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This particular incident took place at a coffee shop between my best friend and the waitress. Mark is the name of my best friend while Joy is the name of the waitress. The conversation went on like this:
Joy:  “Welcome to our coffee shop gentlemen. What can I serve you with?” (She said this while putting a smile on her face).
Mark: "I will have some tea without sugar and a piece of cake while my friend here will have coffee with the same snack." (Mark was facing the waitress when requesting his order, but he turned towards me while seeking my order).
Joy: "Okay. I will serve you shortly." (She left in a hurry to fulfil our orders. After about five minutes she came back holding cups filled with tea and coffee on one hand while the other hand was holding a plate with snacks)
Mark: “Thank you very much. I appreciate your services and kindness.”
Joy: “You are welcome.” (As she was saying this, Mark was sipping his tea)
Mark: “I do not want to be rude but why is the tea cold and to make matters worse it has sugar in it?” (Mark said this while having a frowned face)
Joy: (Looking surprised) “I am sorry for that. I am somehow confused at the moment, and it is not my intention to spoil your moment. Allow me to get you another cup of tea with no sugar and also warm.”
Mark: "No offence madam, but you look really unprofessional and even unqualified for this job. How did you even get this job in the first place?"
Joy: (Shaking her head)”Who are you to judge me, young man? You are not supposed to judge my professionalism using just one misplaced incident.”
Mark: “Yes, I am not supposed to judge you, but you should accept that you made a mistake and it seems that you are not ready for this kind of work. (Raising his voice). You should not let your emotions influence how you talk to customers.”
Joy: “You know what, it seems that you know a lot about me and yet you met me just a few minutes ago. Tell someone else to serve you because it seems you will never appreciate the work that I do.” (She said this and then left us with our eyes wide open.)
Mark: "Let us get out of this coffee shop." (He said while signaling me to get up so that we can leave)
Analysis
There are various aspects of nonverbal communication that are present in this conversation. For instance, proxemics (page 92) is shown when Mark turns away from Joy and then turns towards me as he explains to Joy about my order. Mark did this to show more emphasis concerning what I wanted to eat and drink. Also, Joy welcomes us with a beautiful smile on her face, and this illustrates the use of another nonverbal cue which is expressive oculesics (page 90). The use of a smile shows that Joy is friendly and that she values the happiness of customers.
Mark told Joy to accept that she had made a mistake. He does this to justify the fact that Joy had served tea which was cold and had sugar and yet he had ordered for tea which was supposed to be sugarless.  He uses logic while saying this and it shows the use of yet another nonverbal cue which is rationality (page 117).  Mark continues to say that Joy is unprofessional. He says because she was supposed to follow what she was told without making a mistake. We were also in a rush to catch the next bus and head home for revision, and that is why Mark was upset. The use of the word shows the use of qualifier (page 132).
Conclusion
The conversation between my best friend, Mark and Joy did not end well. Indeed, it was destructive. It started out as a decent conversation, but it became quite nasty when Mark realized that the tea had sugar and that it was cold. He should have politely told her to rectify the mistake as soon as possible. He should also not have judged her based on a single fault. Joy ought to have controlled her emotions and acted professionally. Refusing to serve him for the second time was inappropriate.

The use of nonverbal cues supplements as well as complements the spoken language. They make it possible for one to get a better understanding of what is being communicated without leading to misinterpretation of the message being conveyed.  If mark had been polite from the beginning, then we would not have experienced much drama, and we would have in fact enjoyed our beverages and snacks. Mark should have used another word instead of unprofessional to describe Joy's behaviour. He should have said that her action is not right and that she should strive to rectify that. It shows disrespect in that Mark was addressing someone older than him. 
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