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Abstract

Communicators benefit from being seen as helpful. While research has found that offering help
impacts how people are perceived, less is known about how more subtle behaviors shape such
interpersonal perceptions. Might how employees speak in conversation influence how they are
perceived? We examine how often employees pause while speaking to conversation partners (e.g.,
customers, co-workers). While some suggest frequent pausing should be detrimental, we argue it can
encourage conversation partners to react with verbal assents (e.g., "yeah", "uhuh", "okay") that lead
them to perceive speakers as more helpful, and more positively in general. A multimethod examination
supports this account. Lab experiments and an analysis of hundreds of customer service calls reveal
that pausing more frequently can enhance how employees are perceived because it signals the
employee's desire for feedback and encourages conversation partners to assent.
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All interested are welcome.
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