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FAMILY COMMUNICATION DURING CRISIS AND STRESS 

LeocJer·s GulcJe 

lntroe1uct1on 

From tM t1me families are formed unt11 t11ey dtsso1ve, they undergo 
changes that are both normative and non-normative. Normative changes. 
suc11 as t11e birt11 of a Gr1ild and members growing older, are e>:pected an1j 
occur in most families. Residual effect::;, if any, are usually sllort term 
Non-normative stressors, on t11e other hand, are usually not e;,:pectM. Nor 
1jo they occur in a majority of farnilies. Ttiey include such events as tm 
abrupt Job loss, divorce. or t11e untimely death of a family mernber. 
Effects related to t11ese events may be ct1ronic. 

As families attempt to adapt to t11e:::e ctrnnges, stress will result. Tf1e 
amount of stress generated will depend upon t11e famil1/s perception of t.11e 
demands they are facing and t11e resources tt1ey feel ar-e availat,1e to u-,ern 
for responding. In order to reduce tl1e perceive1j 1jernand. family rnernt1er-:::: 
'ftill carry out verbal and non-vert1al transactions wit.ti one anot.t1er in 
order to share perceptions .. thOughts. and feelings wit.ti one anot11er Sorne 
families develop very effective communication pattern::::. 'fthile otr1et·:; 
suffer more intensely because of faulty comrnunication . 

Rotionole 

V·lorl<tng wttt1 famtlies ei<penencing prolonged or tntense :;tre:::s can tie a 
,jiff i cult and demanding job for t1e 1 prng prof e~:::::1 ona 1 s. part 1 cul arl q \·vt1en a 
famil\.{s communication patterns are ineffective. Ttie farnill.l structure 

~ ~ 

maw tie suct1 ttrnt members relate to one ;:1nott1er in ven~ ,jarnaqinq 'ftaw::::. .... ,_ ·- ,_ .... 

Power, affection .. and communication patterns may t,e skewe,j so u-,at 
certain member~: feel isolated. dlienated, an1j l"lelpless. nembers m;:11J tie 
unaware of t·1ow certain non-verbal bella'v'ior:::: contradict u-,e1r :::poken 
messages to one anotr,er V·lllile evenJone rnigt1t have somett·,ing to :::ay. no 
one may be listening. Re::::ponses t11ey make to one anotlier nMy tie t·ligt1l1d 
critical, offer only minimal support, or cut off furtl1er meaningful 
,ji scuss ion. 

Professionals \¥110 are unfamiliar wiU-1 comrnunication concept'.:: rr@d 
tt1err,selves 11ave farnil1d cornrnumcation styles or tie unatrle to iaentify 
potentially darnaging betrnv1or in families_. thereby limiting tt1eir ability to 
guide stresse1j families tov-1ard positive adaptation Therefore_. t.11e 
purpose of t11is prograrnrning i::: to increa~:e skill levels in t·,elQing 
Qrofessionals in: 1) as:::essing t11e1r ovvn interactive st,dles and 2~ 
identifying_h1ositive an1j negative communication h,attern~: in t11e farnilie'.:: 
wi t11 whom tMw work. 
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OBJECTIVES: 

SESSIONS: 

Porticiponts will 

--become more knowledgoble obout how fomily 
structure and interoction style off ect the 
communicotion process within the fomlly. 

--better understond the importonce of nonverbol 
communic1:1tion in fl f1:1mily's totol communicotion 
process. 

--i ncreose their obi 1 ity to identify ond use effective 
listening skills. 

--enhernce their understonding of the consequences of 
using, overusing, or misusing ony one of five 
common response styles. 

--become better ocquai nted with the concept of ego 
states and the powerful manner in which they 
influence the cornrnuni cation tronsact ions bet ween 
two or more individu1:1ls. 

--become knowledgeotrle obout ond more skillful ot 
cornrnuni eel i ng during conflict reso I uti on. 

Progromrning formot includes six seporote ond 
complete sessions, eoch epproxinrntely 1 1 /2 hours 
in length, including: 

1. 
2. 
3. 

4. 
C' 

-·· 
6. 

Femi l!-1 Structures thot Impact on Communication 
Nonverb1:1 l Communication 
Effective Listening Skills 

Five Verbal Response St\,lles 

Ego States: Understanding Communication 
Trnnsf!ct ions 

Cornmunic1:1ting During Conflict 

lnclu,jed in eoch session is o session guide, some 
type of warrn-up exercise, mi ni-1 ecture, group 
activities, overheads to support the mini-lecture, 
ond camere-reedy hendouts. 

INTENDED AUDIENCE: Adult Helping Prof essionols: Con olso be used by 

helping prof essionols with Joy audiences. 

SKILL LEVEL OF 

PRESENTER: Requires some background kno·v·v·Jedge of content area 
and good leader skills. Background reading is 
provided in the teaching pocket. 

MATERIALS NEEDED: See session outlines provided. 
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IMPACT ON COMMUNICATION 



SESSION I 

FAMILY STRUCTURES TMA T IMPACT ON COMMUNICATION 

·- SESSION GUIDE 

.-

• 

CONTENTS IN THIS UNIT: PAGE 

A. SESSION GUIDE 
B. GET-ACQUAINTED EXERCISE 
C. t'llNI LECTURE 
D. OVERHEADS 
E. GROUP EXERCISE 
F. CAr'1ERA READV HANDOUTS 

I -1 
I - 4 
I - 5 
I - I 0 
I - 11 
I - 12 

GOAL: To entrnnce participants· knowledge of the Important overall effect 
ttrnt family structure and interaction style trnve on tt1e 
communication process \·Vitt1in tlie family. 

Objectives: 

I. To r-evie·w very briefly t11e structural element of 
comrnuni cation. 

2. To identify ot11er elements of family structure that impact 
negatively or positively on communication: roles, family 
composition, affection, and power. 

3. To provide participants w1tt1 an experientfal exercise tt1rouqt1 
wt1lch tliey can become more sensitive to tt1e 1nteract1ve nature 
of these structural elements when conflict is present within 
tile family. 

4. To introduce participants to ot11er communication components 
ttrnt will be discussed in furtt1er detail in forthcoming 
workstwps: non-verbal communication; effective and 
non-effective listening styles; response patterns; and 
personality components tlrnt affect communication . 

I - 1 
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Allowonces for Presentation: 
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I. Complete get-acguointed exercise, "Getting to Know 
Vou." 1 O minutes 

2. Provide inf ormotion to porticiponts ob out elements 
of fomily structures through mini-lecture {Objectives 
1 ond 2). 30 minutes 

3. Complete grouR exerci~:e (Objective 3) 
.Role Ploy 
.Group Discussion 

4. Show Video ToRe (FAt'llL'r' COMMUNICATION DURING 
STRESS AND CRISIS (ot,jective 4) 

5. 'w'rop up. Elicit comments obout video tope. 
Shore h1rndouts with port i ci pants ond 
remind them of plons for forth-corning workshops. 

Tota I ti rne a 11 otted for 1Norksho1t 

Materials Needed: 

1. Nome togs ond merkers 
2. Refreshments (Optionel but desireoble) 

10 minutes 
15 minutes 

15 minutes 

10 minutes 

90 minutes 

3. Get-acquainted exercise sheets end extra pencils or pens 
4. Mini Lecture Notes 
5. Overhead projector if needed and overheads (Opt i ona I) 
6. Role play/Group Exercise sheets. 
7. Video equipment and video tepe, Family Communication 

during Stress ond Crisis (If tape end equipment are unov13i I ab I e, 
leoder moy provide o tirief surnmory of the key points thot ore 
covered in the sessions f orU-1coming). 

8. Handouts 

I - 2 
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Overheads Provided: 

.Fomily Communicotion 

.Normoti ve Chong es in F omi lies 

.Non-normoti ve Chong es in F omi lies 

.Wheel ond Sotellite potterns 

.Switchboord ond Cloverleof potterns 

.Two-tiered Fomily Power Structure 

.Verticol Fomily Power Structure 

.Horizontol Fomily Power Structure 

Comero-Reody Hondouts: 

.Stress Press, Stress Tops Fomilies' Concerns, Vol. I, No. 3 

.Monitoring Fomily Stress Levels 

.Fomily Communicotion in Timr nf Stress 

Suggested Bock ground Reoding for Leoders: 

Aldous, J. The Making of Family Roles within Fomily Composition 
Constraints (Chopter 3), FAMIL V CAREERS: DEVELOPMENTAL CHANGE IN 
FAMILIES. New York: John Wiley & Sons, 1978. 

Galvin, K. and Brommel, B. Commmunications ond Ft:1mily Conflict (Chapter 
9), FAMILY COMMUNICATIONS. New York: Scott F oresmt:1n, 1982. Book 
included in pocket. 

Glovin, K. ond Brommel, B. Fomily Communicotion ond Developmentol 
Stress (Chopter 8). FAMIL V COMMUNICATION. New York: Scott 
Foresmon, 1982. Book included in pocket. 

I - 3 
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GETTING TO KNOW YOU 

• 1. Find someone who has children exactly the same age as yours. Have that 

• 

• 

person sign his/her name: 

2. Find someone who hates to talk on the telephone: 

3. Find someone who knows everyone in the room: 

4. Find someone who is frustrated with some part of his/her job: 

5. Find someone who admits to being a work-a-holic: 

6. Find someone who understands himself /herself completely: 

7. Find someone who doesn't know a family who is experiencing a crisis: 

8. Find someone who is saving money regularly: 

9. Find someone who has experienced some problem communicating with 
stressed people: 

I 0. F_ind someone who knows what "zamia" means: 
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MINI LECTURE 

FAMILY STRUCTURES THAT IMPACT ON COMMUNICATION 

Key Points Contoined in This Lecture: 

A. Families are stressed by both developmental (normative) and 
unexpected (non-normative) changes. 

B. Family members develop patterns of behoving toword one another, 
including ro I es, power structures, communication, find affection. 

C. These potterns off eel how fomily members ore oble to communicote 
with one another on fl deii l y basis os we 11 os during periods of stress emd 
crisis. 

D. Though these pot terns develop into relatively enduring structures, they 
can and do change over the life cycle, depending upon their relative 
usefulness in helping families respond to demand. 

********************** 

Tt1ougt1 family life has never been completely free from problems, tt1e 
battle rnoy be tougher today os outside forces suct1 as greater work 
involvement by odults, socialization of members by the rnedio, ond o 
voriety of developmentol and socio! changes impact on the family unit. If 
families are to remain intact ond be successful in weothering the 
pressures they encounter, the must learn effective ways to adapt to both 
expected emd unexpected chenge. Normal ive and developmentel stressors 
thot most f arni 1 i es experience inc 1 ude such events as the birth of a 
child, children becoming more independent, members growing older, normfll 
chflnges in the meiri t1:1 I re 1 eili onshi p, end retirement. Non-norrnot i ve ond 
unexpected chenges (divorce, unemp I oyment, unt i me 1 y death of o mernber, 
birth of o hondicopped child, development of chronic illness, teen-oge 
pregnancy, or chemical abuse by a member) may cause more acute strain . 

I - 5 
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How families resolve the stress that arises when these stressors pile up 
depends a greeit deeil upon the pe,tterns they develop in interacting with one 
another and the way they communicate with one another on a day-to-day 
basis. Very eeirly, fe,mily members develop weiys of beheiving with each 
other. Peitterns arise from roles that family members elect to play or ore 
forced to play as they ottempt to fulfill both individueil and family goals. 
These structures help to make fomily life more predictoble for its 
members, even when whot is predictoble moy be very negolive. Overt roles 
inc I ude eeirni ng money (provider), keeping the house c I eon (housekeeper), 
ond watching the children. Covert roles !:lre olso ployed by fomily 
members. These include being o horrnonizer, providing encourogement to 
other members, dominating decision-moking, ond inducing stress. 

Roles may be very troditionol (ex. fother works outside the home_. mother 
stays home) or constructed and less traditional (ex. father becomes o 
househusband because he is unemployed; t1is wife, who is able to find 
outside work, becomes the family 1•111\·ider). 

Roles are never independently ployed. That is, they are olwoys 
complementary or interdependent on a role pertner. One person's right 
becornes another's responsibility. A ven~ young child's right to eat 
becomes the perents· responsit1ilit.y to provide food. A spouse's rigt1t to 
receive affection becornes the other spouse's responsibility. Role conflict 
cen occur when one person perceives tt-,et he or she is expected to do 
somett1ing thet is tmreosonoble, tmpleasont, or unfeir. Role strain can 
occur when one mernber of U-,e f emi l y hos essumed too heovy or too mony 
role responsibilities. 

Family memt,ers also develop patterns in the kinds of messages they 
exchonge in certain situotions. Unspoken "rules" ore set up obout the kinds 
of things thot con be telked about and whot kinds of things must be 
"ovoided" by fornily members. Whot is soid moy be verbolized on at least 
two levels, content and instruction. Content is the literal definition of 
what is soid. However, instruction (or meto-messoge) conveys the intent 
of the messoge. Content moy be o simple statement (such os, "I don't 
core") but instruction (rneto-rnessage) depends upon emotion, intent, 
context in which the statement is rnode, nonverbol cues, gestures, and 
body position. In other words, o simple stotement such os "I don't core" 
can rnean exactly t1·1e opposite, and t11e receiver vvill pick tt1is up if 
actively listening. Of course, what is seen and heard b~d the receiver is 

I - 6 



• always filtered tt·1rough that person's own perceptions, attitudes, beliefs, 
and values. If the person receiving the message is ever unsure about what 
is really meant by the person, it would be wise to tune in to instructional 
clues. 

• 

• 

Aldous (1978) suggests the term "Switchboord" be opp lied to f omi lies 
wt1ere everyone communicates freely with everyone else. In families 
where one or more rnernbers appear to be outsiders, she opplies the lobel, 
"GaQ," to the f ami 1 y. Sl"le describes f arni lies where one member serves es 
message carrier to other members es hevi ng o "Whee 1" pattern. 

Arlene Skolnick (THE INTIMATE ENVIROMt·lENT. Boston: Little, Brown&. Co., 
1983) notes tt1e following basic tenets of cornrnunicotion: 

l. It is impossible not to cu11111,Lmiceite -- just eis it is impossible not 
to beheive. 

2. Tt1ere are issues of dominance versus equeil ity in emy 
cornrnuni eel ion bet ween one person end onother . 

3. Human communicetion el ways takes piece eit several levels. 
'v'erbe 1 cornrnuni eel ion is a 1 weys que 1 if i ed by tone of voice, facial 
expression, body movement, end by the context of the situtltion. 

4. Any statement e person makes to another is an et tempt to define 
or control the relationsr11p between t11e two of them, even if the 
person v·,ii shes to be independent eind helpless in t11e re 1 eit i onshi p. 

Fomily solidority or offection pot terns also develop ond determine to a 
leirge extent how much end whot kinds of communication go on between 
verious members of a family, quelity of eye contact, how closely they 
stand from eact1 other when speaking, wt·1ether or not there hes to be a 
"go-between" member to interpret whet is said, end whether or not there 
is any touching between tt1e members. Aldous (1978) hes identified three 
types of effection peitterns in femilies: 1) Isolate, where one or rnore 
memt,ers seern to be on t11e outside; 2) Cl over! eef, where ever~Jone seems 
equally affectionate wit11 one another; and 3) Satellite, where one rnernt,er 

I - 7 
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seems to serve as o "go-between" to carry affection. For example, o 
doughter who hos never been oble to tell her f other thot she loves him but 
occosionolly asks her mother to "tell Dad I love him, too" is using her 
mother as the "go-between," ond the family pattern con thus be described 
os satellite. A family where a son joins the service and purposefully 
does not communicate with his family in any way for a number of years 
may be described os isolate. 

Power patterns in families change over the fomily life cycle. These 
potterns hove been described os "two-tier" (for example, husbond ond wife 
share equal power but children hove less decision-making power) and 
"vertical" (power is hierarchal, with the husband having the most, the wife 
the next greotest amount of power, ernd children hoving power relative to 
their ages). As children grow older, femilies that ere two-tier may 
switch to a "horizontal" pattern, i.e., with every member in the family 
enjoying approximately the same amount of power as anyone else. 
Reseorch indicates thot where there ore significont irnbolances in the 
power structure of o feimily, fomily interaction tends to be less heolthy. 

Though these veirious pot terns that constitute fomily structure become 
relatively enduring interchanges, they can and do change over the feimily·s 
life ~pon, depending upon feJrn1'y composition (size of farni1y, age of 
various members_. gender cornposition of the family), member performance 
of responsibilities, and the usefulness of the structures in helping 
families odeipt to internal and external pressures they face. 

Also, o nurnber of variations in tt1ese str~cturol patterns may exist in, 
families, 'particulorly where pot.terns rnoy be ff!ulty. For 
example, alliances may build between two or more family members, 
causing gaps in communicotion or affection between them ond other 
members. One person in o family moy becorne o scopegoot, while onother 
is looked on os ei "goody-goody." A husband may not consider his wife's 
feelings or ideas when on important decision hos to be mode. Children mey 
feel left out wt1en porents decide on o divorce without telling them whot 
the rupture will mean for them. In large families, single-parent fomilies, 
or duol-employed families, there nrny be greoter eillocotion of power to the 
older children. Moreover, there moy be o significant shift in power when o 
wife moves into the labor market and begins contributing ei great deeil 
more to the family's spending povver. She may come to expect a more 
egalitarian "partnership," while her husband sees her independence as o 

I - 8 
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threat. Chlldren moving into adolescence may demand more independence 
thon their parents ore comfortoble in allowing 
tt1em. (It would be good ot this point to osk the oudience if they. 
hove experienced similor role shifts over time in their 
families). 

When we consider thot husbands i:rnd wives heve grown up in very 
different fomilies ond thot, even within fomilies children moy 
"experience" the family from El very different perspective depending upon 
sex, oge, position, etc., it is understondEible thot there may be conflict 
between members thet cEinnot olways be resolved from simply "tolking it 
over." In fact, tEilking things over and "clearing the oir" con often leod to 
further irritotion, disappointment, end r-esentment unless family members 
ere able to be sensitive to other properties in their relationships with one 
another. A simple request from ei wife telling her husbeind to pick up his 
clottrns meiy ceirnd overtones of commonding that he do so. If he 
perceives tt1is tone es en effort 1111 Iler part to be the controller in their 
r-e1eitionship, t1e ma4 find her request es incompeitible with the wei4 he 

~ ~ 

defines their releitionship, i. e., his being in cheirge. lnsteeid of obeying her 
command, thereby reinforcing her definition of the releitionship, he is 
likel1d to ignore her request or erupt negetively. She moy then complain 
thflt st1e doesn't underst1.rnd wh4 he hes to respond the wei4 he does lo such 

~ ·-
a simple request (Skolnick, 1983). Si miler "misfirings" in cornmunicetion 
exchtinges go on bet ween perent s end developing chi 1 dren, bet ween 
siblings, end between edult children eind their parents. 

These i deos con be further exp I ored by port i ci pot i ng in on 
octivity which simulotes fomily conflict (Leoder, see group 
activity which follows) . 

I - 9 



• OVERHEADS PROVIDED: 

Family Communication 

Normative Changes in Families 

Non-normative Changes in Fami!ies 

Wheel and Satellite Patterns 

• Switchboard and Cloverleaf Patterns 

Two-tiered Family Power Structure 

Vertical Family Power Structure 

Horizontal Family Power Structure 

• 
I - 10 
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NORMATIVE CHANGES IN FAMILIES 

• 
I. Are expectable 

2. Occur In most f amlltes 

• 3. Effects are usually short ter1n 

Exa1nples: 

• 

Birth of a child 

Members growing older 

Children becon1lng Independent 

Graduation 

Marriage 

Retirement 
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NON-NORMATIVE CHANGES 
IN FAMILIES 

1. Are untimely and/or unexpected 

2. Do not occur In the majority of families 

3. Effects may be chronic 

Examples: Divorce 

Unemployment 

Untimely Death 

Birth of handicapped child 

Development of Chronic Illness 
Teen-age pregnancy 
Substance abuse 



• • 

Daughter ' 
Mother / Son 

- - ~ -
Father Daughter 

Son 

Wheel Communication Pattern 
Sattelite Affection Pattern 
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r '~ tG? 
'{j''' 

Father 

Daughter\ I~ 

~~/ 
00 
~ 

Son 

', 
""·-.....__ 

'-a 

/Mother 

Son 

Switchboard Communication Pattern 
Cloverleaf Affection Pattern 
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• • Mother Father 

• .. 

4 .. 4 -
Children 

Two-Tiered Family Power Structure 
(A Modllled Chain of Command) 

• 
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Father 

Mother 

Oldest or 
Favored Child 

Younger or 

Less Favored Child 

Vertical Family Power Structure 
(A Chain of Command) 



• • 
father Mother Son Daughter Son 

... . 1111( )Ir •• 

Horizontal (Democratic) Family Power Structure 
(Everyone Has Equal Status) 

• 
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Group Exercise 
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• 
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Session I 

Group Activity 

THE FARM FAMILY 

To Leeder: The objective of this activity is to provide porticiponts with 
an experiential exercise through which they con become more sensitive to 
the interoctive noture of fomily potterns when they ore trying to resolve 
conflict situations. 

The following exercise is included: o form fomily thot must decide on 
wheU1er or not the family will toke out a loon to updete milking 
equipment. Though the role ploy is o farming situotion, it is still 
generol enough thot eny oudience con relote to the process thot is colled 
for. Leaders may wish to construct a role play thot is more highly specific 
to the oudi ence being oddressed, i. e., one thot portroys on unemp I oyed 
fomily, o divorced family, etc., by sirnply using this exercise as ei model 
and chongi ng the si tueit ion and ro I es . 

Procedure: 

Break oudience into groups of five. Four members will play family parts 
The fifth person wi 11 oct os on observer of the f omi l y i nteroct ion as they 
work to resolve U1eir "problem." T1·1e observer is to take notes os the 
family group interacts. Allow approximately 10 rninutes for the 
interaction to evolve. Follow up for 5 or 10 minutes by ollowing the group 
to discuss with the observer the kinds of patterns that seemed most 
obvious ond then bring the group back together for another 5 or 10 minutes 
with e general group discussion of what they leerned . 
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Group Exercise 

F Zlmi 1 y Observer 

THE FARM FAMILY 

OBSERVER: Pay close attention to the f olowing aspects of the interaction 
that you observe between the family members a_s they work to resolve 
their "problem." Make notes that can be shared with the family fallowing 
the actual role play. Record bits of conversation that seem to support your 
observations. 

Power - Do you notice any serious imbalances in the power structure of 
this family? Is one member overly aggressive in getting his/her way? Do 
al 1 members seem open to at least considering the ideas of others? Does 
everyone appear to have equa I "input"? 

Communication - Do you notice eny "put-downs" of one member to 
another? Do any of the members use sarcasm or ridicule? Is there verbal 
hos ti 1 i ty? Blaming? Is anyone ignored by the others? 

Affection - Are there any obvious signs of affection? Do there seem to 
be any a 11 i ances bet ween certain members? Are there members that seem 
to be I ef t out? Is there visible support of one member for another? Do the 
members seem to care about one another's feelings? Ideas? 

Rol_es - ~vhat are the overt roles being played here? Are they played out 
in a traditional or flexible manner? What kinds of covert roles do you 
observe being played? 
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Group E~~erci se 

FATHER 

THE FARM FAMILY 

SITUATION: The femily is et breekfEist, ond the conversation is centered 
around whether or not it would be advisable to tEJke out of oirly good-sized 
loon right now to replace some outdated milking equipment. The role you 
ore to pley fallows .... 

FATHER: You hEJve been in the fEirm business tjl] your life ljnd now ore 
"semi-retired" from e cash crop/deiry operation you ere running eilong with 
your two sons. The oldest son, who hEJndles the cash crops, hes been 
fairly reliable find so hes the younger one you sent to Michigan State 
University. The problem is, the youngest son who is responsible for the 
,jeir1ding EJspect of t11e f errn hes been pressing you to update the dEJiry 
equipment, emd you E1re11t quite sure that you went to take out the kind of 
loan t·1e is pressing for T11e farm hasn't been doing ell that well, though 
you're keeping 1:1our heed above WEiler The only kind of loen you can get is 
e VElriable interest rate, end yoti've seen a lot of area f flrrners go under 
wt1en interest rates sky-rocketed El couple of years ego. Despite t11e feel 
that you went to el low your sons more "sey" in finenciel matters, you still 
feel you need to keep e firm hand on the major fimmciel investments. 

'tou ore very traditionE!l ebout husbend/wife relationships ond ore feeling 
increesingly uncomfortflble eibout your wife's "sticking her nose in" the 
form operation, which she seems to be doing increasingly.· Previously, she 
hos been whet you consider e reol "help mote." Lfltely, she is beginning to 
irritete you. 

TASK: You and your family must decide whether or not to take out this 
loon . 
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Group Exercise 

MOTHER 

THE FARM FAMILY 

SITUATION: The fomily is ot breokfost, ond the conversotion is centered 
oround whether or not it would be odvisoble to toke out of oirly good-sized 
loon right now to reploce some outdoted milking equipment. The role you 
ore to ploy follows .... 

MOTHER: You ond your husbond own o f oirly good-sized cosh crop/doir~~ 
form thot you ore running with the help of your two sons. ,.Jim, your oldest 
son m1moges the crop operation. Don, your youngest son, hos just 
groduoted from Michigon Stole University's Agriculture College ond hos 
been pressing to reploce some outdoted doiry equipment. You feel he 
knows what he is talking about and that some changes really do need to be 
mode if the form is to remain competitive with others in the flreo. Vou 
feel, also, that your husbond and older son heve a monopoly on the 
decision-making that goes on ond would like o greeter voice in the 
operotion of the form for yourself ond your younger son. 'r'ou hove olwoys 
tried to ploy the role of keeping everyone hoppy ond hove usually def erred 
to your husbond. This time, octively express your support for your younger 
son's ideos ond try to tell your husbond ond older son obout some orticles 
you've been reoding in FARM WIFE obout stoying finonciolly competitive. 
Press to be more involved in moving the decision in your younger son's 
direction. 

TASK: You ond your f omiy must decide whether or not to toke out the loon . 
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Group Exercise 

OLDER SON 

THE FARM FAMILY 

SITUTATION: The fomily is ot breokfost, ond the conversotion is centered 
oround whether or not it would be odvisoble to toke out o f oirly good-sized 
loon right now to reploce some outdated milking equipment. The role you 
ore to ploy follows .... 

OLDER SON: Vou never got o chance to ottend co 11 ege (octuo 11 y you never 
reolly wonted to.) Vou ore running the cosh crops on o f omiy form olong 
with your fother ond o younger brother who just groduoted from Michigon 
Stole University's Agriculturol College. He is running the doiry operations 
on the form ond driving you crozy with 011 his new-found "college crop"' ... 
wonting to updote milking equipment thot hos been just fine os for as 
you·re concerned. In fact, you really believe thot the form ought to phose 
out the doiry operotions thot hove not been 011 thot profitable ond put more 
of the money into cash crops. Press for th1:1t point. 

TASK: You ond your fomily must decide whether or not to toke out o loon . 
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Group Exercise 

YOUNGER SON 

THE FARM FAMILY 

SITUATION: The fomily is ot breokf ost, ond the conversotion is centered 
oround whether or not it would be odvisoble to toke out o f oirly good-sized 
loan right now to reploce some outdoted milking equipment. The role you 
ore to ploy follows ..... . 

YOUNGER SON: You have just groduoted from o four-ye or ogriculturol 
progrom ot Michigon Stote University ond feel the form thot you run with 
your fother ond older brother hos become outdoted. Your f other is 
"semi-retired" ond soys he is tronsferring the running of the form to you 
ond your brother. You ore hondling mojor responsibility for the doiry 
ospect of the business. Vou resent the foct thot your fother still insists 
on moking oil the mojor finonciol decisions. Even more, you resent the 
fact that he seems to Jeon toward siding in with your oldest brother who 
monoges the f arm·s cash crops. You get really angry when your oldest 
brother accuses you of trying to use all thot "college crop" in the dairy 
operation. You would like to break off forming with the family ond set up 
your own operotion but feel you could never swing it finonciolly. You feel 
you hove to continuolly press your brother ond f other to support whot 
you're trying to do. You ore reolly concerned thot your brother is trying to 
force you out of the operotion by just being os nosty ond uncooperotive os 
possible. 

TASK: Vou ond your fomily must decide whether or not to toke out this 
loon . 
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CAMERA READY HANDOUTS: 

Stress Press, Stress Tops Families Concerns, 
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STRESS TOPS FAMILIES' CONCERNS 

In a recent survey of 40,000 families by the 
Family Services Association of America, 
family stress is now reported as the greatest 
problem families now face - moving from a 
seventh place spot in a 1977 survey. This 
may not be surprising in light of the criti­
cal social changes affecting families in the 
last decade. We have seen significant in­
creases in the numbers of single-parent fami­
lies, dual-employed families, male and 
adolescent unemployment, and family mobility. 
Raging inflation and declining growth in the 
gross national product have spelled economic 
disaster for many families, particularly 
those heavily into debt. While the women's 
movement has created new expectations of what 
men's and women's roles are to be within the 
family, actual behavior changes have failed to 
keep up with those new perceptions, causing 
considerable conflict. 

According to University of Minnesota 
researchers, YOUR FAMILY MAY BE ON STRESS 
OVERLOAD IF: 

.There is frequent bickering and/or 
blaming 

.A noticeable breakdown in communication 

.Increased anger, criticism, ridicule 

.Increased rules and regulations 

.Decreased independence 

.Children's behavioral difficulties at 
home and/or at school 

.Parent's difficulties at work 

YOUR FAMILY IS ON STRESS OVERLOAD IF: 

.There is physical and/or verbal hostility 

.Spousal or child abuse 

.Runaways 

.Divorce or separation 

.Emotionally disturbed member 

.Stress-related physical health problems 

.Substance abuse (including alcohol) 

.Inability to, or termination of, work 

Volume 1, No. 3 1982 

FAMILY DEVELOPMENT A NATURAL CAUSE OF STRESS? 

The continuous change that is necessary with­
in families to support both individual member 
growth and family growth is stressful in it­
self. Donna Sweehey, M.S.U. specialist, has 
indicated that in addition to normal everyday 
frustrations, families face additional ten­
sions at very predictable times. Early in 
the marriage, adjustments may be necessary 
dealL,g with in-law interference, loyalty 
divisions between spouses and their parents, 
new work and social routines, sexual adjust­
ments, and financial problems. 

As children arrive, there are again routine 
adjustments and new demands and responsibili­
ties. Job anxieties continue to be a source 
of stress during this period, and th~ family 
may be faced with such additional stressors 
as moving, health fears and realities related 
to the children's development, and new con­
cerns with children's adjustments to the 
school setting·. Spousal relationships, which 
have been "put on the back burner" while 
attention to child-rearing becomes paramount, 
may begin to suffer. 

Middle-life pressures may result from in­
creased demands for independence from the 
children, competition in the work place, in­
creased social pressures, anxieties about 
aging parents, or frustration over personal 
growth of family members. The specter of 
loneliness due to looming divorce or the 
children leaving home may become particularly 
stressful. 

Families in later life are also subject to 
pressures. There may be stress caused by un­
derloa~, rather than the overload suffered­
earlier. Health problems may promote exces­
sive anxiety, as can retirement fears/ 
problems, financial pressures, too much dis­
tancing from a spouse, and continued concern 
over aging parents. 
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MONITORING FAMILY STRESS LEVELS 

,Just as indiYidual tension can rise to dangerous proportions when not 
monitored, pressure in families can also get out of hand. We know that 
stress levels may be out of control when there is increased arguing among 
family members, members are spending more time away from the family, 
there is increased conflict with relatives, or one or more members is 
exhibiting emotional problems. Other signs include feeling overwhelmed 
when managing the children., consistently ignoring tasks or chores that 
need to be taken care of, members that are dependent on alcohol or drugs, 
physical or ernolional abuse among members, and the development of 
alliances bet ween certain members which excludes others. 

Stress in families can be controlled or compounded. The following can 
serve as a check to see what happens "vvhen your family is under pressure. 
Check all that apply: 

WHEN THERE IS A PROBLEM IN OUR FAMILY, WE .... 

__ Support one onother 
_foll oport 
__ Consider everyone's viewpoint 
_Look for o scopegoot to pin it 

on 
__ Leove the decision-making up 

up to one person 
__ Ignore the problem until it 

chonges or goes away 
__ lncreose use of chemical 

substonces, alcohol 
__ Use yui It, f eor, or threot 

tactics to control one another 
__ Moroli2e, rotionoli2e 
__ formulote o pion ond oct on it 

_Get uptight and yell 
__ Stop tolking ond withdrow 
__ Toke sides 
__ Look consciously ot every 

olternotive, whether it 
seems reosonoble ot first 
or not 

__ Seek outside counseling 
_Ho Id grudges 
__ Become oggressive or 

violent 
__ cover it up 
_Tolk obout it 
__ Become sorcostic with 

one another 

What kinds of behaviors above are positive? Wt1ich ones need to be 
replaced by more constructive behaviors? Is the familW able to make 
these ctrnnqes itself? Which behavior should be acted on first? 
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The healthy way to deal with stress or to work through 
feelings of loss or sadness is to talk about it with someone 
- a family member, a close friend, a pastor, or a profes­
sional counselor. Many persons who experience stress or 
loss deny or ignore the normal feelings of anger. guilt, 
fear. and sorrow which accompany these experiences. 
Such denial can lead to emotional or physical difficulties. 
At a minimum, it is likely to lead to a breakdown in com­
munication with others, thus blocking the natural means 
of recovering from the stress, grief, or change. 

Talk It Out 

A first principal of communication for a person under­
going stress. then, is talk it out. Don't bottle it up. Confide 
your feelings and worry to some level-headed person 
who is likely to understand and care and who you can 

· trust. Just knowing that someone Is aware of our stress, 
hurt feelings, worries. or difficult decisions and cares 
about us can mean a great deal. Burdens shared with a 
caring person are often lighter lo carry. As someone once 
said: "A joy shared is doubled; a sorrow shared Is halved." 
You may have al least one such person among your 
Informal support network - your husband or wife, father 
or mother, brother or sister, or a friend. If not, you may 
need to reach out to a more formal helper - clergy, family 
doctor, social worker, counselor, or psychologlst. 

Reaching out to some receptive listener Is urgent. Talk­
ing .things out helps you relieve the tension, see your 
situation In a clearer light, and often, see what you can do 
about ii. Harvard psychologist Gerald Caplan says that 
persons who weather a crisis well are not ashamed to 
express their fears, anxieties, and sorrow, are eager to 
explore possible solutions with others, and are able to 
accept - even enlist - the help of others. The "good 
copers" consider talking ii out and asking for help a sign 
of strength and maturity rather than of weakness and 
overdependence. 

Just Litten 

The other side of the coin in communication and stress 
Is listening To talk it it out requires a listener. Unfortu­
nately, family members and friends are often notoriously 

AG RIC UL 1 URAL EXTENSION SERVICE 
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Family Communication 
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poor listeners - not because they are unskilled or indif­
ferent or uncaring, but because they care so much that 
they want to ease the stress or unpleasant feelings, take 
on the burden, solve the problem, or offer advice. That is 
noble. However, even ii sound and eventually followed, 
such advice may not feel helpful at the moment of intense 
feeling or great stress. At such times, "just listening" can 
be a powerfully important contribution. 

It's important that a person under stress .be allowed to 
vent his or her feelings. If you are the listener, this means 
that yo:' allow the person to talk, to yell, or to cry. How you 
respond to someone feeling stressed Is important. Advis­
ing, analyzing, or Judging by saying things like "Don't get 
so emotional," or "Try to get organized," or "It's silly to 
worry about It," Is not very helpful. 

What stressed people need is someone to listen, to 
support, and to allow feelings to be expressed. It's helpful 
to ask short, neutral questions or express concern and 
wllllngness to listen - for example, "Would you like to 
talk about It," or "You sound upset," or "I can see that 
would bother you." 

Sometimes a person can find the cause of stress and 
see the most llkely solution simply by talking It ·out. At 
other times, a person may need help seeing the source of 
the problem or In seeing alternatives for solving It. In 
those cases, your experience, wisdom, and objectivity 
may be valuable. Either way, facing up to the problem and 
getting feelings out In the open are the first steps In 
managing stress. 

So don't underestimate the value of "just listening." 
listening Is perhaps the most Important communication 
skill. Yet many of us don't listen as well as we might -
because we are busy; because we allow ourselves to be 
distracted; because we don't take our children, parents, or 
spouse seriously; because we allow our prejudgments to 
distort our receiving; or because we want to help so 
much. 

Watch Your lnterprelallona 

It's Important to realize that as listeners we always 
Interpret what Is said. That Is, when we observe some 
behavior or action on the part of another, when we hear 

UNIVERSITY OF MINNESOTA, U.S. DEPARTMENT OF AGRICULTURE, AND MINNESOTA COUNTIES COOPERATING 
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NONVERBAL COMMUNICATION 

SESSION GUIDE 

CONTENTS IN THIS UNIT: 

A. SESSION GUIDE 
B. WARl·l UP EXERCISE 
C. MINI LECTURE 
D. OVERHEADS 
E. GROUP EXERCISES 
F. CAMERA READY HANDOUTS 

PAGE 
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II - 4 
II - 10 
II - 11 
II - 12 

GOAL: To broaden partf cf pants· understanding or ll1e 1mportance or 
nonverbal communication in a family's total communication process. 

• OBJECTIVES: 

• 

1. To increase their understanding of how nonverbal signals operate 
wlthin families to commun1cate affection and hoslillty between 
members. 

2. To review the components of t11e communication process and 
recognize tile nonverbal ct-ii:mnels of this process. 

3. Gain experience in recognizing the non-verbal characteristics of 
four listening types: Tl1e 11oslile, disinterested, dlstracttng, and 
active listener. 

4. How family members· percepttons of nonverbal cues can dtrfer 
and how these different perceptions can impact on behavior . 

II - 1 
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t. Complete o worm-up exercise. Ask group to generote 
two lists of nonverbol cues, one thot indicotes offection 
cues ond one thot i ndi cotes host n ity cues. Com pore to 
list provided, "Nonverbol Cues Thot Signol Affection or 
Hostility Between People". (Objective 1). 1 O minutes 

2. Though o mini-lecture, provide informotion to porti-
ciponts obout nonverbol chonnels of communicotion ond the 
tronsmission of underlying thoughts ond feelings 
vis-o-vis these chonnels. (Objectives 1 ond 2). 30 minutes 

3. Form groups of four persons ond complete exercise, 
"Non-Verbol Behovior of Four Listening Types". 
(Objectives 3). 20 minutes 

4. Divide groups of four into sets of two persons . 
Complete experientiol exercise •2, Non-Verbol 
Communicotion. (Objective 4). 

5. Conclusion. Ask for reoctions to exercises. 
Summorize points mode. Remind porticiponts of the 
top1c for the next session. 

Total time ollotted for this session: 
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Materials Needed: 

1. Name tags an1j markers 
2. Refreshments (optlonol but ,jesireoble) 
3. Mini Lecture notes 
4 Overhead pro J ector and overheads (opt i ona I) 
5. Handouts and expen ent 1e1 l e:<erci ses 
6. E:<t.rei pencils 

Overheads Provided: 

C~mero-Ready Handouts ond Experientiol Exercises: 

Handouts 
Nonvertial Cues T11at Signeil Affection or Hostilit1d Bet'Neen People 
Nonverba I Cornrmm1 cat 1 on 

E:<pen ent 1 a I E:<erc1 se::;: 
Non-Vert1a 1 Bet·1av1 or of Four L 1 stern ng TtJpe::; 
Non-Vet-bfl 1 Cornrnun1 cot ion 

Suggested Bockground Reading for Leoders: 

Hornachek, Donal1j E ENCOUNTER!:; VvlTH OTHERS, INTERPER!:;ONAL 
RELATIONSHIPS AND 'r'OIJ New 'r'ork Holt., Rinehart. an,j '•r,•'1n::;ton. 
1982 Cl,apter S. pp 192-21 O 

Bolt.on, Rot,ert. PEOPLE SKILLS. Englewoo,j Cliff::;, Ne,,•.- .Jer::;er::1 
Prentice-Holl, 1979 Cl1apter 6. pp 78-oci 

Galvin. K an,j Bn:irnrnel, B FAl'lll'r' COMf·lUNICATION Cilenview. lllino1::; 
i:;coU. Fo,-e::mrnn. 19ci2 Cl11:1pt.er I. pp 1-24 

II - 3 



• Mini Lecture 

• 

• 



• 

• 

• 

MINI LECTURE 

NONVERBAL COMMUNICATION 

Key Points Contoined in This Lecture: 

A. Effective communicotion is both verbal ond nonverbol. 

B. Fomilies develop their own set of shored meonings ond nonverbol signols. 

C. lnterf erence f octors con distort the processes of tronsmitting ond 
receiving nonverbo l messoges. 

D. Some importont chonnels for communicoting nonverbally ore socio! 
spoce, body longuage, f ociol expressions ond eye contact. 

E. Whenever there is ombiguity between verbol ond non-verbol 
communication, more importance should be attached to non-verbal 
signals. 

F There are non-verbal characteristics which can be attached to hostile . 
disinterested, distracting, and active listeners. 

************************************ 

lntroduct ion 

Effective communication enables famil4 members to tronslote whot the4 
~ -

ore thinking ond feeling into the verbol and nonverbe,I symbols that meike 
contoct with eoch other. lnformotion about thouqhts ond ideos e,re 
simultaneouly transmitted along with inf ormeition about feelings eind 
ot t Hudes. 

The subtle power of nonverbal communication is often overlooked. A person 
cannot not communiciote. The behavior of that person provides o stead4 
stree,rn of information about what he/she is thinking and feeling. Nonverbel 
cues not only give information obout e person's feelings, but often indici:ite 
how the person is coping with those feelings. It has been estimated thot rn 
normal conversation bet ween two people, only one-third of the meaning is 
commumct:Jted on o verbol level, ond neorly two-thirds is communicoted on a 
nonverbal level. (Homache.k_.1982). 
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Metocommuni cot ion 

Communicotion of meoning occurs on two levels. Metocommunicotion occurs 
whenever people choose to communicote obout their cornmunicotion: thot is, 
to give verbol or nonverbol instructions on how their behovior should be 
interpreted. 

When two people toll<, eoch is reloting inf ormotion to the other but 
simultoneously eoch person is olso commenting on onother level on how the 
inf ormotion should be understood. This simultoneous "between-the line" 
relotionship-tolk or metocommunicotion is often nonverbol. When o mother 
soys, ·when ore you going to pick up those clothesr she is osking on 
informotionol question. But there is onother level of meoning. It is up to 
the child to dertermine if, by her nonverbol tone, she is reolly questioning ot 
whot time of doy he will remove the orticles, or if she is telling him to get 
them out of there in the next thirty seconds. 

Metocommunicotion ossumes greot significonce in re lot ionol situot. ions. 
Nonverbal cues such os f ociol expressions, gestures, or vocal tones are as 
irnportont os comments such os "I wos only kidding" or 'This is irnportant" 
Sometimes mixed messoges ore sent when the metocommunicr,tion 
disquolifies the originol messoge. For exomple, o person sr,ys, "Oh, you two 
go oheod ond hove o good time, 1·11 be fine here by myself". If the tone of 
voice indicotes disoppointment, the listener is left with confusion. 

Shored Meonings 

Nonverbal signals do not olwoys me.on the some in every f omilr~. Fomilies 
develop their own sets of nonverbal shored meonings. For example, in one 
fomily the spoce ot the heod of the toble moy t,e set oside for the heod of 
the house ond symbolize stotus or power In r,nother fomily, thot space mor~ 
simply be convenient to the kitchen r,nd used by whoever cooks t.M me.al If 
giving o handmade gift ot Christmos is considered a special sign of caring. ;:1 

knitted Christmos stocking may be more highly volued than an expensive 
neckloce. 

Being o member of o family in o porticulor household provides generol 
filters for the meonings attributed to both verbol ond nonverbal signals. 
Repetition of behaviors ond symbolic acts increase. our ability to assi,~n 
meaning thr,t is shored by other members. Membership in a family over tirne 
tends to build this set of shored meonings. Therefore, the child who he.firs 
his f other colling con tell by the tone of voice what to expect The teenoger 
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who comes in lote from o dote knows by f ociol expressions whot kind of 
response is forthcoming from porents. Here, nsk the nudience to shnre 
signs of nonverbal communication they remember experiencing in 
their own fnmilies of origin. Hove they continued ony of these in 
their fnmilies todny? 

Channels of Communication 

The process of communicotion is complex. It involves o sender, o receiver, 
and o chonnel or meons for transmission of o message. Nonverbal messages 
ore tronsmitted over mony different chonnels: personol space, foci1:1l 
expression, eye contoct, voice, ond body gestures. Although eoch of these 
channels is subject to o certoin amount of interference (or noise) on the 
port of the receiver or the sender, the sum totol of these signols is usuolly 
strong enough to confirm or refute the words we hear. "Noise" is any 
element which interferes with the transmission of the message. For 
exomple, emotional noise con monifest itself where either the sender or 
receiver feels inadequate, superior, or hostile. Social noise. such as a 
sender's or receiver's religious or cultural beliefs con impact on what is 
communicated. We might observe Qhysical noise in the form of o receiver 
reading o newspaper, a sender playing with strands of her hair while 
talking, or children fighting nearby as a husband and wife try to work 
through o conflict. As con be seen, o message m~y t:e di2tcrted by the 
sender's noise, the receiver's noise, or noise in the chMnel. 

Sociol SQoce 

Psychologists tolk about the "bubble oround us" or the amount of spoce we 
ollow between ourselves and others. This space expands ond controct.s 
depending on where we ore, our state of mind, who we·re with, and the 
circumstances of the event. For exomple, the spoce we tend to wont 
wolking along the street omong strongers is often much greoter thon the 
amount of space we need ot home with f omi 1 y. 

Society hos certoin stondords for sociol spoce. Obervotions rnode of 
middle-class Americans indicate four distance zones: Intimate distance 
(0-16 inches), personal distemce ( 18 inches to four feet), social distance 
(4-12 feet), ond public distance (12 feet and further) Ph,y,ir:al contact 1s 
reserved for speciol ocquointonces, fflmily, or under speciol circumstonces 
with strongers . 

Touch is a powerful means of cornmunicotion. The messoges we convey with 
touch vory according to the timing ond dunition of touches, as well os wheit 
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we soy when we touch someone. Most of us leorn our touch hobits from our 
fomilies ond their cultures. People who ore clumsy with touch often come 
from fomilies in which touching is toboo. The longuoge of touch, just like 
verbol longuoge, oppeors to be more noturol to some persons. People 
oppreciote others who ore sensitive to nonverbol cues ond feel comfortoble 
with a pat on the back or an arm around the shoulder at just the right 
moment. Most people tend to avoid osking to be touched. The tension of an 
escalating morital orgument could often be cut if one portner were to say, 
-rd like you to put your orms oround me." 

A person's posture ond body movement con speok volumes obout feelings, 
self-imoge, ond energy level. Fomily discussions can come obrupt.ly to a 
holt if one member suddenly stonds up ond looks ot his/her wotch. like 
other nonverbol signols, gestures ond body movements con be interpreted in 
vorious ways, depending on the situation. Some body postures, however, are 
more readily interpreted. 

Some body longuage signols ore indicators of re~istance, anger, and anxiet~d­
(Ask group to generote os mony os possible ond then shore list on 
Overheod -Negotlve Signols). Other signals indicote more positive, 

• open, ond worm feelings. 

• 

Facial Expressions 

The face is considered to be the primary source of information about the 
emotionol state of o person. The importonce of the f oce in human 
communicotion is the ability of f ociol muscles to change the f oce·s 
oppeoronce. The brows, f oreheod., eye e,reo ond mouth are most use,j to 
express inner fee Ii ngs. 

'we learn at a very young age to read facial cues, sometimes using this 
understonding to know when to approach or when to avoid a person. 
However, we con easily make mistokes rn our interpretotion of foc1al 
expressions. Some reasons we rnoke mi stokes are: 

1. What we see isn't always what is actually felt. A person rnfly show an 
expression thot is different from whot he/she re.oily feels For exomple, o 
husband is fearful and anxious but he laughs and smiles as thoug~, nothing is 
wrong; a wife is burning with anger, but her controlled face keeps it hidden 
from others . 
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2. Some people ore good ot inhibiting their fociol expressions. They hove 
been described os hoving o "poker f oce". On the other hond, some foces ore 
eosier to reod thon others for the simple reoson thot some people ore more 
expressive thon others. 

3. Another problem we hove in interpreting f ociol expressions is the 
receiver (observer) moy foil to pick up on the cues available and totally 
misunderstand. For exomple, your neighbor comes to you for advice; bernuse 
you ore highly uncomfortable obout being asked for your opinion you srnile 
and Joke around, totally "missing" 'the concerned look on her face. 

_f,ye Contort 

Eye contoct rnokes powerful stoternents about intentions, ottitude ond mood. 
It indicates in a very strong woy how involved we ore or want to be w·ith 
another person. Lock of eye contact soys much about ott itude and inner 
feelings. Studies show that two people usually look at eoch other during a 
conversot ion from 25-75% of the ti me, with 30% of the ti me spent in 
mutual looking. 

Our culture mointoins thot looking ot another person indicates heightened 
interest in the other- either liking, including sexual interest, or 
aggressiveness. In procticolly every interpersonal situation, there is what 
has t,een coiled a moral looking time - the amount of time that we can hold 
someone's gaze without being eiccused of being rude, aggressive, or 1ntirnete 
The longer we look, the more involvement we indicote, (either negative or 
positive involvement). For example, recall the intense eye conteict your 
parents mode with ~ou when scolding or criticizing you. 

Seeing the whole Qicture 

Each of the nonverbol signols we hove discussed con be misinterpreted b1:1 
the receiver becouse of o variety of interference problems However, wt1en 
considered together, the sum total of these signals is usueilly strong enou,Jh 
to confirm or refute the words we hear. Nonverbal signals fire picked up as 
a be~1oviorol package, eoch contributing to the final meaning ei person give::; 
it The.ref ore, if o person's body longuc,ge, tone of voice, hands, facial 
expression and eye contact ore in sync with what 1s sopen, we can t,e sure 
cornrnunicotion is strnightf orword; if not, soy we can be fairly sure H11s 
person is attempting to hide his/her true feellngs. Whenever there is some 
conflict, we should be more inclined to pay attention to whot is beinq 
communicated non-verbally. 
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~Qotting the hostile. disinterested, distrocting, ond octive listener 

Just os people hove certoin personolity types, they tend to listen in foirly 
predictob1e woys, behoving non-verbolly in o mode thot supports one of four 
Hstening stoles: hostile, disinterested, distrocting, or octive. 

The hostile listener "spors" more thon listens ond responds with stotements 
thot ore likely to surprise, onger, irritate, or confuse the other person This 
type of listener moy throw off conflicting cues to onother person. For 
exomple, body longuoge, tone of voice, f ociol expressions, ond eye contoct 
moy signal a wish to be positively involved while whot is said is purposely 
(or subconsciously) hostile or designed to creole negative emotions in the 
other person--onger, guilt, onxiety, feor, or uncertointy. 

Disinterested listeners con be spotted in spite of themselves. Beun,se what 
they're listening to does not obsorb their interest, they tend to seek visuol .. 
tactile, or cognitive absorption somewhere else. They 1m1y drink, eat, 
smoke, ploy with objects, look elsewhere, ond move body ports rhythrnically. 
They moy shift positions frequently or yown to copture more oxygen. 

The distrocting listener not only throws people off trock with meondering 
verbol statements but behoves non-verbolly in ways that tend to drow the 
speeiker's ottention oway. (Overhend). 

Active listening coils for non-verbol behovior thot indicates to the speoker, 
"I reolly om interested in understanding whot you·re saying" The listener 
communicotes this by squaring up his/her body to the speeiker's, ~;mi ling and 
nodding the heod when oppropriote, looking directly ot the speeiker, and 
refraining from using ony distracting movements. Unle% these non-vert,al 
signals ore demonstroted, verbol ski 11s by themselves ore likely to t,e 
i neff ect i ve . 

II - 9 



• OVERHEADS PROVIDED: 

Communicating Comfortably 

Emotional Noise 

Physical Noise 

Noise 

• Social Noise 
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• • 
Communicating Conifortably 

0 to 18 inches -------------- intimate distance 

---------- up to 4 feet 
person a I distance 

up to 12 feet 
---- social distance 

greater than 12 feet 
public distance -----....,.-),, 

• 



• • • 

Emotional Noise 

• State of Mind 

• Self Esteem 

• Worries 

• Fears 

• Feelings of Inadequacy 

• Feelings of Superiority 

• Nervous Feelings 



• Physical Noise 

• 
• Background Sounds 
• Annoying Mannerisms of Sender 
• Hearing Acuity Problems 
• Articulation Problems 
• Difficulty with the Language 
• Trouble Finding the Correct Words 

• 



• 

eleJ 

"Noise" 
Any element which interferes with the 

transmission of a message is called "Noise". 
Interference can be present in many forms. 

• 



• Social Noise 

• 
• Prejudices 
• Relationship with Receiver 
• Religious Beliefs 
• Cultural Traditions 
• Ethnic Priorities 

• 



• Group Exercise 

• 

• 
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Experiential Exercise • 1 

NONVERBAL COMMUNICATION EXERCISE 

Discuss the following situotions. Con there be different interpretotions? 

1. Paula has an appointment to meet Shirley at 9:00. Paulo finally arrives at 
9:25. Paula smlles and waves t1ello. St1irley stands leaning against tt,e wall 
with arms folded over her chest. 

Shirley perceives _________ _ 
Paulo perceives _________ _ 

2. Andrea is talking to Linda's date at a party. Their conversation is both 
innocent and trivial. They are standing close together and looking at each 
other for long moments. Linda has been watching them. 

Linda perceives __________ _ 
Andrea percieves _________ _ 

3. Harry comes in from work, throws his jacket on the choir, his hot in the 
corner, and t1is keys on the table. He starts telling f"large, his wife, the 
problems he's had today on the job. Marge avoids looking directly at him, 

glances at the jacket and continues getting dinner ready. 
Harry perceives _________ _ 

narge perceives _________ _ 

4. On the elevator, June and Patty are talking and laughing until a woman gets 
on at the next floor. She frowns, avoids their eyes and looks at her watch, 
U-1en at tl1e numbers as tt1e elevator moves up. Tt1e two friends move to the 
wall and are quiet. 

June and Patty perceive __________ _ 
The woman perceives ___________ _ 

5. ~·ou and your son are having a discussion at the kitchen table. Across the 
table your son shifts his chair so you see him from a side view, crosses his 
legs, presses his hands closed, and stares at the table. 

'v'our son perceives ___________ _ 
Vou perceive ______________ _ 

Adapted from Hamachek, Donald. ENCOUNTERS WITH OTHERS. Holt, Rinehart and Winston, 1982. 
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Experientinl Exercise 6 2 

NON-VERBAL COMMUNICATION 

To Leader: The following exercise is meant to provide experience to 
participants in identifying non-verbal clues when communicating with 
onother person. Directions for the exercise ore as follows. 

1. Divide group into sets of two people who will then become Person A ond 

Person B. 

2. If both moles ond femoles ore in the group, Person A wi II be femole. 

Person B will be mole. 

3. Hond out role-ploying sheets to eoch person . 

4. Allow 20 minues for the exercise, moving around the room to observe 
how people ore interpreting their roles . 



• 
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NON-VERBAL COMMUNICATION 
PERSON A 

Directions: This exercise is meant to provide you v,.1itl1 experien,:)~ m 
identifying non-verbal clues in another person ·Nitl1 ~.h.lhom you a.rn 
communicating. The other person may "feel" w~ry different about the 
situation than what he or she is verbalizing. Respond as genuinely a.s 
possible as the discussion moves a.long, acting as you V./ould if it vlere "r,s.al 
life." See how many non-verbal clues in your partner you can pkt up m 
each situation. Note these in the place proYided and t.t1en discus:; tJ1.:;irn 
briefly ~Nith your partner before moving on to the next situation. 

Situation •t: You and vour husband am discussim! ~,..,.hat n,s,eds to b,s, d,)11>2 , u 

in redecorating tlle living room. You are RE.6.LLY excited, :;ince he bas 
iinally agreed that it probably :;hould 1)e done a.nd it'::: :3otnething tl1at 
vou·ve ~,1mnted for a long time. Sh,:.:.iw him 1w~,1l !2°rateful v(,u are L,s,t lurn 
, ,_, ·-· ,I 

kno~N t11at ~,ou vvould like the whole t.t1mg to happen i:1uicklv because vour 
, ,_, ,I ,I 

mother and father are coming to visit and protiably v,?on't v1s1t ag>:i.111 fc,r .:t 

couple of years. Discuss ~Nith your hu:;1)and the floor-to-celhng rna.l.:e,)ver 
you have planned, tlle kind of furniture ;,rou ~h'Ould lite Li :;ee m tJH r,)(·rn 
and the stores you ~i1,·ant to visit. 

CLUES YOU NOTE IN YOUR HUSBAND: _________ _ 

SITUATION •2: Your fiiteen-vea.r-,)ld ·:/ill has t,":'.:.n 1d·ett11rn m 1-Jt..:.r ~,!·:·i 
f V V 

later. and last night vou t11om!'ht he looted ai; 1f he h.~.d be-s-n dnnt1m: Y,:,t . ·-· ' ,_, ,_, 

are concerned that he':; getting m ~,..,ritJ1 a r,)UQh ,.:;r,:iv,,•,:l Y,)u f"::'.:,111"::' i::. ·-· ·-· ,_, 

becoming :;ornev,lhat beliQerent and trvirrn to ·lam rn,)r,s, m.Jer,,.:.n,:!.:,n,:e u~;u 
' ·-· ' ,_. ,_, 

V•)U U11nk he ,:::an handle. You ar-)r,,roai:::11 hirn ab,)ut sett1w2" 3. (urf ~'·:··,' b,:,ur ' ,_, 

U-1at you ~Nant him to rnspei:::t. 

CLUES YOU NOTE IN YOUR SON: ___________ _ 
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NON-VERBAL COMMUNICATION 
PERSON B 

This exercise is meant to provide you with experience in identifying 
non-verbal clu,s,s in another person 'Nith whom you a.re communicating. 
The other person mav "feel" verv difforent about the situation ttia.n vlhat 

' ' he ,:,r she is verbalizing. Respond as genuinely as possible as the discus:;ii)n 
moves along, acting as you would if it were "real life." See ho·N nrnny 
non-verbal clues in your partner you can pid:. up on in each situati,)n. Note 
these in tt1e place provided and then discuss tt1em briefly ,,,,..itt1 y,-:iu.r 
partner before moving on to tlle second situation. 

redecoratin::.'. tt1e livtnp: rnotn. You're not venr exc1t-s.,d about it. t,) sav U-re - - ' . , 
least' She has been "nagging" about it for a long tirne. and you have finally 
-: .. ·,r.:.,:;,,j· 1·uc·t tr1 ,:r;:,t t1;:,r (1I"f ~·out· b·=· •"·!:' V,-·1u bi::>11· ;::,m::. tt1A r·r·1..-1t"1A~T ,··-..-11J 1,.-1 \··,,::, •::r·,At"1t CJ.,:, v •o • -.J V ;::, •o V V l u.l.,, •, L v V V • V , V ·, v ,' •o ·> , • o •,• o J•· . ·, 

difierentlv and ,,,,.ould rather see it snent on a ne~ .. '-' car v,)u fe,s.l 1s ne-s-d>2d 
' f"' ' 

Hov,ever. vou haven l broug·ht it up because vou thml: sl1e v,.r,)ul,:I "!ut the 
. I ,_1 I 

ceilim."' if vou mention it. .A.lso, vou have tJ1e uneasv f i2elim!' t.hat. 
•;.;.J I , I I ,_, · 

econonucall~.r. vou and ~rour ~A.rife have not been abli2 to save tJ1e rnone? \rou 
, • I I ' ' 

·;hould on vour salar,.r. Your narents have t1,s,,s.n hintinQ tJ1a.t tlwv :;av'::'1:l ' f"' V _,_ 

CLUES YOU NOTE IN YOUR WIFE: ___________ _ 

Situation 6 2: You ar,;:_. 1 c:, vear:; old and trvitrn to '2·a1n a little bit ,:if - ' , ,_1 ,_, 

md,;:_.r-.endence frorn vour folks Ho~ .. 1,r late v,-:,u ::J1,:.uld ·;t:i•.r ,)ut 1·; ·:':"t.trn·~ t_,:. r , ' , ·-· ,_, 
be a real problem. Y,Jur friends' parents let th,s.rn d'2·~1.-:le, t,ut y,:,ur par,:-n~-~ 
~,1lant you t:) t1,s, in at a certain time Your rnother i:; stu·+_mg t) r,1~t pr;?:=·~u!·c:' 
on vou and vciu feel ~r..-1u ha~r;:, tn h(,ld m·,ur ,:,r,·,und ,·,r ·=hA'll n;:;~7Ar 1At •r.-.1J I ,I f • ,.- ,._,_,., _, _.,_, ,:,·., • _, ..J, _, . .,,., ... ., . .,_.-.,,, 

CLUES YOU NOTE IN YOUR MOTHER: __________ _ 



• 
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CAMERA READY HANDOUTS: 

Nonverbal Cues That Signal Affection or 

Hostility Between People 

Nonverbal Communication 
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Nonverbal Cues Thnt Signnl Affection or Hostility 

• Arrect1on Host) 1tty 

Looking directly at the person Glaring at the person 

Offering a cigarette, cup of coffee Refusing to shake hands 

Having relaxed posture Using harsh tone of vo1ce 

Sm111ng Phys1cally abus1ng other 

S1tt1ng close to other Yawn1ng 

Lean1ng towards other Interrupting repeatedly 

Making casual phys1cal contact Sitting relatively far away 

Tak1ng person·s coat Ignoring other person 

Off er1ng chair Looking coldly 

Shaking hands Staring 

Exh1b1t1ng open fac1a1 express1on Shaking f1st 

• Giving pat on back Laughing at the person 

Squeezing hand Looking away whtle llstening 

W1nklng Stiffening at a touch 

Laughing with the person Backing away 

Maintaining steady eye contact Frowning 

Waving Using 1 oud angry tone 

Throwing k1ss Shrugging off attempted hug 

Hugging other Clenching fists 

Putt1ng arm around other unrespons1ve looks 

Kissing Ignoring needs of other 

Rubbing arm Slamming door 

Squaring body up toward Assumes "fencing" position 

other person·s 

• 



••••••••••••••••••• • • • + NONVERBAL COMMUNICATION • 

• • • 1. Be cautious about assigning too much meaning to a single • 

• 

gesture. Nonverbal signals are picked up as a behavioral package, • 
each contributing to the final meaning a person gives it.* A person 

• 
may greet us with a warm smile, but if he or she extends a limp • 

hand of welcome and looks away, we wonder about the sincerity of 

• the smile. Look ror the overall pattern. All rorms or • 

• expression--verbal, postural, racial, and spacial must be considered. • 

• 2. Be sensitive to the space you keep between yourself and • 

• 

others. Generally, too great a physical distance keeps others • 
psychologically distant also. Make an effort to allow the space 

• between yourself and others to be corc;istent with your feelings. • 

• J. Practice Jetting your face express what you feel Inside. We • 
• • typically look at another's face first of all. The face is a great • 

• message board. Use it to communicate your true feelings. + 
• 

4. Make eye contact work to your advantage. Eye contact Is an • 

invisible bridge between people that can help make for better · 

• interpersonal connections. • 

• 5. Remember that touch Is a powerful means or communication. • 
• The invisible bridge can become a more tangible bridge through the • 

• 

language of touch. If you would I ike to be perceived as being as + 
friendly as you feel, reach out and touch people more often. 

• + • + • + 
• Source: Hamechelc, Donald. EtCOUNTERS WITH OTHERS. • 

• • Holt, Rinehart and Winston, 1982. • 

••••••••••••••••••• 
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EFFECTIVE LISTENING SKILLS 

SESSION GUIDE 

CONTENTS IN THIS UNIT: 

A. SESSION GUIDE 
B. WAR1-·1-UP EXERCISE 
C. l'11NI LECTURE 
D. OVERHEADS 
E. GROUP EXERCISE 
F. CAf'lERA READY HANDOUTS 

PAGE 

I II - 1 

111 - 4 
111 - B 
111 - 9 
111 - 10 

GOAL: To increase participants· understanding or and ab1lity to use 
effective 11stening sk1lls. 

Objectives: Participants will 

1. Recogn1ze the irnportance or effective listentng 1n the process or 
communication in the family. 

2. Recogntze environmental and human factors that 1mpact on our 
ability to listen effectively. 

3. Review t11e skills involved in effective listening. 

4. Practice effective and non-effective listening skills In order to 
develop an appreciation for t11e difference. 
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Implementing Objectives: Suggested Format nnd Time 
AJlowances for Presentation: 

1. Provide o worm-uQ exercise. 

Ask porticiponts to mill oround the room for o couple of 
minutes, moking sure to poss by everyone present. 
Greet eoch person nonverbolly. This may be o hondshoke, 
o smile, o wink, o hug, or ony other nonverbol woy they 
moy think of to soy hello. They ore not to tolk ot oll during 
this time. 

After o few minutes, osk eoch porticipont to find someone 
he/she doesn't know ond sit down with thot person (If o 
port i ci pont knows everyone present, he/ she should find the 
person he/she knows leost well) Eoch portner should toke 
three minutes to introduce him/herself to the other, 
telling something obout him/herself. 

2. Through the Mini-Lecture, provide inf ormotion to 
porticiponts obout 1.) The environmentol ond human 
factors that impact on our listening ability and 2.) The 
skills of listening effectively. (Objectives I, 2, and 3) 

3. Provide practice in effective listening through 
smoll group exercise. (Objective 4). 

4. Wrop up Shore copies of "Guidelines For Improving 
Your Reflective Listening". 

Total time allotted for session: 
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IO minutes 

40 minutes 

30 minutes 

IO rninute::; 

90 minutes 
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Materials Needed: 

1. Nome togs ond morkers 
2. Refreshments 
3. Mini Lecture notes 
4. Overheod projector ond overheods 
5. 3 x 5 cards (5 sets of 9 are provided. If larger 

groups ore expected, prepore more oheod.) 
6. Hemdouts and experiential exercise 

Camero-Ready Handouts: 

Whot's So Hord About Listening? 
Guidelines for Improving Your Reflective Listening 

Suggested Background Reading for Leaders: 

Bolton, Robert. PEOPLE SKILLS. Prentice-Holl, 1979. 
Chapter 3, Listening Is More Thon Merely Hearing 
Chapter 4, Four Skills of Reflective Listening 
Chapter 5, Why Reflective Re::;ponse~. Work 
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MINI LECTURE 

EFFECTIVE LISTENIN6 SKILLS 

Key Points Contnined in This Lecture: 

A. Effective listening within the family supports member ad1:1ptation to 
stressf-ul life events. 

B. Listening includes processes of attending, following, and reflecting. 

C. Reflective listening con help the receiver to see the other's point of view 
and help the sender by giving him/her opportunities to cle1:1r up any 
misconceptions about whot he/ she is soyi ng. 

*********************************** 

The lmQortance of Listening 

As professionals, we con do o greot service by modeling good listening 
skills os we work with fomihes in crisis. It is often the case that in 
families with chronic problems few people ore good listeners. It can t,e 
devostoting too relotionship to repeatedly attempt to tolk with o person 
about o problem only to realize that the other person is not listening, and 
that the responses you ore hearing ore automatic ond mechonicol. Episodes 
of this kind of communication break-down can be destructive to marriage 
and family relationships. The woy we listen and respond to families in 
stress is vitol to helping them see different woys of r1r,• 1 ing with eoch 
other os well os olternotive solutions to their problems. 

A study of persons of varied occupational backgrounds showed that 70~ of 
their waking moments were spent in communication. Of thot 70%, 45J was 
spent in listening. Since opportunities for listening ore so numerous, poor 
listening is o major cause of miscommunication. The cohesiveness off arnil1~ 
relationships, the quality of friendships, ond effectiveness ot work oil hin,~e 
on our ability to listen . 
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Effectively listening to others is not eaS!J There are many env1ronrnental and 
r,urnan factors that make it difficult. Here, ftsk ftudience whnt they've 
observed in others ond whftt they've experienced thnt mokes it hord 
to be ft good listener. List these on o boftrd, eosel, or newsprint. 
Then, give eftch person ft hnndout, Whftt's So Hord About listening. 
Before going on with rest of lecture, discuss nny thftt group did not 
think obout. 

Listening skills enoble o person to truly understand what is soid to These 
skills include porticulor woys of responding so thot the other person feels 
his/her thoughts ond feelings hove been understood. 'when these listening 
strategies ore used effectively, people in stress ore helped to clarify issues 
related to the chollenge or crisis the!d ore facing, structure olt.ernotives. ein,j 
develop o plan to oct on the problem. Good listeners do not supply ready 
solutions; they only facilitate the "out-loud" thinking in the other person 
necessory to move odoptotion olong. This requires the listener to ossume o 
non-_judgementol position, moking it safe for the speaker to express whet 
he/ she is rea 11 'd feeling without fear of censorship, be.1 ng rnade to feel f oo 1 i ::J1 
or gui lt.y, or loss of confidentiolit1J 

As we've ,jiscussed, poor listening is o barrier to comrnunicotions among 
fomil!d members. Therefore, ony efforts to improve listening con 'v'tork ,,...,,on,jer~: 
in hurnan relotions. It not only shows you ore tuned-in and intere~:ted. it ol:::o 
f acilitotes tt1e speaker so that he/she can qet beqond the superficrnl and 

~ ~ 

re1:1ll1J express the important thoughts and feelings of U-1e moment. 

The Process of Listening 

Listening, a leorned behavior, is a complex process that involves three rna_1or 
clusters of skills: attending, following, and reflecting. 

Attending skills ore those 1twolved in po1Jing close attention to t1·1e ot1·1er 
person. The1J include turning toword the speaker, using 0U-1er opproprrnte bodt~ 
language, estotilishing eind mointaining eye contact. ond maintaininq ,:i 

nondistreicting environment. 'When o hust,ond grunts hello, eicknowlM!~rng 1'11::: 

wife, yet remoins deeply involved in reo~;,.,n thP newspoper, chonce~; ore good 
he is not listening to his spouse 'When o fi'.'lther is tellinq his teenoqe ~;on 
at,out being careful with the sliding door he _1u:::t fixed, bl;t the :::on i;; 
,ji st.meted by o TV show in the backqround. 'Ne con t,e sure tJ1e son 1 :::ri't. 

~ . 

tuned-in to the f ather·s message . 
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Following skills include using effectively the techniques of "door openers0, 
"minimol encouroges", inoppropriote questions, ond perhops most importont -

• silence. Let's look briefly ot eoch one of these. 

• 

• 

Door openers ore octuolly invitotions to onother person who seems to need to 
tolk obout something. For exomple, o husbond who suspects his wife is 
troubled obout something could soy, "Vou don't seem like yourself todoy. Vv'ont 
to tolk obout it?" A porent suspecting o child hos hod some trouble eit school 
might osk, "How ore things going ot school lotely?" 

Using minimal encourages is helpful in conversotions thot tend to be difficult 
for the speoker, or where the speoker hos some reltictonce to tolk. Example::; 
are: "Tell me more." "Oh?" "I see." "Go on." 

One of the prirnory tosks of o listener is to stfly out of the other's wey so the 
listener con discover how the speoker views his situation Unfortunatel,J. 
whflt hflppens many times is thot the conversfltion is interTupted by questwm; 
which focus on the intent ond concerns of the listener mt.her tJ,an on t.ht? 
speoker·s orientfltion. When this hflppens, quest1r,ns fJre a t,arner to 
communication becouse tt1e speaker is diverte,t For tJ,is reason. infrequent. 
questioning is o following skill to practice. When the listener feels a que::;f.1on 
is necessflry, open, rather thon closed, questions are more effective. For 
example, "Could you tell rne more about '/'that 'dOU mean?" or "Hov-t ,j1,j 'dOU feel 
about that?" would be more focilitative than quesf.lons that simpl1d require ti 
yes or no. 

Silence is o skill worth investing time in developing The use of silence 1n ,:i 

conversation is remarkably effective in purnuing and following the rneaning 
Cflrefully. Often. there seems to be an embarrassrnent about a st1ort pdu::;p, an,j 
listeners try to fill the gap too readil1J 

The ort of good listening fllso involves t11e ab1llt1J to respon,j reflectivel1d 
Another word for reflecting 1s porophresing. 'when we listen carefull13 enouqh 
so thot we con tell the speoker wtiat he _1ust send in our own 'Nord::;, 'Ne .:ire 
paraphrasing. For example, a husband cornes in frorn 'Norkinq on ~11s car an,j 
saids, "I just con·t understond it. I thought I knew 'Nlrnt the protilern was" Hi-:; 
wife soys, "That's really discouraging." She refrains from giving 1·,er opinion or 
making a judgemental comment obout what trn said He feels that ::;t·,e t·n% 

heard him and understands his feelings. He is encoureige,j to seiy rr-,ore. "R19ht: 
I put fl 1 ot of ti me into that car an,j now tJ,ere·s more mone1J v1e·11 have to she 11 
out." Her response is again reflective: "Vou·re worried at,out the rnone1J u-,at 
we'll have to spend getting it fixed." 
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H,is is a skill ·vvhich takes some. practice It is not easy to do in tt1e tie.ginning 
tiecause it takes concentr;:it.ion and ;:i good deal of effort to keep from givin1~ 
our own opinions about whot the speaker is saying. It is important to 
remember tt18t while it m-"l1J feel awkwt1rd and phoney when you first begin to 
use the method, this feeling f odes os you proctice ond get better ot it. 

In the exomple given, the wife listened for the feeling words and nonvertii:il 
cues. When she reflected bock she summed up his feelings into 'discouraged' 
and ·wcirried'. The words she used matched the intensity of feeling she heard in 
his messages. 

Why is Reflective Listening So Useful? 

Finding the right words to express whot we wont to say con be a protilem 'de 
ore often at a loss to say just what we mean. Listening reflect.1vel1d t·,elps 
because it gives the speoker o chance to rephrnse and correct the irnpre.ssion 
of his/her first stotement if it is somehow misinterpreted. 

Stressed people sometimes cMe their messages in order to protect u-,eir inner 
thoughts ond feelings from being exposed. (See overheod, ·coding My 
Messoge·). Sometimes it takes e, prof essionol to spot the hidden signs of 
di stress and p I eas for he 1 p in what we are heori ng from f ami I y rnemt,ers in 
crisis situotions. Decoding is olwoys guesswork ond sornetirnes we gues::: 
wrong. Reflective listeninq me,kes it ee,sier for the sen,jer to con-ect our 

~ ~ 

mi spercept i cins. 

A speaker moy not present the ree,l protilern. ltv'he,t we hei'.lr rr1a1d be a sene:::; oi 
remarks that he,ve little to 1jo with tt1e ree,J issue. This tec:l"1n1que 1s 
appropriately ce,lled "Beating Around the Bush" Hie effective Ji:::t.ener ,,.,,t·11:i 

suspects this is tr,e ct1se works t.hrouqh this staqe b4 reflectinq and 'Nait.rnq ... ._ ·- ·- ·-
for on indication from the speaker that there is a more important protilem 
Listenin1~ reflectively is rnore likelrj to encoura!~e tr,e speaker to zero in on the 
retjJ problern. 

A pit foll in using reflective li~;tening is thot it is not olwoy2 appropriate 'w'e 
need to make wise choices about when it would be l"lelpful an,j when it 1::;ri't 
necesse,ry. When we "sprinkle" reflective listening aroun,j indiscriminatelrd, 
people can begin to feel they are tieing "technique,J" ratt",er than listene,j to 
H1ese points ore cle,rified further in a handout I weint to share_. Gui,jeline~; for 
Improving Reflective Listening. Go tJ,rough han1jout with group 
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• OVERHEADS PROVIDED: 

Communication During Our Waking Hours 

Negative Body Language (Anger, Anxiety, Opposition) 

Negative Body Language (Boredom) 

• Negative Body Language (Distracting) 

The Skills of Listening (Following) 

The Skills of L~stening (Attending) 

The Skills of Listening (Reflecting) 

• 
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• 

• 

All Forms of 
Communication 

Listening Time ~p_ent 
Other Ways 

Communication During 
Our Waking Hours 



• • 
Negative Body Language 

Human Beings Signal Anger, Anxiety, or Opposition by: 

• Cold or Clammy Hands 

• Tightened Jaw 

• Arms Folded Across Chest 

• Fencer's Position (side view) 

• Intense Eye Contact 

• Perspiring 

• Tightened Muscles 

• Hunched Shoulders 

~ Shallow Breathing 

• Clenched Fists 

• Altering Interpersonal Distance 

• 



• 

• 

• 

Negative Body Language 
Boredom is Indicated by: 

• Foot Jiggling 
• Cleaning Nails 

• Leg Swinging 
• Playing with Hair 

• Finger Tapping 
• Handling Objects 

• Yawning 
• Reading 

• Gum Chewing 
• Watching TV 

• Smoking 
• Shifting Positions 

• Eating 
• Nodding Off 

• Knuckle Cracking 



• Distracting 
People Distract Others by: 

• Lint Picking 

• Rummaging Through Things 

• Scratching 

• Playing with Cloth-ing, Hair, or 
other Objects 

• Interrupting 

• • Tapping Fingers, Pencil 

• Clicking Pens 

• Rhythmic Movement of 
Body Parts 

• Sniffing 

• Eating; Drinking 

• Smoking 

• 



• Following Skills 

---------

• 

• Door Openers 
• Minimal Encourages 
• Infrequent Questions 
• Attentive Silence 

• 



• Attending Skills 

• 

• A Posture of Involvement 
• Appropriate Body Motion 
• Eye Contact 
• Nondistracting Environment 

• 



• Reflecting Skills 

• 

• Paraphrasing 
• Reflecting Feelings 
• Reflecting Meanings 

(Tieing Feelings to Content) 
• Summative Reflections 

• 



• Group Exercise 

• 

• 
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• 
To Lender: 

• 

• 

Experiential Exercise 

-procttctng Ustentng s1e:111s-

The purpose or thls exerc1se 1s to give part1c1pants 
experience 1n playing a var1ety of listening rolP" 

t. D1v1de large group 1nto smaller groups of r1ve. 

2. Each person in the small group will have exper1ence playing 
five different listening roles: 

A. Speaker 
B. Interrupter 
C. Reflector 
D. Door Opener 
E. Encourager 

3. Give each group a set of 9 cards. including 5 Speaker card~: .. 
1 Interrupter, 1 Reflector, 1 Door Opener, 1 Encourager . 

4. Have group place 4 Speaker cards face dovvn. 

5. Shuffle rest of cards and di :::t.ri bute to 1Jroup. 

6. Person whO receives urn Speaker card ··..vi 11 Degi n ;:if ter u-,e 
Door Opener starts. The rest of tl1e group \¥111 play tJ,e 
roles assigned to tl1em. The speaker wi 11 t.alk at,out u-,e 
topic indicated on the card for approximatel1J 5 rninutes. 
The Door Opener will watct1 time. 

7. Arter five minutes, the Door Opener will call tirne. 
Everyone is to pass cards to t1is/t1er right Tt1e per·::on 
gett1ng tt1e Speaker canj wlll ,jra··N a ne\·V Speaker":::; card 
from the down turned pi le 

6. The group wi 11 repeat tt1i s ei<erci se unt 1 I a 11 t1ave t1ad an 
opportunity to play eact1 role. 

9. The last five minutes can be used to discus::; ttrn e:o:en:1·::;e_ 
either in a large or small group fomrnt. 



•• • • 
To Leader: 

These "cards" wi11 be needed for the experiential exercise, ·practicing Listening 
Ski11s." You will be dividing the large group into smaller groups of five. Xerox off 
enough cards to provide each small group (5 people) with a complete set of 9 
cards. Have these precut before your meeting 

SPEAKER 

Your topic is: 

Your spouse has told you that 
he/she is interested in another 
person and is planning on 
leaving you. 

SPEAKER 

Your topic is: 

You have received a telephone call 
from your child 1 s teacher saying 
that she wants to discuss your son 1 s 
bullying of smaller children on the 
playground. 

SPEAKER 

Your topic is: 

You have found out that the solar 
home you have recently purchased 
leaks and will need very costly 
repairs. 



• 
SPEAKER 

Your topic is: 

You have just been told that 
your application to graduate 
school has been denied. 

DOOR OPENER 

You have two jobs: 1) to get 
the discussion rolling by asking 
the speaker a question. An 
example might be, "You seem pretty 
quiet. Anything v1rong?" Use a 
different door opener each time 
the exercise is played anew. 
2) Keep time and signal to group 
when 5 minutes are up. 

• 
SPEAKER 

Your topic is: 

You have just found out that 
your spouse has been diagnosed 
with Alzheimer's Disease. 

ENCOURAGER 

Your job is to encourage the 
speaker to talk about what he/she 
is thinking and feeling. Remember 
to do this by using good eye 
contact and phrases such as, 
"I see .••. Oh? .... Go on •... Tell me 
more about. ••. " 

• 
INTERRUPTER 

Interrupt the discussion, asking 
mostly closed questions that 
require single yes or no answers. 

REFLECTOR 

While the speaker describes his/her 
feelings and thoughts, use reflective 
statements that paraphrase what the 
speaker has said or state how you 
believe the person is feeling. 
(Example: "That has to be tough 
to deal with," and "You're worried 
about taking out a loan." 



• 
CAMERA READY HANDOUTS: 

What's So Hard About Listening? 

Guidelines for Improving Your Reflective Listening 

• 

• 
I II - 10 



• 

• 

• 

WHAT"S SO HARD ABOUT LISTENING? 

Poor listening skills lead to break-down in communications. Here are some 
reasons why this may happen: 

Distraction 
-external preoccupation; neglecting to focus attention on the sender 

Se If-Consciousness 
-internal preoccupation; concerned with own thoughts 

Interaction-Consciousness 
-focusing on the elements of the conversation instead of what is said 

Message Anxiety 
-fear about what is going to be said resulting in distortion of what is 

actually said 

Length of Sender's Remarks 
-'leakage· -the longer the message, the greater opportunity for inattention 

to detai I, especially about the middle of the message 
-·rounding off' -longer messages tend to be tailored to fit our own needs, 

that is, we reduce the differences between what we already know 
(or think we know)and what is being said; ignoring subtle differences 

Past Reinforcement for Communication Patterns 
-allowing imperfectly transmitted messages to go by without challenge 

Hearing What We Expect to Hear 
-failing to listen past the first part of the message because we "knowN 

what is going to be said 

The 'Halo' Effect 
-evaluating or Judging what is said according to very simplified categories 

of agree/disagree, like/don't like, good/bad 

Group Pressures ahd Filtered Listening 
-distorting individual interpretations in the direction of the group opinion 

Source: Excerpted from Gerard Egan, Encounter: Group Processes for 
Interpersonal Growth. Wadworth, 1970. 



• 

• 

• 

GUIDELINES FOR IMPROVING YOUR REFLECT I VE LISTENING 

Don't fake understanding. 

Vary your responses. 

Don't tell the speaker, ·1 know how you feet: 

Focus on the fee lings. 

Choose the most accurate feeling word. 

Develop vocal empathy. 

Strive for concreteness. 

Provide nondogmatic but firm responses. 

Reflect the feelings that are implicit in questions. 

Reflect the speaker's resources. 

Accept that many interactions will be inconclusive. 

Reflect during brief interactions . 

WHEN TO LISTEN REFLECTIVELY 

Before you act. 

Before you argue or criticize. 

When the other person experiences 
strong feelings or wants to talk 
over a problem. 

1.6/hen the other person is speaking 
in a ·code". 

When another person wants to sort 
out his feelings and thoughts. 

During a "direct mutual conversation" . 

WHEN f\OT TO USE REFLECTIVE LISTENING 

When you are not able to be 
accepting. 

When you do not trust the other to 
find his own solution. 

When you are not ·separate· f ram 
the other. 

When you use listening as a way of 
hiding yourself. 

When you feel very pressured, 
hassled or depleted. 

Source: Bolton, Robert, People Skills. Prentice-Hall, t 979. 



• Session IV 

FIVE VERBAL RESPONSE STYLES 

• 

• 



• 
SESSION 1\/ 

FIVE VERBAL RESPONSE STYLES 

SESSION GUIDE 

CONTENTS IN THIS UNIT: 

A. SESSION GUIDE 
B. WARM-UP EXERCISE 
C. r·IINI-LECTURE 
D. GROUP EXE RC I SE 
E. CAMERA READV HANDOUTS 

PAGE 

IV - I 

IV - 4 
IV - 9 
IV - JO 

GOAL: To enhance participants· understanding and use of the five most 
common response styles. 

• Objectives: 

• 

1. To differentiate between five response styles commonly used in 
the communication process. 

2. To determine wt1lch of the response style(s) he/she feels most 
comfortable using at Urn present time. 

3. To recognize the impact of each response style on the 
sender/receiver relationship. 

4. To review appropriate and inappropriate uses for each of the 
response styles . 
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Implementing Objectives: Suggested Formnt nnd Time 
Allownnces for Presentntion: 

1. Provide o worm-up exercise, "Woys We Are Similor/ 
Woys We Are Different"_ 

Ask everyone to find a partner thot he/she does not 
know, or doesn't know well. Give eoch poir o copy 
of the exercise, ond osk eoch poir to fill out os mony 
things os they con in the next 5 minutes. 
For the remoining 5 minutes find out which poir hod the 
most in the similar category. Which hos the most in 
the different cotegory? Whot kinds of informotion 
were people willing to shore with eoch other? 1 O minutes 

2. Provide time for eoch porticipont to fill out the 
"Listening ond Response Styles _Questionoire". 
Set it oside. (Objective 2). 15 minutes 

3. Provide inf ormotion obout response styles through 
mini-lecture. (Objectives 1, 3 and 4). 25 minutes 

4. Complete grouQ..QorticiQotion exercise. 
(Objectives 3 and 4). 

5. Wroi1-up. Elicit comments obout the exercise. 
Provide copies of Hondout, "Woys for lnterocting: 
Five Common Response Styles". Go over rules for 
each style. (Objectives 1 ond 4). 

Totol time ollotted for session: 

Mnterinls Needed: 

1. Nome toge ond morkers 
2. Refreshments (Optionol but desireoble) 
3. Worm-up exercise copies ond extro pencils 
4. Mini Lecture notes 
5. Handouts 
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1 O minutes 

90 minutes 



• Camera-Ready Handouts: 

• 

• 

.Woys We ore Sirnilot-/Woys We ore Different 

.Listening ond Response Styles Questionnoire 

.Exomples of Response Types 

.Identifying the Intent of the Response 

.The Listening ond Response Styles Scoring Ke.y 

.Woys for lnterocting: Five Common Response Styles 

.Effects of Responses 

Suggested Background Reading for Lenders: 

Homochek, Donold. ENCOUNTERS WITH OTHERS. Holt, Rinehort ond Win~;ton, 
1982. Chopter 5, The Psychology And Art of Goo,j Communicotion 
Skills. 

Bolton_. Robert. PEOPLE SKILLS. Prentice-Hol I. 1979. Chopter 7, Improving 
1/our Reflecting Skills. 

Edited ond tronscribed tope of EMAT Troining, July 1985. M1chigon St.ate 
University, Eost Lonsing, t1ichigon . 
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• Mini Lecture 

• 
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• 

• 
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MINI LECTURE 

FIVE RESPONSE STYLES 

Key Po1nts conHUned 1n Th1s· Lecture: 

A. There are two Oro6d categortes or verbal responses: conrtrmtng and 
disconfirming. 

6. The five most commonly used responses are: evaluattve, Interpretive, 
supportive, proOing and understanding. 

C. Each of the five response styles has an impact on communication and on 
the relationship Oetween the people. 

D. Each of the five response styles differ in the intention they communicate 
and are appropriately used in particular situations. 

E. Each response style is neither good nor 06d; overuse or any one style can 
produce problems in communication. 

********************************** 

The verbal response styles we use do make a difference, and that difference 
ts most clearly seen in the effect it has on others. What we say, w11en, and 
how we say it can have a negative or a positive impact. People can be 
turned-off or tuned-in to what we say. When we communicate, we do more 
tl18n simply exchange verbal and nonverbal information. We also conveu 

, ~ 

messages that tell others how we feel about them. Family stress can play 
havoc with feelings, especially with members whose self esteem is low. 
The ways we choose to respond to them and the impact or what we say can 
enhance or detract from self worth, a ke!-l to motivation and action. 

Two Categories of ResQonses 

Depending on t11e response we give, we can either ··confirm or ··disconfirrn·· a 
person. That is, when we use confirming responses, we make that person 
value himself /herself more. For example, if Helen says: '"Boy, managing 
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these bills is tough! It takes me a week to balance the checkbook.· Her 
husbond, Joe, onswers with o confirming response, ·vou con soy thot ogoin . 
used to hote it.· 

When we use disconfirming responses, we tend to couse the person to volue 
himself/herself less. If, insteod of telling Helen, "You con soy thot ogoin. I 
used to hole it." Joe hod soid, "Whot ore you tolking about? Thot's eosy 
stuff." Helen feels reolly put-down. 

A more subtle put-down, but equally domaging, might occur if, instead of 
responding to Helen's remork, Joe soys, ·rm looking for the TY section, hove 
you seen Hr Joe is simply ignoring Helen's expression of frustrotion. 

Five Common ResQonse Styles 

Hnnd out, Whnt Would You Sny? Tell participants, ·Here's a 
situntion. Look nt the responses nnd choose one thnt you might 
use.· 

·which responses nre confirming? Are there any disconfirming 
responses? Which ones?· 

Reseorch conducted by Carl Rogers ond F. J. Roethlisberger to study how 
people communicote with eoch other foce-to-foce identified five response 
styles commonly used; they mode up obout 80% of oil responses in the 
studies. The other 20% were individuolized ond not used frequently enough 
to moke on odditionol style. 

Note to Lender: Good examples of the different response styles as they 
could be used in response to form f omily crisis situations can be found in 
the edited ond tronscribed tope of Michigon Stote University Extension 
Monogement Assistonce Troining, July, 1985, in Background Materiol 
Section. If you feel confident about your obility to respond spontaneously, 
you could haYe the audience throw out statements t~1ot might be heard in fl 

crisis situation. Respond to several, using eoch response style several 
times in o row. After each sequence, soy oil evaluative, have the oudience 
write down feelings they hod os you used that particular response style 
This is o good method for "hooking" porticiponts into understonding thot 
responses con couse very negotive or very positive feelings, even when the 
situotion is not reol. 
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Evoluotive ResQonses 

This is o response thot indicotes we ore moking o judgment obout the 
goodness, rightness, or opproprioleness of onolher·s situotion. It frequently 
tells the other person whol he/she ought to do. If overused, it is one that 
tends to be viewed os disconfirming. Unfortunotely, this kind of response is 
the one used by most peoQle, in most situolions. 

When Sondro comes lo her mother ond soys, ·Mom, I just con't stond school 
onymore·, her mother responds, ·vou should put more time into doing your 
homework, moybe then you'd get more out of it.· This moy be good odvice, 
but Sondnfs mother didn't indicote she heord the frustrotion her doughter 
expressed. Sondro is turned off ond moy seek help from someone else, or 
continue to be even more depressed obout her immediote problem. 

Even compliments ore evoluotive. Thot's why it is difficult for mony people 
to occept one; thot is becouse you ore moking o judgement obout them, ond 
judgements con be negotive os well os positive. Evoluotive responses ore 
often used too frequently ot the beginning of o relotionship when their 
impoct on others con be to couse defensiveness. 

lnteri;1retive Res12onses 

An interpretive response tells the person whot we think the situotion reolly 
meons, or how ond why he/she feels os he/she does. It is more of on 
attempt to interpret the underlying meaning of o situation, rother than to 
tell the person directly whot he/she ought to do obout it. 

If overused, this kind of response is olso viewed os disconfirming. Most 
people tend to reoct negotively when someone implies he knows more obout 
them thtm they do; this tends to moke them defensive ond discourages them 
from reveoling more thoughts ond feelings for f eor these will olso be 
onolyzed. However, if the relotionship between the people is strong 
olreody, interpretive responding con be. on tool for goining insights into the 
situotion. 

SUQQort i ve ResQonses 

This response style helps the other person know he/she is not olone in 
her/his feelings. It doesn't tolk the person out of the feelings; it off er8 
support ond reossuronce. While there ore times when people need to feel 
reossured os lo their vBlue ond worth, supportive responses ore often woys 
of soying, ·vou shouldn't feel os you do.· When used too often supportive 
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• 
comments con encouroge the person to dismiss them os phoney and; to feel 
os if the responder hos no ideo of the grovity of the situotion . 

Probing ResQonses 

Probing responses osk Questions for various reasons ond generolly ore 
viewed os confirming to the speaker. However, closed probing responses osk 
for yes or no answers. They assume the speaker can be rational and provide 
o reol onswer ot o very emotionolly-chorged time. Open probing responses 
encouroge onswers that moy include some thinking obout solutions, or 
toking different points of view. They can lead the speaker into providing 
more information but also osk him/her to begin looking ot alternatives. (For 
exomple: "Whot would you like to hove happen the next time?") 

Understonding ResQonse 

An understonding response tells the person you are trying to understand 
his/her thoughts ond feelings. It porophroses whot the speoker said, con let 
the sender know you really heard what he/she soid, soys you ore working on 
understanding the meaning, and tells the sender you are willing to hove 
him/her correct your perceptions of whot you heard. 

• .8QQroQriote Uses of Eoch Style 

• 

Aim for o bolonce of usage. It wos found thot people who use one style as 
much os 40~ of the time, are perceived as using that style constantly. The 
different styles ore neither good nor bod, but when they ore overused, people 
tend to stereotype them. For example, the constant evoluator may be viewed 
os judgemental. The perpetual interpreter moy be seen os on intellecturol 
bore, a "know-it-oli-. The constant supporter may be seen as 
indiscriminately positive. The ever understanding person may be viewed as 
wishy-woshy, unable to help. 

(Shnre Hnndouts - Effects of Responses) In the eorly stages of o 
relationship, "understanding responses" con indicate an interest in the 
person ond enables the listener to see the other person's perspective. After 
o level of trust has been established in the relationship, only then are use 
of "supporting", and "probing responses" oppropriote. Support is often 
effective if the person needs to feel accepted. Probing con help the person 
see the implicotion of his statements ond get a cleor definition of the 
problem. "Interpretive" ond "evoluotive responses" are best a·;cided until 
loter stoges of the relotionship hove been firmly rooted. "Interpretive 
responses" ore one form of confrontation, ond tend to make the person 
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defensive. "Evoluotive responses" con be useful under circumstonces where 
the listener wonts to disclose his/her own volues or ottitudes . 

Questions for Stimulnting Discussion: 

I . How do you fee J when o person judges you? 

2. What is your reaction when a person who doesn't know you well 
tries to interpret your motives or feelings? 

3. How con you use this knowledge of response styles to moke your 
work with stressed f omilies more effective? 

4. Is there ony one of the styles which is porticulorly oppeoling to 
you? why? 
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• Group Exercise 
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GROUP PARTICIPATION EXERCISE 

• To Leoder: The purpose of this exercise is to hove porticiponts determine 

• 

• 

which response style they pref er ond, perhops, tend to overuse. 
Port iciponts wi11 need the Listening ond Response Questionnoires 
they originolly completed 

Identifying the Intent (supply hondouts to group) 15 minutes 

Hove the lorge group breok up into smoller groups (of 3 or 4). 
Poss out copies of "Identifying the Intent of the Response·. 

Ask eoch smoll group to go over the "Listening ond Response Style 
Questionnoire" together ond decide which style eoch of the 
responses represents, using this sheet for morking their onswers. 
Discuss ony differences of opinion. 

guest ions for Discussion: 

Are there any that are difficult to categorize? 

Which ones appear to fit into more thon one cotegory? 

Using the Scoring Key (supply handouts to group) 15 minutes 

Have large group reossemble. Poss out copies of "The listening and 
Response Styles Scoring Key". 

Hove participants score his/her own "Questionnoire" individuolly, 
recording only the "most helpful" responses thot hod been 
previously chosen. Add the totol of eoch response style used and 
record totals at bottom. 

Questions for Discussion: 

Look ot the response styles you chose os most helpful to use Do you 
notice o pottern in your choices? 

How has the above discussion influenced your likelihood of trying 
one or more of the other styles? 
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Ways We are Similar/Ways We are Different 

Listening and Response Styles Questionnaire 

The Listening and Response Styles Scoring Key 

• 
Examples of Response Styles 
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+++++++++++++++++++ • t WAYS WE ARE SIMILAR/ WAYS WE ARE DIFFERENT t 
• 

You have only 8 minutes to complete this task. (n what ways + 
are the two of you similar? Write down as many as you can think 

• or + 
• + 
• + 
+ + 
+ + + + + + 
+ + 

• + + + + 
+ + t Write down the ways you are different. t 
+ + + + 
+ + + + 
+ + + + 
+ + • + + +++++++++++++++++++ 
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Listening and Response Styles Questionnaire 

Directions: Assume that in each of the 12 series of statements you are 
about to read that the person in each instance is talking directly to you • 
Chasse one response of the five associated with each instance that you 
think you would probably be most helpful and facilitating. Place a plus (+) 
by that response. Then, choose the one that you feel would probably be 
least helpful and facilitating. Place a zero (0) by that response. 

1. David. ''I'm determined to be a success, and I know I can do it if I just worl< 
hard enough. I may have to work eighteen hours a day and stay chained 
to my typewriter, but if that's what it takes, I'll do it. My home life and my 
family may suffer, but it will be worth it in the end. I will be a success, and 
that's all that matters." 
a. You seem to be a person who wants badly to succeed at your job. 

That is understandable, but it may stem from your insecurity about 
your own competence and ability. 

b. I guess we all, at some time or other, go through a period where we 
want to achieve success. Lots of people worry about whether their 
family will suffer ,while they work so hard. I'm sure everything will turn 
out all right for you and your family. 

c. I think you are right. Hard works always pays off. Keep at it! 
d. You see yourself as a very ambitious person. Yet you're unsure about 

whother you wrmt your fnmily to suitor bocnuso of tho lono hours yo11 
IJuliuvu yuu will l1uvu tu wu1k 111 01<.Jur tu Lu.i ::;U<.;CUti::ilul. 

e. Can you tell me a little more about why success is important to you? 
What will you do when you've achieved this success? Will you be 
happy? Will it give you all that you want out of life? 

2. Roger. "I never seem to have enough time to do the things I enjoy. Just as 
I'm ready to go enjoy a nice game of golf or tennis, my brolher reminds me 
of some writing I need to do, or my wife saddles me with household chores. 
It's getting harder and harder to have the fun oul of life that I expect to 
have. It's depressing'" 
a. Wanting to have fun is OK, but don'I you think you should do some 

work too? I certainly wouldn't play golf if I thought that later I would 
regret not having worked. Lile does have responsibilities. 

b. It's upsetting that your work and household responsibilities are in­
creasing to the extent that you don·t have time for the fun and recre­
ation you want. 

c. Maybe your leisure activities are just a way of getting out of the un­
pleasant jobs you should do. 

d. I'm curious. How much lime do you spend on your favorite sports? 
e. You're in a busy time of your life right now. I bet you will have more 

leisure time as you get older. 

3. Frank. "I never have any luck with cars. Every car I've ever gotten has 
been a lemon. Not only have I paid handsomely for the cars, but just when 
they are out of warranly, something major goes wrong. The car I have now 
needs a new engine. What's wrong with me? Why should I have all the bad 
luck?" 
a. You're wondering if it is your fault somehow that every car you own 

breaks down and has to have costly repairs. All the money you have 
to pay for car repairs depresses and angers you. 

b. Your anger about the poor quality of the cars you have owned is being 
turned against yourself and experienced as depression. Aren't the 
companies that made lhe cars to blame? 

c. What kind of cars do you buy? How many cars have you owned? 
d. Everyone has bad luck sometimes. I'm sure the next car you own will 

be more reliable. It's really not your fault the cars have turned out to 
be lemons. No one can tell how much repair a car will need when he 
first buys ii. 

e. You're always buying foreign cars. What you need is an American car 
that has a good warranty. 
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Listening and Response 
Styles Questionnaire, p. 2 

4. Edythe. "My older brothers pick on me constantly. Tt,ey are always telling 
me what to do. I get pretty tired of their always harping at me to stand up 
straight or checking out my dates before I go out. What's worse, they tell 
things about me that are embarrassing. I've complained to my mother, and 
she tells them to stop, but they just keep on." 
a. How often do you have serious talks with your brothers? Have you 

tried telling them how you feel? 
b. You feel angry at your brothers because they pick on you, tell you 

what lo do, are inconsiderate of your feelings, and want to pass judg­
ment on your choice of dates, is that it? And you also feel helpless to 
change the situation, don't you? 

c. I think you ought to be more understanding of your brothers. Alter all, 
they would not do it if they did not care about you. 

d. Relax. Older brothers often act like that for a while. It's traditional. 
Once they see you have grown up, they will get off your back. 

e. You resent being treated like a child. Part or establishing your inde­
pendence as a person is reeling angry at people who don't treat you 
like an adult. 

5. Helen. "When I was younger, I used to fight my parents because I wanted 
to gel married. Now I'm married and I keep thinking of how good it was to 
be single and have no responsibilities to tie me down. I can't go anywhere 
without a bunch of kids clinging to me. It's rough, and there's nothing I can 
do about it." 
a. I understand how you feel. I often reel that way too. But before long 

your children will grow up and then you will have all the freedom you 
want. 

b. Lei's explore how you arrange your time. How often do you wish to go 
somewhere without your children? How often do you hire babysitters? 

c. You feel resentful and trapped because being married and having chil­
dren don't allow you the freedom to go places and do things when you 
want to. 

d. You say you fought your parents to get married. Now you feel resent­
ful about the loss of freedom. Could it be that you are really angry at 
your parents for not stopping you from getting married in the first 
place? 

e. Sounds to me as if you are stuck. You will just have to put up with the 
situation until your children are grown. 

6. Keith. "I'm really depressed. I have a good job and I make an adequate 
salnry, but I'm not happy. I guess working is not all it is cracked up to bo. 
I have some money saved. I did not do too well in school before, but 

maybe I will quit work and go back to school. I don't know what I :;hould 
do." 
a. How long have you felt this way? Have the feelings just started re­

cently, or have you always lelt depressed about what you were doing? 
b. In other words, you're depressed and puzzled because your JOb isn't 

lullilling, but school wasn't either, and they are the only two altorna­
t1ves you see yourself as having. 

c. Depression is often anger turned against oneself. Perhaps you're an­
gry at yourself for not feeling fulfilled by what you are doing. 

d. II you didn't do so well in school before, you probably won't do any 
better now. You should be satisfied with having a good job; many peo­
ple don't you know. 

e. Lots of people have trouble making up their minds. There are a lot of 
people who don't like their jobs and who really don't want to go back 
to school. You don't need to feel depressed. 
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Listening and Response 
Styl~s Questionnaire, p. 3 

7. Dale. "I wish I could find a way to finish college without going to classes. 
I register each quarter, intending to go, but I get sidetracked and end up 
dropping out. I've been enrolled for six years. My parents would kill rne if 
they knew how many credits I need to graduate!" 
a. It sounds as if you're just wasting time and money. You should prob­

ably just stop trying to go to school and get a good job instead. 
b. You feel guilty because you keep letting your parents think you are 

trying to finish college when in fact you are doing other things. It both­
ers you not to meet their expectations. 

c. Possibly if you tell rne a little more about how you get sidetracked and 
what it is that you do while being sidetracked, we can get a clearer 
idea about what is involved. · 

d. Many people have trouble finishing college. It's not unusual. Maybe 
you should quit. Your parents will understand if you explain things to 
them. 

e. Let's see if I understand you correctly. You're upset because you can't 
seem to finish college even though your parents really want you to, 
and you're worried about how they would react if you quit going to 
school. Right? 

8. David. "All this work is driving me crazy! It seems as if I spend every wak­
ing moment working. I don't have any time to relax with my friends and 
family. No matter how hard I work I never seem to gel caught up. I have so 
many responsibilities. I don't know how I'm going lo get everything done." 
a. Don't feel so bad. I'm sure that if you just keep at it, you'll get things 

done and have the leisure you need. 
b. You're obviously trying to do too much. What you need to do is cut 

down on your commitments so you'll have more free lime . 
c. You feel frustrated and angry that your work doesn't get finished and 

you can't enjoy your family and friends more; you work hard, but your 
responsibilities always seem to increase faster than your ability to 
meet them. 

d. Can you tell me more about the specific nature of your re­
sponsibilities, the way you schedule your lime, and how you acquire 
new responsibilities? 

e. How you spend your time probably reflects your true values. Perhaps 
you prefer your work over your family and friends. _Could it be that you 
consider your work more important than enioying life? 

9. Roger. "I never seem to get anywhere on time. I don't know why. People 
bug me about it and sometimes they get pretty angry. I try to keep a sched­
ule, but it never seems to work out. I have an important golf game coming 
up and I'm afraid I'm going to be late for it. I don't know what to do to 
change." 
a. In other words, you feel frustrated with yourself because you always 

seem to be late and somewhat worried about the way other people 
react to your lateness. 

b. I'm wondering if you have investigated ways of managing your sched­
ule more effectively. How often are you late? Are there some things 
you are always late for and other things you are never late lor? . 

c. You are obviously not very organized, and of course people will be 
angry when you treat them wilh such inconsiderateness. Perhaps you 
should ask someone more punctual to pick you up when you have an 
important engagement. 

d. I really wouldn't worry. Being late is not so bad. I'm sure that no one 
is really angry about such a little thing as arriving late. 

e. Being late is sometimes caused by passive-aggressiveness, where 
you want to punish other people but also are afraid to take responsi­
bility for your actions. 
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Listening and Response 
Styles Questionnaire, p. 4 

10. Frank. "I just never seem to have any money. I have a good-paying job, 
but it seems as soon as I get my pay check, it's gone. Then I have lo 
scrimp and save the rest of the month. Now my car needs a new en­
gine and I don't know where I'm going to get the money to pay for ii." 

a. Tell me more about how you manage your money. Have you tried 
budgeting? What are your major expenses? 

b. You're feeling depressed on account of your chronic lack of money 
and your unsureness of how you are going to pay for your needed car 
repairs. 

c. You may be wasting money on nonessentials. I think if you tried keep­
ing a budget, you would be able lo manage much better. 

d. I'm sure the money for your new car engine will turn up. Don't worry. 
You have always managed in the past. 

e. Depression such as you are experiencing often comes from a feeling 
of being helpless to solve your problems. Once you feel that you have 
some control over your financial problems, you'll feel better. 

11. Edythe. "I just hate to bring my dates home to meet my family. I don't mind 
my boyfriends meeting my parents, but I wish there was some way to keep 
my older brothers out of the acl. The way they give my dates the third de­
gree scares my dates away. It's embarrassing." 
a. Embarrassment is often caused by older siblings, especially when 

they view you as a little girl. We have to plar to get them to see you 
as an adult and start treating you as one. 

b. II sounds as if they are pretty inconsiderate. Most people have siblings 

who embarrass them at some point, but your brothers sound as if they 
are really out of line. 

c. Just wait. I bet that soon you will meet someone who won't be scared 
off by your brothers. 

d. You feel angry about the way your brothers embarrass you by ques­
tioning your boyfriends, and you want lo avoid such situations while at 
the same time allowing your parents to meet your dates. 

e. Just what do your brothers do to your dates? What specific questions 
do they ask? 

12. Frances. "I don't know about my children. David works too hard, Roger 
plays too much, Frank is always broke, Edythe married someone none of 
us have met, Helen got married too early, Keith quit school to work and 
now wants to quit work lo go to school, and Dale Isn't close to graduating 
after six years of college. You do your best and look how they turn out! It's 

- enough to make a person give up." 
a. You are worried about your children and yet feel helpless lo change 

them. Each child seems to have some problem and you are unsure 
how well their lives will turn out. 

b. Can you explain further how you feel about your children? 
c. Don't worry. I'm sure they will turn out all right. All parents must worry 

about their children some time or another. 
d. Tell your children to straighten out. Either they listen to their mother or 

else they aren't worth talking to. 
e. You have certain expectations for each of your children, and they 

aren't living up lo what you expect. These expectations are upsetting 
you . 
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The Listening and Response Styles Scoring Key 

This scoring key identifies which of the five response styles--(a) fvaluating 
and advising, (b) Interpreting and analyzing, (c) Supporting and reassuring, 
(d) Probing and questioning, (e) Understanding and-paraphrasing--are associated 
with-each of the responses on the-questionnaire. Please score your responses and 
enter the frequency of your responses in the "frequency of response" section on 
the bottom of this page. 

/tt!m a b C d e 

I. I s E u p 

2. E u I p s 
3. u I I' s E 

1. p u E s I 

5. s p u I E 

6. p u I E s 
7. E I ,. s u 
8. s E u p I 

9. u p E s I 

10. p u E s I 

II. I E s u p 

12. u ,. s E I 

Response Freguency 

Evaluative 

Interpretative 

Supportive 

Probing 

Understanding 

0 - 3 Low Usage 

4 - 7 Medium Usage 

8 - 12 High Usage 
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Exnmples of Response Types 
Here ore some typ1co1 woys people respond to others. 

EYOIUOtlYe Responses (E) 

I llllnk Wll8l you SllOUl(1110 IS ... . 
Vou ougllt not worry obout ... . 
I think you s11ou11111sten to ... . 
Vou should Jet:1rn to ... 
Vou shouldrft get so upset over .... 

I nterpretl ve Responses (I) 

Vou·re thinking thot woy becouse ... . 
Tile reoson you·re saying tll8t Is ... . 
Vou·re t11lnklng olong those lines becouse .... 
Vou·re hoping for ... . 
Vou·re wishing t11ot ... . 
Vou believe ttrnt ... . 

Supporttve Responses (S) 

Keep your chin up. 
Look ot tile brlgllt side. 
Give him o chance, 11e·11 come around. 
Things are going to get better. 
Don·t give up. 

Probing Responses (P) 

Why do you think ttrnt"s so? 
Wl1y do you feel so .... 7 
Why did thot hoppen? 
What kind of plan do you hove to .... ? 
How do you feel when .... ? 

Understondtng Responses (U) 

Vou·re so upset about .... 
Sometimes you·re so angry you feel like .... 
When you feel __ 1t Is difficult to __ 
Vou·re rea 11 y down . 
You feel happiest when .... 



• 

• 

• 

IDENTIFYING lllE INTENT OF TIIE JlESPONSE 

Directions: Now that you have some understanding or how each or the r Ive 
response styles are used, read each or the 5 responses ror each situation 
and I dent try the k Ind or response used by mark Ing: 

Item 

I. 

2 • 

5 . 

... 
5. 

6. 

7. 

8. 

9. 

10. 

II. 

12 . 

E FOR EVALUA Tl VE (JUDGEl·IENT> 
FOR INTERPRETIVE (TELLING THE MEANING) 

S FOR SUPPORT! VE (REASSURING) 
P FOR PROBING (QUESTIONING) 

U FOR UNDERSTAl~DING (PARAPHRASIMG) 

a b C d e 
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WHAT WOULD YOU SAY? 

,,.ife.: ·My husband and I don"t get along very well 

anymore. We used to be so close, but the job 

and all the money problems are really pulling 

us apart.· 

RESPONSES: 

1. You shouldlry to understnnd him more . 

2. You're thinking this way because you're worried the 
problem may be more than money. 

3. Things are bound to get better. 

4. What kinds of money problems? 

5. You're really upset that these things nre chnnging your 
relationship . 



• 
Ways for Interacting: Five Common Response Styles 

The five most common ways in which people respond to each other have been 
identified as: 

I. Evaluating/ Advising 
2. Interpreting/ Analyzing 
3. Supporting/ Reassuring 
4. Probing/ Questioning 
5. Understanding/ Paraphrasing 

Each of these response styles: 
-communicates certain intentions 
-can be helpful in faci I itating an ongoing dialogue 
-can facilitate solving problems ana gaming insights 

None of these response styles: 
-can be labeled as bad when used appropriately 
-can be cal led ineffective when used appropriately 

Some of these response styles: 
-are more helpful than others in building open relationships 
-are better for helpinq others explore feelinqs and thouqhts. 

Evaluating/ Advising CE) 
-Makes a Judgement about the relative goodness, appropriateness, 

effectiveness, or rightness of the sender's problem. 

• 
-Is the most frequent I y used response. 
-Implies what the sender ought or should do. 

• 

Impact on sender: 
When people feel like they're being evaluated, they tend to feel threatened and 
defensive because giving advice and passing judgment often communicates 
that the receiver is assuming his judgment is superior to that of the sender. 
People with problems are offen feeling a sense of inferiority and reduced 
self-worth. Quick easy answers can make the sender feel even more inferior. 

General Rule For Using Evaluative Responses: 
Avoid evaluating and advising in the ealy stages of a relationship. Other 
responses can be more helpful. 

Interpreting/ Analyzing (I) 
-Communicates intent ions to teach or tel I the sender what his/her 

problem really means. 
-Tells the sender how the sender feels about the situation; imparts some 

psychological knowledge to the sender. 
-Intends to point out some hidden reason that makes the sender behave 

as he/she does. 

Impact on sender: 
Most people tend to react negatively when someone implies that he knows 
~ore about them than they do. It tends to make them defensive and 
d1~courages them from revealing more thoughts and feelings for fear these 
will also be analyzed. People usually respond better when you help them think 
about themselves and their feelings than if you try to figure out what causes 



them to do the things they do. It also frees you from having to be an expert 
about everyone's behavior. 

• 
General Rule For Usin~ Interpretive Responses: 
Avoid the temptation o interpret and analyze, particularly in the early stages 
of a relationship. Rather, spend more time listening. 

• 

• 

Supporting/Reassuring (5) 
-Indicates that the receiver wants to be supportive and sympathetic 
usually by reducing the intensity of the sender's feelings. 
-Frequently end up communicating a lack of interest or understanding. 

Impact on sender: 
While there are times when people need to feel reassured as to their value 
and worth or supported in their react ions and feelings, support and 
reassurance are often ways of saying, "You should not feel as you do." 

General Rule For Using Supportive Responses: 
Do not reassure a person that "things are not so bad" when they really are. 
Do reassure a person that you· 11 try to he Ip however you can. 

Probing/Questioning (P) 
-Reflects a desire for more information or to guide the discussion along 
certain lines in order to help both understand the problem better. 
-Can be open or closed: open probing encourages people to answer in more 
detail while closed probing requires a yes or no answer . 

Impact on sender: 
Open questions encourage people to share more personal feelings and 
thoughts, while at the same time show an active interest in people's 
circumstances and problems. 

General Rule For Usin~ Prob in~ Responses: 
Ask open questions.void "w1y?" questions particularly during the early 
phases of a new relationship. They have a tendency to make people feel 
defensive because they feel forced to give rational explanations for their 
behavior or for situations they may not fully understand. 

Understanding/Paraphrasing (U) 
-Indicates an intent to unders1and the sender's thoughts and feelings. 
-Paraphrases what the sender has just said in the receiver's own words. 

Impact on sender: 
Understanding responses let the sender know you really heard him/her, show 
sender that you're actrively workinq to understand,wh1ch can be very 
reassuring, and indicate to sender that you're checking out your understanding 
of what you heard in order to verify it. 

General Rule For Using Understanding Responses: 
Use as may understanaing statements as you can in the early phases of a 
relationship. They help people feel that you're Interested, that you·re not 
Judging or evaluating them, and that you are actively listening to them. 

2 
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Effects of Responses 

Eech response cen be effective tn ractlttellng dte1ogue. However 
some of the responseg ere more helpful then others In butldtng 
open relettonshtps end tn helping others look ror soluttons to 
problems. 

SENDER RECEIVER 
REACHES --.-.• RESPONDS _ _._, SENDER FEELS __ _.._, PROBABLE RESULT 

OUT 

RECEIVER USES 
- EVALUATIVE ~THREATENED) ,I, 

RESPONSE SENDER IS 
TURNED OFF 

unless 
relationship 

RECEIVER USES ts strong 
- INTERPRETIVE i--.0EFENSIVE) 

f a -
RESPONSE 

SENDER'S RECEIVER USES H LACK OF INTEREST) PROBLEM ~ SUPPORTING 
EXPRESSED RESPONSE "OR UNDERSTANDING) 

SEEKS 
HELP 

RECEIVER USES 
FROf1 

,. FORCEO TO GIVE OTHERS 
l.tCLOSED I PROBING f---. RATIONAi. ' RESPONSE EXPLANATION 

"'" 

RECEIVER USES ENCOl/RAGEO L___.,J OPEN I PROBING -. ~ TO SHARE /10RE 
RESPONSE OETA/1.S 

-, 
~ 

'- , 

ENCOURAGED TO 
FIGURE OUT A 

RECEIVER USES 
- PROB/. EM ANO SOLUTION 

UNOERST ANDING ~ FEELINGS • 
RESPONSE UNDERSTOOD 
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Session V 

EGO ST ATES: UNDERSTANDING 

COMMUNICATION TRANSACTIONS 
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SESSION Y 

EGO ST A TES: UNDERSTANDING 
COMMUNICATION TRANSACTIONS 

SESSION GUIDE 

CONTENTS IN THIS UNIT: PAGE 

A. SESSION GUIDE V-1 
B. ~v'ARM-UP EXERCISE V-4 
C. MINI-LECTURE • t V-5 
D. EXPERIENTIAL EXERCISE• t V - 10 
E. MINI-LECTURE •2 V - 11 
F. EXPERIENTIAL EXERCISE •2 V - 13 
G. OVERHEADS V - 14 
H. CAMERA READY HANDOUTS V - 15 

GOAL: To acquaint participants with the concept of ego states and the 
powerful manner in "tYhich they influence the communication 
transactions between two or more individuals. 

OBJECTIVES; 

1. To introduce participants to ego stole terminology. 

2. To help participants identify the voice patterns and body longuoge 
that provide clues in detecting specific ego stoles. 

3. To provide participants with practice in constructing an egogram. 

4. To !lave participants become more knowledgeable about comple­
mentary ond uncomplementary (crossed) transactions. 

5. To enhonce porticiponts· obility to onolyze complementory ond 
uncompJementary transactions. 



• 
IMPLEMENTING OBJECTIVES: SUGGESTED FORMAT AND TIME 
ALLOWANCES FOR PRESENTATION: 

1. Complete werm-up exercise, "People I Know." JO minutes 

2. Mini-Session• 1. Provide information about the five 
different ego stotes, supplying exomples of the kinds 
of voice patterns ond body longuoge thot occompony 
eflch (Objectives 1 ond 2). 20 minutes 

3. Hove porticiponts work in groups of two to complete 
exi;;ierientiol exercise •1, "Completing on Egogrom· 
(Objective •3)_ 20 minutes 

4. Mini-Session •2. Provide inf ormotion obout comp le-
mentory find uncomplementflry or crossed trons-

• actions (Objective •4)_ 15 minutes 

5. Hond out flctivity sheet, "Analyzing Communicotion 
Tronsoctions." Agoin, working in groups of two, hove 
porticipimts move through eoch set of tronsflctions, 
Onfllyzing which ego stoles ore involved in the trons-
octions ond whether the tnmsoction set is comple-
mentary or uncomplementary (Objective •s). 10 minutes 

6. Bring porticiponts bock to Jorge-group structure. 
Discuss onswers to octivity (Objective •s). 10 minutes 

7. Wrop up. Shore hondouts with porticiponts. 5 minutes 

TOTAL TIME ALLOTTED FOR WORKSHOP: 90 minutes 

• 
V - 2 
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MATERIALS NEEDED: 

1. Nome togs and morkers 
2. Refreshments 
3. Worm-up activity hondout, ·people I Know· 
4. Mini-Lecture notes •1 (Ego Stoles) and •2 (Complementory ond 

Uncomplementory Tronsact ions) 
5. Overheod projector ond overheods 
6. Group exercises: 

o. Constructing on Egogrom 
b. Anolyzing Communicotion Tronsoct ions 

7. Extro pencils or pens 
a. Handouts: 

o. Ego State Identification Chart 
b. Response Styles ond Ego Stole Corollories 

OVERHEADS PROVIDED: 
.NURTURING PARENT 
.CRITICAL PARENT 
.ADULT 
.ADAPTED COMPLIANT CHILD 
.EGO ST ATE HOOKERS 

.FIVE EGO STATES 
.EGO STATE PAIRS• 1 
.EGO STATE PAIRS •2 
.CRITICAL PARENT AND ADAPTED 

CHILD 

CAMERA-READY ACTIVITY SHEETS AND HANDOUTS: 
A. Warm-up Activity, "Peop1e I Know" 
B. Experiential Exercise• 1, "Constructing an Egogram" 
C. Hondout •1, "Ego State Identification Chart" 
D. Experientiol Exercise •2, Ano1yzing Communication Transactions" 
E. Hondout •2, "Response Sty1es ond Ego Stole Corollories· 

SUGGESTED BACKGROUND READING FOR LEADERS: 

Hamachek, D. ENCOUNTERS WITH OTHERS. Chapter 5. New York: 
Holt, Rinehort and Winston, 1982 . 
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WARM-UP EXERCISE 

PEOPLE I KNOW 

TO LEADER: Run off half-page cop1es of the exerc1se. HaYe part1c1pants 
work in groups of two. Spend 6pproximately JO minutes on the 
exercise . 



• 
PEOPLE I KNOW 

COMPARE NOTES WITH YOUR NEIGHBOR. WITHOUT USING ANYONE'S NAME, 
TELL ONE ANOTHER ABOUT: 

a) The most nurturing person you know. Give on exompJe 
b) The most criticoJ person you know. Why do you think this? 
c) The most oduJt-octing person you know. What is one thing 

this person does that constitutes ·adult-like· behavior? 
d) Someone who is o Jot of fun to be oround. Why? 
e) The most rule-oriented person you know. Give on example. 
f) An odult you know who oJwoys wonts to get his or her woy. Why do 

• you think this about thot person? 

• 

PEOPLE I KNOW 

COMPARE NOTES WITH YOUR NEIGHBOR. WITHOUT USING ANYONE'S NAME, 
TELL EACH OTHER ABOUT: 

o) The most nurturing person you know. GiYe an example. 
b) The most critical person you know. Why do you think this? 
c) The most oduJt-octing person you know. Whot does this person do that 

constitutes ·adult-like· behavior? 
d) Someone who is o lot of fun to be around. Why? 
e) The most rule-oriented person you know. Give on example. 
f) An adult you know who always wonts to get his or her way. Why do 

you think this about that person? 
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EGO ST A TES: UNDERSTANDING 
COMMUNICATION TRANSACTIONS 

MINI-LECTURE -1 - EGO STATES 

Key points contained in this lecture: 

A. Differences in personolity con couse communicotion difficulties inter­
persona 11 y. 

6. There ore three major ego states in individuols: Porent, odult, ond 
child. 

C. When one of these ego states dominates the others on o consistent 
bosis, on individual moy experience interpersonol problems. 

D. We can learn to strengthen our underdeveloped ego st1:1tes in order to 
become more effective communicotors. 

********************************* 

Most people, at one time or another, hove trouble with interpersonal 
relationships. A brother or sister really begins to irritate them. They may 
have trouble talking with a boss ... or want to be o better parent...or a more 
understanding husbond or wife. While smoll problems can sometimes be 
ignored for a while, continuing irritations in relationships need to be 
addressed so lhot they don't develop into more serious problems. This 
becomes even more criticol when people must work together in trying to 
resolve o stressful situot ion. 

One of the woys we con improve our understanding of other people ond of 
ourselves is to become fomiliar with how differences in personality, i. e., 
ego stoles, operate in communicotion transactions between people. The 
concept of ego stoles grew out of Eric Berne's (see E. Berne, 
TRANSACTIONAL ANALVSIS IN PSVCHOTHERAPV, New Vork: Grove Press, 
1961) ideas about personalit~ and interpersonal communication. He called 
his approach "Transactional Analysis,· or T. A. An important aspect of this 
approach was ·structural analysis· or, more simply, studying individuals' 
thoughts, feelings, ond behavior based on the way they send and receive 
messoges. 
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Berne believed thol 011 of us hove three mojor ego stoles within us thot 
con be directly observet1; he co11ed them the PARENT, the ADULT, ond the 
CHILD. These stoles ore consistent potterns of reloted thoughts, feelings, 
ond octions. Some psychologists hove exponded these three ego stoles into 
five: CRITICAL PARENT, NURTURING PARENT, ADULT, FREE CHILD, AND 
ADAPTED CHILD. Robert Felsch, on Extension Speciohst with the 
University of Kentucky describes these slot es os f olJows: 

CRITICAL PARENT 

The Criticol Porent (CP) ego stole is one of the five ego stoles ovoiloble to 
you. For exomple, you m1ghl tel1 someone, "Leove me olone!" Vou ore 
probobly thinking something Hke: ·1 wont lo be by myself right now· or ·1 
don't like him (or her)." Al the some time, you might feel ongry ond ocl in 
such o woy thol indicotes lhol you wont to be left olone. Vour voice moy 
be ossertive, condescending, or stern, ond you might occompony whot you 
are saying by frowning or pounding on the tBble. When you think, feel, ond 
oct in such o monner, you ore using your criticol porent. This ego stole is 
the port of yourself lhol you inherited from oulhority figures when you 
were too little to think Bbout protecting yourself from dangerous 
situotions. So, you copied the oclions of your porents or coretokers. This 
exploins why todoy you look ond sound Just like they did when you were 
litlle. Toke note of who you sound like when you lolk to someone else in o 
tense situotion. Chonces ore that you look ond sound very similar to the 
way your parents or caretakers looked and sounded when they used their 
Crit ic61 Parent with you. Vou might even sound like a coach, police 
officer, or drill sergeBnt. 

Besides using Critical Parent with others, you ctm use it against yourself. 
Vou might criticize yourself by thinking, ·1 should be friendHer, more 
potient with other people, thinner, more orticulote when I wont to soy 
something ... ." 

There is both o negotive ond o positive Criticol Parent. Negative Criticol 
Porent is bossy, cynicol, foult-finding ond demonding. Positive Critical 
Porent is ossertive, persistent, outspoken, and determined. 

NURTURING PARENT 

• Another ego state is the Nurturing Parent (NP). Just like it sounds, this is 
the pBrt of your personality that tokes cf:lre of yourself and others, like a 
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good, coring porent does of o smoll boby. When you listen ottentively os o 
fellow employee tells you about his or her job dissatisf oction, you are 
using your Nurturing Parent. Whenever you ore empothetic, encouroging, or 
supportive to someone else, your Nurturing Porent is high. Physicions, 
nurses, ond theropists often use this ego stote in their coreers. 

You con express your nurturonce either positively or negotively. People 
who rescue others when they do not need rescuing ond who keep others 
dependent upon them ore using their Nurturing Porent in o negotive 
monner. ·Rescuers· ore often comploining, soft-heorted, or prudish. On 
the other hond, people who use their Nurturing Parent in o positive monner 
might be described os kind, considerote, potient, proising, ond 
understondi ng. 

ADULT 

The Adult (A) is the computer port of yourself. ·whot time is itr "2:30 
p.m: Any time you osk for ond give straight f octs, i.e., 
how ... when ... whot...who, you use your adult. This ego stote is 
motter-of-foct ond logical. It locks feelings. When our Adult ego state is 
high, we ore colm, rotionol, ond clear-thinking. Our voice will reflect this . 
Often, news reporters, weathermen, ond doto processors hove o highly 
developed Adult ego state. 

FREE CHILD 

When you ore in your Free Child (FC) ego state, you sound childlike, soft, 
loud, spontaneous, or uncensored. Vou might use words such os Wow! I 
won't! I wont...phooey ... nuts. This is the port of you thot wonts whflt you 
want when you Wflnt it! When you are in your Free Child ego state, you are 
more spontoneous, imoginotive, uninhibited, noturol, sexy, curious, or 
spunky. Vou giggle or hove a good belly laugh more easily. Hoving o high 
Free Child is of volue to ortists, clowns, comedians, ond other fun-loving 
people. 

ADAPTED CHILD 

Al1 of us hove leorned to adopt to the needs of society. This is why you 
proctice such rituols os soying "pleose" ond "thank you" ond osk questions 
like, ·oid I do okay?" This is why you agree to drive your car or truck on 
the right side of the street in America and on the left side of the street in 
Britain. As o society, we get olong better by agreeing to fldopt to certflin 
rules find regulations. Successful secretories, enlisted men, ond maids 
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hove o highly developed Adopted Child ego stole. 

• Adopted Child hos both positive ond negotive ospects. People who ore 
described os civilized, monnerly, cooperotive, self-controlled or pleosont 
hove developed positive ospects of their Adopted Child. Those who ore 
described os overly compliont, moody, withdrown, monipulotive, defensive, 
stubborn, or rebellious hove developed negolive ospects. If you ore 
occustomed to gelling your woy with others by pouting, by being defionl, 
or by hoving temper tonlrums, you ore using negolive ospecls of your 
Adopted Child. 

• 

• 

EGO STATE HOOKERS 

Mony of us hove trouble communicoting with someone with whom we live 
or work. By drowing egogroms of yourself ond other, you con goin some 
clues os to whol is going on between you. Hore importontly, you con goin 
some insights into how to be more effective both in relating to others ond 
in ovoiding being hooked by them. 

HERE ARE SOME EGO ST ATE HOOKERS: 

1. Helpless Adopted Child-Nurturing Porent 
2. Rebellious Adopted Child-Criticol Porent 
3. Adult-Adult 
4. Nurturing Parent-Free Chi Id 
5. Critical Porent-Adopted Compliont Child 
6. Free Child-Free Child or Critical Pe,renl 

Hove you ever h6d a 16-year-old (or 6 lwo-yeor-old) drive you right up the 
wall with his or her rebel11ousness? If so, you have experienced being 
hooked. He or she hooked your Critical Porenl by using Adopted Child. 
Wolch out! If you hobiluolly use your Crilicol Porenl with him or her, you 
will get hooked often. If works almost every time. 

Examples of ego state hookers ore os f o11ows: 

I. If you use your helpless Adopted Child ("Gee, I'm so mixed up, I don't 
know what lo do!), you ore likely to hook someone's Nurturing Parent ("Do 
this ... ·). 

2. If you use your rebeJlious Adopted Child rvou con·t moke me do it your 
woy!"), you are likely to hood someone's Criticol Porent ("Oh yeah? Do it 
my way or hunt for another job! Do it my woy or no allowance .. .). 
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3. If you use your Adult (NHow do I get to Poducoh from here?), you ore 
likely to hook someone's Adult ("Go west on Porkwoy.N). 

• 4. If you use your Nurturing Porent (NYou look upset! Tell me whot 
hoppenedn, you ore likely to hook someone's Adopted Child (Noh, gee, I 
dunno. No motter whot I do, it doesn't turn out..."). 

• 

• 

5. If you use your Critical Parent {"Sit down and be quiet!"), you ore likely 
to hook someone's Adopted Child - either comphont ("Okoy.") or rebellious 
("Bet you con·t moke me."). 

6. If you use your Free Child ("Why don't we oll go to the ice creom porlor 
ond 1'11 treot everybody to on ice creom!"), you ore likely to hook someone's 
Free Child ("Vippee!"), or Nurturing rorent ("Are you sure you con off ord 
it?") or Criticol Porent ("I thought you were on o dietr). 

So, if you ore working with o rebellious person, ond you notice thot usuolly 
you come ocross with your Criticol Porent, you might try switching to o 
different ego stole. You might osk o thinking question without emotion 
from your Adult (probe) in on effort to hook his or her Adult. Or you might 
come from your spontoneous, energetic Free Child ond see if you con hook 
his or her Free Child or Nurturing Porent. 

Likewise, if you ore giving o presentotion ond people look bored ond 
disinterested, you might shift energy into your Free Child by suggesting 
thot everyone stond up, stretch, ond moke vorious "stretching noises." 
Often, this will enliven group members by getting them to shift energy 
from Adopted Child to Free Child, porticulorly if you follow the stretching 
exercise with o group discussion obout o relevont topic. 

In short, if you notice that you ore not getting the kind of response you 
wont from others, you might experiment with alternative options by 
plonning oheod whot you could soy or do from eoch of your five ego stoles. 
This is o woy to increose your effectiveness in communicoting with ond 
reloting to others. 

Source of mini-lecture: Robert J. Fetcsh_, Extension Specialist in Humeo Dtlvelopmeot aod 
family Relationships. Ma!l§.ging_ygur RelationshiP.s with f~rams. University of Kentuck1L 
College of Agriculture, Cooperative Extension Service. H. E. 7-108 . 
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Experientiol Exercise •1 

CONSTRUCTING AN EGOGRAM• 

Before constructing your own egogram end thet of someone in your 
immed1ete f am11y or work setting, prect1ce construcung one by reeding 
the f ollow1ng cese stud1es and then determining whet pert of thet person·s 
ego state you bel1eve ts dominant. Drew a vert1cel column over the 
appropr1ete ego state (this wm be the ttlgll.nlcolumn). Next, record your 
·hunch· ebout wh1ct1 ego state ts probebly the lowest tn that person by 
drewtng Is as the lowest column. Then, fill In the remaining three columns 
according to clues given tn the case study. Work w1th the person next to 
you 1f you wish. 

Dora Doormat 

Dora wes an unassertive person who never said ·no· to anyone when asked 
to do something. She fell out of touch with her children and her husband 
and often fell taken advantage of by them, though she rarely expressed her 
dlssattsfactton. This left her f eel1ng depressed and Isolated. Because she 
wanted her ch11dren·s love, she often wavered In her discipline and 
tolerated their disobedience and disrespect, thinking that later on, when 
they were older, they would understand ·where she was coming from: 
Though she saw herself as a walked-on doorm1H, slie wes not sure what 
she could do about It. 

Critical Nurturing 
Parent Parent 

Free 
Child 

Dora Doormat's Egogram 
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Constructing on Egogrom - Poge two 

Egogroms ore os unique to different people os ore fingerprints. Probobly 
no two ore ol1ke. In f oct, there is no perfect egogrom. Depending on your 
roles ond coreer, you might choose to develop certoin ego stoles more thon 
others ot different times in your Hf e. Nevertheless, it would be 
unfortunote to hove little or no energy in o porticulor ego stole becouse 
you would then hove fewer options for reloting to others. In addition, if 
one of your ego stotes totally dominates the others, you ore 11kely to hove 
o ·skewed· personolity. Consider here the Budds ...... . 

The Budds hove been morried for twenty-two yeors. During that time, 
their relotionship hos developed into one that is platonic but not very 
exciting. Henry, on elementary school teacher, hos o well-developed 
ability to work with troubled children. He is feeling terribly bored ol 
home. Ermo is considered to be on excellent wife ond mother ond hos 
contributed time to delivering "meols-on-whee1s· to the elderly, on 
activity she is secretly tired of. She is ofroid to express her feelings 
obout this becouse everyone hos reinforced her for being such "o coring 
person: Feeling depressed ond constantly bored, she finds herself 
somewhot jealous of her husband's success ond hos become increasingly 
resentful of his growing work ottochment. 



• 
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Constructing An Egogrom - Poge three 

To Do: 

1. Construct Henry Budd's egogram (downword) ond Ermo Budd's egogrom 
(moving upward). 

2. Place G check on the ego states that seem out of balance for the Budds. 
Why do you believe too much energy is being poured into thot stote? 

3. Which ego states appeor to be "undernourished"? 

4. Being oble to shift energy into other ego stotes is the secret to 
providing balonce to our own ·egogroms: Name several suggestions for 
the Budds. 

Henry Budd's Egogram 

Nurturing Free 
Parent Adult Child 

Nurturing 
Parent 

Free Adapted 
Adult Child Child 

Erma Budd's Egogram 
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Constructing on Egogrem - Poge four 

Now, drow your Qn:o egogrom here: 

Nurturing 
Parent 

Critical Nurturing 
Parent , Parent 

1\ 

~ 
Free 
Child 

Free 
Child 

Here, construct the egogrem of someone with whom you often have 
conflict. 

Draw some ego state ·hooks· from your egogrem to the other person's. 

Discuss with the person next to you where you need to shift energy in 
order not to get drown into conflict with thot person tn the future . 

*Exercise from: R. J. fetsch. Managing Your Relationships 'w'ith foog~ University of 
Kentucky, College of Agriculture, Cooperative Extension Service. 
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MINI-LECTURE •2 

COMPLEMENT ARV AND UNCOMPLEMENT ARV 
TRANSACTIONS 

Key points contoined in this lecture: 

A. Communicotion tronsoctions ore both complementory ond 
uncomp I ementory. 

B. When we receive communicotion thot is unexpected or mokes us reel 
ongry or frustroted, our response to thot person will usually result in 
on uncomplementory (crossed) tronsoction. 

C. The woy to uncross or "fixN such o tronsoction is to use reflective 
listening, o probing response, or o supportive reply. 

************************************* 

Donold Homochek, outhor of ENCOUNTERS WITH OTHERS (New Vork: Holt, 
Rinehort ond Winston, 1982) hos exploined the concept of complementory 
ond uncomplementory (or crossed) tronsoctions os follows: 

·complementary Transnct ions (We're on the Snme Track) A 
complementary or porollel tronsoction occurs when the messoge you send 
from o specific ego stole elicits o more or less predictoble response from 
o specific ego stote in onother person. It's the kind of communiceition 
between people thot is direct, cleor, ond mutually reinforcing. A 
comp I ementory transaction can occur bet ween any two ego states. For 
example, two people moy communicote porent to porent when expressing 
concern for someone, or adult to adult when exchonging inf ormotion, or 
child to child or porent to child when living it up o little. We con 
communicate from ony one of our three ego stoles to any one of the three 
ego stotes of the other person. Vou moy get o better idea of how 
complementary tronsoction works by considering the exomples in Figure 
5-4. 

... Nonverbal cues -- f ociol expressions, body longuoge, gestures, tone M 
voice, ond so forth -- oll contribute to the finol meoning of ony 
transaction. We hove assumed in the examples in Figure 5-4 (Overhead 
supplied) thot the exchonges ore straightforward, in the sense thot the 
verbol ond nonverbal components ore congruent. When there is congruency 
between whot is soid and how it is soid, ond when the responses are pretty 

V - 11 



• 

• 

• 

much whot is expected ond oppropriote, then we con soy thot the 
communicotion tronsoction is complementory. This does not, however, 
olwoys hoppen. Sometimes, our messoge receives on unexpected or 
inoppropriote response, ond the lines of communicotion become whot ore 
COIied ... 

Crossed Transactions (One of us is discounted) Vou·re tolking to 
someone, ond his or her response is whot you've just soid couses you to 
feel ongry, or moybe frustroted, or perhops like not even wonting to tolk 
onymore. Whot you've just experienced (ond hoven·t we oil) is o crossed 
tronsoction. It hoppens when we get on unexpected response from the 
person we're speoking to. For exomple, let's soy you osk me whot time it 
is (odult/odult), ond I soy to you, "Vou should buy o watch ond then you'd 

know," (my porent ego stole to your child ego stole). Whot hoppens is thot 
I give you on unexpected reply from on ego stole different from the one 
you're addressing. It is ot this point thot communication frequently breoks 
down. One person feels hurt or misunderstood, ond the conversotion 
obruptly ends or, frequently, both people get defensive and argumentative. 
Crossed tronsoctions creole many problems ond ore o frequent couse of 
conflict between husband ond wife, parents ond children, teochers ond 
students, boss and employees, and so forth. A crossed communicotion 
begins with one person initiating a tronsoction ond concludes with on 
unexpected response from the other person. The initiator is often left 
feeling discounted. The examples in Figure 5-5 (overhead supplied) may 
help you to understand this process better. 

You con see from the exomples that crossed tronsoctions ore most likely 
to occur when the receiver responds in some kind of feeling way (anger, 
frustration, hurt) to something the sender hos said. A woy to uncross o 
crossed communicotion is to use (o response) such os reflective listening, 
or o probing response, or perhaps o supportive reply. Any one of these 
responses lets the receiver know we·ve. picked up the feeling tone of whot 
wos soid which moy help to uncross o crossed communicotion. For 
exomple, in the husband-wife tronsoction in Figure 5-5, the husband could 
uncross the tronsoction by respoonding to his wife's porentol odmonition 
with o supportive porentol reply like, "I know check writing is no fun, ond 
I'll moke it o point to help out with it more in the future.· This is his 
Nurturing Porent (NP) response directed other Critical Parent (CP) reply. 
The chances are rather good that a reply of this sort will tend to sooth her 
ruffled f eothers. Con you imagine whot would hoppen if he were to reply, 
soy, "Look, you do little enough around here os it is; the least you con do is 
write o few checks." (This response would be from his Criticol Parent to 
her Child, which would keep the communicotion crossed ond o potential 
cause of problems)." (Hamachek, 1982, pp. 238-240). 
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Experientiol Exercise •2 

ANALYZING COMMUNICATION TRANSACTIONS 

IN THE FOLLOWING COMMUNICATION TRANSACTIONS BETWEEN TWO PEOPLE, 
A. Identify the 6PP8rent ego st6te (CP, NP, A, FC, AC)* of the senders. 
B. Identify the ego state (CP, NP, A, FC, AC)* e8ch sender 1s probebly 

trying to target (hook) fn the receiver (we wf 11 take for grented 
th8t the transactions ere stre1ghtf orwerd). 

C. Identify whether you feel the trensect1on 1s complementary or 
uncomp l ement ary. 

TRANSACT ION SET 

l. Person A: Gf ven what 
we·re currently earning f n the 
business, I thf nk we ought to 
sell out while we still have 
6 chance . 

Person B: You never dfd be­
lfeve we could make ft, dfd 
you? 

2. Person A: Let's forget 611 
of this and go away for the 
weekend. 

Person B: I can't consider 
a vacat1on until we get thf s 
problem straightened out. 

3. Person A: Has John mowed 
the back yard yet? 

Person B: All you thtnk 
ttbout is how much work you 
can get out of hi ml 

A 
Sender 
Ego State 

B C 
Ego State Complementary/ 
Targeted Uncomplementary 

1-············· · r · 

*Critical Parent (CP); Nurturant Parent (NP); Adult (A); Free Child (FC); 
Adapted Ch1ld (AC) 
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FIGURE 5-4 . 
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Nurturing paren1/parent transaction: 
1. I really enjoy teaching nur•y school 

children; they'r1 so lovable It that age. 
2. Yes, I know whit you mean. It's 

just • joy being around them. 

lnlormation•xchlnging adult/adult transaction: 
1. I wonder which cars are getting the 

best gas mileage these days? 
2. A recent issue of Consun»r's Guide 

his the breakdown of those figures 
for twenty can-check that. 

Fun-seeking child/child transaction: 
1. Would you like to go to a party 

with me next week? 
2. Sure, I'd love to-sounds 

like fun. 

Child/critical parent transaction: 
1. Homework, homework-I hate 

homework. I wish I could play 
outside rather than do these stupid 
problems I 

2. II you would complain less and 
work more, you'd finish a lot sooner. 

Chlld/llstening adult transaction: 
1. I wish I could go on a twO·Wet'k 

vacation and just forget about the 
whole mess for 1.M!.i.!L 

2. Sounds like you've just about t,,,d 
it with the hassle at work and nPed 
a rest, huh1 

Examples of Complementary Transactions 
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1. Husband: Do you remember If the rent chtck 
has been sent yet1 

2. Wife: I think if you took more respon1lblllty 
for writine tha chicks, you would 
know about things like that. 

1. Boa: I need ten copies of thlsreport 
in a hall-hour. Can you do lt1 

2. Secretary: I can't do this and Dr. Fenwick'• 
report, too. Every one wants mt 
to do everything at the uma time I 

1. Jack: I 'we got to get ready for that t•em. 
How about ii we go to the library 
to study and go to the movie tomorrow 
night1 

2. Jill: Gee, you've hardly paid any attention 
to me at all lately . 

1. Ted: Hey. what do you ay wt call Diane 
and George and have some fun tonight1 

2. Mary: Ail you do is think about fun. Why 
don't you finish your work fintl 

1. Worker A: I wonder how - can finish this 
Job in the fastest way possible before 
quitting time7 

2. Worker B: Oh, the heck with It. Let·1 takl a 
break and finish tomorrow. 

FIGURE 5-5. Examples of Crossed Transactions 
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Nurturing Parent 

Critical Parent 

Adult 

Adapted Compliant Child 

Ego State Hookers 

Five Ego States 

Ego State Pairs -#1 

Ego State Pairs -#2 

Critical Parent and Adapted Child 
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Nurturing Parent 
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1. Ted: Hey, what do you say we call Diane 

and George and have some fun tonight? 
2. Mary: All you do is think about fun. Why 

don't you finish your work first? 

1. Worker A: I wonder how we can finish this 
Job in the fastest way possible before 
quitting time? 

2. Worker B: Oh, the heck with It. Let's take a 
break and finish tomorrow. 

Examples of Crossed Transactions 
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Fun-seeking child/child transaction: 
1. Would you like to go to a party 

with me next week? 
2. Sure, I'd love to-sounds 

like fun. 

Child/critical parent transaction: 
1. Homework, homework-I hate 

homework. I wish I could play 
outside rather than do these stupid 
problems I 

2. If you would complain less and 
work more, you'd finish a lot sooner. 



• CAMERA READY HANDOUTS: 

Ego State Identification Chart 

Response Styles and Ego State Corollaries 
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• Ego State Identification Chart 

CP NP A FC AC 
Critical Parent Nurturing Parent Adult Free Child Adapted Child 

Words never nice how Wow! Please. 
& must cute when Ouch! I dunno. 
Phrases You should ... You are a sweetie. what I want ... I ran·t. 

Don·t be afraid. I love you. who I won·t ... rn try. 
No. I won·t. You·re an angel. facts Gee whiz! Thank you. 
You are bad. rn take care of It's 2:30 p.m. Look al me now! Did I do OK? 
Because I said so. you. I think ... l..efs play! Do It for me. 
What will the The probabllllles Phooey on this 

netghbora think? are ... old job! 

Voice assertive empathetic even. straight belly laughing asking permission 
Tone condescend Ing encouraging clear. without free high. whining 

stem supportive undue emotion giggling manipulating 

Gestures frowning. raising consoling touch eyes alert exuberant batting eyelashes 
& eyebrows holding someone Interested nose thumbing pouting 
Postures pounding on the pal on the back dlrf'ct. level spontaneous tc-mprr tantrums 

table smlllng eye eonlacl lilted head raising hand to 

• shaking finger nodding head to directional point- speak 
accusingly lmply"OK" Ing of finger 

Descrip- Protector Allower Cooperator 
tors assertive generous rlvilizc-rl 

determined kind cooprratlvc 
forceful praising calm curious 111a1111rrly 
outspoken underatandlng df'ar-thlnklng Imaginative self-controlled 

logical natural 
Persecutor Rescuer rational sexy Manipulator 

bossy complalnlng dcli:-nslve 
cold prudish moorly 
fault-finding soft-hearted rebdlious 
nagging temperamen ta! stubborn 

• H. E. 7-108. p. 4 Source: Robert J. Fetsch. MANAGING YOUR RELATIONSHIPS WITH 
EGOGRAMS. University of Kentucky. College of Agriculture. CES, 
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Sourct: D. E. Hemechek. EtcOUNTERS WITH OTHERS. MN York: Holt, 
and WiMton, 1982, p. 243 . 

RESPONSE STYLES AND EGO ST A TE COROLLARIES 

Rinehart, 

The responses th6t we m6ke to other people depend upon whtch or our ego 
states ts operottng most strongly ot the moment we make the response. 
As con be seen tn the following outltne, eveluettve, tnterprettve, ond 
supporttve responses ere mode when our Parent ego state ts strongest. 
Probtng responses ore en outcome of our Adult ego state domtn6ttng the 
others, ond the understendtng response occurs when our Adult end 
Nurturtng Parent ego states combtne together tn strength. 

lnterectton beh6vtor tokes one or rour rorms: def erring, demencUng, 
defecttng, or declortng. The ftrst three tnvolve en Adopted Chtld ego stole. 
The lost, declortng, Involves communtcolton thot makes tl clear to the 
other person through I-statements whot you would like lo see h8ppen (ex. 
I need o hug right now .... l need to get this kitchen cleoned up before your 
grandmother gets here). Declaring behavior c61ls ror the sender to hove o 
reloltvely high Adult and Nurturing Parent ego stole. 

RESPONSE STYLE 

1. Evaluative-judgmental about what 
is good, bad, or appropriate; many 
"you shoulds" are said 

·2. Interpretive-telling others what 
their behavior "really" means and 
why they feel as they do 

3. Supportive-an attempt to reassure 
and let the other person know he or 
she is not alone 

4. Probing-an effort to get informa­
tion, to find out more 

6. Understanding-reflectively listening, 
trying to understand more deeply the 
other person 

INTERACTION BEHAVIOR 

1. Deferring- giving in to the other 
person either because it is appropri­
ate and necessary and we choose to 
or doing it even though we don't 
want to 

2. Demanding-literally demanding 
something from another person 

3. Defecting- leaving the scene, with­
drawing, slamming doors, etc . 

4. Declaring-making it clear to the 
other person in I-statements what 
you want or would like to happen. 

EGO STATE COROLLARY 

Critical Parent 

Critical Parent, when said critically 
or hurtfully, or Adult, when cited 
as information intended to be 
helpful 

Nurturing Parent 

Adult 

Adult and Nurturing Parent (a com· 
bination of getting information 
and showing concern) 

Adapted Child 

Adapted Child, when screaming for. 
own way, or Critical Parent when 
ordering others around or being 
overly aggressive 

Adapted Child 

Adult and Nurturing Parent la com· 
bination of giving information 
1e1d doing it in a friendly, nonhos­
tile way) 
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SESSION YI 

COMMUNICATING DURING CONFLICT 

sess1on Gu1de 

CONTENTS IN THIS UNIT PAGE 

A. sess1on Gu1de VI - 1 
H. Worm-up Exercise VI - 4 
C. Mini Lecture VI - 5 
D. overheods VI - 12 
E. Exper1entiol Exercise VI - 13 
F. Hondouts VI - 14 

GOAL: To enl-u:rnce partic1pants· knowledge and sk111 level related to 
communfcation strateg1es that support conflict resolut1on in 
tile family . 

OBJECTIVES: 

1. To help partlcipants determine thef r own usual mode or behavior 
during conflict situations. 

2. To increase participants· awareness of the consequences of 
pos1tive and negative conflict. 

3. To acquaint participants wit11 positive management strategies for 
dealing wit11 conflict. 

4. To provide participants w1tll an experf entlal exercf se tllat w111 
allow them to practice tile skills defined . 

VI - 1 
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IMPLEMENTING OBJECTIVES: SUGGESTED FORMAT AND TIME 
ALLOWANCES FOR PRESENTATION: 

1. Worm-uQ exercise, completion of Thomes-Kilmon 
Conflict t1ode Instrument (Objective 1). 

2. Through mini-lecture share positive end negative 
aspects of conflict management strategies, including 
third-party management responsibilities (Objectives 
2 trnd 3). 

3. Complete e:<P-eriential exercise, "Floating Another 
Loon" (Objective 4). 

4. "t/rnp-up. Since this is the finol session, leoder moy 
V'i1ish to osk eech porticipont to shore whot he/she 
found to be the most vt:ilueible ideo in the series of 
v·mrkshops on communirntion. 

TIME ALLOTTED FOR WORKSHOP: 

Moteriols Needed: 

1. Nt:1metogs and rnt:1rkers 
2. Refreshments 

3. '•,A/arm-up e::erci se and e:<tro penci 1 s 
4. Mini-Lecture notes 

5. Overhead projector and overheads 
6. E>:peri enti o l ex~rci se 

Overheods Provided: 

1. Fomily Conflict 
2. Negotive Conflict 
3. Positive Conflict 
4. Model of Ffunily Conflict 

VI - 2 
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Camera Ready Hando~ts and Experiential Exercises: 

1. Thomos-Kilmon Conflict Mode Instrument 
2. Scoring the Thomos-Kilmon Conflict Mode Instrument 
3. Five Modes of Resolving Conflict 
4. Moking o Positive Confrontotion 

Suggested Bnckground Rending for Lenders: 

Galvin, K.M. and Brommel, B.J. FAMILY COMl"lUNICATION: COHESION AND 
CHANGE (Chopter 9, "Communicotion ond Fomily Conflict") 
Glenview, Illinois: Scott Foresmon oond Co., 1982 (in p1:icke.U 

Bolton, R. PEOPLE SKILLS (Chapters 12, 13, 14) Englewoo,j Cliff::;, N.,.J: 
Prentice-Holl .. Inc., 1979 (in pt:icket) . 

VI - 3 
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WARM-UP EXERCISE 

To Leader: The purpose of this exercise is to have partJcipants determine 
their O'Wil usual modes of behavior ,Nhen tl"1ey are in a con­
flict situation. 

1. Pass out the Thomas-Kilman Conflict Mode Instrument. 

2. Have participants move through t.he 30 statements .. 
circling A or B (10 minutes). 

3- Pass out scoring instrument. Have participants complete 
and total items to determine t.heir predominant style (7 
minutes). 

4. Pass out handout .. "Five Modes of Resolving Conflkt." 
Describe the strengths and 'Neaknesses of each mode (1?, - -
minutes). 

Allov,,1 a total of ~)O m.inutes for the exercise . 
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Communi cot ion During Conflict 

MINI LECTURE* 

Key Points Contoined in This Lecture: 

A. Conflict con be negotive or positve ond grow out of differences or 
perceived threats related to perceptions, values, lifestyles, goals, and 
resources. 

B. Fomilies differ in their obility ond desire to work together to 
resolve conflict. 

C. In structuring o necessory confrontotion, timing ond o cooperotive 
opprooch will be i mportont. 

D. A three-step process for conflict reso 1 uti on inc I udes treot i ng the 
other person with respect_. listening until we "experience" the other side 
of the issue, ond leorning to stote our views, needs, tmd feelings in on 
effective m1.:1nner. 

E. Third-porty orbitrotors con leorn odditionol strot.egies for guiding 
distressed fomilies toword successful l:ldoptotion. 

*************************************** 

To be hum1.:1n is to experience conflict. Differences in opinions, volues, 
desires, needs, ond habits ore the stuff of doily living with one onother 
(Bolton, 1979). Though most of us would rather ovoid conflict, we can't if 
we ore to mointoin our significant rell:ltionships with others. This is 
especiolly true for families. Early worning signs that conflict is 
escoloting inf omilies is often seen in increased sarcasm, teasing, 
nit-picking, criticism, yelling, avoidance of one another, ond stoney 
silences. 

Whether fomily conflict is helpful or hurtful depends on the woys fomilies 
choose to ploy out these conflicts. Conflict resolution con be positive or 
negl:ltive. Positive resolution is thot which remoins focused on ideas, 
issues, volues, ond principles. Negotive conflict monogement is thot 
which is bosed upon persono 1 it i es, persono 1 ity ot hicks, vi ndi cti veness, ond 
personol power struggles . 

*Primary source: Donna S\'veeney, Extension Specialist, Department of 
Natural Resources, Michigan Stote University. 
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• 

• 

• 

°v'/henever a fomily finds itself conflicted, it becomes the right ond 
responsibility of oil members to work toword o positive solution. Trying 
to bring o conflict bock too legit imote bosis once it hos been oil owed to 
deteriorote is very difficult. Eoch person must be prepored to moke firm 
stotements such os: ''Thot is not the issue. The issue is ... ", or, "let's not 
point fingers. Our problem, rother, is ... ", These stotements ore firm ond 
meoningful, yet do not point ot ony porticulor person. When we spotlight 
persons or personolities., rother thon behoviors ond issues, we ore likely to 
provoke o defensive reoction. This only serves to escolote the conflict 
deterring positive resolution. 

Alrnost everyone is owore of the results of negotive conflict: 

It interrupts normol re lotions bet ween individuols in the f omily. 
It provokes hurtful, personolly-horrnful effects on the self-concept 

of persons involved. 
It couses resentment ond hos ti 1 i ty. 
It mokes rotionol discussion difficult or impossible. 
It robs the ti me ond energy of everyone involved . 
It couses confusion ond insecurity. 
It co uses stress ond resu It i ng hordshi ps. 
It causes possible t,reok-up of relationships. 

t1ony ore not owore of the volues of positive conflict, '.'Vhich ore: 

It helps people understond whot others feel is importt:1nt. 
It helps define t:1n,j clorify o variety of issues ond volues. 
It con leod too confrontation, which con bring out ideos, 

issues, ond volues in o woy which cleors the oir. 
It con result in new understondings or relotionst,ips thot 

con bring ne\'\' "life blood" or growth to the fomil4. 
It con bring o sense of respect to oll. 
It con be the stort of defining ad_iusted or new goo ls, which 

ore more sotisf actory to e.verrJone . 

VI - 6 
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Hov,, do we get into conflict v-litll others? 

At times, v.,e agree on tl1e iinal goal but differ on how to arrive at tlrnt 
point. 

Others seem to be tl1reatening -- to our knowledge, perceptions, values., 
lifestyles, sense of "rightness," or "territory." 

There may not seem to be enough of something (a resource) to go around 
-- tangibles (money, data, materials) or intangibles (time, talent, space, 
ideas .. .). 

Communication on any of the above may be ineffective (or almost 
non-e~dstent), which intensifies the problem and leads to hostility, 
resentment, polarization, apathy, defiance ... ..in short, escalated conflict! 

Families differ in their ability and desire to work together to resolve 
conflict. When a high degree of commitment tovvard cooperation eyjsts in a 
family, people are ready to accept each oUJer and work b)getl1er . 
Sometimes, however, f amity members may have problems in vv•orking 
together. These include: 

1. Disagreement on defining the problem (perception). 
2. Disagreement on how to solve tl1e problem. 
3. Bad experience ~.Ali th past conflict management efforts. 
4. Too much expected from members (in tangibles or intangibles). 
5. Fears: loss of independence, fear of rejection, fear of disrespect. 
6. Personality conflict. 
7. Differences in values and lifestyles. 
8. Sense of imposed values. 
9. Sense of imposed guilt. 

(NOTE TO LEADER: Try to elicit from audience an example of 
each of these. Have your own examples ready also.) 
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Positive J,.ilanagement Strategies for Dealing vvith Conflict. Conflict 
management calls for wnfrontation bet:i,veen the persons involved. This is 
never pleasant but, v-lith the use of certain management strategies, hostility 
and conflict can be minimized as a workable solution is reached. 

Timing will be important. Though we may want to plunge right ahead ',\lith 
the confrontation, 'Ne v.,ould be Vvise to ask whether or not t11e other person 
is in any shape to discuss the problem and ,..v11ether the relationship that 
exists can tolerate a confrontation at this particular time. '11le also have to 
assess whether or not the other person can do anything about the problem, 
·whether there is enough time to ,.-i,orl( through any residual effects of 
bringing up the conflict .. and whether we are expecting too much of the 
otl1er person, the situation, or ourself. 

Given this initial assessment and a sul)sequent decision to n10,,e ahead, vve 
'Hould next v-rant to use a cooperative, rather than adversarial, approach. 
Putting people on the defensive is never a productiYe technique. It only 
mal(es t11em fight back harder or run a,,vay from the problem. During 
conflict and confrontation, gaining another person's cooperation ,,qill 
require the follo,.-iling: 

l. Emphasizing mutual desire to solve the problem that exists. 
2. Clearly spelling out the limited areas of cooperation needed and ttie 

time period involved. 
3- Pointing out proven reasons for trusting each ot11er. 
4. Empathizing with one another: trying to encourage one another to 

express feelings; being sensitive to one anotl1er's fears.: trying to see the 
other's point of view through their values; not judging. 

5. Outlining benefits to be gained through cooperation. 
6. Openly discussing any past problems and giYing positive assurance 

that there is a genuine desire to 1,.vorl( t(lgetller. 
7. Admit.Ung mistakes that have been n1ade in the past related to 

personality or value differences and assuming blame for them . 

VI -- 8 
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Bolt()n 0979) outlines a three-step process for conflict resolution: 

1. Treating tl1e other person with respect. This is both a nonverbal and 
verbal task. Respect or disrespect will be conveyed by the vvay I listen to 
the other person; tl1e way I look at him/her; my tone of voice; my 
selection of words (put-do'Wll vocabula17, sarcasm); the type of reasoning I 
use. Because we are often threatened when someone doesn't agree with us, 
it ta~es a great deal of ,A'iu power to fight our strong urges to denegrat.e the 
other person. 

2. Listen until we experience the otl1er side. Often, in conflict, we don't 
n~atly listen. It takes all of our patience just to wait until the other person 
"has his say" so we can get on with our real reason ior being there .. .to tell 
our side of the story. The goal of listening is to understand tl1e content of 
anot11er person's ideas, t11e meaning it has for him/her, and the feeling~ 
he/she has about those ideas. That means stepping into the other person's 
shoes for a bit, e,,en ii we don't like the iit of them. Carl Rogers had a rule: 
"Each person can speak up for himself only after he has first related the 
ideas and feelings of the previous speaker accurately, and to that pE!rson's 
satisiaction (Bolt(>n, p. 220). Leader: Here you could have 
participants take the time to tell each other something where. 
before the second person has a chance. he/she must repeat back 
what the other person bas said to that person ·s satisfaction . 

.3- State your vie\o\l'3, needs and ieelings. No'N, after you've given the other 
person a legitimate and honest chance, it's your turn. If you still feel you 
need k> pursue the conilict further, follow t11ese guidelines: 

.Be brief . 

. A ,roid loaded ~,.,,ords and phrases . 

. Say what you mean and mean what you say. Don't ,,,,,it11hold important 
information and don't exaggerate. Focus on the issue, not on 
personalities C>r ~i'l·hat happened in the past. 

.Disclose your feelings. Get it off your chest. But do this tentatively, 
rather than dogmatically. Avoid words like "alv,mys" or "never" or 
V·!Ords tl"1at accuse and evaluate_, "You ought to know b'6'tt.er" and "If I 

' " were you ... 
. Maximize the positive 'Nherever possible and minimize t11e negative as 

much as possible. 
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Third-Party Arbitration 

Sometimes a third-party arbitrator is called in to help guide a family 
through a rather stressful event (for example, a financial adviser, divorce 
mediator, technological adviser, clergy_, counselor)". When this happens, the 
arbitrator will v,,ant to utilize all of the strategies we have talked about this 
far as well as at.tending to tlle f ollov-Ting responsibilities: 

The arbitrator should 
collect all facts, information, data, etc. 
P.robe both parties witl1 open-ended, non-jmiging questions 
helR each side to "save face" whenever possible 
discover common interests, ideas in any part of the conflict 
reinforce any possible and positive positions taken by either party 
negotiate any parts of the conflict V?hich might be ready for 

negotiation 
facilitate adjustments bet~Neen parties 
summarize consensus areas 

VI - 10 
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Family Conflict 

Negative Conflict 

Positive Conflict 

• Model of Family Conflict 
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Family Conflict 
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Negative Conflict 

• 

• Interrupts normal relations between 
individuals and the family 

• Provokes hurtful, personally-harmful 
to the self-concept effects 

• Causes loss of self respect and/ or 
respect for others 

• Makes rational discussions difficult 
or impossible 

• Takes the time and energy of everyone 
involved 

• Causes confusion, insecurity, hostility, 
distrust, and alienation 

• Causes stress and resulting problems 
• Cau•es possible break up of relationship 

WHATA YA M™ '@J TfbV6»T7 
I'll DO -nlE11l1NKHJ6 ~oUNl> 
~ )'OVNq MA.N l H 
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Positive Conflict 

• Helps people understand what others feel 
is important to them 

• Helps define and clarify a variety of issues 
and values 

• Aids a family in knowing what is really 
important to its members 

• Can lead to a confrontation which can bring out 
ideas, issues, values in a way which clears 
the air 

• Can result in new understanding or 
relationships which can bring new "life 
blood" to the family 

• C• bring a sense of respect to all 
• Cn be the start of defining adjusted or new 

goals which are more satisfactory to everyone 
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Prior Conditions .... 

Stage -

~ , 
Frustration Awareness 

Stage 

.. , 
Conflict Stage 

~ , 
Solution Stage 

~ 
, 

Follow-Up Stage 

Model of Family Conflict 
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EXPERIENTIAL ~XERCISE 

"Floatimt a Loan" ,_, 

To Leader: Tlle follovv'ing exercise is provided to give participants 
experience in practicing conflict managment skills discussed in 

the mini-lecture. 

1. Divide participants into sets of two persons. 

2. Have sets choose someone to play a w'ife and husband. 

3. Hand each person an appropriate role. 

4. Ask participants th play through the roles in an aggressive. 
non-cooperative, and hurtful manner. ,uJlow iive mmut,s,::; 

5. Atter five minutes .. stop player sets. Ask t.l1em to ::;hare V·litli 
one another their thought::, about their transaction::; (all(,~.q 

approximately four minutes). 

6. Share v,,;rith participants tlie handout, "1v1akmg a Po::;itive 
Cont"rontatJon." Ask participants t{) look it over briefly ,:tnd 
U-1en to apply t1"1e principles to a ne•,,11 discu~.sion oi the ::,an-i,2. 
problem. Allovv another five minutes for role-playrng 

7. Again .. have participants share ~Nitl1 one another t11eir 
thoug-hts and t"eelin•=<:; about the :;econd ·:;et ,:,f t.rarr:;actiorr:; (~1.l1 1Y.-·,,1 ,_, t", 

approximately four minutes) 

Total time allotted for exercise: 2 O minutes 
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EXPERIENTIAL EXERCISE 

"Floot ing A Loon" 

Situotion: You ond your wife hove been morried for 18 yeors. 'r'ou hove 
heEird thot the plont in which you're working moy down-size next !dear. 'r'ou 
feel I::1ou may be cought in thot if I::1ou don't pick up some odditionEJI treining 
that's being offered in another stote. The training is expensive - $1500 
for o six-week course. 'r'ou would olso be required to poy for rneols. 
lodging, tronsportotion, ond books. In oddition .. you will have to osk for ij 

leave of absence from your own _iot1 for o month. necessitating the 
borrowing of another $1500 for living expenses during that period. 'r'ou see 
this as ei woI::1 of insuring your not tieing loid off. Approoch I::1our wife ,'.:!bout. 
the possibilit.1::1 of osking her parents for a loan . 
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Wife 

EXPERIENTIAL EXERCISE 

"Floating A Loan" 

Situation: You and your husband have been married for 18 year::;_ You 
know that the plant in -which he works may be down-sizing and that he 
thinks he might get caught in it. You doubt that ~A-ill happen_. since he::; 
been working there for so long. Seniority ought to count for sometlung_. as 
far as you·re concerned! He's also been talking about getting S(•me 
retraining in another state. That would mean a lot of money that you 
really don't have. He would have to be a~,vay from home for at lea:::t sm 
weeks, leaving you to handle your three children .. 17_. 15,_. and 11 all by 
yourself. Your oldest son has become pretty lwligerent and you don't thin!: 
,,ou can cope ~.Alitho·ut vour husband's help. Also. tl1e onlv 1 .. 1.r;:.tV vc,u ::;-2,e, vou. I , . , , , , 

could get a loan would be to ask your parents. You and your husb::1.nd h::1ve 
still not paid back a small loan vou received from tJlem tv,,o v,e,arn ,:JQ\). ,:tnd , , ,_1 . 

you V{Ould be embarras::;ed to approach them again. Your htt:;band v-.rant:, 
to discuss the situation . 



• CAMERA READY HANDOUTS: 

Thomas-Kilman Conflict Mode Instrument 

Scoring the Thomas-Kilman Conflict Mode Instrument 

Five Modes of Resolving Conflict 

• Making a Positive Confrontation 

• 
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· THOMAS-KILMAN CONFLICT MOOE INSTRUMENT 

• Directions: Circle the letter on each pair of sentences which best 
describes your ~ react ions. 

When I am in a conflict situation: 

1 . A There are times when I let others take responsibility for solving 
the problem. 

B. Rather than negotiate the things on which we disagree, I try to 
stress those things upon which we both agree. 

2. A I try to find a compromise solution. 

B. I attempt to deal with everyone's concerns. 

3. A I am usually firm in pursuing my goals. 

B. I might try to soothe the other's feelings and preserve our 
relationship . 

• 4. A I try to find a compromise solution. 

B. I sometimes sacrifice my own wishes for the wishes of the other 
person. 

5. A I consistently seek the other's help in working out a solution. 

B. I try to do what is necessary to avoid useless tensions. 

6. A I try to avoid creating unpleasantness for myself. 

B. I try to win my position. 

7. A I try to postpone the issue until I have had some time to think it 
over. 

B. I give up some points in exchange for others. 

8. A I am usually firm in pursuing my goals . 

• B. I attempt to get all concerns and issues immediately out in the 
open. 



9 . A. I feel that differences are not always worth worrying about. • B. I make some effort to get my way. 

10. A. I am firm in pursuing my goals. 

B. I try to find a compromise solution. 

1 I. A. I attempt to get all concerns and issues immediately out in the 
open. 

B. I might try to soothe the other's feelings and preserve our 
relationship. 

12. A. I sometimes avoid talking positions which would create 
controversy. 

B. I will let the other have some of his/her positions if he/she lets 
me have some of mine . 

• 13. A. I propose a middle ground 

B. I press to get my points made. 

14. A. I tell him/her my ideas and ask him/her for his/hers. 

B. I try to show him/her the logic and benefits of my position. 

15. A. I might try to soothe the other's feelings and preserve our 
relationship. 

B. I try to do what is necessary to avoid tensions. 

16. A. I try not to hurt the other's feelings. 

B. I try to convince the other person of the merits of my position. 

17. A. I am usually firm in pursuing my goals. 

• B. I try to do what is necessary to avoid useless tensions . 



18. A. If it makes the other person happy, I might let him/her maintain • his/her views. 

B. I will let him/her have some of his/her positions if he/she lets 
me have some of mine. 

19. A. I attempt to get all concerns and issues immediately out in the 
open. 

B. I try to postpone the issue until I have had some time to think it 
over. 

20. A. I attempt to immediately work through our differences. 

B. I try to find a fair combination of gains and losses for both of us. 

21. A. In approaching negotiations, I try to be considerate of the other 
person's wishes. 

B . I always lean toward a direct discussion of the problem. • 22. A. I try to find a position that is intermediate between his/hers and 
mine. 

B. I assert my wishes. 

23. A. I am very often concerned with satisfying all our wishes. 

B. There are times when I let others take responsibility for solving 
the problem. 

24. A. If the other's position seems very important to him/her, I would 
try to meet his/her wishes. 

B. I try to get him/her to settle for a compromise. 

25. A. I try to show him/her the logic and benefits of my position. 

B. In approaching negotiations, I try to be considerate of the other 

• person's wishes . 



26. A. I propose a middle ground . • B. I am nearly always concerned with satisfying all our wishes. 

27. A. I sometimes avoid talking positions that would create 
controversy. 

B. If it makes the other person happy, I might let him/her maintain 
his/her views. 

28. A. I am usually firm in pursuing my goals. 

B. I usually seek the other's help in working out a solution. 

29. A. I propose a middle ground. 

B. I feel that differences are not always worth worrying about. 

30. A. I try not to hurt the other's feelings . 

• B. I always share the problem with the other person so that we can 
work it out. 

• 



SCORING THE THOMAS-KILMANN 

• CONFLICT MODE INSTRUMENT 

Circle the letters below which you circled on each item of the questionnaire. 

Competing· Collaborating Compromising Avoiding Accommodating 
(forcing) (problem solving) (sharing) (withdrawal) (smoothing) 

1. A B 

2. B A 

3. A B 

4. A B 

5. A B 

6. B A 

7. B A 

8. A B 

9. B A 

10. A B 

11. A B 

12 . B A 

• 13. B A 

14. B A 

15. B A 

16. B A 

17. A B 

18. B A 

19. A B 

20. A B 

21. B A 

22. B A 

23. A B 

24. B A 

25. A B 

26. B A 

27 A B 

28. A B 

29. A B 

30. B A 

• Total number of items circle in each column: 

Competing Collaborating Compromising Avoiding Accommodat mg 



Five Modes of Resolving Conflict 

• A. COMPETING (forcing) 

Uses: 1. When quick, decisive action is vital--e.g., emergencies. 

2. On important issues where unpopular courses of action need 
doing--e.g., cost cutting, enforcing unpopular rules, 
discip I ine. 

3. On issues vital to company welfare when you know you·re 
right. 

4. To protect yourself against people who take advantage of 
noncompetitive behavior. 

B. COLLABORATING (problem solving: working with) 

Uses: 1. To find a joint solution when both sets of concerns are too 
important to be compromised. 

• 2 . When your objective is to learn--e.g., testing your own 
views, understanding the views of others. 

3. To merge insights from people with different perspectives 
on a problem. 

4. To gain commitment by bringing together other·s concerns 
into a consensual decision. 

5. To work through hard feelings which have been interfering 
with an interpersonal relationship. 

C. COMPROMISING (sharing) 

Uses: 1. When goals are moderately important, but not worth the 
effort or potential disruption of more assertive ways of 
dealing. 

2. When two opponents with equal power are strongly 

• committed to mutually exclusive goals--as in 
labor-management bargaining. 

3. To achieve temporary settlements to complex issues. 



4 . To arrive at quick solutions under time pressure. • 5. As a bacl~up mode when colJaboration or competition fails 
to be successful. 

D. AVOIDING (withdrawing) 

Uses: I. When an issue is trivial, of only passing importance, or 
when other more important issues are pressing. 

2. When you see no chance of satisfying your concems--e.g., 
when you have low power or you are frustrated by 
something which would be very difficult to change 
(national policies, someone's personality structure, etc.) 

3. When the potential damage of confronting a conflict 
outweighs the benefits of its resolution. 

4. To let people cool down--to reduce tensions to a lower 
level and to regain calm . 

• 5. When gathering more information outweighs the advantage 
of an immediate decision. 

6. When others can resolve the conflict more effectively. 

E. ACCOMODATING (smoothing) 

Uses: I. When you realize that you are wrong--to allow a better 
position to be heard, to learn from others, and to show that 
you are reasonable. 

2. When the issue is much more important to the other person 
than to yourse I f--to satisfy the needs of others, and as a 
goodwill gesture to help maintain a cooperative 
relationship. 

3. To bui Id up social credits for later issues which are 
important to you . 

• 4. When continued competition would only damge your 
cause--when you are outmatched and losing. 
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5. When preserving harmony and avoiding disruption are 
especially important. 

6. To aid in the job development of people under you by 
allowing them to experiment and learn from their mistakes . 



• 
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MAKING A POSITIVE CONFRONTATION 

Confronting someone about something on which you disagree is never 
pleasant. However .. unless confHcts are faced and resolved, deterioration 
in a relationship usually results. Early warning signs that the conflict has 
,~one on too long are increased sarcasm, teasing, nit-picking, criticism .. 
yelling, avoidance, and stoney silences. 

Conflict can be both positive and negative. Positive conflict resolution is 
based on ideas, issues, values, and principles. Neqative efforts to resolve 
conflict usually centers on personalities. personality attacks. 
vindictiveness, and personal power struggles. 

A three-step process for positive conflict resolution is f:tS follows: 

1. Treat the other person with respect. 

2. Listen to U-,e other person until you "experience" his/her side of the 
issue. Listen to tt1e content of the other person's ideas, the meaning it 
trns for him/t·,er, 8nd the feelings he/she has at,out those ideas. 

3. ~;tate your vievv·s. nee,js, and feelings_. but do it this W8y: 

A. Be brief 
B. Avoid loaded ·.,.-.,..ords and plm:ises like "always" or''never." 
C. Avoid word~; U-1-=it accuse -=ind evalutite. 
D. Don't withholij irnport.ant inf orrnation or exagg8rate. 
E. Focus on the issue .. not on personalities or v·that h8ppened in lh8 

past. 
F. Use "I-Statements," rather than tilarning '\Jou" messages: 

l) a clear staternent of hovv· you feel. 
2) narning the behavior that has caused you to feel u-,at Wf:11~. 

3) why the behavior or event is upsetting. 

(ei<arnple - "I am upset that you didn't tell rne you were 
t,r1nging cornptiny home for dinner. I didn't feel I 
had enouqh food to qo around." instead of "You had ·- ·-
no right to tiring company home for dinner wiU-1out 
checking 1Nith rne first!") 
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Appendix A 
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Getting Physical Sends Out Messages 
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Getting physical sends out messages 
By Norma Peterson 
Special for USA TODAY 

At a corporate party, when 
Cordelia Anderson of Minne­
apolis greeted a male col­
league with a kiss and a hug, 
the man responded with a star· 
tled "Isn't your husband with 
you?" 

"Sure, my husband was with 
me," Anderson recalls. "I greet 
loo of people with kisses and 
bug.." 

The incident, however, illus­
trates how touch can be a pow­
erful - and sometimes confus­
ing - medium of communica­
tion. What une person "says" 
may not be what the other 
"bean.." 

"The meg;ages we convey 
with touch vary according to 
the timing and duration of our 
touches, as well as what we say 
when we touch someone," ex­
plains sociologist Elaine Yar­
borough of the University of 
Colorado, Boulder. She and 
communications professor 
Stanley Jones recently com­
pleted a study of the unspoken 
rules of touch. 

An innocuous touch on 
someone's band or arm can be 
misconstrued as a sexual move 
if we let it linger, Yarborough 
says. 

Or one touch too many may 
be taken as an intrusion. Art 
Martin, a Boston-area teacher, 
knows the irritation aggressive 
touch can cause. "At school 
open houses, the parents who 
do a lot of arm stroking and 
grasping are usually the ones 
who also have a lot of half. 
baked ideas about how my 
class should be run," he says. 

The language of touch, just 
like verbal language, comes 
more naturally to some of us. 

Those who are fluent in the 
language can spread a lot of 
good will, says caro1 Tomlin­
son-Keasey, a psychologist at 
the University of Caillomia at 
Riverside. 

"These people seem to know 
exactly the right moment to 
take you by the elbow, put their 
arms around you, or give you a 
supportive hug or pat on the 
back," she says. 

Scotty Cu~ a hair styl· 
ist in San Francisco, feels she is 
one of those fortunate folks. "I 
got a lot of touching from my 
family, and I like giving the 
same kind of support to oth­
ers." 

Cummings thinks her 

adroitness with touch may 
have dictated her choice of 
profession. Hair styling is one 
of the lines of work in which 
touching is "allowed." 

People who communicate 
effectively with touch are 
good, too, at responding to non­
verbal cues such as a wan 
smile that announces a little 
supportive touch would be wel· 
come, says Yarborough. We 
appreciate such sensitivity, she 
says, because in general, peo-

pie don't feel comfortable ask· 
ing to be touched. 

But they should, Tomlinson­
Keasey says. "Let's say you're 
having a marital squabble and 
you want to get past It You can 
really cut down the tension fast 
if you say, 'I'd like you to put 
your anns around me.' " 

People who are clumsy with 
touch often come from fam­
ilies in which touching is taboo, 
says psychotherapiSt Ander­
son. "These people are usually 

well-intentioned, but they're 
the ones who manage to stand 
too close or touch too abruptly 
or too intensely or at the wrong 
times. They make you feel 
very uncomfortable." 

Studies by psychiatrist Mark 
Hollender at the University of 
Pennsylvania at Philadelphia 
have shown even more dra­
matic consequences of low­
touch upbringings. Children 
who don't receive enough 
physical loving may grow up to 

shun contact or become "touch 
junkies," be found. Several pro­
miscuous women. for instance, 
told Hollender they 'Wied sex to 
entice men to hold them. 

Anthropologist Ashley Mon­
tagu has observed that "dill­
dren who are inadequately 
loved often become physically 
hostile as adults." They literal­
ly "rub people the wrong way." 

Most of us learn our touch 
habits from our families and 
their cultures, and some cul­
tures - Latin and some Mid­
dle Eastern. for instance - en­
courage touch more than otb· 
ers. But people from low-touch 
families aren't necessarily in­
adequately nurtured, empha· 
sizes Tomlinson-Keasey. 

"Verbal affection counts 
with children, too. Low-touch 
families can show their chil· 
dren a lot of caring and affir­
mation with verbal expres­
sion.'' 

But culture and family con­
ditioning aside, we all need 
touch and, one way or anOther, 
we get It, conclude Stone and 
Yarborough, who had their 
study participants keep daily 
track of their intentional and 
unintentional touches. 

On the days the subjects re­
ported few intentional touches, 
they reported high numbers of 
accidental touches, says Yar­
borough. 

"We concluded people S11Mk 
in touches lf they have to. They 
offer to help someone with 
packageS or admire someone's 
outfit or find other legitimate 
excuses for touching." 
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How touching works _as a status signal 
Do not touch. 
It's an unspoken busines. 

rule in the USA, experts say. 
Workers worry that if they 

touch colleagues, their ges­
tures may be misinterpreted 
as come-ons or es condescen­
sion. 

Their concern is under­
standable, suggests Brenda 
Major. associate professor at 
the State University of New 
York at Buffalo who has 
done research on touching. 
Her studies show that people 
do 8$ign significance to who 
touches whom. 

"I found that touchers are 

perceived by others as hav­
ing high status, recipients of 
touch are perceived as hav: 
ing low status," she reports. 
In fact, in one of Major's 
studies, her observers gave 
the highest status to touchers, 
the next highest status to peo­
ple who neither touched nor 
-were touched and the lowest 
status to touchees. 

Given these complex · si­
lent "rules," it's not surpris­
ing that much of the pin­
stripe crowd avoids the i$Ue 
by totally abstaining from 
touch. 

But that. too, can be unfor-

tunate. Major's studies also 
show that touchers are per­
ceived as warm, friendly, 
supportive people. 

Some business people 
have discovered that the 
right touch can increase 
prol!ts. . 

Barrie Stem, a supersales­
man of home furnishings In 
California. began to suspect a 
few years ago that his suc­
cess was due to his habit of 
gently touching customers' 
anns du.ring sales pitches. 

To test his theory, he divid­
ed his sales force Into two 
groups. Those In one group 

lightly touched the arms of 
customers, the other half did 
no · touching. The touchers 
dosed 8 of 10 sales, the ab­
stainers only 3 of 10, Stem 
discovered. 

But touch researcher 
Greg Risberg of Cllicago dis­
courages Introducing touch­
ing into bustnes. because "it 
fosters manipulative rather 
than authentic, caring 
touch," he says. 

Such touching also back· 
nres. warns Major. CUstom­
ers may resent having "the 
touch put on them," and take 
their busine$ elsewhere. 

• 
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USING FIVE VERBAL RESPONSES 

The following wos exerpted from o troining session looking ot response 
styles by Dr. Donold Homochek of Michigon Stole University in July, 1985, 
dunng field stoff troining to work with distressed form fomilies. 

S = Situotion 
ER = Evoluotive Response 
IR= Interpretive Response 
SR = Supportive Response 
PR = Probing Response 
UR = Understondi ng Response 

Tell you whot I'd like to hove you do .... let's see how this works. I would 
like ony of you to stote something to me which you feel .... you con invent, 
it doesn't hove to be o reol problem, but it's o problem. It con be the kind 
of thing thot ony form f omily person moy soy to you during your 
interaction with them ond whot 1·11 do is respond to it. Poy attention to 
your feelings; poy ottention to whot hoppens inside of you given the 
vori ous responses you wi 11 heor. 

AH right now, let's soy thot I'm a EMAT team person and I'm out there 
talking to form fomilies. 'what might you soy to me? I'll start with_. "How 
ore things going for you? (Door Opener)" 

S "The FHA won·t qive me o loon." 

ER "'well whot I think you should do is be more active in finding onother 
alternative." 

S "When is the government going to do something for us farmers'?" 

ER Tm not worried about whot the government's going to do becouse 
thot's o very Jorge bureoucrocy ond be more concerned with whot you con 
do right now." 

S I've been in business for 27 yeors .. ond I've never been broke." 

ER "Well I think thot's o course that you should continue on." (laughs) 1·m 
sorry. 

• S I had a farmer say the other day, "I don·t get any beer money." 

ER "If he's in financial trouble_. he probably shouldn't be drinking anyway. 
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S "My husband tells me to keep my nose out of the farming ond stick to 
what I know." 

ER "Well thot moy be good odvice; I think thot you should listen to him." 

S "Well, what's wrong with me? My crops hove foiled the last three 
years, we·re broke, and my husband's thinking about committing suicide." 

ER "Well, thot·s not something you have to be concerned obout. I think 
that getting all wropped up in foncies about your husband committing 
suicide moy be going too far. Let·s focus on what needs to be done with 
the form." 

S "I got so depressed after this last windstorm that I just feel like 
-.-volking right awoy from the 'Nhole thing." 

ER "Vou shouldn't feel depressed. Vou don't have to feel depressed. Being 
depressed is not going to do you any good. Looking for ways to solve the 
problem will do you much more good." 

Now just take o moment, so you don't lose trock of it. Perhops on your 
answer sheet jot down• 1 and a couple of adjectives that ,jescribe what 
you're feeling in relation to what you just heard. Just hirng on to that for a 
moment now. Hit me with some more. 

i; "When are those deadbeats in Washington going to wake up to the real 
problems?" 

IR "Vou think that because those guys in Washington aren't doing enough 
work that they're not standing behind you, and that this is what is causing 
your problem. I wonder if that's really the case." 

S "My children hove been roised with the thought of being on the form .. 
and now they're not going to have a farm." 

IR "Well, I think the reason you·re feeling that, because I know o little 
t,it about your family histor,J, is that you've always heard n,at kind of 
response from your dad vvhose constantly harped on ·11-1hat an awful thing it 
would be to be e1 failure. That isn·t the way you should feel." 

S "But .John's always wanted to farm. That's been his life." 

IR "I think the reason you·re saying that is because !JOtJ°ve always wanted 
to have a farm and have never rea 11 y faced that. Ori vi ng yourse 1 f for your 
son, to be what you·ve wanted him to be." 
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s "I hove no speciol skills_, oll I know is forming." 

IR "Vou know I think the reoson you're thinking olong those lines is thot 
you·re looking for on eosy woy out, rot her thon f ocing the problem. Vou·re 
acting os if there's no other skill ovoiloble to you." 

S "If we could just get o decent price we could stoy in business." 

IR "Well I think thot probobly you're hoping for some kind of windf oll to 
solvoge .... Let's foce it, it moy hove been bod judgement on your port to 
begin with ond thot's where we hove to begin .... with the judgements thot 
you mode obout whot the form ond when." 

S "I hove a question about your answer just now. Vou were telling him 
thot it wos just bod judgement to begin with. Well, if the former is 
feeling depressed, wouldn't that moke him feel more depressed? Should 
there be that you come around ond say well, maybe it wos bad judgement 
but that's hindsight." 

IR "I think the reoson you're suggesting I've used bod judgement, it's 
possibly o woy of looking ot my responses ond not looking ot your own 
mode of interoction, which could be a woy of ovoiding deeper insights into 
whot you soy to people, by looking ot whot I soy to people." 

.Just jot down "'2 ond 'Nrite down several odjectives thot you would 
associate with this lost series of interactions I've had with people. 'whot 
od j ect i ves best describe that? 

Let's try again now. Some more problem statements. Pay close attention 
to tiour own feelings. Yes? 

S "I don't hove enough time for this." 

SR "Oh I think that you'll find that particularly during these summer 
months there's going to plenty of time. Look ot the bright side." 

S "My father doesn't listen to ony of my ideas." 

SR "Give him a chance. I think thot he wants this to be over with too. 
He'll come oround." 

• S "A ·,v·oman·s place is in the home. She's not going to have an outside 
job." 
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SR "A lot of people do feel like a ·vvoman·s place is in the home. I knovv· 
that's true_. I hear that a lot." 

S "I'm kind of tired of listeing to tiou. I think the reoson I'm in this 
situation is becouse I expanded and you guys told me to. I don't know 
whether I want to believe anything !JOU soy now or not." 

SR "You know things are going to get better, things will get better. Just 
hong in there, don't give up." 

S "Our farm's been in our family for three generat i ans, how con I I et it 
go?" 

SR "Boy, don't let it go, hang on to it. I think down the road you're going 
to see the sun rise ogoin. Right now there ore o lot of clouds. Stoy with 
it." 

S "I know I missed the last two ,~ear's payments of Federal Lond Bank, 
but if PCA comes through with the $100,000 1 oon, I know next year will be 
better." 

• SP "OK. keep hoping." 

S "The forrn tiw m~u .. , 1ost everything, and there wosn·t any insurance on 
it." 

SR "You know, I've lost things myself; it's really hard. It will get better. 
I can only tell you, you·re at the bottom, but it's going to get better. You 
have nowhere to go but up." 

s "My husband is so depressed he sleeps oil afternoon, everiddoy." 

SR "Look ot it this woy: At leost when he's depressed he gets some sleep. 
He's going to hove o more up attitude. I'd hong in there with it." 

S "My husbond works such long hours ond the children hordly know their 
Dod." 

SR "I think it's hard when the kids don·t know their Dod. They'll come to 
know him though, give them time." 

• Again, write down a couple of ad_iectives. Try and describe your feelings 
now about the interactions that have gone on. How were you affected by 
that? O.K., try me again. Pay close attention to the first three responses 
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and then to the next three responses, so there's reolly two ports to this. 
So hit me with some more problem statements . 

S "My kids ore hoving heodoches ond not doing so well in school." 

PR "Well, why do you think they're not doing so well?" 

s 'Tm 55 years old and I've seen the fruits of my lobor my whole IHe. 
Now I'm going down the droin." 

PR "Why do you feel so depressed obout thot?" 

s "My husband used to moke oil the farm decisions and I wos very 
supportive of him ond he left two yeors ogo. I have two sons thot ore 
undependoble ond the third one thot forms is on olcoholic." 

PR "Well, why did your husband leave? I wonder why your sons turned to 
drink like thot?" 

Now poy ottention to the next three responses. In f oct, you might just jot 
down ot leost one odjective. O.K., try o couple mer? ,r0blem stetements . 

S "It's been dry, I need o good year." 

PR "\A/hat kind of pion do you hove to make it a better year thon you hod 
last year·?" 

S "It's getting embarrassing to walk downtown." 

PR "How do you feel when you meet some of the folks that you've know 
for a long period of time, what happens to you?" 

5 "My kids wont some designer jeons ond designer clothes, ond I just 
con·t off ord thot onymore. We just use hond-me-downs." 

PR "I wonder what we con do to figure out how at I east some of their 
needs might be met for some new clothes." 

Once egain, write down a couple of adjectives that describe how those 
~ . 

interoctions have affected you. OK., we're going to do this once more. 

Again, pay attention to vvhat happens inside you. So let's hear some more 
problem statements, the kind that you were confronted with out in the 
field there. 



S "My dad who has no reason to say he doesn·t care about us. A 11 he 
• cares ebout is the form, end he's going down the tubes anyway." 

• 
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UR "It reolly mokes you frustroted when you put in so much effort ond its 
hord to see thot there·s ony motivation hanging in there after so much hos 
gone down the droin, os you soy." 

S UMy son's coming home from college in o month ond he wonts to form 
ond I've olwoys told him he'd be oble to, but now it doesn't seem the form 
con support another f omi 1 y ... 

UR "Vou·ve hod so mony dreoms about your boy working with you ond 
you·re beginning to wonder whether it's such fl good idefl to include him in 
the form becouse there's such o risk involved now." 

S "When I went to PCA in February they indicated to me thot there 
would be no problem rescheduling my loons. They've tolked obout it for the 
lost 60 doys, now they·ve decided tlley don't wont to lend me ony money of. 
oll. Whot do I do now? 

UR "Here you've put o lot ot stoke getting this extro money, so ,~ou could 
poy off some loons and, now thot this is happening, 1~01.J're really feeling 
frustroted ond ot your wits end about knowing 1Nhot to do." 

S "I'd like to shoot that John at PCA." 

UR "Sometimes you get so angry at that guy at the loan office, you'd 
really like to harm him, wouldn't you? Vou·re very angry at him." 

S "When I take my corn to the e I evator this f o 11, 1 ·11 go broke." 

UR "When you think obout going broke, thot·s o very despo1ring feeling 
isn't it?" 

S "I don't understand why they won't lend me that money" 

u,.-, .:iu, netl mes you don·t understand .... in th1 s case ·vvhy the1/re not going 
to 1 en,j you money reo 11 y is a fee 1 i ng of despair, i sn·t it? You wont to 
know. There·s got to be o ret:Json. You're searching for it, ond there doesn't 
seem to be a good one, does there?" 
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s "There·s no way I'm going to send my kids to public school." 

UR "You really feel pretty angry about whot moy go on in public school, is 
thot it?" 

S "I believe m!,1 lender has it in for me." 

UR "When you feel someone's not on your side, it really is difficult to 
hove hope." 

'•r/rite down a couple of adjectives again. \A/hat was the effect of those 
short interactions on you? I think what I'd like to have you do for about 5 
or 6 minues in your groups, you've got these adjectives in front of you 1 
thru 5. Talk to each other a little bH about what you have down. See what 
kind of correspondance, if any, you litiv~ of crossed adjectives. See what 
kind of agreement there is. Then we'll come back and debrief this. {Group 
interaction) . 

May I have qour attention? Now let's see if we can be more specific about 
~ ·-

what's happened and why you feel like you do. 'what 'dOU see up here and 
you will have in hand shortly are explanations of each of these possible 
r-esponse styles, so don't worry about trying to take notes because they're 
really taken for you. 'what you have here are 5 of the most frequently and 
commonly used ways that people respond to each other_, so research has 
told us. 

Carl Rogers some years ago, as a graduate student, interviewed a lari~e 
number of people and kept track of how they respon,jed to each other and 
was able to identify 5 ma_ior categories. There were some others but the•d 
were so different they didn't fit into any particular categor:i cind they 
were used so infrequently as to not stand out by themselves. Now_, what's 
interesting about this, among other things. is that what you're looking at 
is the frequency in which these are most often used. What I did with you 
in responding to the problem statements you gave me was to go down the 
list from top to bottom (E-->1-->S-->P-->U-->) which is exactly the wrong 
way to do things. When I want to start a rel8tionship with someone_. what 
I want to convey to that person is that I'm with them, I'm listening and so 
forth. Thus, I should start from the bottom and move to the top 
(U-->P-->S--> 1-->E--> ). 
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Another interesting outcome of this study wos thot if people, if a person 
uses ony one of these response sty! es os 1 it t1 e os f arty percent of the 
time, others will heor thot person using thot response style olmost o 
hundred percent of the time. 'v'ou con only use it forty percent, but others 
will hear you using it a hundred percent. Don't forget, if you're using any 
one of these forty percent of the time thot meons the remoining sixty 
percent hove to be dispersed over the remaining four. Thot's why that 
forty percent hos such power in terms of whot people heor. 

So when this training is all done and over with, hopefully you will hove 
some sensitivity to the response style thot you moy be ottrocted to 
without even knowing thot you're ottrocted to it. For example, toke "1, 
and we could begin to poss these out now, so thot you will hove in htrnd on 
explanotion of eoch of these response styles ond o generol rule thot grows 
out of thot (referring to hondout coiled "Woys for lnterocting"). 

Evoluating ond odvising, it's probobly the thing that one would leost wont 
to do during the early moments of fl, r,lfltionship. Why? well, what were 
some of your adjectives in response to " 1? w'hot did you hove down? 
Shore them ot rondom. Let me heor some . 

Don't care 
No empathy 
.Judgmento 1 
Matter of fact 
Frustroted 
Simplistic 
Cold 
Detached 
E,m<ed in 

Do ony of you hove more fovoroble odjectives ossocioted with this? 

Nie words, no help. 

\·veil, what I'm hearing from you folks is exactly what research tells us. 
And that is when people feel like they're being evaluated and they're being 
advised about something thot·s very person1:1l to them, it tends to turn 
them off . 
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•2. lnterpret.i-r ~-.-4 1nalyzrng: that's the second most frequently used 
response that human beings use in conversing with each other. The intent 
of this particular response 1s to tell the other person what he or she really 
thinks. Hence, it's interpretive. How do people feel when they feel like 
they·re being interpreted? Whot did you put down for your adjectives in 
•2? 

Concern 
Know it oil 
Eosy answers 
Interested 
.Judgmenta I 
lndHf erent 

Hovv· do you feel ·v·v·hen someone is judging you or being judgmental? 

Not very good 
Defensive 
Uncomf ortob 1 e 

Thot·s wh!,L in fact, some people are o little uncomfortoble with 
compliments. 'r'ou know how some folks get o little embarrassed, with 
that innocent_. toe-,jigging behavior. 'when you break it down, what is a 
compliment? It is a judgement. In this case it's a positive judgement, but 
there's always on 1.Jnconscious, perhaps not so unconscious .. lurking sense 
that if you con tell me that how I look is good, that what I'm wearing is 
fine, you can also tell me that how I look is awful, what I'm wearing is not 
so good. And that's why, for some folks, compliments ore difficult to take. 
It's a judgement. Better when you give a compliment to invite some short 
response. Like for exomple, "Hey, that's o very ottroctive hairdo." That 
might cause the person to fee 1 uncomf ortob I e. On the other hand, "That's a 
very ottroctive hairdo; where'd you get it?" invites a response. "It's o 
very attractive hairdo; how did you decide on thot one?" Invite o little 
dialogue. 

Keep in mind that none of these responses, we con soy, ore bod responses. 
It's more o question of when they ore oppropri ote and when they ore 
inappropriate. There ore perfectly good times to do this or tr ,jo this. 

Supporting and reassuring responses. This is essent i a 11 y an effort on our 
part to tell the other person things aren't so bad after all. Things wil get 
better. Don't worry so much. It hos the effect, however, of reducing that 
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person·s concern at this moment in time. Maybe it seems as if it's not as 
serious as the person may feel it is, so rather than feeling supported thet 
moy moke the person feel like there's nothing more to soy becouse you're 
not. reolly listening. \"l'hot did you put down for your odjectives? 

Encourage 
False hope 
Optimistic 
Turned off 
Potronized 
Unreol 
Unbelievoble 

We 11 you can see the range of responses. They range a II the way from 
optimistic and hopeful to, "It's a turn off". It depends nov,1 on what the 
person hears, but for the most port I'm hearing more adjectives thf.lt say 
it's not very helpful. 

How about •4 here? './ou hod two le.vr>ls. With o probing and questioning 
response as ,~ou say there you·ve got either the open question or the closed 
question. The c 1 osed question typi cfl 11 y asks for fl yes or no response, for 
e)<ample, do you pion to do something about your form financing'? 

'vvh1~ questions typi co 11 y invite defensive responses, becouse they demond 
reflsonoble, rfltionol answers flnd sometimes at thflt moment there is no 
reesonable, rotioMI answer i:,nd, more than that .. sometimes a person feels 
t~mt I don't wont to be ref!sonable right nm,v; I wont to be irri:,tioMl, I want 
to be angry, I want to feel all the things I feel and don·t force me into this 
mode! 'wh1:1t did you put down for 4a? What were your 1:1d_1ectives·1 

Cross-exom1ne 
Invest i got i ng 
Communi cot ion stopper 
ClorHicotion 
Blame yourself 

Novv· the second part, 4b, those were questions which I tried to make more 
open-ended questions. 'w'h1:1t were your adjectives to those? 

Pressure 
Define problem 
Sincere 
Interested 
Contructi ve 
Concerned 
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See how the adjectives tend to differ when there·s a more open-ended 
question osked? How rnn we do it? Whot con we do to resolve it? Whot 
and how questions are for 1 ess apt to orouse defensive responses. They 
get people looking at options. They don't feel they have to exploin 
something. Rother, they hove to think obout what other woys there might 
be to approoch the problem. 

Finolly, the Understonding or porophrosing response. This is on effort now. 
It's the most difficult, but it's olso the most effective. t l ta11.1::::. the most 
proctice, ond it's simply an effort now to put into your own words whot 
you heord thot person soying, which is o very powerful woy of 
communicating to that other porty thot you hove listened. In f oct, you 
hove listened so well, thot you·re oble to rephrose it. 

Now there's two things essentially you cf:tn listen to in f:t messf:tge. You can 
listen to its content; thot·s obvious. Or you con listen to_. simultaneousl1J, 
the feeling. So every messoge hos bvo ports. The rnr:tF>nt ot one level ond 
the feelings ot onother level. So wt1fJt we try to do with on understanding 
response is to poy ottention to both levels of the me~;soge. "My crop is 
foiling; I'm going to go bankrupt!" Vou·re reolly frustrated ot the 
possibility of going under n,at's o kind of hopeless reeling, isn't it? How 
different thot is os opposed to, "Oh, don't worn-1 l:lbout thot so much, 
becf:tuse I think we rnn do something obout it." Maybe you can do somethin!~ 
about it, but what's important right now is to stort where the,t person is. 
rnther than where you ore. 'where is thot person? There's o lot of 
non-verbal and certainly verbol clues. The anxiety in the voice, the facial 
tension, the body posture, the raised voice, the sometimes obvious teors, 
a 11 signs of there being high emot i ono I i mput. \'Y'hen you can respond at 
thot level, os many of you .. I know, must during this time of crisis. 

Speaking of crisis, I heord on my way over here this morning thot on 
channel 4 this afternoon there's o special news program at 4:00 on why 
something like two or three farmers are going under. So, it's getting a lot 
of attention. So you·re foced with farming folks out there who ore 
confronted with severe economic l:lnd persona 1 crisis and to know thot 
they·re listened to, thot you·re heoring them ot this moment, without 
feeling, ond this is so important, thot you have to ,jo something about it at 
th1 s moment. 

If I as a psychologist ·v·v·orking ·v·v·ith a client felt that everytime a client 

cried before my very eyes, fell apart before my very ears, I had to resolve 
it st that very moment I'm afraid I'd have to quit my work. The best I con 
do for that person is be there for him, with her, without judgement flt that 
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time. Allow the individual to hove oil the feelings that ore there_; oll the 
onger, oll the despair, oll the sodness ond just be there. It must be hord. I 
felt like thot myself. 'r'ou·re reolly down os for os you con go right no'N It 
seems to you that there is no tomorrow, ond that's exactly what folks like 
that ore feeling ond thot's exactly what they need to hear in that moment 
in time. 

Someone who simply occepts whot they're feeling, without tryrng to 
interpret it ond try to tell them why they're reolly feeling thot woy, 
without evoluoting it. ond who refuses to tell them what they should do or 
whot to do, without giving them phony support--things will be oll right. 
Things are not oil right ot the moment it's happening. If you con simply 
accept that without feeling thot you hove to do mojor psychologicol 
surgery, it will be Yery, very helpful just to be potient ond to ollow the 
feelings to emerge ond to use os much in the woy of understanding ond 
poraphrosing responses os possible. What did you have for your adjectives 
down here on •5? (Understonding rec-nnnse) 

octive listening 
reossuring 

Reossuring. How wos it reossunng to you? Could you reconstruct thot in 
your mind? 

Becouse I felt that they understood my problems ond they were nght there 
with me. I ,jidn't feel neorly so frustoted os I hod in the beginning . 
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