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So far you haveleamed that the skills of active listening insure
that we are effeetively receigg‘ cammication from othe;:s, Our attending
‘and empathic responding beha:viers are especially helpful to people at work
who have problems, or who otherwise have a needto eypres3 their feel:‘.ngs
about someth:.ng These skz_ls wmmlute both our acceptance and under-
-standing of them and their situatiom. o '
_ 'Ihere are many tlmes however when we need to canmmicate ‘to others
how we feel about a problemwe may be hav:mg on the job. Remenber that
wherever we: work or vhatever our job may be, we will experience problems at
one time or another. When we do have problems at work, whien we are confront-
ed with situations which we want to prevent from becoming problems, or when

we simply want to express our feelings or desires, we need others to under-

'_,/\.v .

stand us. We want others to listen to us. 'l ,
.. ) ’ i p
‘TIronically, may times the problems we have at work stem from, or
. worsen as a result of our inability to express our feelings cllearly or to
camunicate our needs to other peeple. And, many times the ways in which
we do commnicate our thoughts, feeli.ri'gs , or needs seem to .eggrevate'situa'-
tions at work tummg these c:‘.rcmulsténcesv into problems when there may not

heve been problems before.

Now. please tum to pege 91.
‘ c

~
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Stop now and think about' mwork experlence for a moment: have
youeverbeeninthlskmdofsn.tuatlm? Imagme thatyouaret;avinga
§ pmblem with a co—worker resultmg in your having some very wncomfort-
able feelings. You know that you must do or say somethmg to that person--
) otherwise your gituation will become worse. And yet confronting that
person with the problem is likely to make matters worse, too. What can

be done about this double bind you £ind yourself in? Tum to page 92 to
. find out! ’
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Resolving—}}-mc‘l avoiding--this kind of disconcerting dowblebind

 depends upon owr bility to send commication effectively. Waen we

need to ocmmmicate oxﬁ"tﬁougtms feelings or needs at work, our ability

to send these massages effectlvely will determlne how accurately we are

wnderstood and how completely our needs are met. .If we are NOT effect:’:ve'

in sending nxessages, then not only mll our Joerelated needs be likely

to remain un.f:.lled but we may also feel closed-m, stlfled anxious, and

even angry from not bemg understoc'l by our co-workers.

Generally, there are three basic styles in sendmg messages to others
about our thoughts, feelings, and needs: being pass:.ve or mdu:ect bemg

ageressive; and being assextive. Although each of us uses all of these
approaches ‘in smding messages at one 'time or another/ we all tend to adopt
ane of these general styles in expressmg our thoughts, feelings, and needs
on the job. Each of these different styles of send.mg messages has dl.fferent
| effects on the person to whcm we are commmlcatmg, and, in large measure,
determine how accurately we will be understood and how ccmpletely our needs _
will be met. ‘ /

Turn now to. page 93 for an exercise that will help you learn more about
these general styles of sending messages and to help -you identify the style
that you nm:mslly use on the job.
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| In this exerc:.se we will describe a s1tuat10n which is-common to Just
about everybody' 8 work experlence, followed by three ways in wh:.c-h you might
' choose to nespcnd Select the response that you would most characteristically.

" use in the situation from anong the.d}O}ceS.’, provxded on the next page. Then
twm to the page ihdicated by each response te learn what effect that Tresponse
' would be 11.kely to have on’ the other person in terms of your being understood
and in having your needs met After selecting your response, go back and -

examine the other responses before continuing the program on page 98.-

The Situetim :

_ You and your sﬁeuse have been plerming“ to’ partici/pate' in an iﬁxp,ortafit "'

| social engagement for several weeks and you have been very much looking for-

ward to the eveht,__~ The day of the party has finally arrived and all day on |
the job-you have anticipated leaving immediately after work to prepare for

T Toward the latt_er part of the afternoon,. hc;frever, you boss tells you that

he heeds sameone to complete a special assignment which .will require working a
few hours late this partlcular evenmg ‘He asks you to stay 1ate to ccmplete

the project.’

Now turn to page 94 to begin an examination of three different reeponses to &

this situation which you might choose.
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How would you respand ta the situatipn?

A.- You say. nothmg and silently give in to h1s request -resenting
him for messing up your plans Or, perhaps you agree to hls
request and make a sarcast:.c comment 11ke, "Well, okay...but
it sure would be nice if people around here could plan better."

Turn to page 95.

u

B. In a nervous but blunt manmner you say scmeth:.ng like, "Absolute-ly .

NOT! I will not work late tonlght——get somebody else to do it,"
and then you begin to cnt:.c:Lze hun for not plannmg more. effec~

tively and for taking advantage of you. Turn to page 96.

Cc. Ta]kiﬁg’to him in a firm but'friendly way, yeu tell him that you
will not be able to stay. late to work on the pro_]ect because of

" the mportant party you have plarmed to attend. Turn to page 97.
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Ac....... ThlB response "does ot ccmmmn_cate your feelmgs wh:l.ch may be
1rritat1.on, anger, resentment, or d:LsappomtInent nor does it
_state your needs, which mclude not workmg ‘late and attending
the party. Since this response doesn t d:.rectly or clearly
express ymlr—~fee]j1igs'or state yOLm needs, it: is an éca:nple of

~ a passive or indirect style of sending your messages By yeur

s11ence, your boss may assume that you don t tm.nd staymg late

- to caup]:et_:e\ the project. By ‘your sarcast:.cally and i_ndirect]_.y.
counmting, e sure would be nice if people around here could
plan bei:ter, Jour boss once agam has to mfer what your: feel- .
ings and needs are. He may say nothmg or he mght jump in and
take up the argument, which is certain to aggravate yorur s:.tua— :
tion. Either way, yog 11 still have to stay late and work,'mlss

the party, and probably feel a good bit ‘of resentment as well.

Go back now and try another response to the situation on page 94 and continue

doing so until you have cbserved the effects of all three of these dlfferent

respanse styles. Then turn-to page 98 to continue the program. _
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B T ..This is an aggressive way to handle the situation: you got your
.' messége across to your boss, all right, but you did so in such a
way that. yﬁu probably feel attacked. Tn a sense, you stood
up for your rights, but by attackmg him you infringed upon his
mghts Your cr1t1c1sm of his planm.ng and. supemsory abillties
. -~ is llke.ly to cause him to forget all about his special project and -
to focus on his bulldmg anger with yopl _ While you may mitlally;
feel good about your ‘response--you vented your irritation. and
. stated very clearly that you wouldn't work 1ate——you may come back
7t work the next day a:‘md face a new prob“lem " The special assign— :
‘ment will have been completed but  his  anger with you will
probably have remained SN

Go back now and try another response to. t:he situation on. page 94 and
continue doing so unt:.l you have observed the effects of all three different
respmse styles Then tum to page 98 to contmue the program

. ‘z \.
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CTEns is an assertive way to deal with this situation. This response
conmm.cates your needs to your boss (not workmg late and going to
the party) in a direct and clear way--he does not bave to guess or |
infer What your posu::.on is in this matter. Addltlonally, although

K l you have stood wp for your nghts in the situation, you have done
sa insuchawaythat doesn't attack your boss or infringe upon his
L .rigu:s. Respondmg assertlvely will not guarantee that _your needs
’ | will be met or that your thoughts and. feelmgs will be understood
" However, by ccmmmc.atmg assertively, the chances of these: things
happening are greatly increased, and‘your relat:.onsh:.p with your boss_
is hkely to improve since you have commnucated openly, directly,
and clearly. : : .

The: purpose of this ¢ exercise was to provide you with a generzl under- |
standing of the three typ:.cal styles of expressing feellngs and needs; to |
help you identify the style of sending messages to othere which you normally
employ,’ and to help youlleam the effects ef those inessages on others with
whom you work., Therefore, before ccntlnumg w:.th the program, make sure
that you have exam:.ned all the responses on pages 95 - 97 and the Varz.ous

effects they have on others. Now-tum _to page 98 to continue the program.
. {
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The previous exercise pointed out that the way in vhich we commmicate
our thoughts , féalings, and nee?s largely determines how accurately we are
imderstood' and hur completely our needs” ére met by othér people at work.

FRR

Passive or indirect commmicatfon leaves .to"chance that we will be understood

since it requires others to guess‘how we feel. If we are passive or indirect,
then we can onlyhopel that we have been truly hesrd By commmicating
aggresswelj we may get our message across to others, but we do so in such

a way that :anludes an attack on them If we are aggressive, our listeners

. /’
become less likely to try to nderstand us and more likely to try to defend
thsnselves aga:.nst us. The most effect:.,ve way to commmicate our thoughts, |

feelings, and needs to others  therefore, is to send our messages assertlvelx

N
il

Assertive commmnicati requires expressing ourselves directly, respon-

- sibly, and clearly. Directi commmication involves various assertive

| behaviors that encourage oéi" listmers both to attend to and respect our
messages. Ccmmmlcatlng respons J_blz mvolves expressmg our thoughts feel-
ings, and needs without attack.mg our listeners -or otherwise :I.nfrlnglng on
theix rights. Counnm:Lcatmg clearly mvolves expressing ourselves in such _
a wsy that pramotes our listeners' accurate wnderstanding of our thoughts,

feelings, and needs.

- /
| B J )
- T . . )
Now turn to page 99 for a review of the material presented so far.

14




99

4

Before moving on to the skills of sending messages -directly, respansibly,
and. clearly, let's stop for a moment for a veview. Choose one answer from
among the four llsted below that DOES NOT NGI' appropnately answer the followmg
qlxastlon, and then turn to the page indicated next to the answer you selected

Us:mg the skllls .of assertive camunication is important in expressmg

our thoughts, feeh.ngs and needs to those with whom we work because:

5

A. assertive camnmication skills encourage others to pay

attention and listen to us. 'I‘urn to the top of page 100.

B. assert:ive commmication skills make sure that others will
| wnderstand what we mean, how we feel, and what we need

| Turn to -the bottom of page 100.

C. assertive commmication skills allow us to stand up for our
rght to express ourselves without mfrmgmg upc.. others'
rights. Tum to page 101. o

D. assertive cammmnication will help us feel better about

ourselves. Turn to page 102.
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A........ No, this answer is incorrect since the asserti‘\.ve." commication gkill

of expressing om:selves d1rectlz will in fact encom:age others to/

| pay attentlon and hsten to us. When we need to commmicate our
thoughts, feelings, and needs to others with whom we work, we need
the.lr attent::.on and §¢ceptaffce——vre need them to 1isten_to us The

- skills of canmmmating directly help us to obtain attention and

' respect for our messages We shall have more to say about th1s
gkill later in this chapter now tum back to the questimn on

page 99 and try another answer.

- TN Excellent! This is the correct answer to our review question. No

| matter how ciearly we expre:: turselves to other people we can never .
guir ee that others w:.ll listen to us, understand what we are say-
ing, ox meet our needs By using the skills of assertlve ccxmnm:.cation,

Cwe assume respms:.billty for the messages we send to others and, in
domg so, remove their having to infer what our_meanmgs are. We
carmot, however assume responsibility for thelr behaviors. As we

' commmicate assertively, we try to express ourselves as clearly and .
as accurately as possﬂwle - While we may courgge others' understand—
mg of our meanings, we can, never control their active llst?nmg

behaviors. . o ' \\[ /

/\
7
4

Now tum to page 103 to begin learning about the flrst assertive ication

Bklll—-expressmg ourse}ves directly.
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Coveennnn o, this answer is incorrect. The assertive commumication ekill of
expressmg ourselves respons1blz does, in fact, allow us to exercise
our nght to ccmmmlcate our thoughts, feelings, and needs without |
attacking other people, or othermse mfrmg:.ng upon thelr rlghts
'The goal~of assert:.ve canm:m.catlon is to meet our needs and express
/our feehngs “but not at the expense of other' pecple. The skill

‘ of expressmg ourselves respons:.bly enables us to say what we mean

3 and to ask for :«/zhat we need and at the same t1me maintam open

‘ and productive Worlo.ng relatlonshlps with our employers co-workers

and custaners. We- shall have more to ‘say about this sk:Lll later in |
this chapter, now tum back to the question on page 99 and try |

,1'7"
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1

e

) JO Thls answer is incorrect. Very clearly, if you are able to encou:rage.' _
athers at work to listen to you, to accurately mderstand you, and :
to help you meet your Job—rel.ated needs, you are very 1ikely to feel -
much better about yourself! Assertive cczmnmicatim sk:.lls w:Lll not
only help you feel better about who you are and where you are gomg . "
in your wark s:.tuat:.on, but they w111 ‘also give you a more positlve o

" outlook about your co—w6rkers, your boss, and your jobl As you
\ beccma skilled in expressing what you mean, how you feel and what
you want, the other people W1th vwham you work jare 11ke1y to become |
.\ more open and honest with' you. . The skills of assertive .canmmtcatlon,
\\hke the skills of active 1isterﬁ.né, are contagious] ™ Now turn back

t“o;the question on 'page 99 and try another_ answer.
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The assertive commication skill of expressing ourselves directly
‘encaurages others to pay close ai:tentmn to and respect our messages.
Selectmg the right words | to describe as accurately as possible what we
mean, how we feel, and what we need are-clearly very important. However
express:mg qurselves cilrectly also involves the same physical attending
behavmrs wh:.ch spell the word FACES, that you 1earned in Book T con-
cerning active llstenmg\ Are you surprised? You'll remember that the
'FACES behmors nonverbally commmicate to the other- ‘person that you 1n- 4'
tend to be open and involved w:.th him or her. The attltudes of openness
and mvolvenent conveyed by these behav:_ors encou:rage both you, ard your - \

workere to. oommmcate in more meanmgful ways, regardless of who is the
l:.stener and who is the assertive commmlcator Let's review these FACES
behav10rs and then see how each of these behav1ors relates to expressing

ourselves dn:ectly

F....A.\..C...E...S

F ...Face the person squarely
o A..... Approach by leaning slightly toward the person.
C.....Compose yourself in thJ.s posture.
E.....Establish eye contact with the persoh.
S..... Space yourself at a proper distande from the person.

Turn now ta page 104.

15
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, R ......Face the other person squarely and openly. Hold your head erect.
Thls posture nonverbally cmveys to the other person that you
intend to be direct with him or, ‘her; that you 1ntend to express )
exactly what you maan. how you feel and what you need. This
posture also commmlcates to. your co-workers that you have cn-
fldence in yourself and in the messages you are: sending If you -
‘tam yaur body away fran the other person, you are ln.kely to
_contn.bute to his or her feelmg that you are w:.thholdlng part
of yourself, and he qtv she w1_ll.have-to guess. what is really on
: your tm.nd By faci.ngl the'othér person squérely and openly, you
will comumicate that you are going to be confident,: ca:ndld and
honestmwhat you say | |

1 to page 105. | _ I 20 _

h
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Avernnn.. Approach by leaning slightly tbwaqfd the persan. This is a non-
defensive poat:ﬁre which ccummnicates your intentim’s to bec'ane
involved with the dther person——to share part: of yourself openly )

‘_ Leaning away can s1gna1 retreat and a passive or indirect style )

"Leaning - forward' top v1gomusly, or "button-hold;mg' your co-workers
- is likely to convey an. aggress:.ve and threatenmg manner, Cross-
_. ing your arms or your legs or slouchlng as you express yourself

. may comumicate that you may be e:.ther susp1c10us of disclosmg

o your ‘thoughts and feelmgs or d:.s:.nterested in your own messages,
nelther behav:l.or encourages the other person to listen attent:.vely
Adopting a posture /whlch posu:.ons you in a sl:.ghtly approadﬁng

> mamer canm.mn.cates your willingness to be open and involved in’

sharmg your tl;_xc{ughts,‘ feelings, and needs.

/
/
-

/

‘Now turmn to page 106. ; L 21
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Ce.... '.-..Canpose jmurself in thls posture;; relax in this pogitjon. Your -
| ccmposure will canmmcate to. the other person that you are "at

‘home" with disclosing part of- yourself--that you are will:‘ng to
trust the other pexrson w1.th your thougxts feelings, and nieeds.
Adoptmg the: FACES behaviors too rlgldly s1gnals your lack of
canfort and trust and will not encourage the other person to
1isten closely to you.- Similarly, too much relaxation may convey
boredcm or disinterest in your own messages, therefore d:.s—
couraging the other person from paymg close_ attvention,to you.

Now tum to page 107.

\
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E.c...... Establish eye contact with the person. A proper balance of length
_ intensity, and frequency of your eye contact coummicates your

i : : mtentlons ‘to.be open and direct w1th the other person If you
look d1rect1y, without stanng the other person down he or she
w111 become more 11.ke1y to llsten and respect what you are saying
Avertlng your eyes from others tends to conmmlcate that you have
little. conf:.dence in ym:rself or in what you are_’saymg. Establish—
ing effective eye -contact _commmicaﬁes both your sincerity and your
Wlllmgness to be direct in your expression of your thoughts, feel-

-

Ings, and needs.

Now turn to page 108. | o 1

23
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S P Space yom:self at a proper dlstance from the persaon. The diatance :
which you establish bemeen yourself and the persan to whcm you are
commmicating sn.gnals the degree of clc_:seness you intend,_ to allow
as’ you disclpse,ﬁarf of yoﬁrself.'- Careful ob'serva;t_jl"(‘m;bf the clues -
thé other person prov:.des as he of she listens affords you a éhaﬁce
to adJust the distance’ between ‘yourself and the other person. By
rermming at a dJ.stance in excess of five feet, the other person may
feel that you do not intend to be particularly open ox c_h'.rect.
Appmachlngyour co-wﬁrkers too closely,- less than two feet, for
instance, may contribute to their thinking that yourintend to be

_ either too intimate or too aggressive.

Now tum to page 109. . /

. . ) //‘ v 2 4
. Y
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You have seen that by employing the nonverbal FACES behaviors you
encourage the person to wham you rm commnicating to pay attention and
respect your messages. You can aleo express yourself directly by using
various paraverbal behaviors; remember that paraverbal belé‘}iors are those
which involve the way we cammmicate i me.séages. Using different gestures -
to emphasize points you are making is hfelpful in gaining others' attemtion. |
Speaking in an interested, ammated voice tone, avoiding momotane rhythms
anﬁmflections, and speaking in a forceful, clear voice also contributes
to the attention you receive. Finally, insuring that your verbal mséages
agree withlyour nonverbal and paraverbal messages is important in encourag-’
ing others to 1isten to you. For example, smxling vhile you are saying that
you are angry is not likely to cause another to mderstmd what your message

really is; again, he or she will have to guess how you are really feeling.

Now please turm to page 110.

o
o)
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Let's stop at this point'ﬁfhor a review of the material concermning
wxpressing ourselves directlyl Answer "True" or ''False" to the statement
yrinted below arid tum o the page indicated. |

/
to attend to and respect your messages depends upon your -
.. ability to choose the words which describe exactly what |

you mean, how ynu feel, and what you need

True...coovennennnn, Tum to the top of page 111.

False.......... +....Tum to the bottom of page 111.

'Y
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True.  This answer is incorrect--perhaps you didn't read the review
question carefully. Selecting the best words to describe as accurately
as possible vhat we mean, how we feel, and what we need is important.
But we can go a long way in encouraging ou_r; co-workers to attend to,
respect, and understand our messages simply by adoi)ting the norverbal
and paravérba}. FACES behaviors. Read:the question on page 116 again

andtryﬁheother answer. :
: s

False. Right! You have developed a clear understanding of how important
the nonverbal and paraverbal FACES bDehaviors are in encouraging others to
pay attention and listen to owr messages. While the words we select are
impozjtant.in helping others to understand us, gaining their attention and
encouraging them to listen to us; depends in iarge part upon the behaviors
we émibit while we speak.

Now tum to page 112 to leam about the second skill of assertive commmication,

expressing ourselves responsibly.
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.

, You'll remember that expressing ourselves responsibly allows us to

- exercise our right to commmicate thoughts, feelings, and needs without
attacking other pecple, ox otherwise infringing upon their rights. Being

. respansible in can@micatim means first to assume ownership for our immer
conditions (our thoughts, feelings, and needs) and second; to share this

condition with another in such a way as to retain ownership of the message.

For example, suppose that a co-worker just harshly criticized you for
an error that you made on an assignmes:. Although you did make' the mistake,
you are annoyed by the abusive marmer in which you were criticized. '
You might respand to him, "You have no right to criticize
me--you make a lot of mistakes, too.. You are so darm. petty.'"

Or, you might say, "Yes, I did make that error and I'm

glad that you helped me discover it. However, I'm ammoyed
by your abusive words."

Turn now to page 113 for a closer look at these two different statements.
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The first response .use.d "you'i messages entirely: 'You have no rigxt
you make mistakes, tod...you are petty..." Your co-worker will probebly
see from your nanverbal and para:verbsl behaviors that you are angry with
him (whether or not he is an effective active listener--he may just "sense"
your ammoyance) but your verbal messages only attack him. All he can be
sure of is that you seem to think that he's a pretty bad person, a thought
that isn't likely to encourage him to listen to your real message--that you
are amoyed w1th the marmer in-which he has criticized you. By sending only
Moo o messages you did not responsibly express yourself nelther did you
assume ovmersblp of your fee].mgs of amoyance or refrain from attacking him
in your message ‘ -

Tha secand vesponse on page 112 einpioved nqn messages: ''L'm annoyed
with you." Youwr co-worker can now clearly see where you are coming from in

the sxtuatlon He or she does not have to guess what your feelmgs are
/

- because you have respons1b1y expressed them by using "I" messages. Add:.tim-

ally, you have assumed awnership of your feelings, and in doing so, you have
not attacked him., He is much more likely now to understand not only that
you are amoyed with him but also exactly Whld'l. ‘of his behaviors are con- |

.Turn now to page 114 for an even closer look at the difference between "I" ”

messages and "'you'" uessages in expressmg ourselves respon51b1y

30 ]



It may be helpful for you in understanding the differences between

"you“ messages and "I messages to diagram the effect these messages
ha;ve on othérs. We'll use the same example of you co-wo:ker harshly
cntic.lzing you for an error you made on an assignment in our diagram.

~ Sending ‘a '_'yd.f' message may be diagrammed as:

you're feeling

your co-worker's
feeling

"you'' message

oZmn

"You are abusive'

H<HEOE X

Note that your co-worker doesn't understand how you feel; he is only aware
- that you have, in a sense, attacked him--even though he may have a good |

reason to confront you about your error. Additionally, friction may build

in your relationship as a result, making future caﬁmmicatim betweeﬁ Lyou :
" and your co-worker even more difficult. | '

-

Now tum to page 115.
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Now let's take a look how the "I" message would be diagrammed:

you're feeling

" me_ssagé

W

OZ

"I am anhoyed by
abusive words''

your

H<HEOQE S

YOm: co-worker's
feeling

Note that by using the "I'" message your co-worker does tmderstazid'aécurately

how you feel. Since you owned the amnoyance by using the "I" message he is

not 1ikely to feel-attackéd; be is likely to attémpt to find out more gbout

his amoying behavior. At this point youmay find it necessary to shift into

an active listening mode: your co-worker may want to tell you how he is

thinking or feeling. In moving betwe'en'the' skills of assertive communication
"and active listening the chanoes of strengtherm)g your working relatmnship -

with yom: co-worker are g:reatly inc:r:eased

et

 Now tum to page 116.
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Before we provide you with some practice exercises to help you leam
how to formulate effective "I' messages, a review of the material presented
to this point may be beneficial. Choose from among the four statementa
listed below the ane which best answers the following question and then

. turn to thepage ind:.cated to seehowyou did.
| ]
"I'' mésaages are ﬁnre effect;ive than ."you" messages in

expressing ourselves responsibly because:

A. " meseages are more likely to encourage constructive
change in the person with whom we are commmicating.
- Turn to the top of page 117.
B. "o messages contain very 1itt1e negative evaluatmn
of the person to whan we are cammnicating. 'I‘um to
/- the bottom of page 117.
C. "I" messages help our working relationships become

more open and more pmduct:ive Tum to the top of
page 118.

D. All of the above answers are correct. Turn to the
bottan of page 118. _‘
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ees.s..YoUu are very perceptive in realizing that "I" meesages mcwrage

othe&to feel less tli.catened wvhen we need to di.ecusa the negative
effect: the:.r behav:.or has on us. ’I‘herefore the use of effective
e messages is more lﬂcely to promote constructive change in our
co-workers. However, this is not the_who;e‘- story. Go back to the
questiorn an page 116 _and try another answer.

You are sensitive to the fact that effectLve "I." meesages nn.nimize

| our ccnmmicating threatening evaluations to others vhich, in tum

make them more 1ike1y to be open and receptive to our messages How—
' "I" messages may stimalate feelings in them which will make it

_ necessary to sh:Lft back to the mode of active listeni‘ng In any event,

vhile you are correct in realizing that using "I" messages means ex-
pressi‘.ng ourselves more respms1bly, without attackmg others, this
is not the whcle story. Go back to the question on page 116 and try

' motheranswer

34
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Covernnnn You seem to have a clear understanding i:h_at using "I' messages
builds our working relaticnships. Assuming ounership of our
thoughts, feelings, and needs, and expressing ourselves respon
sibly, does enhance our relatlmshlps with our oo—workers 'I‘his
however is not the whole story. Go back to the question on |
page 116 and try another answer.

accomplishes three very unportant things in our relationships at
1. Dy not attacking thdse wnose‘beha_viors have a negati&e
i ' influence ‘cn us at work, we are more iﬂcely to promote‘
| 2. by owning our feelings and expressing them i:espméibly,
 we minfmize commmicating negative evaluations to our
‘ cp—-workers', encouragmg them to be more ‘receptive to our
messages. ) | '
3. by assuming omershlp of our. thoughts, feelings and needs,
and expressmg‘ourselves respcmsib].y, we become more_, open
~and direct in our commmication with our WMS, |

encouraging them to do 11kew13e

Now turn to page 119 for another review question.
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For our aecond review questim of the material covered so far, answer
“true'" or "false'' tao the statement pr1nted'belcw, and then turn to the page
indicated to find autlumyyou did.

The following statement is an effective “I'" message:
..when I find that I can't trust certain troublescme
people-in this office, I just have to scream...

TIUC. eeeeeessencnnss ..turn to page 120.

Falgse.....cccvnv.. ..tum to page 121.

4
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lr_ue;_ No, this answer is incoxrrect, although the question is a difficult

“ one. Let's lodk at lt.:hevstatenmt. Although this person did use "I"Ustate— :
ments throughout his message, he did not really "own'" his feelings. Instead,
he commmicated that he was a "victim' of certain troublesome people, and
that he had no cantrol of his. havin%to scream. Additionally, our speaker
has not focused on hls feelmgs--he 'has focused instead on a negative evalua-
tion of mlmown persons in the off:.ce who are both troublesome and betrayers

of his trust..

._b_./

Seccndly, the person to wtwm our speaker is talking doesn t really know
who or what our speaker.is upset gbout. If, for example, that person feels
es though he may be that "trovuble’;some person,’ then he is likely to feel
threatened and respond, "Pshat do“ you mean you can't trust me?" In a sense,
our speaker has been indirect in his aggression toward an unlnown person;. he
Las certainly not ‘commumicated assertlvely. If our speaker does have a problem
with the person to whom he is/talking, then he should assertively confront
that person mth effective "I" messages. /

3

- Go back to our question on page 119 and try the other answer.

=
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_‘r:g.&. Very goodl You have correctly realized that merely using 't woni

"' in owx messages to others does not guarantee that we are expressing cur-
selves responsibly. In this illustration our speaker has not owned or foctuied
on his feelings in his message. Instead, he is coming across as a "victim" of
cextain pedple in the office. He is also conmmicating in a hostile and evalua-
tive marmer, neither of which will encourage the person to whom he is talking
to listen, understand, or respect his message.

Had our speaker assumed ownership of his feelings and commmicated
assertively he‘migh‘t have directly confronted the person in the office with
whom he had a problem and say, "I am angry with you because I think you have
betrayed my trust when you divulged the secret about the new project." Insf.ead
our apeaker is belng indirect in his evaluative aggression toward some wnknown

person in the office and is not commmicating assert:.vely.

[ .
. | i
Now tum'to.page 122 to leam how you can formulate effective ''I" message/s’

in your assertive commmication with others. o -/

%)
O
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You have seen that merely using an ''I'' instead of a ''you" in your
camunication with othexs at work does not guarantee that you are expressing
yourself respansibily--or assertively. "I'" messages will be effective only "
| Insofar as they cleaxly commmnicate to the other person that you are assuming |

~ responsibility for and cwnexship of your thoughts, feelings, and needs.

Expressing yourself clearly, then, is the final key in commmicating
assertively with others at work. You will remenber from the section concemn-
ing active listening that very often there are thoughts or feelings 1ingerjng
béhind the messages people commmicate to one another. The task of the
effective listener Is to help the other person express those iht_ended mé:an—
ings. Comumicating clearly imvolves the skills of making your intende{d
meaninga and your expressed commmication to otheré as identical as possibie.
By clearly expressing yourself, you will not leave to chance that you will
be understood by others. In shoft, by commmicating clearly w1th others you
insure that 'what I am feeling is what I express to other pecple."

Before we move on to the skills involved in expressing yourself clearly,
turm to page 123 for an 1llustrat10n of the 1mp0rta:nce of thlS skill.
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Suppose that you and & co-worker were jointly aséigled a project by

" your boss several weekd ago. You are mutually rgsponsihle for the project
and campleting i}: properly depends upon your working ‘together. The'deadline
for the ‘assigmment is only two weeks away. Your co-worker however has
\m:.ssed t'ne two previous meetmgs which were scheduled for your Jomt effort
and be has said very little about the project for several days. You are
feeling hoth &ustrated by his apparent 1a§1€ of effort and wox;ried that you
will not be able meet the deadline. You approach your co-worker by saying, '.
ML m armoyed with you because you haven' t said anythmg about our project

- for several days and because you have missed our last two meetiﬁgs. I'm be-

camng worried about our being able to fm:Lsh before the deadline arrives.

How do you think your co-worker is likely to respond to your statement?
Choose the answer you think is best and turn to the page indicated.

A. He is likely to really listen to and understand what you

a're saymg. Tumn to page 124,

e

. o - 4
B. _He-is Tikely to spend more time defending himself than

115tem.ng to or mderstanding your feel:.ngs and needs
because you have cnt1c1zed him. Tum to page 125
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A.  Very good! This is the .cl'.orreCt answer In your response you have both
used an effective "L Messas nd expressed yourself clearly. You have told
B himhaw yau feel (@Moyed ané worried), you have explaine.d to him without
‘attacking him whet [® is doing to contribute to your having those feelings
-~ (missing the meeti8S and avniding talk.mg about the prOJect), énd you have
| i expla:ned to himvlhat you see as the- cmseqmces of his behavn.o 's to you if
he continues (not Yeeting the deadllne) He does not have to guess where you
- stand on the matte > While you camot guarantee that he has oomp]{.etely under-
S.food ydm fealing® and your needé, ybu have taken the responsibility for how
you feel by using & effective "I'' message. ~'

. At thig poi;lt n your conversatim your co-worker will probably need to
- tell you how he feels. For example, he may be hav:ng problems at home that
- are gett:_ng in the Way of his working effectively or he may feel overvhelmed
and unconfident with his part of the ass*g;nnent However, by commmicating
aSSertlvely with BiM you have encouraged h_'Lm not only to listen to and under? |
stand your messageS» but you have also encouraged him to be open and direct
Wlth his thought3 feelings, and needs. Therefore, your shifting to an active .
listening mode at this point. in your conversation will ailow your co-worker to
express himself directly and clearly to you, open the lines of commmlcatlon
between you, and 5fxmgt‘hen your working relat:.onship

Now tum to page 126 to learn how you can develop your sitills qfféxpressing
Yowrself clearly: - ' |
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. B. This answer is incorrégt, although your co-worker may in fact feel that
he must defend himself. In your message to him you have told him exactly
how you feel, what he is doing that contributes to your having those feelings,
and what you see as the conseqﬁences to you if he. continues his behavmr
Since you have used an effective "I" message and have expressed yox.msélf
clearly, he is likely to gain an accurate mderstand:mg of your feelmgs
and your needs concerning the project. '

Even though you have assuned ownership of your feel:.ngs and respons:.blllty

for your commmication, your co-worker may feel a need to defend ‘himself; his &
defense, however, is likely not to be a reaction to your attacking him but a
need to express his féelings. At this point in your "conversation yoﬁ will
probably :ed to shift to an active listening mode to help him get his messages

across te you.

Had you said to your co-worker, "you'rg not doing mythjng- on this pro-
ject; you are realiy frustrating me! Yoﬁ're going to have to really get hot!"
then he would have felt attacked by 'you'' messages The defense he would have
used in this case would have not been to explain to you his real feelmgs

but to counter your attack on him.

Before moving on to page 126 to leam how you can develop your skills of
expressing yourself clearly, tum back to me.qugst‘:ion on page 123 and
.examine the other answer. s o

43-
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Perhaps the best way to begih developing your skill of e:épressmg
j
yourself clearly is by learning the “ABC's" of assertive/cdlmmicatim.

Let's take a ‘lock at what-each-of-these letters ,stands/for:

i /
/,/

state-the-, Affect*oryour—feelings directly to
the other pexscn Just as in the skill of actlve Ny
llstem.ng where you ldentlfled the feelings of the
other person. ldentlfy your own feelings and

clearly state them to the other person. -

state the Behavmr of the other person which is ,-
o contrlbutn.ng to your having those feelings, or
which oth_erw:Lse is wnacceptable to you.

state the Consequences to you, as you see them,

of the other person's behavior if it continues or remains

unchanged.

Tum now to page 127 to see these "ABC's" of assertive cammmication

in actionl

44
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let's use the situation described on pageA 123 to illustrate the
‘effectiveness of the "ABC's" of assert:lve commm:.catlcn Remember tbat
.you don't J.eel that your co—worker is cooperating with you on.your Joint

“—assigment and you Te armoyed with him as a result. You' re also_worried

*’abom'met ’a"de:auune You'said, "I'm armoyed with you beca}isg you
missed our last two meetings and haven't said anything about our project -
for several. days. And I'm becaming worried about our being able to finish
before the deadline arrives.'

By bresking this message down ts “the "ABC's'"of assertive commmica-

tion we find:

A.... .state the Affect directly to the other person. In this
example you said, "I am annoyed with you and worried about
meeting our deadliné\."

7/

B.....state the Behavior of he other person which is contnbuting
to your having those feelmgs "In th1s example you said,
"'you have missed our- last. two meetmgs, and you haven't

said anything about oin: projeét. in several days;"

C..... state the’ Conseg;ences to you of his behaviors. In this

example you said, "if th:ngs continue as they are we might
not be able to meet the deadlme '

4

'Now turn to page 128 so that youcm&y formulating an assertive f'ABC" message.

45
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~ Read the two situaticns printed below and try formulatmg an effective

"I" neasage using the ABC method t'hat clearly expresses your thm:ghts
feelings, or needs. Then tum to page 129 to campare your messages to Ours.

Sitvation # 1:
You've just taken over new responsibilities ih your department ;

- you feel challenged by the new'positim but you are having a hard
time adapting to the new routine and haven't campletely leamed all
of the facets of your new job. A co-worker who works next to you
has been msking sarcastic and embarrassing remarks labout your being
wfamiliar with your new poeition, For example, she has been saying, -
"Don't worry, Tom will leam his new- job....maybe next year." How
would you respond to her, using the ABC method? Compare your response |
with ours on page 129. |

Situation # 2:

When you were hired sixmonths ago youwere promised that you
would receive a raise after three months of performing your job
. satisfactorily. You haven't received any raises so far, and yet
- your boss has ora'ised your work several times. You decide that
you must talk to him about it. How would you approach your boss
using the ABC method of assertive connnmicatmn? Compare your
message with ours on page 129. "
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Situation # 1:
A...."L feel angxy...

-~ ‘B.::..when you make-sarcastic _yemarks_about my unfamiliarity with

my new job...
C.....I am already embarrassed about makmg mstakes and when you.

tease me L become even more embarrassed, and’ that makes it

even harder to concentrate on my new responsibilities."

Situation # 2:

A..... "Iv_ am confused and emoyed. ..

B..... since 'you haven't given me.é raise in the pa:’ nix months,
even though you promised-me one after three months if my
'work ‘was satisfaci:ory. -

C..... and I'm begiming te wonder if my work is really good
“enough to desexve that pramsed raise

Well, how did.you do? IE you had trovble fonmilating these ASC messages, g0,
back to page 117 to study th:Ls agsertive cmmmicatmn skill again. If your -
messages were simﬂar to ours and you had no dlfficult:y in forming an effective

. ABC message. tum now: to page 130 for another exercise concernmg ABC messages-
e




130
Try one more exercise in formulating effective "ABC" messages.
~ Read the situation printed balbw and the response which acccmpanies 1t.
Then answer "True" or "False'' to the review question and turnto the page
] .#.,indicated.-to-see—hm-yqu—di’d. ' ' V

Situation:

A co-worker, Bob, has an office next to yours‘ and he has a
radio there which he plays very loudly all day. The noise makes
it very da.fflcult s%% you to work; you have casually mentioned
the probiem to hiw i the past but the situation contimues. So,
you decide to approach him more firmly .in order to correct fhe

situation.

Resm_e:

You say to him, "Bob-', when you are playing your radio loudly
I find it very hard to concentrate. nghtnow I'm feeling dis-

tracted and I don't want my work to suffér.'ﬁ' '

True or False:
This is an example of an effective ABC message which states your
thoughts, feelings, or needs both responsibly and clearly.

TrUL.ccvvneannss -.*...'-;....nmn,,topage 131.,
False Ceeiereneeans tum to page 132.
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Tme: Ve 890dl Thig 45 an ©FFOCFIVE ARG paggsge even thavgh it ig

not eamstructed in Preclsely the S2ME WaY as previus examples. Yet, the
eggentidl elements of an effectiVe ABC Messgge are contained in the response.
Iet's take a closer laok, using the ABC s‘?rllculre:

A....."I'm feals distracteél."
"B..... "Whm you play youf rachlp (Vo) loudly. . B
C....."TL find it pard tO CONCENtrate ghq T don't Want my work
to suffer " .

.YOl.J Qo;rectly .lmde'rstand ‘that the Sthture of the"ABC IIESS&_gg ismt
, importmt S0 lmg as the es Sential A-B-C elements aré present. You may
have 8189 not:.ced that qur spedke’ used an effective "T" message and

suned ownershlp of the feeling® of dlStraCtlon

Now tUm tO page 133, | | T

19
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ted like the others we've
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Sometimes, in clearly expressing our thoughts feeli.ngs and needs,
an effeptive ABC message is, not sufficient; sametimes an ABCD meseage ia ’
‘needed. If a co-worker's problem behavior lS repetitive, forming a
pattemn vhich persmtently results in your having problems,-you may need .
to add a "D" to your baslc ABC assert:ive ccunnmlcatlon. "D" stands for

a. Decision that you have made about the other person 8 behavmr.

For example, going back to the situation in which you don't feel that -
a co-worker is meeting you halfway on a joint pfojeét (described on
page 123), your Decision Decmlon message may be, "Unless we can make s:.gm.ficant
progress very soon, I've decided that I'll have to go to the boss and |
~discuss this problem with him." ‘

Now turn to page 134 for a practice exercise in formilating effective

ABCD messages. I ST
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/134 /
Try this exercise in f<7nning efféctive ABCD messages Here's the
gituation: you've been workmg for a supervisor who has been in your depart-

- ment for cnly a few mcnths/ During that period of time she has dropped

many h.‘lflts that she Lsn t S} fied with your perfomance. Your previous

. boss in this department was extremely pleased with your work and you've
been working even harder for this new person. You're becaming exasperated
with her mda.rect marmer you've t'xled talking with her many times, usmg
your Sklll of sending effective ABC messages, but with no real results-—the

. situation just gets worse and worse. Finally ybu've' decided to canfront her

directly about the problem one last time w:.th an ABCD message. You say, "I'm

- angry because you speak mly ind:.rectly with me concernmg my performance

-

If, as a result, I don't knowwhat I'm doing well and what I'mnot, then I
can see myself really beconn.ng meffective in my _']Ob ’lherefore, I've decided:

Choose from among the "Q'f messages listed below the one you think

.is most effective and turn to the page indicated.

A. 'that unless we can work things out I'll have to write a letter

'describing my prediemt to your supervi.sor."' . Tum torpage-135. |

", -

i

/7 B. '"that I just can't stand it anymore! Something has to give!" Tum -
to the top of page 136, | .‘ |

C. '"that you're just not as capable as my last boss because I was -

able to deal with her directly.” Tum to the bottom of page 136.
a ’ . ‘ . /

o<
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A........Right! This is the most ef;fect"ive:"D" message. You have clearly ex~

‘pressed to her your need to resolve the problem. You have in;ﬁcated

| your reluctance to go to her supervisor with your complaint, but that

" nless yau and she can work together to improve the situation, such an
action on your part will be necessary. Your 'D" message in this case ) “
is both responsible and clear. At this point you may need to shift
back to the mode of active listening. In effect, you have delivered
somewhat of a bombshell to her, although you have assured . ovmership of '
your feelings and your needs by commmnicating responsibly, and ‘have
not directly. attacked her. Nevertheless, she may have a need to express
h_ei,feelmgs at this point in your conversatlon. Your using the skills
of active listening is the most effective way in which you can ttl_c.lefl-

stend what she needs to say to you.

You' 1‘1 notice also that there is{,ae certain amount of xisk in

stating this '"D" message: yelxr boss may say to -you, "So what...go

' ghead and write that letter." This possibility points out that 'p"
messages are appropriate only if the problem behavior has been so

| repetitive'as to make you. ccnsiderablj uncanfortable in the situation,
if repeated attempts at using ABC messages have falled and if your
"D" message is, in fact, genuine and not a bluff Add:Ltlonally,
canmmicatmg assertlvely is a nsky business since we axe d:.sclos:.ng
'part of ourselves to others, trustlng that they w111 understand and
accept our thoughts, feelings, and needs - Turn now to page 137 for .
a brlef dJ.scussmn of the risks--and the rewards-—éf assertive

o3
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B........No, this answer is incorrect since it does not clearly express

- vhat your dectsion ia. Surely, some changes will have to be made
In your office in order for you to become happier a_nd‘mo‘re produc-
tive. But your "D'" message does not precisely commmicate what
ycu intend or decided to do. Are you going to fight back? Resign?
Not worry about it any more? Your boss ISt now guess vhat your
intentions are, or you must hope that she is an effective active

| listener. Tum back now to the qﬁestion on page 134 and try

anather answer. ',

Covunrnnn No,: thJ.s answer is mcorrect You have commmicated what you think
about your boss, but you have done so by using a "'you'' message. Sir‘;ge'
you have not expressed yourself responsxbly your boss' is not - y _
likely to consider chang1ng her :‘i‘idirect marmer with you. Instead,
she is likely to feel attacked by you and, as a result, become host;[ie :
in remm.- Such a reaction on hér part w111 probably weaken ‘your re-
létimship with her and worsen’ yo’ur situation in the office. An 'effec—
-tive '"D'" n;essage not only clearly carrm:m.cates your declslons ‘but also |
effectlvely utilizes the sendmg of "I messages. Now tum back to the

question on page 134 apd try anotéer answer.
| L a
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t

We have pointed ocut in the previous example that cammmicating
assert:.vely at work involves a certain risk. By disclosing ourselves
openly and honestly we do, in fact, become vulnerable to others. After
cammmicating our thoughts. feelings, or needs openly others may indeed
come back to us by saying, '"so what," or otherwise respond negatﬁively to

our honesty.

The rewerds of assertive‘ cc;m;mication, however, far outweigh the
risks. By commmicating assertively we afford others the opportunity to
gee who we really are and what we really need, thereby conveying trust and
respect. Expressing ourselves di:recely, responsibly, and cleérly ‘encourages
them to pay attention to what we are saying, to really listen to us, and to
wderstand our messages accurately. The skills of assertive commmication,
like the skills of active 1istening are contagious. If we express ourselves
dlrectly, respcns:.bly, end clearly our co-workers become more 1:|.ke1y to express |
themselves in a simllar mammer, thereby paving the way for more oper:, pro-
ductive, and satisfying working relationships.

Before continuing with the text on conflict resolution, you fnay wish to
do more exercises in assertive commmication. The recorded audio cassetf:e :
tape will provide additional work in the skills of expressing yoﬁrself directly,
responsibly, and clearly. Imstructions and exercises will be found on the

cassette, Side 1, Part 2.




