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Quality of Interpersonal Communication in the Digital Era

Nawiroh Vera

Abstract—Era of globalization and development in digital
technology this time was enriching the development in
communication form or feature, for example the Internet. This
new media showed implications in various fields, which are, the
implications in business sector, media's management,
advertisement, and the social community network including the
behavior of his communication. Development of the new media
that convergent, made the communication process between
people become easier and faster. We can communicate with
people around the world quickly and directly. Internet with
various facilities like, Chat, e-mail, voice mail, etc has changed
the behavior of its consumer. From various implications that
arise due to the development of information technology and
Communication this time, the authors was interested in
researching about social impact from ICT development in the
community. The aim of this research is to know quality of
interpersonal communication in social contexts in digital era.
This research study is personal opinion using qualitative
descriptive method, where data is collected through depth
interviews with informants, which are Y (native) generation
digital and X generation in Jakarta. The results showed that the
quality of interpersonal communication can be done not only
through face to face, but it also done through the media depend
on context and situation. In the normal context, communication
by face to face and via the media has a same degree of quality.
While in the conflict context, communication through the media
are more qualified compare to communication by face to face.
This study is hopefully could be useful as a reference for further
research and can obtain a helpful information about social
impact of digital media in particularly Indonesian community, so
it can useful as a various parties in addressing the impact of new
media and also become inputs for the manufacture of regulation
in this field.

Index Terms—Interpersonal communication,

opinion, social context, digital era.

personal

I. INTRODUCTION

Communication has a different type and level. There are
two general type of communication namely direct and
indirect communication. Direct communication s
face-to-face process communication between people from
one another. Indirect communication requires a media to
convey the message, for example: TV, Internet, newspapers,
and others. From two type of communication above,
communication is divided again into two types, namely
verbal and non verbal. Verbal communication is such as
conversation (oral) and written. While nonverbal
communication could be a body language (gesture), image,
color, physical appearance, and others. Communication has
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difference kind of level according to the expert, but basically
that level is distinguished by the number of people involved
in the communication process, namely: intrapersonal
communication, interpersonal communication, group
communication, and mass communication. Each has its own
characteristics.

Interpersonal communication is simply defined by Joseph
De Vito as "Sending a message from someone and be
accepted by others and getting a direct feedback”. While
Everett M Rogers emphasized the important elements in
interpersonal communication is there will be a face to face
process, although some other experts claim that interpersonal
communication can also be done by telephone or telex media
as a channel of interpersonal communication. Rapidly
development in technology communication field in the
current era of digital technology now a day able to change the
patterns of communication among peoples. If we look at of
classical concepts of interpersonal communication was more
emphasizes in face-to-face, while in the era of technology
now communication mostly done by using the media. The
development of media technology is tremendous rapidly
enrich the forms or types of communication media, one of it
is the Internet.

Internet as a new media has special characteristic features
which are convergence and digitalization. Internet is the
result of technological convergence between Information
Technology and Telecommunications. This new media
showed implications in various fields, which are, the
implications in business sector, media's management,
advertisement, and the social community network including
the behavior of his communication. Development of the new
media that convergent, made the communication process
between people become easier and faster. We can
communicate with people around the world quickly and
directly. Internet with various facilities like, Chat, e-mail,
voice mail, etc has changed the behavior of its consumer.

Communication via the internet does not questioning the
distance and time even the form of communication. No
distance limitation makes the broad nature of the
communication; the Internet can connect millions of people
from various parts of the world in the same time. Information
from anywhere can quickly be known, and strangely there is
no clear information who was the communicator and who
was the communicant. Each side can be a user, the sender as
well as receivers. In the context of interpersonal
communication, communication can be conducted in person
or using the media. Internet is expected as the most widely
used media for communication among people other than
mobile phones. Chat, e-mail, voice mail is a facility of the
internet that been used in inter-personal communication.

Classical concept concerned with face to face for more
effective communication in which effectiveness depends on
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several components, namely; openness, empathy,
supportiveness, positiveness, and equality. So it can be said
that interpersonal communication with media can reduce the
quality —of  communications made.  Effectiveness
Communication is if every people involved free
communication without barriers sending ideas or notions
appropriate expectations, respectively. Both physical and
psychological barriers in communication, decreases the
effectiveness of communication.

Quality of communication is not only being seen from the
degree of association but also in social context of
communication. A good relationship  will make
communication go smoothly, but in some particular context it
can change into conflict in those interactions. Interpersonal
communication occurs among individual who interact
between one another in certain situation. The interaction can
take place between husband and wife, lovers,
bosses-employee, friends, and so forth. What is more
effective interpersonal communication by face to face or
through the media? In this digital era, that media is referred to
internet or gadget, which became crucial question in this
study. To answer that, researchers ask individual opinion of
people that deal in communication area about quality of
interpersonal communication in social context, in this case,
the focus are people categorized as Y generation and X
generation in Jakarta.

The purpose of this research is as a benchmark for
subsequent studies about the social impact of digital media
for the community.

Il. THEORETICAL FRAMEWORK

A. Interpersonal Communication

It’s difficult to imagine a profession that doesn’t require
you to interact with other people. You likely use
interpersonal communication every day to handle complaints
from a demanding client, to persuade your boss to give you
some time off, or to comfort a friend dealing with a difficult
relationship.

Interpersonal communication has been defined many ways.
Some scholars define “Interpersonal communication based
on the situation and number of participants involved” (Miller,
1978). Using  Miller’s  definition,  Interpersonal
communication occurs between two individuals when they
are close in proximity, able to provide immediate feedback
and utilize multiple senses. Others define Interpersonal
communication based on the degree of “personalness,” or
perceived quality, of a given interaction (Peters, 1974). In
Peter’s view, Interpersonal communication includes
communication that is personal and occurring between
people who are more than acquaintances [1].

Interpersonal communication is the communication
between people. We all communicate with each other, every
one of us in his own characteristic way. Interpersonal
communication means communicating formal, informal,
verbal and non verbally. Verbal communication refers to oral,
spoken communication we all know. Written communication
enters also in this category. People still write letters, notes, or
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send emails. Technology intervenes in any type of
communication because technology makes communication
develop much quicker. [2].

Interpersonal communication occurs when two or more
people transactionally influence one another. In interpersonal
communication, two or more people have a mutual and
simultaneous effect on one another [3].

B. Internet

Internet is “a global network connecting millions of
computers. More than 100 countries are linked into
exchanges of data, news and opinions. Unlike online services,
which are centrally controlled, the Internet is decentralized
by design. Each Internet computer, called a host, is
independent. Its operators can choose which Internet services
to use and which local services to make available to the
global Internet community. Remarkably, this anarchy by
design works exceedingly well. There are a variety of ways
to access the Internet. Most online services, such as America
Online offer access to some Internet services. It is also
possible to gain access through a commercial Internet Service
Provider (ISP) [4].

The Internet, or simply the Net, is the publicly available
worldwide system of interconnected computer network that
transmit data by packet switching using a standardized
Internet protocol (IP) and many other protocols. It is made up
of thousands of smaller commercial, academic, and
government networks. It carries various information and
services, such as electronic mail, online chat and the
interlinked web pages and other documents of the World
Wide Web. Because this is by far the largest, most extensive
internet (with a small i) in the world, it is simply called the
Internet (with a capital I). features of the Internet are ; World
Wide Web (www), E-mail, and Instant Messaging, chat,
mailing list, and each other. [5].

Technology provides many ways of assisting people in
communicating, as well. It can bridge great distances, as
mentioned earlier, in keeping people in contact with each
other. Thus, one can see how technology, when used properly,
greatly enhances the communication process among people.
Without telephones and computers, society would consist
solely of whichever people one could reach within a day's
travel, and we would lack the means to make friends across
the country and around the world (Veronica Bergschneider)
the internet has indeed changed the way people socialize. [6].

C. Interpersonal Communication and Technology

Interpersonal communication and technology are linked
together by the simple reason that technology facilitates
communication ways. Technology means cell phones,
computers, internet etc. Communication has increased a lot
since technology has developed. Nowadays people talk a lot
on the phone, internet is an endless source of knowledge and
people like to talk online, on chat rooms. The internet allows
you to get to know people from all over the world, online, in a
virtual world. Technology has made communication possible
at a global level. [7].

Interpersonal Communication can be sustained also on the
phone. Since technology is so developed, we can talk on the
phone and in the same time see the other person through the
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3g option. Interpersonal communication can be developed
online also through web camera. There are many ways in
which we can communicate; we just have to want it. Some
people are shyer, others are deaf or blind, but they still find
ways to communicate. For people with hearing and seeing
problems, there was invented a special language through
sings. You see, communication is the base element in leading
a normal life. [7].

Interpersonal communication concerns the study of social
interaction between people. Interpersonal communication
theory and research seek to understand how individuals use
verbal discourse and nonverbal actions, as well as written
discourse, to achieve a variety of instrumental and
communication goals such as informing, persuading, and
providing emotional support to others. Although
interpersonal communication has been traditionally viewed
as a process that occurs between people encountering each
other face to face, increasingly social interaction is being
accomplished through the use of such communication
technologies as computers and mobile phones, thus adding a
new dimension to this area of communication inquiry [8].

Which is more effective interpersonal communication
face to face or through media such as telephone and Internet?
This question is would the author find out from the
informants.

D. Opinion

In psychology, opinion interpreted as an expression of
attitude [9]. Cutlip and Center said that "opinion is the
tendency to respond to an issue or particular situation".
"Opinions are overt answer against a question or issue stated
in writing or verbally" [10]. Opinions are the verbal
expression of attitude; and beliefs are the inclination to
accept something as true. [11]

An opinion is a statement of preference for one side of an
argument or choice presented. It is also as much cognitive as
evaluative. it has a specific and provisional character and a
person can have many opinions on different topics, without
any necessary cohesion. Opinions vary in the strength to
which they are held and in the degree to which they are base
in correct information. opinions are also individual, although
they can be aggregated to form something called public
opinion, which is usually taken to mean the predominant
leaning, or sum of views, of the population as a whole. public
opinion does however have a certain independence from the
individuals contributing to it. this is evident by the fact that
individuals have a perception, whether accurate or not, of
public opinion as the prevailing view and the view of others.
[12]

E. Public

For Herbert Blumer (1946), "the public is a group of
people confronted by an issue, divided over how to meet the
issue, and engaged in discussion over the issue” [13].

Herbet Blumer’s opinion has been add by Kingley Davis,
Davis says ” public is a group but not a unity, interaction may
happen indirectly through the communication tools, which is
public behavior based on individual behavior.” [13].

If we identify "public" with "group," it is evident that there
are innumerable publics differing as to size, organization,

methods of communication and systems of control and
guidance existing therein. If we reserve the term "public" for
the numerically larger groups, we still have an amazingly
large number of publics organized about some common
interest. [14].

F. Public Opinion

Definition of public opinion by Leonard W. Doob in book
Public Opinion and Propaganda : ”Public opinion refers to
people’s attitude on an issue they are members of the same
social group” [15].

Tonnies 1922 said: “Public opinion is the agreed upon
judgment of a group (class, party etc.), whereas published
opinion does not form any unity and is merely public because
it is expressed not in private or confidentially, but openly to
any given audience” [16].

The term of public opinion is given its meaning with
reference to a multi individual situation in which individual
are expressing themselves, or can be called upon to express
themselves as favoring or supporting (or else disfavoring or
opposing) some definite condition, person, or proposal of
widespread importance, in such a proportion of number,
intensity, and constancy, as to give rise to the probability of
affecting action, directly or indirectly, toward the object
concerned [17].

So who shape public opinion is a personal attitude of a
person or group whose attitude is determined by the
experience of the group itself. In this study, lecturers and
students of communication science in Jakarta selected to
provide opinions about the role of the Internet on the quality
of communication in social context.

"Opinion of the people™ is the general concept that defines
public opinion.

Other terms of public opinion are:

1) Personal Opinion; Personal opinion is an individual
interpretation on various issues here the views are
different from each other

2) Private Opinion; Private opinion is a very important
aspect for the development of personal opinions,
because private opinions are part of the personal
opinion that is not declared. Personal opinions are not
stated openly because of certain reasons

3) Groups Opinion;

- Majority Opinion; Usually the majority opinion can be
reached if used in a way that the form of coercion
certain social sanctions in which a social group has had
different values or norms of a particular group.

- Minority Opinion; Minority opinion is a conclusion that
is supported by less than half the number of members of
the group concerned.

4)  General Opinion; Public opinion is a social climate in
which most of the sources of personal opinion, groups
opinion, and also public opinion [18].

This study focused on personal opinion, in this case are the
opinion of ten people who become informants. The
informants are separated into two categories: the Y
generation and the X generation who lived in Jakarta.

There is some way to measure public opinion:

1) Referendum, A ballot that can be done directly or
indirectly
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2) By Mass Media, As we know that the mass media to
preach or to submit certain information also carries the
aspirations of a particular class. This is called an
opinion and usually we can read in the editorial of a
publication (newspapers, magazines and so on).

3) Sampling, Public opinion can also be measured by
sampling that is by selecting a few people who are
considered to represent to give an opinion.

4) Polling System, Polls can be made orally or in writing.

5) Public Research, Gauge/estimate public opinion with
oral, to the respondent was given an oral question
(interview). Questions orally have high intensity

because respondents' answers are spontaneous [19].

I1l. REASERCH METHODOLOGY

This research study is using qualitative descriptive method,
where data is collected through depth interviews with
informants, which are university students and lecturer,
parents, in Jakarta.

The research characteristic uses a qualitative approach as
follows: According to Glesne & Peshkin (1992), qualitative
research tends to use text data that is subjective. Reality
learned constructed in accordance with the participants
'social value’ (study subjects), and therefore the meaning of
reality according to the participants' understanding.
Qualitative research has a complex tangle of variable and
difficult to measure. Meanwhile, according to Prasetya
Irawan, qualitative research "is intersubjective truth" instead
of the truth that is built from the fabric of many factors
working together, such as culture and unique properties of
human individuals" [20].

Qualitative approach used in this study when one attempts
to interpret reality and try to build theories based on what had
happened. A qualitative approach emphasizes the meaning,
reasoning, the definition of a particular situation (in certain
contexts), and the research matters relating to everyday life.
Qualitative approach, moreover, concerned with the process
than the final result, therefore the sequence of events can vary
depending on many conditions and symptoms were found.
The purpose of research is usually associated with things that
are practical. This method is suitable to answer the questions
of what, where and why or how.

In accordance with the purpose of this study, which
emphasizes lecturer, parents, and student views about quality
of interpersonal communication in social context, 10
informants (University student lecturer, and parents in
Jakarta) are chosen used the purposive sampling method.

A. Data Collection Techniques

In this study the authors used two data sources, namely
primary data and secondary data.

1) Primary Data

In collecting the data, the authors observe the primary
data, which is an interview with several parties to
strengthen the results of this study. Interviews were
conducted in-depth interviews (depth interviews) is to
collect the data or information by direct face to face with

an informant in order to gain a complete and in-depth
data.
In this in-depth interview, the interviewer has no control
over the relative response of informants, informants
freely give researchers the answer because it has duties
that informants are willing to give a complete answer,
this is how the way to arrange an informal interview.

2) Secondary Data
Secondary data collection is done by searching the
various references in the form of books, literature, and
material from the internet, etc.

B. Validity of Data

A validity technique of the data in this study is the use of
triangulation. Triangulation of data trying to verify the data
that has been collected and attempted to verify specific data
with data obtained from other sources.

The definition of triangulation according to Moleong is
"Engineering validity examination of data by utilizing
something else out data for checking purposes or as a
comparison to the data" [21]. This study is using
triangulation of sources. that means to compare and check the
sources behind the degree of confidence in the information
obtained through time and different tools in qualitative
methods.

It can be achieved by:

1) Comparing data from observations with data from

interviews

2) Comparing what people say publicly with what

privately said

3) Comparing what people say about the situation of

research with what is being said all the time.

C. Literature Review
Similar studies that have been done are:

1) An In-Depth Look at the Social Context of
Relationships  Influences Communication Media
Choice for Young Adults, Thesis By Laura Jollay
(December 2011). This thesis explores the impact of
relational influence on communication media choice in
young adults in the United States. It applies the media
richness and uses and gratification theories to identify
the purpose of communication media in varying
interpersonal  relationships  using  face-to-face
communication (FtF), phone, text messaging, instant
messenger and email. It utilizes survey software to
yield quantitative results in an anonymous environment
to erasure the perceived closeness of the most common
relationships for young adults and what specific media
is utilized for those relationships. This research design
echoes the design of researchers in 2007 in Korea, who
sought to explore the configurations of relationships in
communication media for Korean society (Kim, et al),
which surmises relational influence is a pre-dominating
factor in communication. The hypothesis was not
supported by the research and a statistically significant
correlation between relationships and influence on
communication media was not found; however,
patterns of closeness in interpersonal relationships for
the five different communication media did surface,
demonstrating a need for more extensive future
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research and more in-depth, personal study on the
participants and motives for communication. [22].

2) Relationship  Quality in  the Context of
Computer-Mediated Communication, paper by Jens O.
Meissner (Mei 2005). This paper contributes to
possible answers to the question: What are the effects
of computer mediated communication on relationship
qualities in organizations? To answer this question
without oversimplifying the phenomena an adequate
research methodology has to be found. First, the
interrelationship between computer-mediated
communication (CMC) and relationship quality is
reviewed. CMC-theory will be described from three
main perspectives and the risks and chances for
relationship quality will be shown. The review
indicates that most studies in the field are founded on a
positivistic basis. Relationships are treated as static
dyads neglecting contextual factors. Thus, the insight
into relational processes in computerized environments
remains limited. As an alternative a research
methodology based on the epistemological stance of
social constructionist is proposed. It will be explained,
how the researchers’ view can be broadened by
applying the method of the ‘narrative interview’ in
practice based studies in computer-mediated contexts.
In the concluding part, the contribution of this approach
to research and practice will be discussed. [23].

IV. FINDINGS

After interviewed all informants, it’s obtained a
description of the quality of communication, especially
interpersonal communication as follows:

A. Content of Communication

The informants have different opinions about the content
of messages communicated mainly communication with
friends and partner (boyfriend or husbhand/wife). The
informant has a different answer about the content of
messages. Some of the informant when communicating with
friends is talks about jobs, such as lecture material, about
music and film, and issues of mass media lately that become a
warm conversation.

While the students, their subject is about career, love, and
the course material. Love become the topic most often
discussed with friends, especially close friends. Meanwhile
to the parent the informants say the topic that being discussed
is about simple things or just daily activity that happens every
day. While parents mostly communicate with their children
about school and their daily activities.

B. Via Media or Directly

Communication with friends

The informants mostly prefer to communicate through
media such as Yahoo Messenger and Black Berry Messenger
rather than face to face. This is the result after interviewing 3
lectures, 3 parents and 4 students.

One lecture, one parents and one student prefer to
communicate face to face with their friend, while two
lectures, two parents and three students prefer communicate
with their friend through the media.

- With friend I often communicate with media (BBM, Chat,
email) because we can talk about anything, such as
home work, lovers, or just discussing actual
information.

- | prefer communication by media because | have more
freedom, especially when talking about rumors.

- | prefer communication with friend face to face because
it felt closer and can express powerful feeling.(interview
with informant)

The reason doing directly communication (face to face)
can express powerful feelings directly.

The reason why they prefer using media to communicate is
because they can express detailed meaning. They also have
more freedom to talk about their experiences, about lovers,
family and friends. By communicating using media, they can
always review the words the use to prevent offending other
people they are communicating with.

According to the informants communicate through the
media could improve the quality of communication.

Communication with Parents

Mostly when communicate with the parents respondent
prefer to do it face to face, because the message that want to
delivered tent to be light and could create and also because
there is and intimate relation between the communicator and
communicant that’s why it will also be more effective. Some
of the informant also said that it’s considered impolite to
communicate with the parents via internet, because the entire
of informant live near their parents. Some informant said that
their parents cannot use the internet, so would prefer face to
face or at least use the telephone. Only small parts of
informants communicate with their parents through the
media.

- if communication with parents often directly or face to

face, exception if they are not at home.

- | usually face to face communication because we live
together at home; | feel is not polite if I talk with my
parents using media.

- | almost every day talk by phone with my parents,
because we live in different city. If we communication
by email we cannot hear our voice. (interview with
informant).

Communication with Couples

When it comes to communicate with the partner, three
informants says that they prefer to communicate via media
because of their busy schedule and a rare time to meet. While
seven of them say they prefer to do it face to face because of
variety reason, such as they can se their partner gesture, can
be more intimate, and also can get a direct respond.

- We prefer to communicate directly or face to face, even
though sometimes media is used when there is a
business trip to other city. The reason we prefer face to
face communication is because sometimes non-verbal
communication like touch and hugs is necessary to keep
a harmonic relationship.

- When communicating with boyfriend, communication
using media such as online chat, BBM, or phone call is
preferable.

- | prefer a face to face communication with my partner,
but sometimes because of our activities, we can only
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communicate using media, especially SMS and e-mail.
(interview with informant).

In certain circumstance is easier to communicate with
friend or partner according to the informant, for example
when they caught in conflict or argument, usually they do not
want to communicate directly. Communication through the
media to be an alternative to disclose any potential stumbling
blocks that are awkward when communicated face to face.
Through the media they can freely express opinion, criticism
and even to solve a problem that ends with the peace or
goodness, while when they do it face to face it will be more
awkward and uncomfortable.

One day, | was in conflict with my hushand; we did not
greet or talk with each other for a week. When there is a
problem that should be discussed, to start a
conversation directly is very difficult, because of both
our ego. | finally started the initiative to communicate
by using SMS, and it managed to break the ice between
us.

- There was a time when | am so angry with my boyfriend;
we don’t talk each other for quite long time. During his
birthday | send him greeting by email and SMS, after
that we communicate normally again.(interview with
informant).

More important, communication through the media can be
done anywhere and anytime, because the type of media used
can be used in mobile. Which is also a consideration,
communication through the media can be done anywhere and
anytime, because the type of media used can be used in
mobile. Distance and time no longer barriers to
communication, any time they miss, they can directly
communicate with each other.

My job often requires me to be out of town, so the media,
especially mobile phones become a very important tool to
communicate with family, wife and children. So, even though
we are far away from each other and did not meet for weeks,
communication still continues. Especially in the current era
of advanced technology where face to face communication
can be done using media to treat homesickness. (interview
with informant)

C. Communication quality

The informant believes that quality of communication and
the effectiveness depends on the context and situation.
Context of communication has four dimension; physical,
cultural, social, psychological and time. If the relationship is
not to intimate, it will be more effective to do it via media
(internet, mobile phone, etc.). If the situation was not
conducive or in conflict they feel more comfortable and
effective communicating through the media, with varying
reasons as mentioned above. But if the degree of relationship
is good enough then to communicate in person is more
qualified by reason to know the message is delivered directly
and the response can be seen both verbally and non verbally.

V. CONCLUSION

From the results of research of quality of communication
in social context of interpersonal communication with friends,
spouses and parents, researchers found the following
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conclusion:

1) The quality of communication, especially interpersonal
communication can be done not only through face to
face, but it also done through the media depend on
context and situation.

2) In the normal context, communication by face to face
and via the media has a same degree of quality. While in
the conflict context, communication through the media
are more qualified compare to communication by face to
face.

3) Overall informant agreed that development of
communication technology affects the quality of
communication, especially in a social context.
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