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~ COMMUNICATION SKILLS
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-Goal: ~— | Performance Indicators; -
The student w111 Tearn the importance of The student will read and discuss the
- good communication sk11]s. He or she information aiven in the Introduction and

will read about wdys of improving skill’
in listening to other’ peop]e and in being

Lj listened to. -

Information sections, then will comp]ete .
"the written ass1anment and the role
play in small groups.
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‘ Introducti no

-

. ; ' .
Communication is a two-way process;_one person initiates and the other person
responds. There is no compunication if you are by yourself in the wilderness.

- This module -emphasizes the/two-sided nature of coﬁmunicatioq: listeqjﬁg actively

to others, hearingsnot only what you want to hear, but what the otker person
means, énd, en ng that you, yaurself, are treated with respect and listened
to when it i§ important to be heard. ‘It i$ your right and obligation to make

sure that communication is two-way.

- ‘ -

-




INDIVIDUALIZED LEARNING SYSTEMS

v

- ) .
This module is about communication skills..

(A Ad

A

Being able to lTisten act1ve1y to other

people and ensure that you are 11stened to is essential for good, two—way

communication. Most of us work with other people, and these skills will help:

positions.

\

To comp]ete this module, follow the guide below.

the ass1gnments “as you complete them.

L

you get along and get ahead with your fellow workers and people in superv1sory “

Piease check off

-

Read the Introduction and Information sections carefully.

Discuss w1th1n

your class anyth1ng you are not c]ear about or that you w1sh td d1scuss
& ’ : [ -
Comp1ete the Self Assessment and compare your answers w1th those suggested

. Discuss, with a partner anq, if

on the Self Assessment Answer sheet.
necessary, with your' instructor, any answers with wh1ch9you d1saqree

3. Complete the Post Assessmeht Your instructor w11} need. to d1v1de the ‘

class, preferably into groups of three. Follow the 1nstruct1ons at the "
top of the Post Assessment sheet and pr3ct1ce the skills in the q1ven ’
stguat1on Report to your instructor when you have - f1n1shed and before
“continuing with another module. )
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Information

e

Are you a good 11stener7 Do' other peopJe,1isten to you when you want to saf
something 1mportant?

.
é

It is essential to be aware of and to practice skills in communication. Jhey .,

.are the most 1mportant social skills, and as most of us work with other people,

- they are essential in our Jjobs as-well. They are at the center of human&relations

.ch11dhood training we are made to feel

tra1n1ng and the very core of respect for the rights of 1nd1v1dua1s More
prob]ems and difficulties between peop]e occur from poor comman1cat1on than from
any other area of human exper1ence

<

We are’born with the ability. to communicate our oWn needs, but we have to learn

how to hear and respond to others. Wh\zloften happens is that during our early
ilty about this 1nborn ability to ask

c]ear]y for what we want--1t81s 1abe¥ed as aggressive, impolite and selfish.

‘Of course, there are more appropr1ate\ways to make our needs felt than scream1hg

and crying, but the direct honest communication of babies is someth1ng we can st111

learn from. There is not even much encousagement to acqu1re the skills of genuine - .

and act1ve Tistening to others. Most of us know that the experience of being e
"told off“ or of being’ very bored by someone who has pawer Jver us teaches us
only,to be quiet and to appear to be 11sten1na w1thout necessarily understand1nq ~{

“ar want1ng to understand. we are likely to fee1 that we, have been done- -violence -

to by not being allowed to express ourselves, espec1a11§ any negat1ve feelings, and-
we*begin to feel resentPul and d1s1nterested “in giving nyone else the attent1on ’
and understand1nq that we, ourselves, do not fee] we are r9ce1v1nq

-
. *
I T

We are told, very ea!ﬂy on, about the 1mp6rtance~bf li;tenihg to, understanding,
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‘ and-acting on communication that is 1’n1’t1’ated by higher status individudls (e._qf
parents, teachers, supervisors, etc.). It still js the most efficient and _

4 productive way of initiating action.. However, you are also ent%t]ed to communicate
what is jmportant te you, and that is what this module and the exercises should
help you to do: communicate better, not only with your fez?ow students or co-
workers, but also with people in author1ty

) " . -
When other people sense that you really are listening to what they are saying
(to their feelings and their words), they feel valied and respected. When you

L

get the same, honest attention paid to what you are saying, you are tikely to ‘V"
. feel good about yourself and the other person. Everyone benefits and gets . K
along better. ' : . _— - y

s

1 °

First_of all, we will Jook at active listening. This has been d1v1ﬂed into

two areas: centexing attent1on on the other person and checking 1deas and feelinas!

’

Center ng__attent1on on the other person rather than on your own° response or .
‘ 3 whatever you may be remmded of in your experiences. Try tg understand why the

subject matter is”important to the other person. Think of the othef person as
N someone yoy are trying to qa1n knowledge from. This.involves openly shéwing

you are listening, keep1nq your eyes directed most of the t1me toward the other
person, avo1d1nq dwstracttons, such as looking over his or her shoulder at other o
people. (If the other person réally is very bor1nq, then it will be necessary to

* practice your skills at be1ng 11stened to.) Th1nk of somé of the ways that your
.body language ‘and use of v01ce MHdht 1nd1cate to someone that you are not 11sten1ng
actively, e.q. slumped body, du]] tone of - voice, scratching, picking your nose,

i etc. MWatch how peop]e ‘at home and in the community express, with their body, as .
well a5 their vo1ces, their interest or lack of interest when some dy élse s

s speaking to them. The challenge in active 11sten1nq is to find oyf as much as
"possible about what interests the other person (as much as the other person is
willing to divulge). Take it as a challenge to- f1nd out what is really 1mportant

"to the otber person; you will d1scover that even 1n day-to-day activities each of -
us. is 11v1ng accord1ng to:very f1rm1y established values and beliefs. -By 11sten1nq ’
. | act1ve]y, you not only?* unde?stand the-other person, but you f]atter h1m or her
*‘ at the same time. - 3 T # - . ‘

1}
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Here's an example: ' : C
A. "I went to the ball game last night." ¢ ' "

B. (assumes mistakenly it is the aame that interests A) "Who won?"
A %Ems. 8-0.v o

B. "0Oh." {not- knowina anythina about baseball and thinking this was what
*A wanted to communicate] B comes to a ‘bored and boring stop.) c

e

Here is the same situation that resulted in a different quality of communication:
A "I went to the ball came Jast night." * o , .
B. (noticing A sa}% this without enthusiasm). "I didn't know that was something

you enjoy doing." . o
AL "It ism't. T prefer going fishing ‘but my airlfriend wanted to qo." .

° o

Now, at this point, there are severa] possibilities that will help B tap into

even if it is accurate) to ask, "Does she always make decisions for you?" "
There are ﬁany other 1ess.cha11!nqina.glternatives. Here are a few:

a) "Great. \Hheré do you ao fishina?" .
. b) "What sort of fishing do you'enjéy?"

c) "You seem to like bdquo activi iésx" .
d) "Does she go fishing with you?"
-e) "Sounds as if-that might have been a 1ittle porina?fér'yoy."
f) "Do you usually share.youn activities?" ) .

2
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The many alternatives available “to B do not require specialized knowledge, not .
_even similar backaround experience. It's possib]e»po carry on an interesting

‘and.enthusiastic discussion, using active listening, with a nuclear scientist - .

“‘talkina about a complicated théoretical point, if you are able to cue the person-
. into -communicating what is important to him or her., In this case, you would Q"
probably not understand the eontent, but'yoy would be responding to the feeling. .

- A1l thaf,is required is that- the active 1isteﬁer'has a wish to find out, more
about the other person. In

the example, the possible questions and comments
follow on from A says and encbu?age A to ‘openup- and commuﬁicate directly. E
. - v ' X 0‘ ) ‘ ) ) ) Q
Checkigg:phat'xgg have understood the other pgrsoﬁ’s feelings and jdeas.

Sometimes, as in the illustration of the scientist whose ideas mean little to

. * »
, ~

;}v -

what really interests A. It would be possible (e]thouah probably too thréatening,
. & - . .

‘e
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' you, the‘most‘important thing ydu can do in understandinag another 5%rson'is to be
‘ sensitive to the feelings either expressedy or in ,und'er]qu the words: However,

a complete commun1cat1on is go1na to occur when both content Qr ideas and feelings ~
are recognized and understood Thg easiest’ way to pract1ce this Tistenipa skill
is to .try puttina into your own words what*seems to be most. important to the
other person and then asking them whether that is.what he or she saiq. Also, if
you thipk there are feelinas that do not match with the content, it is.useful to be,
“able to identify what you think are the fee11nqs and again ta,check with the
other person. Both of these Tistening skills are extremely important when
someone is trying to communicate something to you that they beTieve you should .
hear. In other words, gven though you are still centering attention on what the
other person says, it is q1ven added 1mportance becadse the& are trying to focus
"on you. - - _ ) 4
r o~ . . , [
“Following is an example:. L ' Co
Lo I"Ther'e_'s something I want to tell you and I don't know whefe to begin."

[3

- B. "It seems to be difficult to tell me." \ .
A. “Yeah. The thing is...and I'm not the anly one who says this...I've been~
‘, : asked to tell you...only I don't know how you'll- take it."
' " B. "Sounds as if you're’ fee11ng uncertain whether I'11 accept what you telJ\Qz\"
A. "Yeah I...."' 5 .

. 4
r
I o -

o The first resod‘§e~by B checked the content of -the ﬂbrds; the second response by
B checked tHe fee11nq expressed in the hes1tant manner-of de11ver1na the words,

‘e

- . and probabiy.the worried expression on A's face. * Remember, even 1f what yoyg '
eventua11y hear is unpleasant, the fact that yeu are checking the direct.and
1nd1rect meaning helps the codmun1cat1on process. By doing this, you are mak1ng
it eas1er for A and®grobably making such a favorab1e impact that, you will 1mprove
your position when,at last, A gets around to te111nq you what is the concern.
You may have hot1ced that the aim is to stay in the present, f0110w1nq ‘closely
the words and fee11nqs the other pegson is express1ng Your pred1ct1ons about what
ther other person mlght be talking about are probably not re]evant at this stage.

. Even if yolt quessed and Jumped in with, "Oh, you're- criticizing meoabout---;-,"
. ) you' lessen your chances of com1ng tﬁrduqh the ordeal haying made a favorable Y
: .’q ' .1mpressmon for your effort to .understand, to g1ve full attentton and to take: l

‘ not1ce They are, a11 persona] sk11ls that.w111 " helpryou qet and keep jobs.
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‘ - Sometimes the feeling content is so obvious that, part1cu1ar1y when 1t is-a nedative
emot1on directed at you, any checking of it would sound 1nke a cha]]enqe

[ 4 .
For example: ‘ \ e : : . i

'S

, o _
! A, "I'm very angry about what you've done." -

€

The feeling here is clear." You would probably make, matters worse if you said,

,“' "you seem to be mad at me." A better response would be any of: _
B. a) "I'm sorry you're mad at me." , ' ~
< . b) "I Wish I"couTd change hiw you feel toward pe." {
c) "Can I do anything to heip change your feelings about me?" '

"Now it is your turn to be 11stened to. The way in which this'is going to happen
is by asserting your rights as an 1nd1v1dua1 to the same respect that you give the
*  other person. Deve]op1ng the commun1cat1on skills that ensure that you are
11stened to and get what you believe you deserve, is essential at work and in’
everyday lTife. . At work, it is important when
*you need help, more instruction, qu1dan¢e fromJEdpenvisors, qurnéymen and
. fellow apDrent1ce«s ' ' o
' *you want to end something that you feel is not respectfu] to you as an a

AN

~ b @ 1nd1v1dua1 e.q. cont1nued JOkES about you, bullying or other belittling

o - " .attitudes and comments T .

*you want to c1ear1y say "yes" to something . )

*you want to say "no" to other peop]e s requests’ w1thout fee11nq guilty
There agre some occas1ons when you just can't get what you want without chanq1nq )
the oJﬁer person or the place. _Sometimes it is better to d1sagree silently with
the boss; th1s is where the add1t1ona1 sk1J]s of tact and d1p10macy may be useful.
In this case,.your interest in asking your boss not to blow c1qar smoh{ at you
might be overridden by another 1nterest--keeging -your job. ‘There are also work
settings where you might find a similar conflict of personal interests in dealing -
w1th a customer who, as a profe§s1onaJ you know is nearly always r1ght Imagine
you are a floor layer who - -sees,that a custemer has bought cheap material that will
not last Tong. In this situation you have an obligation-to respect the customer,
and -your expression of obinion about'the materfal comes éecond,"Even if the .
. . customer asks, "What do you think of the carpet?", a skil1ful answer incorporates %

what you have 1earned”about'act1ve lTistening; you:check- what ¥s behind the ’

’ .
- . . ~




So, it isn't necessary that you express.everything you feel; that would be ne

' For example:

. . . (]

question, which, in this instance, is probably a request for réassurance.

.
’

For example:
"It will Tookmarvelous when I've installed it." T
or . ‘ ) » )

kit seems like a good buy, for-'the money you paid."

~advance over what a‘thfee-year-old child does. The au1de11ne is to 1dent1fy when

you fee1 your rights as an jndividual are being sdr1ous1y quest1oned whén yol

are be1ng treated with less than appropr1ate respect As an apprentice, you '\',,
can expect to take some knocks, but you still have a r1qht and a duty to your
own self-respect to correct a s1tuat1on or relationship where you are cont1nuous1y/>

I3

being 'put.down.' When you feel a. s1tuat1on is gettinag worse, and you fear for ° o
your- job, check with your co-workers, they may have the same feelings. IF the =
trouble is something that can be changed for the bettex, you have noth1ng to 1ose
It is important to speak out and there is,a well-proven way 6f doing it--and not~

only surviving, but w1nn1nq .o : L

Y \

The sk111 of be1n&‘11stened to 1nv01ves avoiding, at -all sosts, becom1nq aggressive’
and threaten1ng to the other person. If you are adgressive, 1t sounds Tike an
ultimatum and the other person is given two ;ho1ces surrender or fight. Most -, '
people. will fight, or will give in and resent you; either way, you hgve lost.

The skillful way gives the,other person a face- savnng way out; it shows-Fespect
for him or her at allktimes. : >

[
v

Take, for example, complaining to the boss when he or she makes an unreasonable .

request. Maybe your boss has asked you to‘run a personal errand during your .
Tunchtime. If you don't want to-do this, you do have the choice of speak1na out .
and being Tisteped to. Here's the procedure to fo]]ow ' '
1. Show your/ﬁoss you understand what is important to him or her.
2. Take respons1b111ty for your own feelings. . 5 ) - c M

3. Sugaest a pol1te1y worded, alternative action.

"Exclse me, I wonder if I cou]d have a word with you. Tt's about the errands Lt
you 've asked me tovun. I rea11ze that you are very busy, that they -are .

-4

4 -

3 _'..
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1mportant to you and I would" 11ke ‘to ‘help. I'm nat sure why, but I'm fee1in6 ?)
upset about losing my lunchtime. 1 use that.time to relax and eat so Ican'work

hard in the afternoon. I wonder if I could run that errand after .2 o'clock.

~ f * *
-

It would be d1ff1cu1t for any person to respond to th1s request in other than
] reasonab]e manner. - - . -

. Here s dnother example;gpere you feel you are not qetting.the supervision you

wou]d like., Follow the same formula: e . . .
. Show your understanding of the other person's pos1t1on ’

o0 2 Openly take—respons1b111ty for your own fee11nqs J

3., Suggest, politely, an alternative to the present s1tuat1on, T

"Excuse me, Bob. Have" you got a m1nute7 I know you're busy and maybe I'm
unfair in fee11nq that I'm m1ss1nq out on my tra1n1nq, but there is a Tot I want.
to 1earn and pract1ce much more’ than I' m do1nq now Would you please, if. ﬁGu
don't have ‘the time, ask someone else to q1ve me some 1nstruct1on ‘for a few minutes
twige a day? "Thanks a 1ot "Bob." -~

-

‘Here is an examp]e showing the skilT®of saying "no," while avoiding threatening

e‘\,

_Under1y1ng all of these suggestions for sk111ed commun1cat1on is the principle

the other person, and while ma1nta1n1nq yourssense of self-worth.
A "1 min a hyrry to 1eave ear]y Can you punch the clock for me?"
B. "I can see you're in a rush, and I may be silly about fee11nq pressured
“hto something I don' t‘éqree w1th but I'd appreciate 1t--even though y0u re
1¢1n a hurry--if you could do it yourse]f this time." y

Ve
1

.

of respect. Try to maintain’ respect for your fellow workers and uphold your

own sense of self-respect. 'This makes for commun1cat1on betweeh equals. Even

if you ‘are’ not equa] in work sk111s, exper1ence, status, money, you are equa]

.1n your indjvidual worth Show you be11eve in other people and show you be11eve
in yourself; be1nq able to communicate, w1th honesty and réspect, to each - |
other, demonstrates that be11ef : ' :

3
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oSef
Assessment o

— : : - - =
Here are some descr1pt1ons of different’ ways of. commun1cat1ng with--and respdnd1ng
to--other feople. In the spaces provided, write a’ T if it descr1bes how you

f m1ght feel or behave, and F if you-wou]d act or feel in a very d1fferegt way/

4 1 -___Hhen someone, other than a close fiiend, s’ speak1nq to e, I have diffiou]ty
o - " in concentratqng en what he or she is saying. L\
g ) 2.___ When fr1ends ask me to do someth1nq for them, I find it very d1ff1cu1t to
refus®even when it is very inconvenient for me to do jt.. o8
_ 3. ___If a person is ta1k1ng about some subJect I know very 11tt1e about, it is .
hard commun\cat1ng with them. | . . . I SN
, 4. ____I betieve that everyone is 1nteresting, especiaIIy when they are oommunicating
‘ . What is of great interest to them. Lot . o
: 75, . Itis 1mportant to 11sten to the feelings. that peopIe are expressing, a
' we11 as to the words. | . . T
o 6. WhenI don't 11ke what someone is do1ng, I can't bring myself to te11 them so. )
7. I want to feel 1ndependent stronq and seIf-re11ant . 7T T

8.' I usuaIIy fit in with what other peop]e telt me to do even wheén I don't .
agree with it. .- ’ .
. 9. I prefer to be looked after by someone e]se, 1t s too scary to stand up
"~ « for myself. ‘ -
10. Even if I feel I' m be1ng taken advantage of by a fr1end 1t s better to keep

the peace and say nothing. . s , . ! '
5 1. Wh?n someone gives full attention to what I am say ng, it makes_me feel E
) /understood and that's a very positive feeling. - R '3 . .
12.___If I get angry, it's aIways someone else's fault. - i B S .
13 __It's often the impolite way in wh1ch th1ngs are §a1d that makes a request ’
sound.more Tike a demand. - ’

v L ) '
: 14.__Understanding what soreone mesns to say.is a~sk111 that’ can be, Tearned. .
. ‘ 15, It's not enough to 11sten, 1t S 1mportant for the other person .to kn‘ow ‘that
. : you- are 11sten1ng N '
' U7 ) b * : 4




v

® O \ : .
16. - It's possible to listen actively to someone and glance at a.magazine at
. . AN N .
the same time. - -

8
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. Self Hssessment
Hnswers : ~
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‘o Post
Assessment 1

-

»
In completing this section, it's ‘better if you can work in groups of three people.
One person w1T1 be A, another .B; and the third will be an observer " Make sure
" that each person pract1ces active 11sten1ng and being listened to at least three
times each. -If you want, think up some situations for yourself and rehearse those.
} - D1scusé each time with the help of the observer, how successful the commun1cat1on

was. . .

1. Practice in active 1istening.
a. B asks A what he or she did last week-end.
. B asks A about a hobby or other,interest.
. c. A tells B about something he or she has felt. angry ‘about.
‘ . d. A tells B about a t1me when he or-'she really felt happy

o

: 5 vy -
2. Pract1ce in be1ng 11stened to '
™~ a. Your fr1end's father asks some searching quest1ons about his—~son-or daughter,
a \\\\ + youdon't want to give anx~1nformat1on R
~b. Adentist keeps you w51t1ng an hour; you want to complain and suggest
T = an alternative. ‘ .
’ ~' c. You buy a°stereo that breaks down within two weeks of purchase You take it
. back and - -agk for a refund-or exchange .
. o d. You ask a Jjourneyman not to give you only the tasks he doesn’t want.
~ | .

5




