonal trust. If one were
attracted to another person, for instance, one may laugh and smile to communicate their
benevolent intentions, with the desired effect of increasing the other person's chances
of complying to a future request (e.g., a request for a date). This logic extends to the
professional context, in which the expression of affiliative behavior shares the same
function to increase compliance. The expression of affiliative behavior toward superiors,
for instance, is colloquially called brownnosing or apple-kissing, and involves the same
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behavior seen in the dating context—commonly, laughing at their jokes, trying to spend
time with them, and the like (Higgins et al., 2003).

Developing Trust in Professional Contexts

Professionals (e.g., teachers, doctors, lawyers) may face distinct issues when working
to develop trust in a professional setting. Specifically, the nature of requests made and
the level of pre-existing familiarity may differ from those made in the personal context.
Although models of trust development do not necessarily predict differences between
professional and personal settings, such factors may affect whether trust is developed.

Rapid Development of Trust

Whereas some professionals may have months to years to develop and maintain a
trusting relationship (e.g., teachers, coaches, clinicians), in some professional settings,
only a few minutes are oftentimes available to develop trust. For instance, in the United
States, the average medical doctor's visit lasts approximately 17 minutes (Tai-Seale et al.,
2007), and salespeople, who may ask the client to make a large monetary investment,
may have less than that (Soorjoo, 2012). In such cases, the tactics employed to generate
trust must be communicated quickly and effectively. A question is whether the behaviors
recommended to build trust differ between those professions in which trust must be built
quickly versus those in which longer periods of time are available.

Magnitude of the Request

A critical element of compliance is the magnitude of the initial request (e.g., Brown &
Levinson, 1978). Request can vary in magnitude from the trivial (e.g., "Have a seat.") to
the large (e.g., "Set my client free."). Requests made in a hospital or a courtroom may
involve a large request (e.g., "Undergo this painful procedure," "Sentence the defendant to
death") that may require the development of trust to a point that such a request could be
made with a reasonable expectation that it will be followed. Compared to the everyday
compliance requests from friends and family (e.g., "Join us for a drink after work," "Put
the kids to bed?", "Give me a ride to the airport?"), requests from professionals are often
made without the benefit of strong existing trust and are thus more prone to fears
of exploitation. Without trust, a doctor's referral for an invasive surgery may be seen
unnecessary or as a "money grab,’ or a salesperson's recommendation for an expensive
purchase as a shameless pursuit of commission.

There is an inverse relation between the magnitude of a request and compliance, such
that compliance rates fall as the size of the initial request grows (e.g., Schwarzwald et
al., 1979). However, the presence of trust can increase the size of the initial request that
will be fulfilled (Kurzban, 2001; Wexley et al., 1975). Thus, an ancillary issue is wheth-
er those professions that more commonly make large requests recommend different
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behaviors than those professions that make smaller requests (e.g., teachers, professional
colleagues).

Relative Status

Status may also affect the strategies people use to build interpersonal trust. People who
hold a higher status position (i.e., employers, coaches, managers), versus those in a lower
status position (i.e., employees, players), might display different nonverbal behaviors to
build trust. For example, head nodding is used more by students toward their instructors
than toward their peers (Helweg-Larsen et al., 2004). But the question here is, does the
set of behaviors recommended for developing trust change depending on the sender's
status relative to the recipient?

Purpose of This Review

This research investigated the behaviors andragogical textbooks have proposed that de-
velop interpersonal trust, and the degree to which the various behaviors were consistent-
ly presented across various disciplines, from the professional to the personal. To examine
this question, we turned to the educational descriptions of what nonverbally generates
trust. Because this question is broader than a single discipline, and many disciplines have
investigated this question, we explored how future professionals from a range of disci-
plines—medical professionals, lawyers, professors, clinicians, among others—have been
instructed to generate trust in the people with whom they interact. Whereas teachers

are instructed to "develop a lasting bond" with their students (Henley, 2006, p. 56), which
behaviors are they taught to use? Lawyers are recommended to "get the jury and judge
on their side" (Read, 2007, p. 95). Medical professionals (doctors, nurses) are asked to "get
the patient to trust you" (Cole & Bird, 2014, p. 13), but how were they taught to act?

Moreover, we examined the degree to which the various disciplines recommended
behaviors that aligned with the large empirical literature on the development of trust.
The affiliative behaviors that have received considerable research support—labeled "core"
behaviors—were compared with other behaviors recommended by various textbooks.

We also investigated taxonomies from two "personal" domains, namely, (a) how
people act when they like someone (romantically or otherwise) and (b) how people
interact with their infant children (parent-infant interactions), because it may be that any
cross-discipline consistency with the professional domains is no coincidence. These two
domains differ from the professional domains in that they describe what people actually
do, rather than recommendations for what people should do. Identifying cross-discipline
consistency, in which even disparate disciplines posit similar sets of behaviors, would
provide convergent evidence on the meaning and expression of trust-producing behavior.
Specifically, if attraction is an emotion that expresses cues to build interpersonal trust,
then the list of behaviors between parents-infants and when people like another person
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should be identical to the taxonomy of behaviors used to build interpersonal trust in the
professional context.

Moreover, this approach provided the opportunity to address three ancillary ques-
tions. First, it may be that in disciplines that require a relatively rapid development of
trust (e.g., sales, medical professionals), recommended behaviors differ from those in
disciplines that allow for a slower and prolonged development of trust (e.g., education,
clinical). Second, we investigated whether the professions that may have to make large
requests (e.g., medical professionals, lawyers) are taught to use different behaviors than
those who commonly make smaller requests (business, education). A third question was
whether the behaviors used to develop trust with people of equal status differed from
behaviors used to develop trust with people of higher or lower status.

Method

To investigate what future professionals are taught, we identified academic disciplines
that specifically trained students to develop interpersonal trust. Future professionals for
whom there is the need to develop trust with nonhumans (e.g., veterinarian) or for whom
interpersonal trust is not the central focus of the profession (e.g., architects, computer
programmers, engineers) were not considered. Based on this criterion, we identified
eight disciplines for inclusion.

To identify the content that future professionals are taught, we collected textbooks
used in the classes that discussed communication specific to that discipline (e.g., busi-
ness communication, health communication) and courses that featured discipline-specific
communication as a topic or subtopic (e.g., introduction to coaching, marketing, counsel-
ing). We searched for relevant syllabi and course listings to find textbooks assigned to
university undergraduate- and/or graduate-level courses. In addition to discipline-specif-
ic classes offered through specific departments (business, medicine, law), courses offered
through communication departments (e.g., medical communication, business communi-
cation) and related departments (e.g., "clinical” could be found in the medical field, but
also in psychology departments) were also reviewed. In situations in which different
volumes of the same texts were used, the most recent edition was selected. Using this
strategy, we identified 149 textbooks, of which 86 (58%) made mention of behavioral
displays to develop interpersonal trust. A "mention" was considered present when a
specific behavior was explicitly mentioned as an action that would build trust. A mention
could vary in length from brief (just a few words) to expansive (several pages).

Textbooks were categorized into a specific discipline based on a combination of
the following factors. They were sorted according to how the course was listed (i.e.,
business communication, marketing, classroom management), how the course was titled
(e.g., BUS ###, EDUC ###, COMM ###), and by the department from which the course
was offered. Beyond course titles and listings, the framing of the specific syllabi and
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textbooks was also considered (i.e., whether it stressed communication in the classroom,
communication with athletes).

Table 1 presents the eight disciplines and the number of textbooks included in the
analysis. "Coaching" refers to instructions for coaches when they communicate with
athletes and was drawn from textbooks taught in such classes as sport psychology, sport
communication, or courses offered by kinesiology and athletic departments. "Medical"
refers to physician-patient communication within a hospital or healthcare-related set-
ting. "Clinical" refers to therapist-client communication within a clinical/mental health
setting. "Business" pertains to communication within an office setting and includes the
wide array of activities that could occur during a typical business day (e.g., interviews,
meetings, presentations). "Leadership" refers to interactions that include communications
from persons in a position of power to those people lower in standing (e.g., business
leader speaking with employees). This leadership domain was derived from courses
ranging from communication, professional studies, and management. "Education" refers
to communication within a school setting (k-12) between a teacher and students. "Law”
pertains to attorney-to-jury communication within a courtroom. Finally, "sales" refers to
communication between a salesperson and a potential buyer.

Table 1

Definition of Communication for Each Discipline

Sample textbook # of texts # with behavior % unique Mean
Domain  Scope title reviewed recommendations  citations citations
Medical Physicians providing Talking with patients: 21 15 89.0% 4.87
medical care/services Keys to good
to their patients communication
(Myerscough & Ford,
1996)
Law Attorneys speaking  The art and science of 18 11 75.0% 1.45
to juries in a trial advocacy (Perrin
courtroom et al, 2011)
Sales Salespeople Relationship selling 12 11 92.9% 3.81

communicating with  (Johnston &

their potential buyer Marshall, 2010)

Clinicians ~ Clinicians speaking  Clinical interviewing 12 8 93.3% 5.63
with their clients (Sommers-Flanagan
during a therapy & Sommers-
session Flanagan, 2015)
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Sample textbook # of texts # with behavior % unique Mean
Domain  Scope title reviewed  recommendations citations citations
Coaching  Coaches Successful coaching 18 7 0.00% 0.43
communicating with (Martens, 2012)
athletes
Business  Employees speaking  Business 19 12 81.8% 1.83
with coworkers and ~ communication today
employers (Bovée & Thill, 2008)
Education Instructors Classroom 38 13 71.5% 5.46
communicating with management: A
their students in the  proactive approach
classroom (Henley, 2006)
Leadership People speaking Leadership: A 11 9 91.7% 2.67

from power positions
(e.g., employers
speaking with
employees) across
various settings (one-
on-one, large

audiences)

communication
perspective (Hackman

& Johnson, 2009)

Note. Unique citations column refers to the percentage of citations that were used by textbooks in that

discipline but were not used by any other textbooks reviewed across any other disciplines. Mean citations
refers to the average number of citations used by textbooks in a given discipline.

In total, the search included textbooks (Publication Yearyegian = 2009, SDye,, = 9.30) taught
in approximately 213 different departments across 149 colleges and universities within

the United States.

Redundancy Analysis

A critical question is whether these disciplines can be considered distinct. A conclusion
based on identifying differences among disciplines would be moot if the textbooks each
cited and built discussions based on the same small number of seminal sources.
Evidence indicates that the various disciplines drew primarily from their own disci-
pline. The average number of references describing the use of or definition of behavioral
displays per textbook was 3.35 (SD = 5.31, min = 0, max = 30), with clinical textbooks
citing the most (M = 5.63, SD = 4.84) and coaching texts citing the fewest (M = 0.43,
SD = 0.53). The proportion of citations from disciplines outside their own discipline
varied across fields. Across all disciplines, 44% of citations were derived from their
own discipline. For instance, in medical textbooks, 49 of the 73 references (67%) cited
sources published in medical journals (e.g., Journal of General Internal Medicine, Medical
Care, Journal of the American Medical Association). Alternatively, for education, 23 of
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71 references (32%) came from education-based sources (e.g., Communication Education,
Educational Leadership). Leadership texts featured the lowest proportion of citations from
its own domain with 2 out of 24 (8%), and coaching textbooks provided the fewest total
citations (3 total citations across 7 textbooks) and only one of these citations came from
sport-related literature (Successful Coaching).

However, and importantly, across disciplines, a large portion of the sources were not
cited by any other textbooks examined (85%), suggesting a low degree of overlap. When
considering whether the impact of common citations, two authors from psychology and
communications, namely, Albert Mehrabian (e.g., Mehrabian, 1972; Mehrabian & Ferris,
1967) and Edward Hall (e.g., Hall, 1963, 1966) were cited across several disciplines (e.g.,
education, law, and leadership). However, if the influence of those specific authors were
removed from analyses, it would have little effect on the specific behaviors mentioned.
Rather, these citations were used to define nonverbal communication and underscore
the ubiquitous nature of nonverbal communication displays. Taken together, the data
suggest that although textbooks did cite other fields, those citations did not meaningfully
contribute to their list of recommended behaviors.

Data Analysis

To assess the frequency with which specific behaviors were mentioned within the text-
books, a "yes" or "no" score was given for each textbook for each behavior. Frequency
counts were tabulated for each discipline across each behavior. To examine more closely
the relevant research questions, chi-square tests were used. Specifically, when different
disciplines were compared, chi-square tests of independence were used. Alternatively,
chi-square tests for equal proportion were used to test whether the behavior was men-
tioned more or less than chance (i.e., 50%). Fisher p-values were reported when no a
priori predictions were made.

Results

A summary of the specific behaviors organized by discipline is presented in Table 2.
Textbooks mentioned 26 different behaviors. A complete listing for each behavior from
each textbook is presented in the online supplement (see Porter, 2023). Behaviors for
which over 50% of the textbooks from a particular discipline mentioned a behavior are
shaded. However, eight behaviors—those categorized as "core" behaviors in the table, plus
mimicry—accounted for 56.7% of the mentions. A chi-square analysis examined whether
core behaviors were mentioned at a different rate than the other behaviors. Across all
disciplines, they were mentioned more frequently, x%(1) = 8.14, p < .01. This pattern was
consistent when this test was conducted for education, medicine, and coaching, x*s(1) =
4.17, p < .04, but not for business, clinical, law, leadership, and sales, x*s(1) < 2.38, p = .12.
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In the sections that follow, we present each discipline's theoretical model for expressing
various behaviors and which specific behaviors they advocate.

Medical Professionals

Fifteen of the 21 medical textbooks mentioned specific behaviors in which medical
professionals should engage during meetings with clients. On average, they mentioned
5.87 behaviors (SD = 2.40). As noted in Table 2, the medical textbooks largely agreed on
the importance of consistent eye contact with the patient (13 of 15 textbooks), a pattern
different from chance x?(1) = 8.07, p < .01. Textbooks also noted that professionals should
lean toward their patients (11 of 15 textbooks), nod their head when listening (8 of 15),
and make physical contact with the patient (10 of 15). Leaning forward, head nodding,
and physical contact were not mentioned at a rate different from chance, x(1) = 3.27,
p=.07,x%1) = 0.07, p = .80, and x?(1) = 1.67, p = .19, respectively.

Medical textbooks provided several interrelated reasons as to why medical professio-
nals should engage in trust-producing behaviors with patients. Specifically, they should
build trust to understand their complaints completely (e.g., Fortin & Smith, 2012) and
to ensure that the patient complies with the professional's treatment recommendations
(Hart, 2010; Kim et al., 2004). Furthermore, textbooks stressed that active listening—
which is a process through which the listener better understands the speaker's perspec-
tive and indirectly communicates this understanding back to the speaker (Rogers et al.,
1957)—was fundamental to (a) an effective therapeutic relationship (e.g.,Bickley et al.,
2007; Hart, 2010; Myerscough & Ford, 1996), (b) the establishment and development of
trust (e.g., Fortin & Smith, 2012; Hojat, 2006), and (c) the ability to be empathetic to the
needs of the client (e.g., Hojat, 2006; Polack & Avtgis, 2011; Roter & Hall, 2006).

Medical textbooks specifically spoke to the importance of head nodding. The text-
books' description of head nodding aligns with the larger literature on the topic. Spe-
cifically, head nods serve an important function to help regulate social interactions
(McClave, 2000; Osugi & Kawahara, 2018) by demonstrating (a) agreement with the lis-
tener and (b) that the person is listening and understands their concerns (J. R. Anderson,
1985; Mehrabian, 1972). Head nodding was mentioned by at least 22% of the textbooks
for each discipline, except for law, which did not mention it at all. This variability of head
nodding across disciplines was unlikely to occur by chance, x%(7) = 14.72, Fisher p = .02.
On the one hand, the literature was clear that head nodding is associated with active
listening and better provider-client relationships (Malisz et al., 2016). On the other hand,
some research views head nodding as a form of submission (e.g., Eibl-Eibesfeldt, 1972;
Morris, 1977), akin to a miniature bow, which may have reduced its recommended use in
domains that stress the importance of expertise or high status.

Smiling was mentioned less frequently by medical textbooks than other disciplines.
Smiling was mentioned by 20% of medical textbooks but was mentioned by 69% of
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education texts and 64% of sales texts. The recommendation of smiling is a pattern
unlikely to emerge through chance, x*(7) = 19.83, Fisher p < .01.

Law

Eleven of 18 law textbooks (61%) provided guidelines for which behaviors should be com-
municated in the courtroom. Each textbook mentioned an average of 3.82 behaviors (SD
= 1.33). The textbooks largely agreed on the importance of several behaviors, including
maintaining an appropriate level of eye contact, creating verbal pauses during arguments
(e.g., silence), and maintaining an appropriate physical distance from the judge and jury
box.

Textbooks emphasized that the attorney's goal is to be viewed as trustworthy (C. H.
Rose, 2011), honest (Rieke & Stutman, 1990), sincere (Findley & Sales, 2012), and that
they should engage in various behaviors to demonstrate that they have "nothing to hide"
(Berger et al., 2015). To facilitate this goal, eye contact (mentioned by 9 of 11 textbooks)
was referenced more than chance, x%(1) = 4.45, p = .03. Eye contact was mentioned more
often than all of the other core behaviors, X*'s(1) = 6.60, Fisher p's < .03, except for
physical distance which was not mentioned at a different frequency, x%'s(1) = 4.70, Fisher
p = .08. For textbook authors, eye contact was critical because it conveyed "belief, sincer-
ity, and commitment" (Findley & Sales, 2012) and creates a "personal connection" with
the jury (Read, 2007, p. 93). Five textbooks mentioned using an open posture (uncrossed
arms and legs, open hands/palm exposed) as a cue to develop trust, a frequency unlikely
to occur by chance, x%(1) = 6.55, p = .01. These textbooks were specific regarding how
such nonverbal behaviors could be used in conjunction: C. H. Rose (2011), for instance,
proposed that attorneys should speak with an open posture, which when paired with
silence while dropping one's arms and exposing one's body, gives "power" to the speaker
by capturing the jury's attention.

Two behaviors advocated by other disciplines, mimicry and physical touch, were
not mentioned for attorneys. Indeed, the pattern of mentioning for physical touch and
mimicry across all the disciplines is unlikely to emerge through chance, x%(7) = 20.04,
Fisher p < .01 and y2(7) = 40.07, Fisher p < .001, respectively. Law textbooks mentioned
physical touch less frequently than education and medicine, x?'s(1) = 5.34, Fisher p’s <
.04, but not differently than sales, coaching, clinical, business, and leadership (which
also did not mention physical touch), x*'s(1) < 4.90, Fisher p’s > .05. For mimicry, law
textbooks mentioned it less frequently than clinical, medicine, and leadership, x%'s(1) =
5.24, Fisher p’s < .04, but not differently from education, sales, business, and coaching
(which also did not mention mimicry), x%'s(1) < 5.41, Fisher p’s > .05. As discussed later,
mimicry is generally an interpersonal behavior and most effective in private one-on-one
interactions in which both persons are actively participating (see Chartrand & Van
Baaren, 2009). With respect to physical contact, a critical reason for its omission is legal:
Most jurisdictions prohibit attorneys from physically touching jurors or judges.
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Law textbooks, however, did place an emphasis on how behavioral expressions could
both develop trust and convey expertise. Textbooks emphasized that attorneys are en-
couraged to exude confidence, power, and status (Findley & Sales, 2012), such that the
attorney's disposition must always communicate "forthright confidence and belief in
the strength of the case” (Murray, 1995, p. 78). "A lawyer whose body language lacks
confidence or certainty is unable to be persuasive" (Haydock & Sonsteng, 2015, p. 27).
Behaviorally, attorneys were instructed to sit in a relaxed position to demonstrate their
confidence (e.g., "arm position asymmetry, sideways lean, leg position asymmetry, hand
relaxation, neck relaxation, slight reclining angles," Suggs & Sales, 1978, as cited in
Findley & Sales, 2012, p. 111).

Sales

Eleven of 12 sales textbooks recommended a set of nonverbal behavior, and those text-
books mentioned an average of 6.73 (SD = 2.69) behaviors. Of the behaviors mentioned,
54% were the "core" behaviors, including maintaining sufficient eye contact (to convey
sincerity, R. Anderson et al., 2014; Ingram et al., 2012), nodding one's head while listening
to the client, smiling, maintaining an appropriate physical distance, and leaning forward.
In addition to the "core" behaviors, these textbooks also recommend sitting with an open
posture and crossing one's legs in an open position (to indicate cooperativeness), and
modulating the volume of one's voice (to emphasize key points and to force clients to
lean in to hear critical information; Lill & Lill, 2008).

There was a clear consensus regarding the function that such nonverbal behaviors
serve. Nonverbal behaviors are communicated to establish a "good relationship” (e.g.,
Lill & Lill, 2008), in which clients can communicate their needs and understand that the
salesperson is there to help (e.g., Futrell, 2008; Johnston & Marshall, 2010), produce trust
(Marks, 1991), and build rapport (Cant & van Heerden, 2004). Whereas there may be
the belief that a good salesperson talks extensively to demonstrate their expertise and
enthusiasm about their product, some textbooks stressed the opposite strategy, in which
listening is the key to both understanding what the buyer wants and to the development
of trust and rapport (e.g., Castleberry & Tanner, 2011; Johnston & Marshall, 2010; Marks,
1991). Indeed, one textbook stated that "good relationships” were based on the so-called
"80/20 rule," in which salespersons listen 80% of the time and talk for 20% (Castleberry &
Tanner, 2011). In this way, the nonverbal behaviors mentioned for being a good listener
were the same behaviors used to develop trust. For instance, silence was mentioned
not only as part of being a good listener, but it was cited repeatedly as crucial to the
development of trust (e.g., Castleberry & Tanner, 2011; Jones et al., 2006; Marks, 1991),
such that it allows time for the client to process information (Lill & Lill, 2008).

Moreover, nine of the 11 textbooks mentioned regulating the amount of distance
between persons, a pattern unlikely to occur by chance, x%(1) = 4.46, p = .03. The
regulation of physical distance between people, and its relation to trust and attraction,
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has a long history in psychology and communication research (e.g., Argyle & Dean, 1965;
Hayduk, 1978; Kleck, 1969; Little, 1965; Lott & Sommer, 1967; Mehrabian, 1968a, 1968b;
Patterson & Gullion, 1968; Sally, 1995), and the textbooks' descriptions of the role of
physical distance aligns with the larger empirical literature.

Clinicians

Eight of 12 clinical textbooks mentioned nonverbal behaviors, and of those texts, they
mentioned an average of 7.75 (SD = 3.88) behaviors. There was tremendous agreement
across the clinical textbooks, both in terms of each behavior's proposed importance and
the recommendations for how to act. The importance of engaging in various nonverbal
behaviors focused on creating an environment in which clients felt free to communicate
(Ivey et al., 2010; Sommers-Flanagan & Sommers-Flanagan, 2015), felt safe and comforta-
ble (Hill, 2009), in which clinicians can grow empathic and trusting relationships (Ivey et
al., 2010), and express intimacy and provide feedback (Beier & Young, 1998). As noted in
Table 2, the textbooks generally agreed on the importance of several behaviors, including
eye contact, nodding one's head, smiling, maintaining physical proximity, mimicry, and
leaning forward.

The across-textbook agreement was evident by inspecting two behaviors: eye contact
and mimicry. Eye contact was mentioned by six of the eight textbooks, though this
frequency was not different from chance, (1) = 2.00, p = .15. Clinical textbooks claimed
that eye contact is (a) critical given its importance to regulating the intensity of social
interactions (Hill, 2009), (b) is used to communicate the clinician's interest and that they
want to hear what the client has to say (Egan, 2002), and (c) a part of a larger strategy
to produce "facilitative" relationships that contribute to positive evaluations of clinicians
(Cormier et al., 2003). These mechanisms align with the larger literature on the role
of eye contact. Eye contact is widely considered to be the "gateway" behavior to the
development of trust. Eye contact's importance begins with its ability to focus attention
(Cappella, 1981; Posner, 1980), and can thus be used functionally to change the social
distance between people (Andersen, 1979; Mehrabian, 1969), strengthen interpersonal
trust, and deepen levels of intimacy (e.g., Jones et al., 2006; King et al., 2011; Mason et al.,
2005; Vuilleumier et al., 2005; Wyland & Forgas, 2010).

For mimicry, five of the eight clinical textbooks mentioned its importance for devel-
oping trust, though this frequency was not different from chance, x*(1) = 0.17, p = .68.
Mimicry—which may be accomplished by something as simple as changing one's speech
rate to match the client's rate or leaning in to align with the client's lean—produces a
"connection" between the client and the clinician (Brems, 2001; Hill, 2009) and is used to
heighten the clinician's understanding of how their clients see the world (Cormier et al.,
2003; Ivey et al., 2010). Such descriptions are consistent with the importance the broader
literature places on mimicry. The broader empirical literature concludes that mimicry
increases (a) persuadability (Bailenson & Yee, 2005), (b) the likelihood that people will
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follow recommendations (Jacob et al., 2011), (c) rapport and trust (Bernieri, 1988; for
reviews, see Farley, 2014; Guéguen, 2009), (d) attraction (Chartrand & Bargh, 1999), (e)
interdependent self-construals (van Baaren et al., 2003), and (f) the amount of personal
information disclosed (Guéguen et al., 2012).

Moreover, as with most of the other domains, clinical textbooks emphasized the rele-
vance of the quality of the clinician's voice in the therapeutic context. Clinical textbooks
agreed that the quality of the clinician's voice, when spoken audibly and at a slow rate,
was associated with acceptance and respect (Cormier et al., 2003), enhanced interest and
empathy (Sommers-Flanagan & Sommers-Flanagan, 2015), warmth and interest (Ivey et
al., 2010), and stronger rapport and comfort (Hill, 2009). Higher vocal frequency, similar-
ly, has been linked to efforts to gain another person's acceptance. Vocal pleasantness
is considered part of the expression of emotion (Scherer, 2003) and, relevant here, as
an affiliation cue (Cappella, 1981; Farley et al., 2013; Hughes et al., 2010). For instance,
people speak with a high-pitched voice when flirting (Puts et al., 2011) and when talking
to infants or to the elderly (Bombar & Littig, 1996; Caporael, 1981).

Coaching

Of the 18 coaching textbooks, seven spoke to the importance of using behavior when
communicating with players. An average of 3.43 (SD = 1.27) behaviors were mentioned
per textbook. The function of nonverbal behavior was proposed to (a) make the ath-

lete feel accepted and important (Martens, 2012; Moore & Tschannen-Moran, 2010;
Murphy, 2005; Weinberg & Gould, 2007), (b) facilitate active listening (Burton & Raedeke,
2008; J. M. Williams, 2010), and (c) enhance the coach's overall effectiveness (Moore &
Tschannen-Moran, 2010; Murphy, 2005).

Compared with other disciplines, coaching textbooks included fewer citations and
mentioned fewer different behaviors. One textbook based their description of the proscri-
bed nonverbal behaviors on the SOLER method. The SOLER method states that the
listener should square up and face the client, open their posture, lean toward the client,
maintain eye contact, and relax one's posture (Egan, 2002). Among the behaviors most
commonly mentioned by textbooks from other disciplines, only eye contact, physical
contact, and body orientation was mentioned by three or more coaching textbooks, and
those behaviors were each mentioned through the SOLER method.

Business

Twelve of the 19 business textbooks included a description of how people in a business
setting should act to build trusting relationships with coworkers. They mentioned an
average of 6.08 (SD = 3.40) behaviors per textbook. The purpose of various behaviors is
to engage in empathic listening (e.g., Bovée & Thill, 2008; Munter & Hamilton, 2012) and
develop trust (e.g., Bovée & Thill, 2008; Reece, 2014). Business textbooks mentioned eye
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contact, nodding in agreement, smiling frequently, maintaining an appropriate physical
distance, leaning forward, and sitting upright.

As with descriptions from other disciplines, empathic listening was presented as
engaging in several nonverbal behaviors, including eye contact, leaning forward, smiling,
nodding along with what the speaker says, and keeping an open posture (e.g., Kinicki &
Fugate, 2016; Raman & Singh, 2012). As with the clinical context, there was an emphasis
on the use of one's voice. Some textbooks proposed that the speaker's credibility was
affected by their voice's tempo, tone, and pacing. Indeed, these changes to the quality
of one's voice may affect views of authority and firmness (Raman & Singh, 2012) and
varying tone keeps interest by emphasizing key points (Martel & Martel, 1989).

Education

Of the 38 education textbooks, 13 made mention of nonverbal behaviors, and they men-
tioned an average of 3.85 (SD = 2.08) behaviors per textbook. The textbooks mentioned
a similar set of behaviors compared with other disciplines, including eye contact, head
nodding, smiling, laughter, and maintaining close proximity.

However, this discipline, compared with other disciplines, was split regarding the
theoretical foundation for why it was important to engage in various affiliative displays.
On the one hand, a large portion of the textbook authors emphasized the ability of affili-
ative behavior to produce a trusting and warm learning environment. Such behaviors
thus communicate "liking and affect” (P. J. Cooper & Simonds, 2007) and help students
feel comfortable and is key to unlocking the "authentic teacher” who is trustworthy
and sincere (Henley, 2006). On the other hand, a minority of textbooks took a different
theoretical approach, such that they focused on positive reinforcement as the reason for
expressing affiliative behavior. From this perspective, their expression operates to reward
students for engaging in desirable behavior, and its absence works to reduce undesirable
behavior (e.g., Kellough et al., 2006).

With regards to specific behaviors, the education textbooks stressed the value of smil-
ing. Although smiling was not mentioned at a rate different from chance, y*(1) = 1.92, p
= .16, the justifications of those who did recommend it conformed to other literatures.
Wong and Wong (2018), for instance, noted that smiles communicate graciousness and
hospitality, they also communicate understanding, peace, and harmony. The reasoning
behind the recommendations for smiling was consistent with the broader research on
the function that smiles play in interpersonal interactions. Smiles are detected, perceived,
and used as a cue to develop trust (Cashdan, 1998; Fridlund, 1994; Godoy et al., 2005;
Krumhuber et al., 2013; Mehu et al., 2007; Scharlemann et al., 2001). Other researchers
have gone farther to propose that smiles are "costly signals,’ such that they increase trust
while increasing the chance of being taken advantage of (Centorrino et al., 2011; Mehu &
N’Diaye, 2010).
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A noteworthy conclusion from the education textbooks was the recommendation
regarding physical contact with students. On the one hand, the textbooks stressed the
value that physical contact—a hand on the shoulder, a pat on the back, a touch on the
arm—has on developing trust (Chesebro & McCroskey, 2002; P. J. Cooper & Simonds,
2007; Emmer & Evertson, 2013; Weinstein & Mignano, 2007). However, touch was not
recommended at a rate different from chance, %(1) = 0.69, p = .40. For the textbooks that
did recommend it, touch provides emotional support, tenderness, and encouragement.
Touch is thus used to communicate caring and understanding (P. J. Cooper & Simonds,
2007) and as a form of reinforcement (Chesebro & McCroskey, 2002). Touch has been
described as the most direct and immediate developer of trust (Thayer, 1986). This view
of touch aligns with the broader literature's, such that physical contact is a powerful
cue to develop trust and liking (Hornik, 1991, 1992; Hornik & Ellis, 1988; S. A. Rose,
1990; Whitcher & Fisher, 1979; for a review, see Gallace & Spence, 2010). Beyond the
educational realm, other disciplines pointed to the role of physical touch. Future medical
professionals were encouraged to initiate physical contact to convey empathy (e.g.,
Bickley et al., 2007; Roter & Hall, 2006), relax and provide comfort (e.g., Birrer, 1987),
and reassure and express concern (e.g., Lipkin et al., 1995; Myerscough & Ford, 1996). For
coaching, Anshel (2012) recommended that coaches use physical touch, most commonly
as a pat on the back or an arm around the shoulders, to benefit their interactions with
their athletes.

On the other hand, textbook authors acknowledged that changing cultural norms
(e.g., the MeToo movement) and age-specific norms makes it problematic to make
any physical contact despite its benefits (e.g., Sommers-Flanagan & Sommers-Flanagan,
2015). Teachers are often warned not to touch students and that the anxiety around
touching tends to decline with teaching experience (Weinstein & Mignano, 2007), but
Henley (2006) noted that touch can be comforting in appropriate situations, such as with
an emotionally distraught 6-year-old (who had fallen or had a disagreement with a fellow
student).

Leadership

Of the 11 leadership textbooks, nine mentioned nonverbal behaviors, and they men-
tioned an average of 3.82 (SD = 1.33) behaviors per textbook. There was less of a
consensus in this discipline, as only one behavior, eye contact, was mentioned by more
than half of the sources. Indeed, eye contact was mentioned at a frequency unlikely to
occur by chance, (1) = 5.44, p = .02. Other behaviors mentioned by a third of textbooks
included eye contact, head nodding, smiling, laughter, and maintaining close proximity.
The one point of consensus was eye contact, with textbook authors noting that it
worked to communicate interest and intimacy (e.g., Hart, 2010; Polack & Avtgis, 2011),
facilitate empathic engagement (Hojat, 2006), enhance the ability to read emotional cues
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and recognize distress (Roter & Hall, 2006), facilitate client's comfort (Birrer, 1987), and
help with active listening (Polack & Avtgis, 2011; Roter & Hall, 2006).

As with law, there was a pattern whereby the function of affiliative behavior was
described as relevant to communicate trust and expertise. Such behaviors—which were
summarized by "SOFTEN;," proscribed smiles, open stance, forward lean, tone, eye con-
tact, and head nod—project both confidence and approachability (Cardon, 2018) and com-
petence and trust (Gamble & Gamble, 2013; Hackman & Johnson, 2009). These behaviors
were viewed as strengthening credibility by being seen as confident (Halpern & Lubar,
2004).

Personal Domains

Behaviors mentioned in the attraction and parent-infant interaction literatures are pre-
sented in Table 2. Behaviors with clear empirical support were indicated with an X.

Interpersonal Attraction

The literature on the nonverbal communication of attraction provides a list of affiliative
behaviors that are associated with the expression of liking. Specifically, Montoya et al.
(2018), in a meta-analysis of 54 studies, identified a number of behaviors associated
with the experience of attraction, including laughter, eye contact, engaging in mimetic
behavior, frequency of smiling, conversation initiation, and maintaining proximity. The
findings of the meta-analysis agreed with specific taxonomies in the dating context. For
instance, Givens (1978) observed that people engaged in a number of behaviors during
the courtship process, from eye contact, primping, smiling, laughing, gesticulating, to
initiating physical contact. In a cross-cultural analysis, Eibl-Eibesfeldt (1972) noted a
similar list of behaviors, including smiling while nodding, eye contact, and laughing.

Parent-Infant Interactions

The literature has identified a consistent list of behaviors that parents in Western cul-
tures use in their interactions with infants. Specifically, the developmental psychology
literature notes, most prominently, that eye contact, smiling, touch, soft voice, and be-
havioral mimicry are most commonly used (Schachner et al., 2005). For mimicry, parents
and infants mimic each other's vocalizations, gaze, and head turns (e.g., Cappella, 1981,
Condon & Sander, 1974; Gewirtz & Boyd, 1977; Matarazzo & Wiens, 1972), with such
mimetic behavior proposed to strengthen their bond (e.g., Beebe et al., 1982; Bernieri

et al., 1988; Fogel et al., 1988). For eye contact, interactions between parents and secure-
ly attached infants are marked by higher levels of mutual eye contact and "positive"
facial expressions (Colonnesi et al., 2012; see also Keller & Gauda, 1987). Moreover,
parents change their speech patterns when directing their speech toward infants, which
is theorized to help a parent and infant emotionally bond (Arias & Pefia, 2016). This
adjusted speech, referred to as "infant-directed speech," involves slower speech rate, more
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variable prosody, and simpler grammatical structures (R. P. Cooper & Aslin, 1990). And
for smiles, their expression between caregiver and infant is proposed to be instrumental
for strengthening their bond (Messinger & Fogel, 2007; Messinger et al., 2001).

Ancillary Questions

Rapid Development of Trust

This question centered on whether the presumed need for rapid trust development affec-
ted the behaviors recommended for use. Clinical textbooks mentioned "core" behaviors at
a higher rate than business, education, law, leadership, and coaching, ¥*s (1) = 7.52, p's <
.01, but not a different rate than sales or medicine, x?'s (1) < 1.88, p's > .17. For specific
behaviors, one trend was that the tendency to recommend mimicry-like behaviors (e.g.,
matching vocal tone, facial expression, body position) occurred more often in clinical
textbooks (a discipline where patient-client relationships can be lengthy) than the other
disciplines. Clinical textbooks did mention these three mimicry-like behaviors more than
any of the other seven disciplines, x?'s(1) = 5.07, Fisher p's < .03.

Relative Status

To examine whether relative status affected which behaviors were recommended, busi-
ness and leadership textbooks were compared because they share a similar context
(business) but differ in the status of the potential audience. Leadership and business
textbooks neither differed in their tendency to recommend core behaviors overall, y(1) =
0.03, p = .86 nor differed across each core behavior, x*s(1) < 2.95, Fisher p's = .17.

Discussion

An analysis of scores of textbooks used to teach the next generation of professionals
provided insight into the nonverbal behaviors proposed to build interpersonal trust.
Despite largely drawing from different literatures and source material, textbooks from
various disciplines arrived at similar sets of behavior. The most frequently mentioned
behaviors included establishing eye contact, smiling, standing/sitting in close proximity,
physical contact, and mimicry. The proposed explanations for the importance of each be-
havior were also similar, with textbooks converging on a small set of functions, including
empathic listening, building trust, and exuding confidence. Moreover, and importantly,
the behaviors proposed by the various disciplines largely aligned with the behaviors that
parents use with their infants and what people use to express liking.

The consensus of the textbooks was that eight behaviors were critical (the "core"
behaviors displayed in Table 2, plus mimicry) to build interpersonal trust. Not only
was there strong consistency across the various disciplines, but there was consistency
between the andragogical sources and the larger empirical literature. The behaviors
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associated with attraction did not meaningfully differ from the behaviors associated with
the trust-producing behaviors in the mother-infant context, which did not meaningfully
differ from the behaviors associated with trust in the various professional contexts.
Indeed, in an analysis of the behaviors communicated between therapist and clients
during psychotherapy sessions, Scheflen (1965) concluded that those behaviors matched
those commonly seen in courtship displays.

Of all the recommended behaviors, 56.7% were "core" behaviors, indicating that text-
books generally did a good job of recommending behaviors that the larger literature
had identified as important to the development of trust. When textbooks did go beyond
the established taxonomy, they did so by overfocusing on a specific manifestation of
a specific behavior. For instance, law, sales, and clinical textbooks spoke to "gestures
synchronized with message" (R. Anderson et al., 2014; Findley & Sales, 2012; Ivey et al.,
2010), rather than "mimicry." Although this specific manifestation may be effective, it has
not received clear empirical support.

Despite tremendous agreement across the disciplines, not all disciplines mentioned
each behavior to the same degree. Smiling, for instance, was mentioned by 69% of educa-
tion texts, 64% of sales texts, but only 20% of medical textbooks. In this case, context
likely matters: Smiles can communicate trust, but also happiness (Finch & Fernandez,
2019), and the serious nature of what a doctor visit may indicate suggests that a behav-
ior that may communicate "happiness" might be inappropriate. Alternatively, although
mimicry has considerable support for its role in developing trust, it was not consistently
recommended across disciplines, with no textbooks in law, sales, coaching, or business
mentioning it. Two reasons for its omission are most likely. First, mimicry may be paired
with undesirable outcomes when third party observers are present (Genschow & Alves,
2020; Kavanagh et al., 2011), as they may view the mimicry negatively and evaluate those
involved less favorably. Second, mimicry can be less effective when observers evaluate it
as a cue of submissiveness (Genschow & Alves, 2020), as an employee might be viewed as
a sycophant for mimicking their boss.

There are often questions about whether a specific behavior produces interpersonal
trust. Montoya et al. (2018) proposed a heuristic for distinguishing between those behav-
iors predictive of trust and those not. They submit that if it is possible to communicate
a "lewd" version of the behavior, it is a predictor of trust. For instance, a smile with
eye contact communicates trust, but sustained eye contact with an overwrought smile
at the discotheque might be considered "creepy." Alternatively, a 60-degree head tilt
would not likely be considered "lewd," and thus a less dramatic head tilt would not be
communicative of trust. For some of the andragogical recommendations without clear
empirical support, "match voice with one's facial expression," for instance, such an act is
difficult to visualize as a "lewd" act.

Several disciplines discussed communicating cues of expertise rather than trust (spe-
cifically, law and education). Although practitioners from any discipline may benefit
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from being viewed as experts, they all emphasized that effective communication develops
through enhancing trust rather than through demonstrating expertise (e.g., Cormier

et al., 2003; White & Gardner, 2012). Some disciplines went farther by recommending
that practitioners should avoid appearing confident (e.g., sales, Futrell, 2008), as it can
lead to lower client outcomes (e.g., Beck et al., 2002). In contrast, law textbooks most
commonly couched the importance of engaging in various affiliative behaviors in terms
of communicating expertise. However, the behaviors presented as important to being
evaluated as an expert were not distinguishable from those recommended to develop
trust. The various textbooks proposed, in essence, that such behaviors pull "double
duty" by simultaneously building trust and establishing expertise. In the courtroom, for
example, eye contact is used to establish both "credibility and sincerity” (Haydock &
Sonsteng, 2015, p. 27) and "confidence and trustworthiness" (Perrin et al., 2011, p. 150).
Whether such behaviors affect both trust and expertise, however, remains unclear.

An underappreciated issue is that the perception and expression of nonverbal affilia-
tive behaviors may be affected by culture, race, gender, ethnicity, among other character-
istics. Unquestionably, the same behavior may be perceived differently given cultural
considerations. For instance, people from the Middle East gaze longer at relationship
partners than people from the United States (Hall, 1963), in South African cultures,
compared to Western cultures, excessive eye contact is a sign of aggression or hostility
(Du Preez, 1997), and in some cultures, physical contact is only acceptable in the context
of a committed relationship (Du Plooy-Cilliers & Venter, 2005). Additionally, the typical
conversational seating distance tends to be closer for those in the United States than for
people in Japan (Sussman & Rosenfeld, 1982). For the presented analyses, the textbooks
were drawn exclusively from the United States. However, despite cultural variability
in the degree to which these various behaviors are expressed, the frequency—and the
meaning—of the expression of various affiliative cues to trust is proposed to remain
similar.

Ancillary Questions

A secondary question focused on whether different behaviors were recommended in
situations in which trust needed to be built quickly versus more slowly. One difference
emerged in the tendency to recommend mimicry-like behaviors. The clinical textbooks
recommended behaviors fitting into the category of mimicry (e.g., matching vocal tone,
body position) more often than other disciplines. This could be due in part to the training
that therapists receive. Indeed, mimicry is difficult to perform, and if done poorly or
incorrectly, it could have negative consequences (Casasanto et al., 2020) or become less
effective (Kulesza et al., 2016).

Another ancillary question focused on whether relative status (higher vs. equal)
affected which affiliative behaviors were recommended. Two disciplines allowed for a
specific comparison: business and leadership. One difference was the emphasis placed
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on sitting/standing behavior and body lean, which was recommended in the business
textbooks, but not as often in leadership textbooks. One reason for this was thought to be
the implied audiences. Leadership texts assumed the speaker was presenting to a group
of employees whereas business texts focused more on one-on-one communication with
peers and supervisors (e.g., Barrett, 2006; Cardon, 2018). However, the contrast between
the behaviors for leadership and business revealed no differences between these areas.

The Importance of Nonverbal Behavior and Trust

An important question is the degree to which nonverbal behavior "matters" in the
professional context. On the one hand, estimates of how much information is conveyed
nonverbally indicates the answer to the question may be "quite a bit" For instance,
Mehrabian and Ferris (1967) are reported as claiming that 93% of all information is com-
municated nonverbally. Similarly, Hall (1966) claimed that 90% of communication cues
was "hidden cultural grammar," and other researchers propose similarly high estimates:
Munter and Hamilton (2012) proposed 60-90%, Birdwhistell (1970) advocated for 65%,
McElhaney (2005) proposed 60%, Ingram et al. (2012) proposed 50%, and Futrell (2008)
and Quintanilla and Wahl (2014) both suggested 55%. On the other hand, the percentage
of information that is convoyed nonverbally may be highly dependent on the context.
Although the most often cited statistic is Mehrabian and colleague's 93%, Mehrabian
(1995, as cited in Lapakko, 1997, p. 65) himself later stated that this question was difficult
to answer, "My findings are often misquoted.... Clearly, it is absurd to imply or suggest
that the verbal portion of all communication constitutes only 7% of the message. Suppose
I want to tell you that the eraser you are looking for is in the second right-hand drawer
of my desk in my third-floor office. How could anyone contend that the verbal part of
this message is only 7% of the message?"

Whatever percentage nonverbal behavior plays, trust improves outcomes with clients.
In the medical field, the absence of trust can take the form of failure to continue treat-
ment (Hillen et al., 2011; Zolnierek & DiMatteo, 2009), reduced information sharing and
closed off communication (Mechanic, 1998), greater patient fear (Hillen et al., 2011), and
lowered patient satisfaction (Mowen et al., 1993; Ong et al., 1995; S. Williams et al., 1998).
Similarly, in the therapeutic context, clients who do not trust their therapist are more
opposed to the proposed treatment (Castonguay et al., 1996). Alternatively, in coaching,
players who trust their coach report higher levels of satisfaction with the coaching (Kao
et al., 2017) and demonstrate increases in performance, commitment, and cooperation
(Zhang & Chelladurai, 2013). But when athletes mistrust their coach or perceive a breach
in trust, they report a higher likelihood of leaving the team (Barnhill & Turner, 2013). In
the marketplace, trust predicts the strength of a buyer-seller relationship (Ganesan, 1994)
and the perceived continuity of a buyer-seller relationship (E. Anderson & Weitz, 1989).
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Conclusion

Despite the disparate nature of the examined disciplines, an analysis of 86 textbooks
across 8 disciplines arrived at a consistent set of recommendations for how to build
interpersonal trust. A small subject of behaviors, including eye contact, mimicry, smiling,
and maintaining physical proximity, were repeatedly recommended. Not only were the
recommended behaviors consistent, but those behaviors were consistent with the behav-
iors used by parents and by people when they communicate liking. Although subtle
differences persisted across disciplines—making domain-specific examination relevant—a
core set of nonverbal behaviors remained important.
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