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‘Purpbses and Objectives .0f the Workshdp N -

.

* The¢ major purposge of an interpersonal communications werkshop is to .
. *~ . - '

N -
providé parcicipants the opportunity to aCQu%ge knowledge and to practice

,6kills related to: ' . o ' )
N -,
* _Fage-to-face communication .
- , N - B
L . c
One's.own unique style of communicating '
. -4
,Group.and organizational factors whicﬁ'afﬁéet’that commuenication
Continued improvement of one's communicition skills . .
o > . .
* Y

Innovations and changés in librgiy functions and roles.increased the

- Y

need for coliébor@;ion at all levels. In the traditional coucept:uf;‘——" -

- . . » ) . - »
Libraries, wany librarians have carried out theif roles in relative,
/ - ) ' . ; .
isolation. wow, in a search -for change and relevance, educators in

-

general and librarians specifically are congenfied that effectiée use of

library resources not ber curtailed due to issues of influence, polarized
N - il L] S

conflict ana ineffective co?munication. Increased*interpersdﬁal

communications skills of library personnel will reduce at least one

* -

! L * e ) "‘ . 1
* hindrance to local improvement efforts., ’ .
L] N -

il

‘The theory and practice sessions are designed to be used in sequence
. : n

o

- ?
and have a cumulative effett. Later sessions depend upon the skills gained -

) . v .
and data.generated in previous activities; so atteudance throughout the
» 4 * " .

] - .
workshop is essential. The sequence of agtivities will provide three kinds

L3

: e, . . .
of learning., Participants will become more-:clear concerning things to

N . M 4 .
knuow about lnterpersonal cbgygnlcations. He practices alternative ways

- = kS

to do things in interpersonal communications, and he becomés,able to

recognize and develop nis own personal stxr& of.commuui%ating with others.

-

‘
. -
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- .y A
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* INTRODUCTION- TO INTERPERSONAL COMMUNICATIONS -

a

. % fb).

This series of exercises presents some basic thinos to _know about ‘
1nterpersona1 communications. It-is assumed you may already be somewhat
fannllar w1th many of these things. Even though we are-all 1nvolved 1n
these th1ngs when we, commun1cate with others, most of us don't give them-
"much attention. These exercises attempt to bring them more clear]y into

awareness SO that you, as an individual,”can work at improving ygur

skills in.communicating. * ’

r

Improving sk1]]s of commun1cat1ng goes beyond s1mp1y becom1ng more
c]ear about what you know Therefore, each exercise 1nc1udes opportun1t1es
. to practice the behav1ors which aré described, to learn wa}s tto recognize
these behau1ors, and to ga1n "1’eedban:k'l from your partners about the ways
. yOu use these behav1ors The emphas1s bf these exerc1ses is on learning
to commun1cate more effectively as opposed to know1ng about commun1cat1on.

Many sk1lls in 1nterpersona] communications involve the personai sty]e,

(3

of ,the 1nd1v1dua1 For example paraphrasvng involves stating what you

heard someone say, then checking with him to be sure you understand what

L]

_ he meant by it. The exact behavior you use to do, thjs checkina will

L~ ]
depend on your personal style. The important questions are whether you

~
are clear about the ways you commun1cat° and whether you are aware of the

£l L]

1mpact of your personal style of—commun1cat1ng
In short, thi~ series of exercises attempts to provide three kinds
-of<opportunity: (1) To become more clear ahout things you know about

L3
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1hterpersona1 commun1cat10ns, {2) To practice spec1f}c skills of

1nterpersona1 commun1cat1on, (3) To' recognize more clearly your parsonal

style of 1nterpensona1 commun1cat1ons




THE INTERPERSONAL GAP
“John L. Wallen

. Yoﬁ cannot have_your own way all the time Your best intentions wi{l ’
sometnmes end in d1saster while, at other’ "times, you will receive credit
for des1rab1e outcomes you. didn't intend. In short, nhat you accomplish 1is
ot -always what you hoped

The most basic and recurring problem in social life 1s the relat1on

between what you intend and the effect of your actions on others. The key
a2

terms we use in attempting to make sense of 1ﬂ!erpersona1 relations are
» .

r

“intentions“, "actions" and "effect“. "Iriterpersonal gap" refers to the

L3

'degree of congruence between oOne person s intentions and the effect produced
in the other. If the effect is what was 1ntended, the gap has been br1dged.
" If the effect is the opposite of what was intended, the gap has become

greater. - .

¥

tet us look more closely at the three terms.

. The word "intentions" means the wishes, wants, hopes, desires, fears

s :' ’ * ’ . ’
that give rise to actions. Underlying motives.of which you may be unaware

are not be1ng referred to

L}

"It is a fact that peop]a may sdy after an action has produced some
result, "That wasn t‘nhat I meant'to do. That outcome wasn't what 1
inténded." Oi. "Yes, that's what I hoped would happen." We look at the
social outcome and decide.whether;it“is what we intendedl Appanently, we -y
can compare what wefwished to.happen with the outcome and determine

whether they match.

Flere are some examples of interpersonal intentions.

"I want him to Tike me.

"I want him to obey me. .

“I want him to rezlize that 1 know a great deal about this subject."
"I don't want her to know that I am angny w1th her."

"I don't want to talk with him." y

"I wish he woqu tell me what to.do.' :




Intentions may also be mixed.

"I want him to know I like him, buc I don t want to be
embarrassed " .

"{ want him to tell me-I'm doing a good job but I don't want to
ask for -it." ’ ’

"I would like him to know how angry it makes me when he does
that but I don't want to lose his grlendship.

-

Intentions are‘prlvace and are known d1recc1y only ‘to the one who

z [

experiences them. 1 know my own-intentions, but I must infer yours.
: - -, . -
. You know Your owyn intentions, but Youwmust infer mine, '

L] -
.

"Effect" refers to a person's ipner response to the actions of
o ' : )

another. We may describe the other's effect by onenly.staciqg what

. ‘ - . e
_feelings are aroused by his actions. However, we are ofthn ﬁnaware-of,

our feelings as Feelings. When this happehs our feelings influenee

how we see the other and we label him or his actions in a uay tha; N

expresses our feelings even though we may be unaware of them. -

A's Accions . Effect it B How B:may talk about the

"

. o effect-of A's Actions.

L - .

A lectures to B... ' - Describing his feelings:

A interrapts B, o V] B feels hurc, ___"Wheq & acts like chat I

Does A not respond t . | put down, fnpry | ~ feel inferior and I o

B's comments resent feeling this way."
u . -\' . . s »
] i Expressing his ‘feelings

. by labeling A: "A is

smug and arrogant.”

-

Here are some other examples showin{ilnithe same effeet.may be -
. talked about as a description of oune's own Yeeling-or by labeling the

L

other as 4n indirect way of expressing one's feeling.

v

. I —



. ) _I::Describing feelings: “vhat he did makes me feel angry with fim, "
. : _ o

Expressing feélings -, .- o d/,f‘:f )
by labeling ¢cher: "Ne's self-centered. He wapted to hurt me."

. —_— >
-
o . .

pher

-
-

Describing feelings: "What he jusf’aid makes me Feel closer
' . « ,and more friendly towards him."

.
- A . . v

Expressing feelings . ]
by labeling other: “lie's certainly.a warm, understanding
Y : pgrson." .o

-’ . N 4 A L) : »
escribing feelings: 'When fe acLs like that 1 feel embarrassed
. and ill -ar-ease."

L3

Expressing feelings . -
by labeling other: "He's erude and disgusting." i

* . o -

- = - N "~ - =
Ih-contrast to intarpersonal intentions and effeciLs which are private,

L3
.

actions are public and observable. -Thcf may be verbal ("good morning!")”
! 1 . . . . . .
or nonvetbal (looking away when.passing another), brief (a ‘touch on
- . L] "
the shoulder) or extended (taking a person out to dinner).

Interpersonal actions aré communicatiye. They includg¢ actempts by

I - . . '

the sender to convey a mesSage, wnether or not it is received. as well as , .

actions that the receiver responds to as messages, wherher or not the ;

: . - -
'

sender intended them that way.

L3

Here is*a schematic Summary of the.interpersonal gap.

A's privace ) ‘A's privace
intentions - observza. 'e - effeces in
i ' actiong : B

& -

‘. [} ' . -
; The interpersonal gap, thus, contains two transformations. These

1
! * .

. i{ . ]
sSteps are referred to as coding and decoding operations. A's actions
R : )
qfe a coded expression.of his inner state. B's inner response 1s a .

. K%esulc of cthe way he decpdes A’s actions. - If B dQCOdES\A'SIbehaViOI in

- =

the effﬁcc he intended.
o ‘ ' 5

« , the same way that A has coded it, A will have produced

-




To be*speCific. let's imagine chac Y:feel warm and fri endly coward
3

you. I pat you on the showlder. T'ne pat, thus, is.an action code for my

friendly feeling. You decode this, however. as an act of condescension. -

The effecc of my behavior, chen 1s chac you feel puc down, inferior and

e LY K

.annoyed Wwicth me. My syscem of coding does not match your sSystem of

decoding an@‘che'ihcerparsoﬁal gép, consequently, is difficulc to bridge.

We can now dray .a more comilece plcture of the interpersonal gap
% LY i . - . o ‘
as followg.

LI

e

A's JA's . Effect
Incencions . Actions . on B.

Y

Private, . . .Public; o Private, t
. knowm to observable = known to,
A dnly’ B only

¢ . .

]
Sysﬁgm of

Encoding
Must be . . ' © Must be
inferred, - . ' inferred
by B ) @y A
“ . . )

You may be unaware of the ways you code your intentions and decode

ochérs’ actions. In facc, you may have been unavaré that you do. One

of* the important objeccives of chis study of incerpersonal relations

‘is to hglp fou become aware of the silent aSSumpcions that influence '

how you code and decode.

.

If you are aware of yoﬁr encoding operation, you can accurqpely“

describe how Xou typically act when you feel angry, affectionate,

chreaqened. uneasy, etc. '




- -
-

.

lIf you are aware of‘your method of decodipg behavior of others, you

can describgy accurately .the kinds of distortions or misreadiggs of others
F . . )
you, Lypically make. Sor. people, for example, respond to gestures Qf

affection as if théy were attempts to 11m'it their autonomy . Some'respond

. [ -

to offers‘ of help as if they were being put down, Some misread enthusiasa

- - -
- . -

ds .anger. . . . )
) * X . ' -
. Because differ_ent people use Aif ferent Leodes, actions ‘have no unique
’ i ™

_aud Konstant meanilig. but are mterchaqgéable. As the diagra.m belou

»
-

shows. an act:.on l?ay express d:.';fferent. mtentions, the- same intentioq may

give rise to dfffprent actions, ¢gifferent actions may_ produce’the same

i - - LY

- . ’ *
~effect. and different effects may be produced by the same kind of*action.

. " T i

Ine same 1ntention may be expressed By di-ff‘eretQ actions.

o

ket toi ‘ v Actions

lo <how affection = Take them out to. dinner
; - -
------"--a Buy them a gifr

- Show 1nterest in what they .say

*———---Do": t inferrupt-them when they are bus}-
ap * “preoccupied

L

»

+
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Tg
To
To

To

To impress .the other-+—--

T

-

~ . The same action may lead to <'!1f!:'74'ent effects. _

Action C - - . Effects )
Y

A takes B oot to dimper ————--—l""B feels uneas;, th:r.nks, " wonder

. what A reallbwancs of me?"

L]

- -~ = ~-~-B enjoys :u:, thinks, "A really
likes me. .
= = —~ =B feels scornful, l:hinks, "A is
l:rymg to impress me." ’

-~-p=3} feels uncomfortable,- ashamed;
- cthinks, "I never did amything
like chis for A*

.
"

Different actions may lead to the same effect.

Actions . * ., © Efféect

—

A tells B he showed B's‘report to-m - B feels proud, happy; thinks,
top administration . "A recognizes my competence
) and ablllty.
tells B he has been doing an—-
excellel;ll: job

asks B for advice
Y .
raise - - — — — )

3 l

It should be obvmu‘s that when you and I interact, each of us views

gives B al

 his own and the OLher'S actions in a different frame of reference. Each
LY r L4

- L 'y
of us sees his own actions in the light of hls own incentions, but we see

’

'8

i




[ 3

1 .

Ehe other's actiqﬁs in the light of the ‘effect they have on us, This is
. r . 1 ]

. ]

the principle of parcial_;ﬁformacian--éach party to an interaction has

. .
* .

different and partial informatiom abou't the incerpegsonal g2p.

Ll
Ll

Bridg ing the interpersonal gap requlres that each person understand
N how the other sees che interacrion. " =

.
"

Examplé: .

L]
-

_ Jane ,hadn't seen Tom Laird sipce they taught together at Brookwood
School.. When she found that she would be attending a conference
in Tom's city she wrote to ask if she could visit him, Tom and
his wife, Marge, whom .Jane had never met, inwvited her Lo stay with

~ them for the three days of the Jonference.
After dinner the first night Jane was the one who suggested that they
clean up the dlthS so they could settle down for an eyeninp of talk.
She was feeling warm and friendly ta both of _the Lairds and so
grateful for theit hospitality thac she wanted to show them in some
way. As she began carrying the dishes to the kitchea. Marge and
Tom 4t first protested but when she continued cleaning up they -
began to nelp. In thegkitchen, Jane took over only allowing targe
and,Tom to help in little ways and to tell her where to find or
store thlngs

k]

PR . . . ’ ;
When they had finished in the kitchen, fane commented, "There now,
that didn't take long and everything's -spic and span." Marge
responded, "It was’very helpful of you. Thank you." !

Whern Tom and Marge were preparing for bed later that eveming, Tom
was startled -to hear Marge burst out with, 'l was sS humiliated.
1 just resent her so much I can hardly staud i, "

- I

"You meah Jana? What did she do that upset you so?"

-~

. "The way she took over. She's cgrtainiy a pushy, dominating person,
To come into my home as a visitor and then the moment dinner is over
organize the whole cleanup -It's easy to tell that she thinks I¥'m
not a very good housekeeper. At first I felt inadé€quate and" then 1
felt angry. 1I'll .keep house any way I like. Who is shé to show
me up? After all she' s 8 ‘guest dnd you'd think she' d be grateful
for our putting her up. .

- »
-

* "Aw, c'mon, Marge, Jane was juac trying to be helpful." ™~
"Well, #t wasn't helpful. It was hum -iating. It's going to be
hard for me to be nice to her for three days."




The following js a‘didgram of the interpersonal gap for the interaction .

.
o5 W ow

between Jane and Marge. ° .

]
-
-

N
-

JANE " MARGE

> - * & .
Jane's intention: Effect on Marge: "I
"I want them té know\ ‘/lane ipitiates an feel inadequate. 1
1 like them and am organizes kitchen resent her."

grateful tdb them." | leanup.

a1
Marge's inference
about Jane and Jane's
inteations. 'She's
. pushy. She looks down
- $ . ‘ on my housekeeping.”
Jane's infhrcncq\ . . - . ' —
about the effect on Marge said, "Thank Marge's intention: "1
Marge: “She knows-1./ ybu. It was helpfu don't want her tp know
an grateful. She of vou." 1 feel inqﬁeﬁuaﬁi and
appreciates my , "\that I resent fier.”
gesture.” - o .
~ 0% W , : .
Note the gap between Jane's intention and Marpe's inference about '

' Jane's‘intention. They dornot match.. In fact, they are almost opposSites.

* a »

Note the gap between the effect of Jane's action en Marge and Jane's

- 1

inference about'the effect on Marge. Again they ate almost opposite.

» * .- f"“

However, within &ach person the situvation is balanced, Jand's

-

. i . s 4 . -
intention is congruent with the effect she believeswoccurred™in Marge.
L 4 .

Likewisc, the inferences Marge makes about Jane fit with her feelings as

= -

a result of"Jane's actiomn. , y '

. Lhe action code that Jane used to convey her friendly .feelings was,

~

L . .
»

decoded quite aifferdntly by Marge. . : .

Wiy ﬂid-Margc tell Jane she had beep hclpfq} if she really

n
.

resented it?
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PARAPHRASING - -
. A Basic Comqpnication Skill ‘for
Improving Intefpersonal Relatlonshlps

The Prohleg

« Tell somebody YOUf phone number and he will usually repeat it

-

L]
-

t? make sure he heard it correctly- However, if you make a comprEgzed

-
4+« ¢ ’
LY

statement,«moét people will express agreenent or dlsagreemﬂnt aithout

trying to ‘insure that they are-responding tc what you inténded. Most
- - ’ * " o - -

people seem to assume that what they understand from a statement is

what the other intended. ¢ ,

How do you check to make sure that you understand another person's

.
3

ideas, information or suggestions as he intended them? Héw do you

know his'mem;rk means’ the same to you as it does teo him? a
c-
Of course, you'can get the other pérsop to clarify his remark
d . /
bﬂ asking, "What do® you mean?" or, "Tell ge mope." or by saying, "I

Y

.don't understand.” However, after he has elaborated, you still face—

- I

the same question,'"AH I understanding his idea as he intended it to be

£

uriderstood?"” Your feeling of certéintx‘is'no evidence that you do in

) ’
fact understand.

If you state in your own way what his remark conveys to you, the

L

other can begin Fo_determine whether his messagé is coning tﬁrough as
he intended. Then, if he thinks y&u misunderstand, he, can Sﬁb?k
directly to the specific misunderstanding you have revealed: The term
PARAPHRASE can be used for ANY M’AAS gF SHOWING THE OTHER "PERSON WHAT

HIS IDEA OR SUGuESTION MEANS TO YOU. ' .t

w




~ Paraphrasing, then, 1s any way of revealing your underetanding

b >

¥

f tHe other persor’s comment in order to, test your “understanding.

An additi?nal benefit of paraphrasing is that it lets the other

know that you are interested in him. It is evidence that you do want to
‘ " e ey - )

T

understand what he means. ) Yy ) .

. .

“1f you can satisfy the gther that you really do understand his .

poiht, he:will probably be more willing to attempt to undérstand your views.

Paraphtasing,-thus, -is crucial in_attempting_to bridge the

- v

interpersonal gap. (1) It increases ‘the accuracy of communica&ion, and

+ thus the degrée oﬁ mutual or Shared understanding. "(2} The act of
L
paraphrasing itself conveys“feeling...your 1nterest in the other, your

,
- . . &
-

concern to see how he views things. * .

v

Learni_g_to Paraphrase

2
L

Ppople sometimes think of paraphrasing as merely putting the
other person ideas in another way. They Eryhto-say the same thing

with differenc words,ﬂ Such word-swapping may result merely in the
) a .
11lusion of mutual understanding. See the following example'

) Sarah: Jim should never have become a teacher.

Fred: You mean ‘teaching isn't the right joo for him?
Sarah; Exactly! Teaching is not the right_job. for Jim.

- . .

Instead of trying to reword Sarah‘s'statement, Tred might have

-

-

asked himself, "What does Sarah's statement mean to me?” In that gase °
;.

-
Y

the interchange mlght have sounded like this:
A

Sarah: Jim should never have become a teacher. .
Fred: You mean he is too harsh on the children...maybe .
even cruel?

T

€.




.
s L3

Sarah: ©Oh, no.\ I meant that he has su xpensive tastes
‘ that he cun't ever warn gnough.as a teacher.’
Pad: “Oh, I sew. \You think be should have gone into a
‘ field that ?uld have inqure& him a higher standard.
. of liv1ng?
Sqrgh:- Exactly TeaR:11g is. not the right job for Jim.

**Effective paraph;;sidg/is-nq;'a rrick or a verbal gimaick. It
N .
b '. " - AY
comes.frgm an attitude, a desire to know what the other means. And to'*

satisfy this desire ybu reveal the meaning his coﬁqént.had_f&%.ygu'

go  that sthe other can check whether iv, matev s the meaning he - .
+ r‘l " - ) b ) i . . .
intendéd to ‘convey, ) " "
i . - ) -
3 - ) ’ . ' -
/ If the othbr s .Statement was gencral, it may convey something -
. < o

Qecific to you. _ <y » . _ Y

.

.

Larry: I thlnk this is } very onor textbook, .
You: Poor? You mean it has teo many inaccuracies?.

Larrys No, the text is accurata, but the book comes
Y aparf tog easily. L
? . ‘ ~ . L
Possibly the dther's comment sugfexts an_g;gmglg to you.
- - . . o
Laura: This text has tno many'omissiohs:“ﬁe shouldn'¢
adopt ik, :
You: *Do you- mean, for example, that it contains nothing
about the.ﬂegro s role in the davelopment of America?
Laurg; Yes, that’s one exampl It algo iacks any

"discussion of rhe devalnpment of thé-arts in America.
¥

<

L3

If the speaker‘s comment wﬁs very specifie, it'may convey.a

-

&
more general idea to you.

»

Ralph: Do 3rou have 2% pencils T can borrow gor my <lass?
You: Do vou just want sumet’.ing £9- them to write with?
* " . Thave about 15 ball-poin pens and 10 ox 11 pencils.
“Ralph: ‘Great, Anything which yrices will do.

*'Sometimes,the other's iden will suggest its inverse or opposite to you.
Stanley: I 'think-the Teachers' tnion acts so irresponsibly
. - because the administraiian has ignored. them so long.
You: "DPo yolt mean the T.U, would be Leqs militant now
if the administration had consulted with them in
‘ the past? = - , - :




4

L3
3

Sténle&: Certainli. Iq%hink che T.U. ishbeing fo}ced y
‘ %o m9¥e ?nd 2?re‘despefate neasures,

) T; de;élop your skill_in‘ﬁndérsganding péhegs, h;f differeqt ways
of ;oﬁieiiﬁg ydLr interest in gnde?staﬁding what they mean' and revealing -
what th;'other's staté;ants mean to fou: Find out-what kinds of .

k4 € -

response are helpful “ways of paraﬁhrasing for yau.' '

The next time'someone-is anéry.withayou;or is cyiticizing . .

L
' . . \

yous tyy to paraphrase until you can demonﬁtratﬁ that you understand

’. I - ' * S ¥ : . -7 L e,:
what he 1s trying to coavey as he intends it. ‘what%effect does
s - . PR 7 i T

4 &

this have on yodr feelings and on his?

. »

ER
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HANDLING MISUNDERSTANDINGSL

[
Fl

yyalitig with, Breakddwns in Communicatiof )

' Real communicacion ds very hard to achieve, we tend\CO judge,

tp evaluace, to approve or d}iaﬁgr;ve before we really underd’and

. whac the other person is saying--before we understand the frame of

-y

reference from which he is talking. °“This Cendency of most humans to

) L]

react -f.-.irst' by forming an® evaluation of -yﬁac has j‘us'c b%en §a:l.d, to

] evaluace ic from cheir ownr point of uiew, is a mego arrier to mutual

2
* N

interpersonal communicacion

-t
4 . -

} * .

Progress COward undeISCanding can “be made when chis evaluative

t - »

tendency is\axslded—-qhen we liSCen with understanding--wheh we are

N

’
-

accively listening to what is being said. What does this mean? Ic

[

%means to.sée the expressed idea and attitudes from the other person s

d L -~

ﬁoinc oﬁ view, Lo sense how ic feels to him, to achieve«his frame of

reference 4in regard to the thing he 1s talking about.

This sounds simple: but it is not.

o *

To test the qualiCy of your underSCanding, try the following.
&

If you gee two people talking past each ochér, iE you find yourself

“in an argument with your friend with your wife or within 2 small group.
SCOp che discussion for a moment, and for an experiment, inscrtﬁce this ’

rule of Carl Rogers . "Each person can speak up for himself only after he

-~

has first restated the ideas and feelings'ofcghe previoué speaker

accurately--and to that speaker's satisfaction.”

»
L

lThe approach proposed here for dealing wicb misunderscandings was first
. “stated by Carl Rogers in 1951, This abstract, ,elaboration and extension -
~of his ideas for handling conflict was prepared by Floyd Mann, Center
for Research on Utilization of Scientifiy Knowledge, University of
Michigan. (For more information, see Carl Rogers, On Becbdming a Person.
Boston: Heughton Mifflin, 1961, Chapter 17.)

U




1
»

> This would mean 'thar before presenting your\owﬁ’goint of view,

it wguld be necessary for ﬁcu to really achieve the, othef'spéaker'S“

) 1 - - - . .
frame of reference--to understand his thoughts and feelings ‘so well

' ) . .

that you could summarize them for him. This is a very effective

process for improving‘communications and relationships with ;tﬁers.

.

is much more difficuit to.do behaviorally than Vou would suspect.
Nhat will happen if you try to do this during an actgument?
You will find that your own next'comments will have to bQ

drastically revifed. You, will find.the emotion going out of ﬁhe

) .
- discussion, the differences being reduced. There 1 & decrease in

-

defensivéness, in &xaggerated statementé,~in’evaluating and critical
. behavior. Attirudes become more positive and problem solving. The
" 1

differences which remain are of a rational and'uﬁders;andable sort.

Or they are real differences.in hasic values. ' . *
.

< . What are che risks? The obscacles? What are the difficulties

Y

- ¥

i . .
that keep this bir of knowledge from b'§ng u:11ized° AL

1 b7 ,'

Try this and you risk being influenced by the other n::?on. You\
might see it his way--have to change your position. “There the tisk of

2 ' . oo
change.' In this sense, listening can be dangerous——and courage 1s required. .

There is a second obstacle. le1s Just when emotions are
9tr°“839t that it is most difficult td achieve the frame of reference

of rhe other person or g;onp. A third party, who is able .to lay aside

his own feelings- and ey luations, can assist gccatly by listening

with understanding to each person or group and clarifying the"views and

L} - -

attitudes. each holds. A third party -catalysts may, incidentally, have'

*




-great difficulty in intervening and préposing‘che use of this .

approach. Any iutervention into a heated discussion can be interpreted
- bl N . * .

bl

by one party or the other as someone taking the other person's side.

- Qo
g .

- This is especially true if the third party asks you to try anﬁ state

-

the othe? person's ideas and feelings when you have not really been

. , . .
listening, but thinking what you should say next when he 9auses to

tcke 4 breath. . - ) ) » .
2
Another difficulty stems from our notions as to what is proper

+ - T— +
to ask_a person to do in a discussion. It seems quite within goo

" L]

taste to ask a persdh to restate how he seés _the situation. Hut to ask

-~

‘ him to restate the other man's -position is nbt consistent with eur’

« b » ) - hd - - o
- commdn. sense Ways of -handling differences. The one who would change

the pattern--try to break out of thE-vicious-circle:og increasingly

greatet miSunderstan&iﬁg——musédhﬁi5~396hgh confidence in himself to

-

= <
be dble to propose something different. He will have to have an

-

-

appreciation of how to go from dealing with misunderstandfngs to

-

%Handling.éonflict énd’usiqg differences-~of how differeaces can be

. ’

. used to gind more elegaﬁ: solutions to problems. Eﬁually'useful will

be an awareness that thesis—meantithesis —asynthesis, is a potential

L]
.

outcome from a developmental discussion of differences. Discussions

ifd which one person loses and the other wins seldom solve anythiug

+
] .

permanently. When a person senses a win-lose situation developing,

-

it should be interpreted as a clue to the need for a new approach, a

gsearch for aIQprnate led%ions, to be sure there is not another

answer to the problem.

'
— e et L
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’

. The greatest difficulty of all, of course, is to learn to use

»

the rule when_you yourself are In an increasingly heate'd verbal
ex\.hange. Not to be dépendent on a third person to int;Ervene wheu. you -
? .

.create or are a party to a grﬁwiﬁg uﬂ.sunderscandmg is real evidence -

sile . ‘ *

.of und,erstanding the approach propo'sed here, The full val\ue_ of chis

ru;e-is available to us pﬁly when each of us can note that we are

L]

getting increasingly irritated, angry and -imathe to comunicate

e’ffectively...when we can use these s:l.gnals tp idegcify the situation in
which we are personally involved and even trapped where the fule ;night

bé etgployed...j._f_ we could recrieve the rule from our memoxy, and if .

L

we could use it behavioralllj in an effective manner.

-




L]

ur_E/N T0 USE A SKILL LIKE PARAPHRASING ,

-« - L}
I

/Bataphras1ng is a commun1cat1on skill des1gned to help you understdnd
others Th1s 1s one of -four commun1cat1on skills you will "be introduced
to during this ser1es. The other three skills qre'beﬁﬁv1or description.
description‘of‘?eeling and,petception checking. The fdureskiils are noth

.néw or unigue and alyost everyene uses.them at different times. These

skills can be learnad, practized, ana:used to help you understand the

-

* communication between yo&'hn& others,

0f course, communication ski]]s can seem overdone and artificial if_

e

used when it's no¥ necessany They are best used when you want to make
b4

sure that you and someone élse Q]early understand- what is be1ng said,

L]
o o~
o




NONVERBAL BEHAYIOR - *

. The Proﬁlem

-
1]
L

Much "is communicated .uy the words we use and the emphasis, or "'

inflection, we give them We also communicate in n\nverbal ways such as

-

frowning, cross1ng our arms, Jooking at the floor as‘we Speak, blushing,
LR o *
1ooking at ‘the clock or beckoning with a hand ' Some .nonverbal hehaVIors

L

© convey. an 1dea, for example, putting & finger to your Tips in a gesture~

of silence, others 1nd1cate feelings, for example, smiling or pounding

L -

your fist on ardesk. ' ..-1 .

Nonviﬁ?al .behavior. 13'often more sponfaneous than the 'words we use.,
[N "
I¥ can present, therefore, a clearer picture of the meaning which the
3 .
+ speaker lntends to communncate than his words alone. There 1s-a potential

probiem however. UNLESS WE USE THE SKILL OF PERCEPTION CHECKING, WE MAY
-SOMBTIMES BE INTERPRETING OTHER PERSON'S "NONVERBAL CUES INCORRECfLY.

:T.

Closlng one's eyes can be interpreted as boredom. However, sdme people
»
close their eyes té shut out d1stractions or, 1nterrupt1ons when they wish

"to concentrate or listen more closely to what is be1ng saids It's
1mportant to be sure we know the-correct mean1ng of any nonverbal behav1or
that influences us in the fommunicatlon . H +
Another possible problem can arise when you communicate things mon-
verbal]y that you are unaware of. You probab'ly use many spon(ineous
honverbal mannerisms that others observe but that you are not COHSCIOUS of
- -using. These are part of your personal style of lnterpersonal communica-

. tions. 5Some of these mannerisms may have obviols meaning to those around

you. Some manne i sms you use may only be understood correctly by those

wﬁo know you well. They may cause frequent confusion or misunderstandfng




“for those who do not know you well. It can be important to‘,be‘cor'ne aware
of the nonverbal mannerisms which are_part of your style. You can then
use them in a way that'natches what you are.saying. You can then also

help others to-learn what the} mean as part of your personal, individual '

-

. 1 . -

* style of communicating. For exampie, you might find it is heipful to
teil others, "Peop'le sometimes think I'm doubting them when they see me
x'lse my eyebrows. That's genera'l'ly not the case for me. 1 have a habit '

of raising my eyebrows vinen 1 hegr someth'l ng that especially 1nterests ' N

m.ll
The Skills X -~ | .
Three skills, can help improve that part of interpersc;na:l communi catién.

which is nonverbal. The first is the skill of "perception check". If yo_tf

,.ﬁs%i}a person '\s nonverbal behavior is influencing your reaction to the

person you are communicating with, }ou may be wise to check whether you

. H v - . iy .
have a correct understanding of that behavior. K

The secend skill is to recognize your own nonverbal. behaviors.

\

observing themselves as they:communicate. One way to do it is to use

* This is a difficult thing to learn. Few people have experierce with

f£ilms’ or videotapes. An opportunity fo use suEh expe}?sive equipment to

"see ourselves as others see Us" can be revealing andi,extremé'ly helpful.’

Another way to get such ®feedback" is to ask others to watch you and

describe your behaviors .to yc;u. You ‘can Tearn to watch for clues that ™
you .may b;e comnuni?ati'ng_meanings nonverb:ﬂly that are causing pmbl;ms.

« 1T you suspect Afiis i3 happening, it can so\metimé_.'s_.he'lp. .to suggest that

the other person share his perception of how you are .r‘eact.:ing.- Getti ng

him to use "perception check" may lead to a needpd clarification as well

* ‘ -
" as provide "feedback" to you about nonverbal behaviar you are unaware of.

F

20
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-

'The'third skill invglves giving aﬁd receiving feedbaek, i.e,, sharing

o .
1mpxéssions and reactions of the other pesson's behavior. A number of

Y *\? '
spec;fic suggestions for giving and receiving feedback are given in another

,theor? paper. Two especially important guidelines for cl@rifying meanings

4

_of nonverbal behavior are perception checking to be sure you understand

vhat :he other is seeing in you and being speclflc in asking him to observe

your nonverbal mannerisms. Examples of being specific would be to say,

"

"Watch and tell me after the meeting whether there are times you
-think I appeared to be hored," "

o z
, OR

-

[

"Have I been doing anything as you spoke that indi.atld tlmes I
agreed or disagreed wlth-your ideas?”

-
- B K




BEHAVIOR DESCRIPTION! : -
A Basic Communication Skill for
Imp;oving Interpersonal Relationships

‘-“:v - *f ‘ -
_The Problem ' '
[y 4‘1 ¥ . »
‘. If you and another person are to discuss the way ycu work together

or what is happening in yobur welationship,both.of you must be able to

-

talk about what each does that affects the other.. This is not easy.

Most of us have trouble describing another’s behavior clearly enough

- ~\\\\‘ : that he can understand what actions of his we have in mind.

N Instead of describing the other person’s behavior we usually . -

0 ) S discuss his attitudes, his motivations, his traite and personality
characteris;ics.' Often our stateménts are more expressive of the way

we feel about the other’s actions than they are informing about his

behavior.\,And yvet we may be unaware of our feelings at che timem

Let” s suppose you tell me that I am.rude (a tralt) or that I don' t

P

care about your opinion {my motivation) Because I am not trying to

4

be rude and becduse I feel that I .do care about your opinion, I don't

b

understand what you arée trying to communicate. We certainly have not

moved closer to a shared understanding. However, 1if you poiné out :

that several times in ‘the past few minutes 1 havev ;nterrupted }.rou and ?:
: have overrid;en you before you could finish what you were saying, I

- - -

receive a more exact plcture of which actions of mine are affecting you.

» L

The Ski1} B ‘ ’ _ L

-~

Behavior description means reporting specific, observable actiocns

-~

of others withoug placing a value on them as right or wrong, bad or 3ood“

and without making aécusatioris or genefalizations about the other's
[l N = H

motives, attitudes or personality traits.

-

Y

_.quhn L? Wallen




¥ - "

*  You try to let others know what behavior ydu are responding

te by deécribing it clearly enouéh and épecifically enough that they

know what yoaloﬁserved; To doﬁthis you must describe visible

evidence--actions that are open to anybody's observation, Sometimes, for
P 4

practice, it is helpful Eo,t;y beginning your description with "I saw
that..." or "I.noticed that...” or "I heard you say..." to remind

.

yourself that you are trying ro describe specific acﬁions. >

Example: "Jim, ypu've talked more‘than*others on this topic. Seyeral
- times You cut off others before they had finished.”

L

* A

: "Jim, you're too rude!" which names a trait and’

glves no evidence. )

"Jim, you always wang to hog the center of attention!”

which Iinputes an undesirable motive or intention.
L]

Example: "Bob, you've raken’ the opposite'of nearly everything Harry
t ., has suggested today."” ' )

L

NOT: "Bob, you're just trying to sh.w Harry up.” which
is ap accusation of undesirabl. motivation.

NOT: "Bob, you're being stubtborn.” which is name calling.

Example: "Sam, you cut in before I had finished."

4 -]
I

NOT: *“Sawm, you deliberately didn't let me'finish." The
word "deliberately” implies that Sam knowingly and
intentionally cut you off. All that anybody can
,observe’ is that he diqfcut in beforé\you had finished.

el

Seyeral members of the grqQup had told Ben that he was too arrogamt.
\, o -
Ben was confuseq and puzzled by this judgment. He was confused because he
. , ' .
didn't know what to do abdut it; he didn't know what it referred to. He

was puzzled because he didn't feel arrogant or scornful of the others.:

in fact, he.admitted that he really felt nervous and unsure of himself.

’




Finally, Joe commented that Ben often laughed explosively after making

a comment that seemed to have no humorous aspe~ts. Ben said he had been

unaware of cthis. Others immediately recognized this was.lhe behavior that
- . R . . ’ N .
- made them perceive Ben as look}ng down on them and, therefore,-as being

grrogant. The pattern, thué:—was as follows. When he made a statement
‘ s : .
of whigh he was somewhat .unsure, Ben felt insecure. Ben's feelings of
. . _ » :
insecurity expressed themselves in an explosive laugh after making the

v - " .
statéement —————mthe other person perceivéd Ben as laughing at him

oy A .

—— = the other person felt,put down and humiliated ——=the,

other expressed his feeling of humiliation by calling Ben arrogant. Note
that Ben had no Ewareness of his aén beh3vior*vwhich was being misread

until Joe accurately degcribéd what Ben was doing. Then Ben could see

that his laugh was a way of attempting to cope with.his own feelings of

- hd -

insecurity. - ) ’ . )
To déveIOp skill in describing behavior you must sharpen.your

observation of what-actually did occur. You must force yourself to
pay attention to what is observable to hold inferences in abeyance.

As you practice this you may find thac ﬁany‘of your-conélusions’about
others are based less on observable evidence than on your own‘feelings of

affecrion, insecurity, irritation, jealousy o?‘fear. For example,

-

.

accusations that attribute undgsirable motives to another are usually

’ . »

expressions of the speaker's negative feelings toward the other and

.

. - not descriptions at ail.




DEPENSIVE COMMUNICATION'

P - o ) - - -

n

One way to understand communication is to view it as a people

process rather than as a language process. If one 1s to make fundamental

improvements in communication, he must make changes in interpersonal
a . . : ; '

relationships.‘ One possible type of alteration—-and the one with

which this paper is concerned--is that of reducing .the degree of

defensiveness,~ ) . . ' . .

Defensive behavior is‘aefined as that behavior which-occursﬁwﬁen an

individual perceives threat or anticipates threat in the group. The _:

»

person who behaves defensively, even though he also gives some attentioqw

to the common task, devotes an appreciable portion of his energy to #

-,

defendiag himself. Besides talking abousﬁghe toplc, he thinks about how . .
" he appears to others‘ how he may be seen more favorably, how he may win,
A

doninate, impress, or escape punishment, and/or how he may avoid or

mitigate a perceived or an anticipated attack,

L

-~ '
Such inner feelings and outward acts tend to create similarly

defepsive postures in others; and, 1if uﬁthecked, the ensuing circular
response becomes increasingly destructive, Defensive behavior, in short,

engenders defensive.listening, and this in turn produces postural,

-

facial and verbal cues which raise the defense level ‘of the original

»

comonunicator, .

Defense arousal prevents the listener from concentrating upon the
mesgsage. Not only do defensive communicators send off multiple value,

motive and affect cues, but also defensive recip}ents'distort what they rece?ve.

3

Ljack R. Gibb, '"Defensive Communication.” The Journg;_o}'Communiqggigg.
11: 141-148; September‘196l -

4
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N i

»

*As a person becomes more and more defensive, he becores less and lega

. . .' = - .
able to perceive accurately the motives, the values and the emotiong

of the sender. My\analysea of tape—reqprdeq'discussioﬁe revealed that

increaseérln‘defeqsiﬁe behayior were correlated positively with'loeses
. ., . . . VLT . , , \
in efficlency in codmunication,? Specifically, distortions became

[ [}
greater wheh defensive states existed in the groups.

; ; . _
The converse, moreover; also is true. ' The more "supportive”

-y L3

or defense reductive the climate, the iless the réceieer reads iﬁto
the cbmmunication distorted loadings which arise frgm proje¢ctions

of his own a031eties. motives and concerns. ﬂs defeneqs are reduced

-
»

the receivers become beccer able to concentrate upon the §tructure, the
ioncent and _thé cognitive ‘weanings of the m;;sage.

1n w6;11né over an eight-year pEriod‘etLh reqordinés of ﬁiscessions
occurringlin varied sectings, I developed the six-pair5°of de;eesive
and sug;orcive  ategories préeented in Tabge;l. Behévior which a v

. - I
listener® perceives as possessing any of the“charadteristics listed

’ ¢ .- . .
1a the left~hand .olumn arouses defensiveness, whereas that whicn he

»

-
-

intérprets as having any of :he qualities designéted as supportive
?. .
reduces defensive feelings. Thé' deé;ee of which these reactions occur

LY » *

depends upon the personal<levellof defens}veness and upon the general

" climate ln the group at the time ., 3 -

- . : : LA
" .

ZJack R, Gjbb. "Defenbe,Level and iniluence Pocential in Small Groups.”
Leadership and lnte_persona; Behavior. Edlted by L. Petrullo and
B. M, Bass.- New York: ‘Holt, Rinehart and Winston, 1961 ppe- h6-~81,
3JaCk R. Gibb. "Sofiopsychological Processes of Group Instruction. The
Dyﬂ&mihb of xnscructional Groups. Edited by N. B. Henry., Fiftv-Ninth . °
® Yearbook, Part 11, Nationql Society for che Study of Educdtion, 1960 I
pps.'115-135

32




.

TABLE L

CATEGORIES OF BEHAVIOR CHARACTERISTIC OF *
" SUPPORTIVE AND DEFENSIVE CLIMATES IN -
. _SMALL GROUPS

DEFENSIVE CLIMATES . SUBPORTIVE CLIMATES

1. Evaluation \Description
2, Control. Problem Orientation

3. (Strategy- Spontaneity
4, }magtrality . . Empha thy

5. " Superiority ‘ Equality R
. 63 . Certalnty Prdvisionalism

*

- -
-

A ) ) . e "
- Speech or ocher behavior yhich appea:g evaluative increases )
defensiveness. I by expression, manner of speech, tone of voice. e

s
N L

verbal content the sender seems to be evaluatiug ¢r judging the listener,

- \
then the receiver goes on kuard. 0f course, other fgctors may inhibit
- = . » ,( . )
the reaction. lf_.the listener thought that the speaker regarded him
as an eqﬁal ‘arftl” was being‘ogen and spontaneoug, for-example, the .

.
+

evaluativeness in a message would be neutralized and perhaps not even
B A . s
perceived. This same principle applies.equally to the other Eive |

. ¥
cétegor#ﬁs of potentially defense~producing climates.  The six sets

4 k'
L

?re interactive. i B B
Because our attitudes toward other persons are frequently, and
h ]
often necessarily, evaluative, expressioné which'the defensive person

will regard as nonjudgmental are hard to frame. Even the simplest

L

question‘usually conveys. the answer that the sender wishes or implies'

[ » . '

,the responae that wbuld £1t into his value system. A mother, for example,

-

*. immediately following an earth tremor that ahook the house, sought for

M ~

her small son with the question: - "Bobby, where are you?”' 'The timid

-




*and plaintive "Mommy, I didn't do it." indicated how Bobby's '
’ h )

-
L3

chronic’ mild defenéiveness predisposed him to react with'a projection-

of his own guilt apd in the context of his chrond¢ assumption that

» - "
~

questions are full of accusation. - *, .

. .
" - "

thoge who has attempéed'to train professionals’ to use o
. ] -

;nformétion-seeking speech with neutral affect appreciates how diffic&f; .
b ] » - *

it 'is to tegﬁh a person to say even the simble‘"th did }hat?" without

.

_ belng seett as achsing. Speegch ig so frequently jtdgmental that th%re is
: R
a.réélity £a5e far'the def:nsi;e interpretations w@ich are So~common.
When ins;:;ée, grou;'membe%s are ;articularly iikely to place
b!a;b.:io éee others as fitting into categories Qf'goo; or ha;; to maké

wyra! judgments of 5h§ir colleague’s, and to question the value, motive R
LY - - M
and affect loadings of the speech which they hear. Since value

. \ ‘ . .

luéaings 1mp1§ a judgmené of athers, a belief that the standards of }
iy N - . . ] - . * : L} »
: . - ¢
the -apeaker differ from his '6wn, Causes the listener to become \~’4{
defencive. "" ; . ) - .

- - - - ¥

/ﬁgscriﬁtive speech.. in contrast to that which ls evaluative, tends
- . A

« - 4

tu arouse a\minipuﬁ of uneasiness. Speech acts which the listener

. P N % . '
percelves s genuine requests for informatior Or gs material with -
-peﬁtrai loadings are descriprive. Specié&cally, presentations of

?

»

te-lings, events, perceptioﬁs or procesgeérwhich do not ask or imply

the' the reteiver change bqhauiof or attitude are minimally(dagense

progu.lng.. The difficulty in a?did;ng overfo;e is 1llustrated by the

problen. of news reporters impwriting stories about unigns, communisgs,

¥ ]

- >

Negrows and religious activities.without tipping off the "party” lime

o
* " - . ¥

o




4

of the.newspape%. One cap then"fe{l,from the opening words 'in a

’ .

news article which side the editorial policy favors.
: . : .
Speech which is used to oontrol the listener ewokes resiatance.
’ . ) s

In most of our social intercourse someone ‘s tfying to do. something to

a2 * ~
»

. - someone elae~-to change an attitude, to influence Eehavior or to . .
. ~ { . L] ’ - b
-%esﬁfict the field of activity. The degree to whigﬁ attempts to control

prgduge'defensivene;s depends upon th; qﬁenn;ss of the gfforz, for
" a suspicion that hidd;n moqivesqexist heightens resistancel For this
reason, ;ttéhpts.of hond;re;tive theraﬁists and progressive educators
to refrain from imposing a set of‘values,‘a pBiﬁE of view or a ﬁroblaq
. . .

solution upon the receivers meet with many barriers. Since the horm is

(‘

vcontrol, noncontrollers must earn the perceptions that their efforts have

A
-

" . I "o,
no Jhidden motives. A. bombardment of persuasive 'messages’ in the

fields of politics, education, spécial,éﬁuses. advertising, religion,

L]

medicine, industrial relations and guidance has bred cynical and
1 . . ° . -
paranoidal responses in Jlisteners.

]
w

Implicit in all attémpts to aicer another person is the assumptiou

'by the change agent that the person to be altered is inadequate. That
. . . u :
_the speaker secretly viewa the listener as ignorant, unable to make his
own decisions, uninformed, immaturs, unéise or ﬁoasessed of wrong or -
[ 4 L1 -

» ’ v

* wat * . . b N :
inadequate acttitudes is a aubconscious perception which gives the latter

) 3. - .
a valid baae for defensive reactions: , DT )

Methods  of control are many and varied. Leéélistic insiafence on
- .

detail, rratrictiﬁé fegulations and pelicies, ¢onforpity norms and all
laws are among thg methods.,'geéiures,,faqidl\ekpreséiong, other

. forms of nonverbal communication, and even such simple aéts as holding-

L, 3;5&




L}
. *

a door open in a particular manner are means of imposing one's will upon

-
L]

fanother and hence are potential sources of resistance. ' ‘

- . -

" Problem orilentation, on the other hand, 1s the antithesis of

4

persuasion. When the sender communicates a desire to‘collabgrate in

-

defining a mutual problem anq/in seeking its soluticn, he tends to

create the same, problem orie&cation in the listener; and, of greater
impo;ﬁggce, he implies®that he has no predeCermined solution, &ttritude or

. . [ .
method to impose. Such behavior 1s permissive in that it allows the

receilver to set his own goals, make hls own decisions and éﬁaluaCe'

his .own progreée--or to share with the sender in doing so. The exact

.

B L
methods of attaining permissiveness:are not known, but they must involve .

a.constellation of cues and they ccreainly go beyond mere verbal

B

assurances that the communicator has no hidden desires to exercise control.

Y

thn the sender 1s perceived as engaged in a stratagem involving

-

ambiguoui and multiple motivations, the receiver becomes defensive.
d 3

t £

N6 one wighes to be a gulpea pig, a role player or an impressed actor, and

Y

L

no one likes to be the vikcim of some hidden motivation. That which 1s
._concealed, also, may a ear larger than it feaily is with the degree

of defensiveness of the listener deéermining the perceived qizg of the

- '
- P ]

suppressed element. The intense reaction of the reading audience to the
- ~ . . * .
: ot
materfal in the Hidden Persuaders indicates the prevalence of defensive

L

reactiens to multiple motivations behind strafegy. Group members who

[V

ére seen as “taking a role;" as feigning emotion, as toying with their

*

‘colleagues, as withholding 4nformation or as having special sources of

Y




data are espeeially résented, One participant once eomplained that
another was 'using a listening technique'’ on him!

+ A ddrge part of the adverse. reaction to much of Che so-called human .
LT »
relations training is a fee}ing against what are ﬁerceiveq'as glmmicks

- ..

and cricks to fool or to "involve" people, to make & pefson think he’
. &
is making his own decision or to.make the listener feel that the sénder

i genuinely interested in him as a peréon. Particularly violent

reactions occur when it appfars that someone 1s trying to make a strategem
appear spontaneous. One person has reﬁorCeH a boss.who incurred (

resentinent by habitually using the gimmick af "spontaneously" looking
4
at his watch and saying, ny gosh, look at the cimew—I must run ta an

appointment.” The belief was that the boss would create less irti;acion

by honestly asking to be excused.

Similarly, the deliberaCe assumpcion of guilelessness and naCural

b H

’,
L] -~ ’

simplicicy is esgecially resented.’ Monitoring the capes of feedback

]

]

and evaluation sessions in training groups indiEiCes the surprising

exCenc to which members perceive the strategies of their cclleagues. This

LN

pereeptual claricy may be quite shocking to the strategist, who usually

feele that he has cleverly hidded the motivational aura around the
(.3 F .
"glomick."
. 5 2
This aversion to deceit may account for one's resistance to

peliticians who are syspected of behind ~the-scenes plannins to get his
voce, to psycnologisCs uno;e 1iscening apparently is motivated by more
than the manifest:or content-level in;eresc in-his behavior, or to the
sophisticated, smooth or clever person whose “one-unmanahipf is marked




..wich guile: In training groups the role-flexible person frequently is °
resented because his chénges in behavior are perceived as strategic

manayvers.

»

. ] t
In contrast, behavior which appears to be’spontaneous and free of

~ L] -

.decepcion is defense reductive. If the communicator is seen as'having a

clean id, as having nonco@plipaCed motivations, as being straightforward

.
. i *

and honest and as behaving sPOJCaneoualy in response te the situation,

"~ he is likely to arouse minimal defense.

. When neutrality in speech aﬁbears to the listener to indicate a lack
. . [ " LY »

of concern for his welfare, he becomes defensive. Group members
' " . 1 . N 3

usually désire to be perteived as valued persons, as_individuals of

special worth and as objecfs of concern and affec;ion. The clinical,

. ——
detached, peraon-is-an-ohjecc-of-gﬁudy attitude on the part of many

L -

psychologist~trainers is reseated by group members. Sijch with low

affect that communicates little warmth or caring is in stch contrast

with the affect-laden speech in social situations that it someiimes

»

communicdates rejection.

Communication that conveys empathy for the feglings and respect ~

for the worth of theslistener, however, is particularly supportive
., N '

and defense reductive. Reassurance results wheu a message indicates that

- -

the speaker identifies himself with the 1istener's problems, shares his

feelings and accepts, his emotional reactions at face value. Abortive
b . . ¢ .
efforts to deny the legitimacy of the receiver's emotion& by assurin@lche

receiver that he need not feel bad, that he should not feel rejected,

e Y

or that he ig overly anxious, though often intended &s support giving, may

38




L

‘impress the' listener as lack 'of acceptance. The combination of

understanding and empathizipg with the other person's emotions with

- L3 -

no accompanying effort to change him apparently is supportive at a high

-

' K

Level. ) .
+ . v 1

_,' The .impé'rl:ance of gestural behavioral'cue:s in communicating empaghy

* should be mentioned. A“ppaéencly spontaneous faciéi and .bodily . .

) . 8 -
evidences of congern are often interpreted as especially valid %vidence_'-.

., .. . . '- . . L) LI
'of geep-level accep tances - _' .° - -
- N ‘ ' - =+ . -
When a persdén communicates to another that he feels superior‘in
- - " - B » "
position.' power, wealth, intellectual abﬂi‘ty, phyéic.al characteristics or

~ . other ways, he arouses defensiveness. Here, as «ith ‘the other sources
I . - .

of sdisturbance, whatever arouges "feelings of inadequacy causes the

.
r L1

o
listener to center upon the affpct loading of the statement rather

4

' s . . .
-than upon the cognitive elements. The receiver then reacts by not.

¥ .
hearing che message, by forgetting it, by competing with the sender,

or by becoming jealour of him. ' , . . /

« The pefson who 1s. perceived as.fezeling superior communicates P

that he is not willing o enter into a shared problem-solving relationship,

that he probably does not desire feedback, that he does not reguire .

help, and/or that.he will be likely tor try to reduce the power, tlie

status or the worth of the receiver.. .

Many ways exist for creating the atmosphere that the sender’ feels
s
- ’ whet
himself equal to the listener. Defenses are reduced when one perceives the

sender as being willing to enter into participative planning with mutual
. " 4 [ o

- ] . " ’ - ' .
tl‘.‘“‘ﬁ? and respect. Differences in taleft, abilicy, worth, appearance,

]




. status and powet ofte\\ exist, but the low defense communicator )

- L]

' |

seems, to attaoh littleaimportanoe to these distinctions,
LS .

The effécts of dogmatism in producing defensiveness are well Qnoun

Those whio seem to knou the answers, to require ' n additiomal data and
f” Y -
td regatd themselves as :eaohers rather .than as coworkers tend to

i

put others on guard. Moreover, in my experiment, listeners often

Pperceived manifest .expressions of certainty as connoting ‘inwagd feelings _

-

of inferioricy. They saw the dogmatic individual as needing to be right,

as wanting to win an argiment rather than solve.a problem,’ and as seeing
. .

his ideas as truths to be defended. This kind of behavior of ten was.

»

.associated with acts which others regarded as attempts to exeroige

control. . PerleMahOHwere “right" seemed to have low tolerance for
pembers who were “wrong," tnﬁt_is, those who .did not agree with the Sender.
‘One reduces the deﬁensibbnesq of the listener when he communicates

that he is willing to experiment with his own behavior, attitudes and

n

ideas. The person who appears. co be takiné‘provisional attitudes, to'be

* . Ll
i

1nvestigating issues rather than taking sides\on the.., to be problem
J

solving rather than debating. and to be willing to enperiment and explore
- L] '\

tends to communicate that the listener may have some control over the

-

shared quest' or the investigation of the ideas. If a person is genuinmely

*seardhing for information and data, he does not resent help or oodpany

~

along the way. s

Conélusion \~\\ : . :T

The implications of the above material for the Pparent, the teacher,

the manager, the admimistrator or the therapist are fadirly ObEfO“S'

-
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~
’

~Aroysing defemsiveness intérferes with coygwnication and thic makes

~ L - * il

it Hiff%cu15&~and sometimes impossible~--for aﬁyoae\to convey ideas

clearly and -to move effectively toward the solution of therapeutic,
» - = . .
H L " .
t educationzl or managerial .problems. ‘

L3N . . -
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DESCRIPTION OF FEELINGSL
A BRasic Communication Skili for ]
Improving Interpersonal Relationships

1

The Prob 1e;

»

\ ~~
To communicate your own feelings accurately or to understand those

of others ig difficulé:

+

-~

First, expressions of emotion rake many differefit forms. Feelings .

can express themselves in bodily changes, in‘actions and in words.
.

L3

(See the diagram on the next page.) - .

Second, any- specific expression of feeling may come” from very
/ L
different fee'lings A blush, for example may indicate the( person is

feeling pleased, but it may also indicate that he feels annayed -

ik

_ embarrassed or uneasy. i

‘ ) i

Likewiée, a specific feeling doesféot always get expressed in the

i .
same way. For example, 2 child's fee¥ing of affection for his teacher

may lead him to blusthhen she.btands near his desk, to'tough her as he

7!

passes her, to watch her as she walks around the room, to ftell her
"You’re nice," to bring his pet turtle to show her, etc.; different forms

of expression indicate the child's ‘feeling of affectibn.

Communication of feélings. thus, is often inaccurate or even

. *

nisleading. What 1doks_1iﬁe'aﬁ expression of. anger, for example,

often turns out to result from hurt‘feelingg or from fear.

Y

A furtheg obstacle to the accurate communication of feelings is that
; : L
your perception of what another is feeling is based on so many different

kinds of information. When somebody speaks, §ou hotite more than just the

words he says. Yqﬁ note his gestures, voice tone, posture, fpcial

expression, etc. In addition, you aré aware of the immediate present




z
L}

-

. ’

HOW EMOTLONAL STATES EXPRESS THEMSELVES
8

. -
-

»

Somebody's lnterpreted via Lead ro Some
*Actions Silent Assumptions ‘Effect in You

Yiydiological Respona.

T

Emotlonal Stat.os

L e e ""'9““'?'-’,?&".‘;
K-—l’h}:sn:alu.»gi.:::asl Exgres:;ion. Heart Rate, Breathing.,_ '
Blughing, Sweating, Werping, Trembll.ng .o

\--bxprebs;ou in Actiors:’ Hugging, Suill Hitl:.r.
Even when you , Lookmg At or Away, Sluuching, Biting L ps .-
‘&% . are unaware of .
KA i . iy ‘ L
% =+ 'your feelings,
‘A, Your emotional _¥-Expresimn in Words:
& state oay- ., A ‘
:

_express itself COMMANLS : "‘hut up
in these ways. QUESTTONS : “iz it safe to drive thl.s t‘ast:‘"

ACCUSAL LGNS “Yoa=?0n * core about me"
NAME-CALLING:" ‘\ou re rude,"

‘\\

SARCASM: "You artainly make a person {ee!, \
appreciated!" —

JUDGMENTS ; . N\

Approval: | “you're wonderigl!™

Disapproval: “You talk too much."

Qi S S RN i S :s;.--mféra “ ot g

»

s

L

Dl'.SGRI PTLONS OF FEELI NG:

+

“I hurt too much to hear any more.™
* - ) “I'm afraid of going [this fast."-

. ¢ You can describe "lt hurt my feelings when you
.{ your f'eél.i.ngs forgot my birthday.”
only when you "1l felt put down when you ignored
are aware of my comment."
what they are. "1l resent it that you don’t seem to
appreciate what I did Tor you,"
"1 really enjoy your sense of humor."

"I'm getting bored and beginning to
tune out,"

:Iohn L. Wallen
[ 2




. .
* '

* L)

gituation-~the context in which the interaetion is occurring. You are
- e ' - Y N

“ '

-aware of whether gomebady is éétchiug. for example. TQereEore, you

make assumptions about how the situation influeuces what the other is
« £ . . ‘ -

" feeling. Beyond all of this you also havé expectations based on your
X e . > r

h :
past experiences with the other .individual. T

You mak Enfgrences froﬁ all of this }nf;rmation--wofds, nonverbal
cues, the sit ‘£i9n51 contexc, you;'ex?ectatihns of.ihe ofhef. Thesge
inéerenceé are influenced by yohr ?y?‘ﬁpirent egotional state. What you
perceive éhe other to be ‘feeling, tﬁza. often degendéjmore upon what vou

are feeling than uﬁon the sther person's actioﬁ;\or words. For example,
' . d L4 *

if yoir are feeling guilty about something, you may perceive others as

angry with you. If you are feeling depressed and discouraged about

L]

yourself, others may seem to be expreséing disapﬁtoval‘of.you.

3

Communicating your own and understandiné Ehe feelings of others is an

extremely difficult task. And, yet, if you wish others to respond to you

as a person, you must help tﬁem-understand hoq you feel, Likewise, if

K

you are concérned.abbut the other as a person and about your relationship

with hir, you must try to undesstand his emotional reactions.
The Skill : : - '

Although we usually try to describe our ideas cleariy and
accurateiy, we often do not try to describe our feelings clearly.
Feglipgs get expreséed in m;ﬁy different ways,‘but'we do nét usua¥1y
attempt to iﬁentify the feeling itself, : ,

One way to describe a feeling is to identify or name it. "I feel angry;“ -
"I feel emdarrassed.” "I feel comfortable with yoh.“ However, we do not

¥

have'énough names dﬁ labels to encompass the broad range of human

T 44
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+
-

emotions, and S0 we invent other ways'to describe our fealings, such

as the use of simfles. "I feel like a tiny frcg in 2 huge pond."
" A girf, whose friendly overture had just been rebuffed, said, "I feel"

L
3 * 5

1ike 1 have just had an arm amputated."

L

A third way to describe a -feeling is to| repprt what kind of action

the feeling urges you to do. "I_feei like huggimg and hugging }ou." 3

" “ - *

" "I'd like to slap you." "I wish F could walk off snd leave you."

o

. .In addition, man? figures of speech serve as dgscriptions of

feeling. "1 just swallowed a bushel of spring stnshine."

L.

Describing Your Own Feelings °

M -

When describing your feelings, try to.maks clear what feelings yoy
% .
are experiencing by identifyiﬂg them. The statement must (L) refer to

"'I,'l "me," or "my," and (2) specify some kind of feeling by name, simile,

“action urge or other figure of speech i
— Thu following examples show the relation between two kinds of

-

. s " F a :
expressions of feeling, (1) those that describe what the speaker is

feeiing, and (2) those that dc not.. hotice that expressions of feeling which
&, . '
describe\rhe speaker's emotional stite are more precise, léss capable

of misinterpretation and, thus, convey more accurately what feelings are

5 ' - il
. .

;affecting thie speaker. : "
i . + v,

Expressing feeling by describing Expressing feeling without describing
your emotional state "your emotional state

-

"1 feel embarrassed." ’ Bilushing and say nothing.
"1 feel pleased." '
"1 feel annoyed." .

"1 feel angry!'" Suddenly becoming siledt in the
"I'm worried dbout this." mildst of a.cepversation.
"T feel hurt by what you said."

LIS




»
" . <. X - P
I enjoy her sense of humor." "She's a wonderful person.”
"I respect het abilities and ‘competence.' .
"I love. her but I feel I shouldn't say so. f

"I hurt too much to’ heat any more," . "Shut up!!!f‘
"1 feel angry at myself." T . .
"T'm angry with you." . X . 4 K

»

Because emotional states express Ehemsélves simulcaneously in

.
i

words, in aqtions and in pﬁysiological changes, a persbn may convey.
N 2 . . - . . - -
contradictory messages about what he'ds feeling. For example, his -
* o 1 . - * . b .
. 2
' actions (a swile or laugh) mdy contradict his words (that he is

-

o~

angry). The clearest emotional communication occurs when the speaker's
. - .\s - - 5%

R ! . Y ~
_ description of vwhat he is feeL%ng matehies and, tﬁus, amplifies what
ia being conveyed by‘his acci k}ﬁ /;her nonverbal expressions of feeling.

The aim in describing yourkdﬁﬁ feelings is to start a dialogue chac
w
will *improve yoﬁr relacionship ich the other person. After all, ochere

need to know how you feel 1f the} are to take &our feelings into,

;;egcount. ﬁegaCive'feelings a;e ndicator signals that something may

v Ld . . .
. be going wrong in a relationship With another person. To ignore
) . . .

¥

AfCer diacussing,ﬁow each sees che situation or your fela;ionship,

. . 3
you meytﬁiscover that your fé&lings tesilted from falae percept%egs‘bf

E

the gituation and of. the other person's motivea. In thia caae, your

4

. feelings would probably change. HoweWef, the ocaer wmay discover that

'.Q
hia acdtiona are arouaing feelings in you that he wasn't aware of-feelinae

-

chac othera beside you m%ght experience in responae to hia behavior--and

-

- . " ,
be may change.




« In-short, descfibing ybar feelings shoulé not be an effort to
coerce the other intglchanging so that you won't fael as you do.

Rather, you report yout inner state as just one Tore piece of information

- - - .
= .

that is necessary 1f the two of you are to understamd and improve your _

- L]

relationship’ o

Percep tio&Check . . '. .

»

You describe what you pérceive to be the ather'g inner state in

L3

order" to- check whether you understand what ﬁe feels. ThaE_is, you
test to see Hhether’you have decoded his exi:eésions of feélgpg accurately.

You transform his exﬁressions of feeling into a tentative dgscription of
iy N ) ' . .d- ) ]

his feelfng. A good perception cheik conveys this messagé; "I want to

underscandiﬁghr feelings~~{fs thisg (makiné a debcr;ptiqn of his feelings)

-
v

the way Mel?"

Eiamples:

. , . o

"1 get the impression you are angry with me. Are you?"

- XXOT: ™Why are you so angry-with me?”" This is mind reading, not
perception checking.) i , .. ¢

"Am I right that you feel disappointed that nobody commented on your

-suggestion?) .

"1'm not sure whether your expression heqns t..... my comment hurt
your feelings, irritated or confuged you."
. " ‘ ..}
Note that a perception check describes the other's feelihgs, and
" ! ’ -
does not express digapproval or approval. It merely conveys, "This

»

1s how I understand your feelings. ~Am I accurate?”




THE CONCEPT OF FEEDBACK

[
- $ L,

. Bats can fly blindfolded througb a maze of gighrly.strerched piano

—

= wires without striking.one. Blfndfoldedrporpoises can avoid obstacles

: . . : N . Ca R B .
whilg swimming at'top speed. Both are-sending out.sound bﬁves Which
L= F '
bounce off surrounding obgeccs. “The rsfleqted sounds which return to che
‘\ N . ,Q . .

e animal are interpreted almosc\inscancaneously. They give him a picture

-
- w T » 3 . .

of his surroundings as effectively as lighL waves reflecging into che *

eyes of a person. This remarkable abilicy to "see" by listening depends,

- .

of course, on che animal sending out’the messages which can bounse back’

s %,
Y !
.

"

* to; him. We call rhese re:brning mcssages’feedback.- ':' . T >

La, -

Electronic scientists used\lhis principa(,of feedback ‘to develop

“

radar. . They had ro overcome many difficult problems in. developing -
effective radar systems. They th to be sure rhac oucgoing signals would

s¢an all possible relevant obgecrs. They hdd ro be sure that the returning

. . . . -

feedback signals wgre heard~-underscobd--and the most important ones
? S - . " . - .
sorted put from among che‘nany feedback messages being received.
. - :

You and I can use the conieptaof feedback to improye our skills of

LY - - . . “
. -

" interpersonal communications. We &ill peed tos overcome the same kinds of

1
- . - . + .

problews chac élec:ronic scientists were faced with in order to use

- . - . - *
* i i ]

feedback.effeccivelyg We need to_learn ways to scan for‘obstacles we

- . " - .

may not be aware of in our abilities ro communicate most effec:ively.

We must be sure we re€eive the feedbaok understand it, and can identify

3
b

the most important messages. Aost important, we must have‘ways to use the

¥ - i

feedback for improvement once we have received ig. In many instances, cthis

. . z

procéss will necessitare sqme help from other people. To paraphrase the

: 7 '
poet Robert Burns, the idea here is to "“see ourselves,as others see us."
£

—".
9




Fl

There are some things we know about ourselves and some we don'p know .

There are some thingé that others know about us and some they don't know.

<

For you and any other specific person this can be represented by the

£olloﬁing diagrém known as the Joe-Harry Window.#
v . . L} - N

Things A.out Myselr That I--.

Know . Dont' Know
.. Commen Lo o My blind spots
Knowledge * 1  such as bad breath,
that my best friends
‘ ] _ haven't told me
Things about ' : ” about yet

myself the ;
other:

My secrets and My hidden thential
things I haven't . of things 1'never
had a-chance to " dreamed I could do
tell yet . . or be

~ .

As you develop a helping relationship with anofher per;on—-a relationship

whare each of you help the otLer to grow--the "b1lind spot” and "secret"
v . v ) . »

»

.areas become smaller as more gnfarmation about each other becomes common’
knowledge.' It i3 not meaﬁf to be imﬁlied Bere that a person should_ﬁe-
completely or indiscriminantly open. Thgrb are things about each of us
that aren't relevant to-the helping relatiénships we have with others.(
As those things that are relevant are Shared, ayd as they are found to Be
helpful, a trust deveIBps.that allows us to explore and disqover‘new
ahilities in our area of hidden pqtential.‘ One of the mosf importknt ways

‘this happens 1s through the giving and receiving of feedback.'

(-

*Adapted from "The Johari Window" in Group Processes by Joseph Luft.
Palo Alto, California: The National Pfess, 1963, pp;110ﬂ15.




< You . ‘ .

S behavior, this is called . : ' .'

h Y
' Our behavior constantly
- .
]

sends messages to others.
"WHEN THE OTHER SHARES -« : :

his reaction to our - ‘ -

L}
L . .

<% " FEEDBACK. . ot - '
v R
. B . . - - — Other . R
— s - '

i

You There. are barriers in edch Qf us Whlch s
. ~
. . C allow us to receive somg of this feedback, cot
. ‘but. which screer some of it out. .
- H' -‘ i
There are barriers in the other whlch : .Other
L )
¥
allow him to share some of his reacc10ns, . .
' - - - ] ’
- c - 1 ‘ N .
but caure him toAhold back on others
Organization -
W i .
You <, .  Mther
. e
- _ 44
.q__;'_ .

There may be barriers in tue way  our organizations operate that make

* -

-

it hard for some kinds of feedr;ck to take place.
There are olso THINGS IN US, IN THE OTHER, AND  IN THE WAY OUR

ORGANIZATIONS operate that FAéILITATE constiuctive exchanges of feedback. '

-

- 45
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A number of guidelines can help make the giving and receiving of

feedback effective. Things usually work best when these guidelines are

foiloued: However, these are only guidelines--not rules. There may be
. : v

exceptions to each gne. Don't think of these guldelines as the only way
to do 1t. Think, rather, of whether "the usual guidelines” apply in

L] ] L]

this partlcular instance."

-~

Some Guidelines for Giving Feedback

[} .

1, READ{NESS OF THE RECEIFER . y T
-, Glvetthe feedback bn}y when there are clear indicztions -thge recelver
. ts ready to be aware of . It. If not ready, the receiver will be apt
not to hear 1t or to misinterpret it, )

DESCRIPTIVE NOT INTERPRETIVE .
Giving feedback ,sheuld be like acting as a "candid camera." +It is

a clear. report of the facts, rather than your ideas abont why things
hdppened or what was meant by them, It is up to the receiver to
consider the whys or the meanings or to invite the feedback giver

to do this cons1dering with him.

L

RECENT HAPPENINGS

The closer the- feedback is given to the time the event took place

the better. When feedback is given immediately, the receiver is most
apt to be clear on exactly what is meant. The feelings assoclated
with the event still exist so that this, too, can be part of

unders tanding what the feedback heans.

APPROPRIATE, TIMES . ‘

Feedback shoula be given when there is 2 Bood chance it can be used
helpfully. It may not be helpful if the receiver feels there is
currently othet work‘that demands moré attention. Or, critical

feedback in front of others may be seen as damaging rather than helpful.

- .

NEW THINGS

There is a tendency in giving feedback to say only the obvious.
Consider whether the thing you are reacting to really may be new
information for the receiver. Many times, the thing which may be
helpful new information 1s not simply a report of what you saw tPe
receiver doing, but rather the way it caused you to feel or the
situation wyou felt it put you in. '

CHAMGEABLE THINGS .
Feedback can lead to lmprovements only when it is about things which
can be changed. .




NOT DEMAND A CHANGE

The concept of feedback should not be confused with the concept of

requesting a person to change. It is up to the receiver to consSider ,

whether he wishes té attempt & changé on the basis of .new, information.

If you wish to include your reaction that you would like to see him

change id. certain ways, this might be helpful. What is not apt to be

helpful is to say, in effect, "I have told you what's wrong with Jyou,

now change!"

NOT AN QVERLOAD 4 ) T )

When learning how to give feedbaék we somecimes tend to overdo it.

It's as though we were telling the receiver, “I_just happet to have

a list of reactions here and if vou'll secc}e.back for a few hours
I"11 read them off to you." The receiver replies, "Wait a‘mincce

I'd prefer you gave them to me one at a time at momencs'when 1 can _

really work on cthem. I can't’ hand%e a long ljet all at once."

GIVEN TO BE HELPFUL:

Vou should al¥ays' consider your own reasons for giving your reactioms,
Are you trying to be-helpful td the receiver? Or, are ygu really

Just gecting rid of some of your own feellngs or .using the occasion to
try'to 2>t the receiver to do something that would be helpful for you?
If you are doing more than trying to help the receiver with feedback
you should share your additional reasons so he will know better how to
understand what you are saying. .

SIVER SHARES SOMETHING - '

Giving feedback can sometlmes take on the feeling of a "one—upsmanship
situation. The receiver goes away feeling as though he's “ndt as good"
.as the piver, because it was hls potential for, improvement that

was focused upon. Thg.giver may feel in che posicion of having given

a lecture from the lofty pinnacle of some imaginary state of perfection,
The exchange often can be kept in better balance by the giver including
some of his own feelings and concerns.

.

Some Guidelines for Receiving Feedback

L.* STATE.WHAT YOU WANT FREDBACK ABOUT ' -
Let the giver know specif1c chingq about which you would like his
reactions, '

»

-

CHECK WHAT YOU HAVE HEARD =~ ’
Che¢k to be sure you understand what the giver 'is trying to say.
Because the Copic is -your own behavior, you may tend to move toward
thinking about the meanings of the feedback before you are sure you
are hearing it as’it was intended. .

SHARE YOUR REACTIONS TO THE FEEDBACK .
Your own feellngs may become so-involved that yeu forget to share your .
reactions to his feedback with the giver. If he goes off not knowing
whether' or nof he has been helpful and how you now feel toward him, he may
be less apt to give you feedback in the future. The giver needs your
reactions about what was helpful and what was nbt so a< to know he is
improving his ability to give you useful feedback. 47
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THE INTERPERSONAL EFFECT OF VARIOUS RESPONSES*

- LY -
»
-

. .

’ . A
FREEING.EFFECTS: Increases other's. autonomy as a person;- increases sense .
‘ . of equality . -

- . LY

Active, attentive listening: Respc~sive listening, not Just silence
ALY
Paraphrasing: Testing to ifsure the message you recaived was the one
hé sent . - iy .
L] - . , *

. . .
Perception check: Showing your desire to relate to and understand him

% as a person by chesking your Perception of "his inner state; showing
aCceptance of feelings’ . -

T
. '

Seeking information to help voy understand him: Qqﬂitions directly

"L relevant,tg'whaﬁ‘he has said,. not ones that introduce new topics
' L}

Offering inforpation relevant to the other's concernhs: He may or may
* not use it
L] - -

Sharing information that Has_influenced your feelings and viewpoints

Ey

A Directly reporting your oyn feelings

Offering new alternatives: Action proposals offered as hypotheses to
be tested ) :

BINDING-CUEING EFFECTS: Diminishes other's autonomy by increasing sense of
. . ] subordination

.

Changiny the subject withour explanation: For example, to avoid the
other's feelings

-4 .

Explaining the other, interpreting his behavior: 'You do that because
your mother always...." Binds him to past behavior or may he seen as
an effort to ger him to change

Advice and persuasion: '"What vou should do is...."

' Vigorous agreu:ﬁlent: Binds him to present poéition--limits his changing
his mind

Expectations: Binds to past, "You never did this before. What's

'I . wrang?" Cues him to future action, "I'm sure you will,,.." "I know.
you can do ic." .

Denying his feelings: "You don't really mgaﬁ‘that?* You have no
reason to feel that way!'" Generalizations, "Everybody has problems
like that."

|

;John L. Wallen, Portland, Oregun, 1965, (pimec{




The Interpersonal Effect of Various Responses {Cont.)
»

Approval on jgérsonal grounds: Praising the och&: for thinking, feeling )

or acting in ways chat you want him to, that is, for conforming to your
Jsﬂcandards . ’

-~ o

thinking, acting, and“fepling in ways you do not want him to; imputing

Risapproval on personal.grounds: Blaming or censuring che otl}\er for
' unworthy motives to him .

‘Commands, orders: Telling the other what to do.  Includes, '"Tell me
-what to dol!"

Emotional obligations: Control through arousing feelings of shame_and.’

' inferiority. "How can you do this to me when I have done so much for
you?" , _ -

THE LFFECT OF ANY RESPONSE DEPENDS UPON THE DEGREE OF TRUST _Il:l THE RELATIONS;HIP

L

The less l:rusl;., ttieYess freeing effect from any response. The more l:rusl:,'
the less binding éffect from any response. -




EMOTIONS® AS PROBLEMS

¢ n

F]

The way we deal with emotion Egtthé wost frequenr source of diffiéulcy

Y

iﬂ our relations with others. Although each of us continually experiences

feelings about others and about himself, most of. us have not yet learned
. % .
to accept and use our emofions constructively. We not only are v
¢ . ., 4 . . . )
. uncomfortable when others express strong.feelings, but most of
L] A4 - £
o kY L

us 90 not .even recognize, much‘less accept, many of our own feelings.
7 . .

-thknow. intellectually, that it is natufal to have feelings. We

o

know that the capacity to feel is .as much a part of beiﬁg a person as
] -
.15 the capacity to think and reason. We are aware of incompleteness in
T *

the one who seems only to think about life and does not seefh to feel—-

*

- L

Lo gare‘dbout."%njoy.'be angered and hurt by what goest¥n around him.

'we know dli this, and yet wecfeel that feelings‘are disruptive, the

source Ot obstacles and problems ig 1ivingﬂand working with others.

. ,
It is not our feelings that are the source of difficuity in our

s

L] L)
relations with others but the way we deal- with them or our failure to

+

yse them. ’

Because of our negative attitude toward emefions, because of cur fear

*

e -
of and discomfort with our feelings, we s?end much efforc trying, in

one way or another, t~ deny or ignore them. Look around ¥ou and observe
1 L] * 1 - ’ -
1"

how'fod and others deal wifh feelings. Make your own observations and
see Lf they support or contradict the point that our usual reponse is

some variation of, "Don't-feel thar way."”

To the person expressing disappointmert,.discouragement or depression

k]

we say things like, "Cheer up!"™ "Don't let it get you down." ""There's

no yse crying over spilt milk." . "Things will get better.” In short,

"Don’t feel that way." To the sorrowing or hurting person we advise,

~

50




“Dod't cry. Put your aind’ on domething pleaaant." We tell the angry

person, "Simmer down. There's no point in getting angry. Let's be

-

objective.” To the person expressing joy dnd sstisfsction in something he
has done we cauiion, "Better watch out. Pride goeth before a fgll."

In our various group meetings we counsel each other, "Let's keep

4 » .
feelings out of thia. Letfa\ie rational."” -
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MATCHING BEHMAVIOR

L4 -
- -

As people enter into an interpersonal relationship, there‘pre g0513

.they wish po accomplish in {hat relationship. They may be ds diverse as

asking a girl to be your wife, or to wanting to terminate a relétionship;

r

from wanting to bprrow money, or to wanting to let a person know how much

you care about him. The goals or purposes of a relationship are as
. . 3
varied as there are wishes and wants, Problems- arise in a relationship
L] -
when a person’'s intentions are not congruent with his behavior., If a

person is angry and wants to punish but acts in wavs that don't show

)
»

anger, the relationship suffers. ‘Rogers defined congruence as "...an

’

accurate matching of experiencing and awareness.” He then formulated
a general principlc concerning congruency and its effect on interpersonal

relationships.

The greater the congruence of experience. awareness and
communication on the part of one individual. the more the
ensuing relatioaship will involve: a tendency toward
reciprocal communication with a qualitv of increasing
congruence; a tendencvy toward wore mutuvally accurate
understanding of the communication; i1mproved psvchological
adjustment and functioning in both parties. mutual
,satisfaction in the relationship.

With this principle }n mind we can conclude that it the intentions a

person brings into a relationship are accuratelv communicated, the

. greater the trust and the better the relationship between the two

o/
individuals,
An 1iidividual's intentions may be communicated either verbally or

nonverbally Since a person’s Intentions are known only to himself. the

.

1Rogers, Carl. On Becoming A Person. Boston: Houghton-Mifflin,
1961, page 346,

+




* e
'

only way another person 1s able to determine what your intentions are is

.

through your words or behavior. When there is consistency between words ,

P

Qnd,behavior, mutual trust is developed and a more ﬁe:;ig?fql relationship "

between words

is established. The converse is also true~-inconsisten

Ll

o -
and behavior breeds suspicion and distrust. ?

o




WHAT IS A NORM? .

L)
Fl

I,. : A norm’exists when most
’ - ) A
people in a group arrive at doirg 4 particular thing in a particular
A

way, becaufe they have come tO expect cach otter to behave that way.

o
Here are some ekamplgs. When formally introduced, most men in the

United States are expeéted to inciude a handshake in their gregting ’
oy " * .

* .
while women may or may .not. In sdéme family groups, most members of
0 L r

4+

the family usually get their own breakfast on éundéy aorning. In'

some féculty groups, most members usually address each other by.their

R
last names when in the faculty lounge. In othey faculty groups, first

r
~

nanes are the norm wﬁen in the faculty lounge. Some faculties don't

a
L

have & lounge. .

[ . .
Sometimes a norm is referred to as a custom or style. It may

»

-

relate to specific rules that have been ser forth. It may be simply

* z

thought of as the "in" ching to do. 1t may be a thing that most people

in a particular group do without ever hgvmg‘thought clearly about ir.g.
A

‘. .

A norm can develop so that everybody does a thing the.same way. “All

" ‘ ¢
the women in this group wear dark hats on Sunday." Or the norm can be,

-

"All the women in this group do whatever they please about weariag hats

]
v
]

on Sunday." Vr, "Most of the women wear dark hats on Sunday, hft a few

*

can be expected not to wear hats at all.” Thus, 2 norm doesn't

L3

necessarily mean that everyone does a thing exactly in thé same way,

The idea is not one of»conformity. Indeed, a norn can develop to support
. ©

-
¥

variety. A porm may say, 'It’s good to have’diﬁferences.”
Norms are not built from scgatch. Novims devc!ob frgm rhe values,
. t ‘

expectations and learned behaviors that the individuals in a group

bring with them. A norm in a particular group is usually arrivéd at
L]

bE;
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- " !,r ) .
. implicitly. That is, reople arrive at their way of doing the’thing in,

t

question without giving much thought or discussion to it. Most people
A .

don't sit on the floor when they find themselves in a room that appears

L]

to be arrang%d formally. Most people don't remain stamding when they

are at the beach. But, qoét people don't ask others about such things.

They simply do, ot don't do, them in certain ways because this is what

2

they -have come Lo expect. They are following norms. . i )

o - . f

Norms exert a pcwerful influence on what most of us coOmmunicate

™

under-certain cirépmstgnces to whom, when and in what ways. Such

influences are seldom looked at. It's even more rare that we attefpt

- to change norms to better suit our needs and desires. Normally we
L] N 1 -~

@

simply live with them. Yet norms have far reaching impacts. To

illustrate, what 96?@5 have developed in your small group which is meeting

ac the moment about who sits where? 1If you have fallen into a clear

i

4 L

pattern of certain people sitting next to certain others, Epw has this

affected who talks to whom\about;wﬁat% 1f the pattern has been one

L]
-

of shifting seating arrangemen:s, what effect has this had on informal

»

exchanges——on who asks whoﬁxgor clarifzcation ﬁelp or 1deas.

Discuss in your gFoup whgﬁynorms have developed about seating,, if

e

any, and how this may be affectiﬁg{communications. If no norms about
seating seem clear, discuss why they maysnot have evolved (since they

w7

tend to form Eapidly in groups) and how your communications are being

a

affected. Continue to discuss other kinds of norms you can see that your

~ group has, formed concerning cofmunications such as:

When you have been asked to discuss things as a small group (six
or more members), how does the discussion usually gtart out?

& .
How is boreascm or frustration generally expressed, if at all?

60 -
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-

1f the norm is that boredom or frustration is almogg never
expreaaed in the group, why 1s this sd?

Most. groups develop norms about things they "do" and “don't" talk
about» Hhat topics are "do' " and “"don'ts” in your group?

L]

‘Some‘groups tend to have an intensive climate where people are
.frequently on the "edge of their chairs."” Others are low key.
Still others have a pattern of sharp ups and downs of intensity.
What is the norm in yout group and-why?

'-‘Hb;t other norms have heveloped°in ;bur group?

a
L]
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.\ FORMAL AND INFORMAL COMMUNICATION PATTERNS

Communication patterns are affected by many things--by past history
3 . o .
and tradition, by attitudes toward participation, by norms about what is

proper ﬁoétalk about when, by ,interpersonal relations and who talks with

whom, by how much trust and openness there is, by how skillful people

1 L | )

are. Patterns are also shaped by the physical environmenc-~do meeting
. . ;

r
rooms encourage one- or two-way communication, e.g , are the dhairs

movable Or fixed? Do 1ounée§ or dining rooms stimulate sociability?
Moo ‘ . - .
*Do living and transportaticn conditions encourage after-work relating?

what forces outside the work setting have an impact on communications
1
within? .

-

This session is designled to increase awareness of the fact that in

organizations and work groups there are both formal and informal

communications, each with its own setting and its own network which may
ovarlap but be different. The session is also designed to increase

~ .
awareness that the way individuals behave will facilitate or hinder

‘communications within an ofganization.'\lt will providé practice in
diagnosing co;municaéion,patserhs in terms of what behaviors are
facilitating and/or hindering.

Illustrations of facilitating behavior might include careful listening,
pargiéiﬁating freely, providing information, defining unclear terms,

asking questions, giving own opinion, suggesting alternatives or relieving

tension. Inhibiting b:E;Eﬁors might inclu&e talking too much, not

listening to others, withdrawing whenever there is a problem or ridiculing
and refusing to consider alternatives.
Formalized communication in an organization is a comﬁon phenomenon to

all involved. For our exercise we need to examine its purpose E '

62




appropriateness and effect. Many times it accomplishes its basic purpose-—

_that of informing all who need, to be conceriev. %ge usual forma‘ requires

information flow from the person responsible. A principal.}rice principal

or department head will circulate a bulletin, announce over a public

-

address syé:em or conduct a meeting to disseminate that which he feels is

%

important. v N

quuests far supplies, audiovisual equipment, booEs, etc., héually

in triplicate, are common to all of us. It"is a fact of life, a two-way

o

procegs which, when efficient, is effective, simple, yet impersonal.

¥ 7

*By con:rﬁst. indiviﬂhals not in titled positions -are often fountains

-

bf informatiom and influence. Friendship groups, the noncertified
’ -,

personnel, olZ timers, etc., may Iﬁterally control situations .not touched

-~
El

by the formal lines as defined. .

: . ( .
Formal lines of commynication from outside an organization have great

_influence upon the inner workings. °Budget decision, general policies

and ‘curriculum direc:iﬁes are a few examplés that come to mind. Memos,

letters and bulletins make addicions :o<ﬁﬁe “purple flocd.”™ Scme. are

open to interpretation, others are for %mplemen:ation only.
I .

Social contracts, pressure groups and rumor mills do exgr:.considerablb

informal influences upon what can and will be discussed or attemp:ed wilhin
. .

an organization. ’ -

-
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. WHAT TOSOBSERVE'IN A GROUP

’ 2
4

One ‘way to learn Is to observe and analyze what Is happening in one's group.
All of us have spent our lives in groups of various sorts--~the family, geng,
team, work group, .etc., but rarely have we taken the time to stop and observe
.what was going on in the group, or why the members were behavinglche way

they were. One of our main goals hete is to become better observers and
. becter participapts. '

-

But what do we look for? What 1s chere to see In a group?

.’

Y. Content vs. Process

*

When we observe what the group is talking abdut, we are focusing

on the content. When we try to observe how the group is handling

its communication, i.e., who talks héw much or who talks to whom,

we are focusing on group process.

Hosc copics about the. back-home sicuation emphasize chegconcenc--
“what 1s good leadership," "how can I motivate my subordinate," "how

can we make meecings more effective,' and concern Issues which are
"there and chen -in the sense of being abstract,‘future or pagt

oriented and not involving us direccly. In focusing on group process,

we are looking at what our group is doing in the "here and now," how
it is working in the sense of its present-procedures and o organization.

In fact, the content of the conversation 1s often the best clue ag to
what process issue may be on people's minds, when they find ic .°®
‘difficulc to- confront the issue directly. For example:

Content ) Process

.Talking about problems
of authority back home
MAY MEAN.e. corereroves that there 1s a leadership
. struggle going on inm the T Group

Talking about how “ .
bad group meetings .
‘usually are at the \\
plant may mean....... that members are dissatisfied
’ with the perforiance of thelr.
own T Group
3. Talking about staff ,
men who don't really )
help anybody may mean... dissatisfaction with cthe trainer's
N role in che group.

¥

.At a simpler level looking at process really means to focus on what
is going on in the group and trylng to understand it in cerms of other
things cthat have gone on in the group. . i




I1. Communication

-

“ . !

,' One of the easiest aspectd of group process to observe 1s the pattern of
communication: -~

-~

Who talks? For hew long? How often?
Who do people look at when they talk?

a. Single others, possible potential supporters
b. Scanning the group
c. No one.

.
[y

Who talks after whom, or who interrupts whom?

Uhat style of communication is used (assertions, questions, tone of,
volce, gestures, etc.)? ; ‘

. - &
The kinds of observations we make give us clues to other important Chings

which may be going on in the group such as who leads whom or who 1nfluences {

whom, N

" 111, Decision-Making -Procedures

Whether we are aware of it or not, groups are making decisions all the
time, some of them consciously and in reference to the major tasks at .
hand, some of them without much awareness and in reference to group
procedutes or spandards of operation. It i3 important to observe how
decisions are made in a group in order to assess the appropriateness

of the decisions to the matter being decided on, and in order to assess
whether the consequences of given methods are really what the group
members bargained for. _—

Group decisions are notoriously hard to undo. When someone says, "Well,

- we decided to do it, didn't we?" any budding opposition is quickly
immobilized. We can oniy undo the decision of we reconstruct it and
understand how we made it and test whether this method was appropriate
or not. ‘

‘some methods by which groups make decisions:

. e \ .
1, The Plop: "I think we ghould introduce ourselves”.... silence

2.« The Self-Authorized -dgenda: "I think°we should 1ntro&uce our-
selves, my name 1s Joe Smith...ecvvewrvves."”

The Handclasp: "I wonder if it would be helpful if we 1ntroduced
ourselves?” "I cthink ie would , my name is Pete Jomes........"

.

" n
Does anyone object? or "we all agree.

,Hajority—Hinori:y“zocing.

Polling: "Let's see where everyone stands, what do you think?”

6o




7. Consensus Testing: Senuine exploration to test for opposition
and to determine whether opposition feels strongly enough not to
be willing to implement decision; not nccessarily unanimity,
but essential agreement by all.

IV. Task - Maintenance ~ Self-oriented. behavivr

Behavior in the group can be viewed from the point of view of what its
purpose or function seems to be. When a member says somghihing, “is he
primarily trying to get the group task accomplished (task), or 1is he
trying to improve or patch up some relationships among menbers (main-
tenance}, or is he primarily meeting some personal need or goal without
regard %o the group's problems (self-oriented}?

As the group.grows and member needs become integratcd with group goals,
there will be.less self-oriented behavior and more task or mailntenance
Lenavior. What kinds of categories can we identify?

,Types of behavior relevant to the group's fulfillment of 1its task:

l. Initiating: Proposing tasks or goals; defining a group problem;
suggesting a procedure or ildeas for solving a problem...-

2. Seeking information or opinions: Requesting facts; seeking relevant
information about group concern...Asking for expressions of feeling;
requesting a statement or estimate; soliciting _expressions of value;,
seeking suggestions and ideas... \ -

Giving information or opinion: Offering facts; providiny relevant
1nformation about group concern...

Stating a belief about a matter before the group, glving suggestions
and 1deas. .

»

Clarifying and Elaborating: ’ Interpreting ideas or suggesfiona'

_ clearing up cpnfusigns; defining terms; indicating alternatives
and issues before the. group...

5. Summarizing: Pulling together related ideas; restating suggestions

after the group has discussed them; offering a .decision or conclusion
for the group to accept or reject...

6. Consensus Testing: Asking to see-1f group 1s nearing a decision;
sending up trial balloop to test a possible conclusion...

r

Types of behavicr relevant to the group's remaining in good working order,
having a good ¢limate for task work, and good. relationships.which permit
maximum use of member resources, i.e., group maintenance:

L

Harﬁonizing Attempting to reconcile disag;ecments;'reducing teasion;
getting people to explore diffurences...

Gate Keeping: Helping to keep communication channels open; facilitat-
ing the participation of others; suggesting procedures that permit
sharing remarks. .




_

" Encouraplng:  Belng [rleo?ly, warm, and responsive to others; indic-
ating by facial expression or remark the acceptance of othera' con~
tribuctions... . 3
Cospromising: When own idea or status is ifvolved in a conflice, offering
a compromise which yields stitus; admitting error; modifying in in;erelt
of group coheaion or ‘growth...

Standard Setting and Testing: Testing whether group ia satisfied with its
procedures or auggesting procedures, pointing out explicit or implicic norms
which have been set to make them availsble for testing....

¥

Every group_needscboch kinds of behavior and needs to work cut an adaquats balance
of task and maintenance activities.

Emocional Iasues: Cﬁuses of Self-Orienced . .
Esmotional Behavior N ' - .

L -
Pl i

The processes described so far deal with the group's attempts to work, to solve
problams of task and maintenance, but there are many forces active in groups
which disturb work, which represent & kind of emotional underworld or under=- °
current in the astream of group life. These underlying anotional issuase produce .
_ & variety of emotional behaviors which interfere with ot ara destructive of
effective group functioning. They cannot be ignored or wished avey, howevsr.
Rfather, they must be recognized, their causes must de understood, and as, the
group develops, conditions must be created which permit chese same emotional
energies to be channeled in the direction of group effort. ) - T

. L]
' - .

What are "these issues or basic causes? ’ o -

l. The problem of identity: Who am I in this group? Where do 1 fic in?
What %}nd of beshavior 1is accepccb1e~here? ,

+. The problem of goals and neede' What do 1 want from the group? Can
the group goals be made consistent with. wy. goals? " What have 1 to offar
to the group? .* .

ThHe problem of power, control and fﬁfluence: Who willwcontrol vhat we

do? How puch power and influence do I have? - .

. . _ .o
The problem of intimacy: How close will we get ta each other? How

personal? How much can we trust each other and how can we achieve &
greater level of.-trusc?

- e

5 #What kinds of behaviors are produced in.response to these problems?
1. Dependency-countgrdependency: Leaning on or resisciﬁz anyone in the
group who represents authority, especially the trainer.

-

2. Figheing and Controlling: Asserting pergonal dominar-e, attempting -
to get own way regardleas of others.

L

3. wicthdraving: rying. to remove the Sogrcea of unconforcable flelingl by .
paych&logitally leaving che group.




. ) . £ :
4. Pairing up: Secking out one of twe supporters and forming 2 kind of
emotional sub-group in which the members protect and support’each other.

These are not the only kinds of things which can be observed in a group.
What 1s important to observe all vary with what the grour is doing, the
needs of the observer’and his purposes, and many other factors. The main
point, however, is that improving our skil.s in observing what is going on
in the group will provide us with important data for understanding groups
and increasing our effectiveness wighin tpem. )




BION'S  CATEGORLES

For Describing Croup Behavior . .o

iNQUIRY MODE: Tagk-&g&ented behavior. Group-oriented responses aimed at helping
accomplish group objectives. A problem-solving orientation.

Attempting to understand and deal with issues. Making suggestions
for analyzing ard for dealing with a problem, '

+

ry

.

-FIGHT MODE: "  An angry response,
Facilitates group inquiry mode: insistence that an issue be forced
into the open and faced, to get disagreemeqt and conflict expressed
and dealt with, to prevent flight from the problem.

Obstructs group 1nqﬁ1;y'mode ,attacking and deprecating group Qr
specific member, Self-aggrandlzement at expense of others.
Projected hostility. ™ .

)
2

. ,PAIRIHG MODE: CSupporting another person's idea. [Ixpressing intimacy, warmth,
supportiveness to another member.. Expressions of warmth and com-
- mitment directed to whole ‘group. .
Facilitates group inquiry mode: when it buildsiaﬂnon-threatening,

encouraging supportive climate that qnqbles'persons to be free and
open.

Obstructs group inquiry mode: when it builds cliques and subgroups
whicH become antagonistic, when it obligates others so they feel com~
peiled to comply or agree rather than free to resist, when it smooths
over and denies conflicts and difficulties, that might threaten the
warmth and friendliness im the group. . - - -

DLPENDENCY MODE: Appeals for support and direc;ion. Reliance on a definite
_ structure, rules and regulptions. Reliance on leader or on
outside authority. Expressions of weakness or inadequacy.

Facilitates group inquiry mode: when ir is temporary to allow
group or member to learn hovw to do for self.. When it is realistic
because group or member will never need 'to do for self what he
relies on other to do for him. ‘

Obstructs group inquiry mode: when it is unrealistic and thus
prevents group or; member, to do for self. When it is to avoid taking -
a risk or facing 'uncomfortable feclings.

FLIGHT MODE: Tuning out - withdrawal or lessened involvement. , Joking. Fantasy -
" daydreaming. Ilnappropriate theorizing...overintellectualized,,
overgeneralized statements. Total irrelevancy. Changing the sub-
ject. Leaving the group. Fxcess activity in busy-work.

Facilitates group inquiry mode: wherd it is$ temporary to gain per-
spective or rest with definite-intention to return Yo _the problem.

Obstructs group inquiry mode: when it is to avoidfproblem with no
intention of returning to it. :

. . . ¥

Thus, fight, pairing, dependency, and flight iay occur in the service of getting
vork done (i.e., combined with the, Intuiry Mode), or they may occur as a way of
,avoiding getting work done. ) < 64




SETTING GOALS FOR 1MPROVEMENT

This 1s the last session on interpersonal communicati;ns. You may
or may not con: .aye to work at improving your ability to communicate
following this Sessfoq. People don't uysually continue to work at

“improving after a JorkshOp!. People tend to forget what they have

learned. The skills they remember tend to be used less as time passes.

This session is concerned with whether these tendencies will be true for

you.

-

»
-

You gon't be likely to improve unless you have clear ideas about

what can be improved in your communication abllities. Review

spPecific techniques presented in previous sessions. These techniques
are to help you see yourseli. You can use them to see what you know and

can do now in the area of interpersonal communications. They also help

F
*

) ,yoﬁ'see clear ‘goals for improvement that you night wish to set for

yourself at any given time. Being aware of a.discrepancy Between

where you are now and a specific goal for improvement can be a motivating

force in you. V.gue’ awareness that, "1 could be better,” is not apt

-

. 1 :
to move you toward taking action to improve. Awareness of a discrepancy

L

- with a Elear, specific goal ig apt‘to move you. It can be important,

therefore, to rake time alone occasionally to think about, "Where I am

-~

now."

and "What would be a specific improvement goal I could be working

on?"

¥

. Me Now Specific Improvement Goal

"




It's not easy to spell out a clear, specific picture ¢f communication

skills that you can set as improvement goals. Some educators are

labeling such goals "behavioral objectives." A goal is stated clearly’

L
a

when I know, "What it looks like when it is happening," Stating

Al
[ -

that, "I want to be a better listener," i5 not clear and spicific, I

don't know what I would see when you are being "a better listener.”

£y

The following statement is better,

"I want to include paraphrasing when T talk with Jack at

our curriculum stidy committee meetings. We have frequently

found we did not understand each other in the past. 1 will

be satisfied with my ioprovement when Jack tells me that . .

my paraphrasing attempts were correct four times out of {ive."”
* L

-

This statement is specific bucause it focuses on one kind of cowmnunications

act-—paraphrasing--rather than & u’ label -~a better ltstener.\iit is

clear because it states who ic invalved, "Jack and I, when," at our
— M X

curriculum study committee meetings,” and what the criteria is for having
reached the gea', "when Jack tells me that my paraphrasing attempts

were correct four times out of five,"
. _ -8
Try writing an improvement goai that you would really like to work

toward and would like to talk about with your trio members. The

/

gulidelines to strive for are:
1, Focus on one kind of communication act
2, State who is involﬁed

‘3, State when it is to be reached

4, State what the criteria is for having reached the goal

Ed

An improvement goal concerning my communication abilities that 1

would like to work toward is: *

w
L




DEVELOP ING SUPPORT FOR CONTINUOUS LEARNING

Developing Support In Yourself And From Others

~ The most important resource for supporiing you as a continuous

learner 1s yourself. Earlier sessions focused on problems such as the
dif ference that typically occurs between one's intentions and one's

behavior. Most of us need to f}..d ways of coping witQ ourselves., Our

RO I
- - *

knowledge, géar experiences and desires are major resources within us.

However, forces wmay exist which block us from these internal resources

«

such as lack*of time to sit alone and think. Sometimes it can be helpful

to try writing down the forces 1in yourself which can help ybu nove toward

w

an improvement goal and those which work against movement. . Such an

P

- B ) N
exercise can result in new ideas about how to support yourself.*
. .
Past sessions have provided a varlety of ¢xperiences in ways that )

others can help you 1mp;ove your comaunication skills. However, these

experiences were part of a workshop type of training. In order to be
a continu~us learner, you will need c; seek out and develop‘helping
relationships on your own. There mey be forces in you, in others, and.
in your work setting that hinder or facilitate bvilding relationshi,
with others for getting help in learning. A force againsc, for exaﬁﬁle,
would be failing to be specific about your improvement goal when asking
for help from arothér. A force for would be remembering to give feedback
to ycsur helper about which oé his efforts were helpful and which were not.
Take a few minutes to write out some of the forces 1ir you, the
strengths and weaknesses of the ways you relate to others chqx/;;termine
your ability to receive help. Working with people you have come to know
in this workshop, plan some ways to work at developing similar supportive

. relaciénships with others in your "back-home" work setting.

"2 | ' 67




POWER AND. ENFLUENCFZ

In these days of less structured organizations in which more group
participation has replaced sutocratic control to a larga extent, what kind of,
power does the leader/manager wield? Or does one have any? If the manafer is
more a team leader, a facil.tator of group participation than an authoritarian
figure, what kind of authority does ome have?

Accoroing to French and Raven (1959) there are five categories of the
bBases of power or influence. The first of these is e:pert power. If we
think someone is extremely knowledgeable, if one is an expert in a field, we
tend to think of thatr person as an authority. or one who possesses expert
power.

The second power-base is referent power. When someone possesses actractive
characteristics that we value (strength, good looks, friendliness, et..) w
tend to identify with that person. We say he/she has charisma; we could alsg
say that he/she has referent power. Legitimate power stems from values we have
toward someone's right to JAi{fluencd. For example, we usually consider a
policeman to have power simply because he is a policeman. Although we usually
don't credit him with expert power or referent, we agree that he has legitimate
power. . ;

The final two bases of power, reward power and coercive powér,,are closely
interrelated. If we think 2 person has the right to yreward us, that person
has reward power; if we think one has the right to punish us, that person has
coercive power. .

Managers traditionally have had thé latter thyee bases of power; some
successfully influential leaders have developed referent or expert bases of
pover with their staffs, The question becomes, then, how to develop referent
and expert power with others, since research shows these bases are ‘the most
effective for exerting interpersonal influence,

. o - -

Changes in organizational policies (i. e. union requirements) have ,
diminished the extent to which managers possess the vewakd and coercive bases
of power. This leaves the manager with legitimate power which also has been
lessened. It pysed to be that "management™ was a title that commanded respect.
There was prestige comnmected with the title, and a manager was an influential
and respected personage in a community.

Today, however, the man-ger's status is greatly reduced and is no longer
automatically an honored member of the comnunity. In many organikations,
potential leaders are looked down on by their fellow workers. The legitimate
power of management has been diminished by the change of society's values.

individual staff members who have power with their peers usually poSSess
either expert or referent power or both., The leader who is not in conflict
with the influential staff members usually has an easier time influencing
the whole group than the leader who is at odds with these individuals.
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Because quite often the power of the leaders is bqped on their being
idencificacion figures with their.peets (referent power) as opposed €o the
manager's legitimate power (which is.on a lower plane of effectiveness),

-

the individuals may have more influence over their peer group than the managers.
In such situations, managers cennot influence others simply on the strength of
their &egitimate and coercive power bases. One way to develop teferent power

'is to communicate openly and share decision making with staff members.

The manager's delegation of part of his power to his staff will not detract
"from one's own influence. Instead, it will add to it, for this will gain ~
another dimension of referent power. The manager'will™Find that his influence
has grown, since the basis*for interpersonal communication has expanded from
4. .horitarian legitimate power to 2n identificative closeness with his scaff
The power in the group will have been shared, yet strengthened.

Pam Cutring
Revised s
1/28/74 -

ASSUMPTIONS ABOUT PEOPLE

" Theory X . .
i ' #
The average human being has an inherent dislike of work and will avoid
it 1f he can. . .
Y ‘ .
Because oi this dislike of work, most people mus: bg coerced, controlled,,
directed, threatened with punishment to get them to make an effort.

The average human being prefers to be directed. wishes L0 avoid responsi-
bility, has relatively iittle ambition, wants security above all.

v . . -

Theory Y .
The average humun being learns, under proper conditions, not gﬁly to
accept but Rlso to seek responsibility, and will exercise self-direction
and self-control in achieving objectives to which he is committed.

People have the capacity to exercise a relatively high degree of imagina-
Ltion, ingenuity, and creativity in the solution of organizational objectives. -

The expenditure of physical and mental effort in work is as nacurgl as
plaz and rest.
3
From McGregor. D. The Human Side of Enterprise.
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THE HELPING RELATIO:;SHIP AND INTERVIEWING TECHNIQUES
Don Murray

-
S

Helping others who have problems or needs can be a very réwarding
and satisfying experience for all, if successfu1.‘ However, ifﬁhelping
efforts are handied improperly, they car create havoc and.prodﬁce detri-
mental results that are even worse than the origingl state of affairs.

Helping another person who has a problem is not eaéy. For most individuals

it is hard to admit our difficulties to ourselves: it is even harder to
’ [ ]

share them with someone else. Helping ¢fforts, whether successfui or
unsuccessful, imply some change or movement in the situation that may
.generate both good and bad feelings among the individuals affected. So.

a word Of caution -- be careful when you endeavor to help others.

1. Help must be solicited, not_imposed. _
The person you are trying to help must be ready to acknowledge that

he has a problem and that he wants help with it. If the client and the

helpar are brought together by a third party, help cannot be.given or

received unlgss the client permits the process to go on.

2. How_many persons should be present in helping roles at a given time
or fituation will vary greatly with the nature of the’problem(s), the
number ¢f persons seeking help, and many other factors. When dealing with
cases of a highly technical or emotionally laden nat;re, it is frequenf1y
recommended that two persons’ offer their consultinyg services to the one who
is seeking he1p.

There are both Edvantages and disadvantages to using two (or more)

rather than one helper. Two minds working together in concert on a prob1eh

70
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usually can come up with more and better questions; together they rossess

more experieﬁce and knowledge to draw upon. With ﬁore than one he]peé
hearing the sh;red problem or situation they then can later compare notes
andlperceptions, check out the accuracy of cQ11ected facgs, iheir.sequence
of occurrence, their validity, implied meanings, degree 6f significance,

-

importance, etc. m
Working against these advantages are somg#dra@backs that must be
recognized. The c]iént may have_expected one'pe;son; now he has two with

whom he must contend. Bridges of frust must be built between the client
and the outside helpers before the wdrk of dealing with his brob]gm} or
concerns can even begin. If there are more helpers or outside congultants

than there are clients, the client may feel outnumbered, overwhelwed, and

even threatened by numbers.
<
3. Before constructive work can begin on the problem(s) or concerns the

helpers must endeavor to put the client .at eage.

The place where the interview is to take place is imbartant. He may
ot want fellow faculty members to see him consulting with others. The
faculty lounge may be too public. The office or a covnselor's room may be
threatening. He may want the éecuritylof a "safe" room with which he 15
%am11iar, such as his own classroom. It may be necessary to agree upon
some appropriate place outside the school building where the meeting can
take p]ace. The place should offer privacy with 1ittle or no chance of
interruption. It sbou]d be. of a comfortable size and appearance.

Thg helpers must model desil;ed be.havior; they should appear to be at
ease and comfortable with the situation. If at first the client appears
to be evasive or noncomnunicative, don't try to stampede him infé action.

e .

Iz
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If the helpers exhibit nervousness or impatience, the interview is probably

destined for failure. ‘ - N . . *

- . - ~
L

4. The early conversation may cover a numder of uu{mportant extraneous. '

topics having no bear1ng upon the problem under cons1derat1on " The «6lient

may be testing you (the helpers). He wants to see how you ‘are going to
deal with him. A level of trust musf;be developed, He may present one or
two "test" problems just to see how you. receive and treat them before

< L]

sharing his "real" problem.

[

-

i 5. Generally speaking, there 2re no short? sweet, simple problems. Most
are complex and complicated and in drder f%/géceiye aﬁd retain all pert{nent
information, it may be necessary to take down written notes Note»tak1ng,
in the initial meet1ng, is frequently vé}y threaten1ng to the c11ent He's
not too sure about you and whether he can really trust you with his problem.
If he appears disturbed, stop fbr a few goﬁents and discuss this problem.
Cover the need to keep notes on the many facets of the case, the sequence
of events, etc. - Assure the client that all information shared w1ll be
treated as confidential. After this discussion, if the client still apbﬁar;

to be distracted by the note-taking, quit taking notes.

6. The goal of the helpers should be to assist the client in seeing his

problem more clearly and in choosing ways of coping with the problem that
are both acceptable and ﬁbssible for him,

Reat help involves a gredthdeal of meanipgful 1istening and very 1ittle
telling or ta]king on the part of the helpers. The helpers should avoid
Peing'téo regssuring; they should not 9ver~praiée or pTay down client ¢

responsibilities. The “task is to recognize, identify, define and jointly

-

72




explore the problem in hopes that realistic possibilitics of action are

found for the client. Whenever "touchy" points are located that are

difficult for the client to talk about, the helpers should strive to find

other approaches to these Belicate areas and not Tet the client avoid them.
A freﬁuent problem for.outside consultants o;_heipérs is the one of

their seeing themselves as not being helpful to the client. They feel a

responsibility or obligation to do something or say somethinq.diregtive
or to recommend a course of action. This may be the most unhelpful actiqn

at the moment -~ maybe even a disservice to the individual(s) and his

organization. ,
Perhaps the most valuable service one provides as an outside consultant

is merely being there and listening to the client attempt to describe the

current organizational problem(s) confronting him. All too often, this is
the first time that individual has gathered together all the facts and
information known to him, organized them into some logical sequence of
events, aﬁd in so doing he himself begins to gain new insights into the

problem. Thus, you have helped him, even thouch you may feel you have not.

7. Don't trap yourself (as a helper) by té]king or telling too early when
you should be listening and gathering facts. As stated earlier, most
problems a}e complex and complicated and may be i}kened to icebergs. After
initial description, they usually are only about one-ninths exposed. " As
questions are asked and oth~r individuals involved are consuited, the
problem may take on different meanings, complexiong, etc. Every problem
situation usually has several sides; all musi be considered when geeking

=

good solutions.




Too often before 211 the facts are known, promises are made eaﬁly in
a case that can't later be delivered or honored. MWords like "They can*t do
that . . ." or "We'll put a stop to that nonsense . . ." often have to be

. i a

“eaten" when additional facts become known and the rights and responsibilities

. _ i

are carefully explored and examined. f
.. ‘ f

8. The client can and should expect to be fully apprised of the fights

granted all educators in laws, codes and policies as well as sugalestions of

individuals, agencies or organizatioﬁé that. have services to offér. Too,
he should be informed of the proper administrative, ethical, Tegal and

professional channels to follow during the process of overcoming his problem.

1

»
There are tﬂiqgs)that can be done in addition to Iisteniné. You may
report thé stccess stories of other individuals or groups in #%milar
situat?ons."faﬁ can provide names, addrgsses, phone numbers,}etc. of
individuals, groups, agé;cies, etc.ﬂwho have resources .or exqertise‘fhaf
_ would be of possiblé‘hélp. Reports, research studies,,publiéat{ons, etc.
known by the helpers could be recommended for read1ng and qus1derat1on.
The mair points to remember in a truly successful helping réI;}1onsh1p
are_tgx\ (1) Leave the client with an accurate perception gf his problem(s);
(2) Leave him with several alternatives of action; and (3).Let him or his
organization decide which action steps will be .taken and what will be done.

!
Leave him with his own self-respect, his own self-reliance and.confidence.




BLOCKING AND FACILITATING COMMUNICATION

" Perfiaps the majqp'barrier that stands in the way‘of mutual jnter-
persona] oommunieaéions ip the natural tendency to pass judgment on what
another person has to say, For ekamp]e, when someoﬁe hears a speech, '

waiches a television documentary or reads a‘report, his initial reaction
is one of approval or disapproval. He evaluates what he has heard/seen/read
from his own frame of ref;rehce. ‘
' Or take another exémple. Supﬁose a devout Democrat vehemently hec]a?es
| that because‘of the Watergate scqnda], the 1972 elections should be con-
sider%d null and void and a special mid-term election ;hould be held. The
usual initiél response is evaluative. His Histeners will agree or disagree

or will make some judgment about the speaker, éueh as "He must be one of

those 1iberals!® or "Sound thinking, Jones". _ L
This brings us to another obstruction of communication -- the tendengy

to evaluate and judge what is being said is heightened in situations ﬁhere

emotions gée involved. The stronger the emotions, the ]essiligély it is

that there will be a mutual element of*commﬁniéatiqn. There will be two

very separate ideas, two feelings missing each other in psthological space.

It is not unliké two semi-deaf persons trying. to carry on a conversation.

Each, unable to hear the other, responds to what ﬁg_wodld have §aid in reply

to.his own question. Conversation ended, they go their separate wa&s, each
satisfied and impresse& with the other's amazingly similar Opinions. In

reality, two conversations were held; each person talking to himself.

Slightly modify this situation and imagine a convérsation betwegn a teenage 4%5‘
gir]l and her conservative father discussing curfew. The lack of communication ‘
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is equal. Bqth the girl and her father speak from her/h1s own frame of
reference. They really aren't talking abdut the same thing at all. Thls is
not cemmunication. The emotioﬁai reaction is the most effective block to
interpersonal coumunicat{bn. : ; .

The solution? The battering ram to crack the barrier? Step into. the
other Indian's .moccasins and stroll around his frame of reference. N;em
Tom can sidestep the evaiuation temptation and listen with understanding,
when he can see the situation from the other person's point of view, when
he can sense how %t feels tonthariie, then communication is successful.

Sounds simple, doesn't it? But this "simple" matter of.dbﬁﬁuni.ation
has been found extremely effective in the field of psychotherapy. It is’
the most effeetiVe way of aiterieg-the basic personality structure of some-
one, to improve his reigtionships and‘;ommuniFatiee with Otherg. If some-~
" one can really listen to andther person, really understand his personal reac-
tion, sense‘the'emotiﬁna[:fiavor it has for him, then he will also cause

" improvement in that relationship. .If he can understaid the person's fears

and hatreds, this will be the greatest help in altering those feelings and

establishing realistic and harmonious relationships with those situations.

Such empathic understanding -- understandipg with a person, not about him --
s such an effect{ve approach that it can strengthen most\reiationships.

But what ;if Tom does’ Tisten to Charlie, but Charlie remains the same?
Probably Tom's listening has not been of the type described above. Suppose .
that every time Tom and Char11e had a discussion they tr1ed this: "Each, )
person can speak his p1ece only after he has restated the ideas and fee11ngs

of the previous Speaker accurateiy -- to that Speaker s sat1sfact1on

Before Tom could stafe' his point of view, he'd have to achieve Charlie' s

‘
5 .
vt
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Trame of referenté to be able to summarize his thodghts and feelings. Tom
would find his own comments would be drastically changed, the emotion would
drain out:of the discussian, the difference; would lessen. '

If this technique works 50 well with Tom and Charlie, why dpn'} more
people try it? Why donrz‘zig groups use it?

In thé first plac&, it takes couragé, one of the seven deadly virtues
with wh1ch not too many of us are afflicted. If one really understands
another in this way, he runs the risk of being changed, himself. The"
thought of being changed is‘Bne of the most frightening things we face.
Listening can seem too dangerous..

. Tﬁe second obstacle -- when emotions are stronygest, it is hardest to
achieve the frdme o% (eference of the other person or group. But a third
person who can, listen. objectively and with understanding to each person or
group car heﬁp by clarifying thé v;ews Fﬁd aititudes each ho[ds. When
someone real%zes he. is being understood ‘fhe statements become less
exaggérated and less défensive. The catalyst of understandxng C?Q ‘help the
group d1scern the obaect1ve truthfinvo]ved in the rea1t1onsh1p Mutual
commun1ca;1on is established and agreement brecomes more feasible.

The f{nal obstacle -- this appro?ch works well with small Qroups and

indiviauals, but to test its effectiveness on a large scale requires addi-

tional fuhdg,lmore research, and creative thinking of a high order.

But supp&ge a neutral international group were to act as go-between for

two large powers. First the leaders of the h@stile countries, then the
widest possible distribution of all that material to the people 6f the
countries. When someone tells Tom Israeli why Charlie Arab Hates him (qﬁﬂ
‘vice ,ersa),.it is »> ier for Tom to understand Charlie’s feel}ngé than when

Charlie stands shaking his fist and throwing rocks. ’
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But before this can be¢ achieved, socioty needs to accept the f}ndings

of social science with the same faith with which it welcomes, the verdicts &

r
'

of physical scientists.

Effective communication is not impessiple. The influence of a person

who s wi]]ﬁhg to empathize, to understand -- even'a third person, providing

‘he can gain a minimum of cooperavion from one of the parties -- caf act as
o * ] ’ .

a catalyst for. commuaication. &

The defenses that prevent communication -- the insincerities, the lies,

‘the false.fronts -- fade with Indy 500 speed as people realize that the.

.

intent is to understand, not judge.
Grﬁdua]]y, then, comes mutual communication, which leads to problem .
selving, rather than personal attack.. Withjcommunication, the barriers, the
.defenéivé mechanism which preveﬁt understanding are breached, and two peop{é
panrworﬁ things out togéther without fear of attacks of disapproval or

judgment.

Fl




