Communication Tips

Do you ever find yourself listening to someone, but focusing more on what you want to say
next? Maybe they're telling you about their weekend, when you think: "Wow, | can't wait to tell
them about what happened to me last Saturday. What a story!"

Or maybe you have the opposite problem: You keep it all in. You wouldn't want to bother
someone else or hurt their feelings. Maybe it's easier for you to avoid conflict by hiding your
feelings when you're upset.

Most of us are guilty of these mistakes. In fact, these communication errors are such a normal
part of life, that most of us don't even notice when we're guilty of them. Usually, they aren't such
a big deal. We move on with the conversation and that's that. However, the consequences of
poor communication take a toll. Feeling unheard can lead to resentment, frustration, and pain.

With practice, you'll learn to communicate more effectively by spotting common errors, and
learning techniques to both hear and be heard. Even if you aren't having relational issues,
learning to communicate effectively can improve almost every facet of life. It can help you land a
better job, improve relationships, and feel more understood.

| don't want to mislead. Communication isn't a relational panacea. Sometimes, the best
communication will end with the acknowledgement: "We disagree." But that's OK-it's far better
than the alternative: "I'm right, and you're wrong."

With that disclaimer, let's get started. This guide will be organized into several techniques that
will help you hear and be heard. Try to think of these techniques as training wheels. They'll help
you work toward the ultimate goal of communicating in an open, honest, and fair manner. You
will probably start by using these skills in a more formal manner, but with enough practice,
they'll become a natural part of how you communicate.

Passive, Aggressive, and Assertive Communication

Passive, aggressive, and assertive communication refers to three styles of interaction. Everyone
has the capability to use all three styles, and everyone uses them all at least occasionally. For
example, someone might act passively with their boss, and assertively with their partner.

You can probably picture examples of each communication style just based off of their names.
During passive communication, you put the needs and desires of others first while neglecting
yourself. Aggressive communication is just the opposite: You concern yourself only with your
own needs at the detriment of others. Both of these styles can occasionally be appropriate but
are typically ineffective.

Assertiveness refers to healthy balance between passive and aggressive communication. You
clearly state your own needs, and you advocate to have them met.

However, you listen to, acknowledge, and respect the needs of others. This means finding
compromise.

The following chart depicts some of the differences between each style.
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Passive

Basic Thought "l am not worthy."

Body Language

Language Style

Consequences

quiet tone

eyes pointing
downward or away
shoulders hunched
together

fidgeting feet and
hands

Apologetic, submissive,
vague, self-deprecating.

feel taken advantage
of

feel unheard

rarely has own needs
met

feels poorly about
self

Aggressive

"You are not worthy."

loud or angry tone
staring or overly direct
eye contact

pointing, clenched
fist, dramatic
movements

Insulting, sarcastic,
patronizing, disrespectful.

creates enemies
experiences frequent
arguments

feels angry

causes others to feel
poorly about
themselves

Assertive

"We are both worthy."

firm but respectful
tone

relaxed appearance
appropriate eye
contact

appropriate gestures

Confident, relaxed, firm,
polite, respectful.

positive relationships
more fairness in
meeting needs of self
and others

good outcomes for
both parties

feelings of confidence

Beginning to use an assertive communication style will be a challenge if you haven't used it
often in the past. Try using therapy sessions to practice. Your therapist can help by providing a
safe place to practice a communication style you aren't entirely comfortable with.

If it's difficult to start, or you feel uncomfortable role playing, just practice coming up with what
an appropriate response to a situation might be. Think about a time you should have acted
more assertively and come up with as many alternative responses as you can.

Once you feel more comfortable acting assertively, choose a type of situation to practice with.
Simply saying "I'm going to start being assertive" might be too much, but it'll be more
manageable if you decide on a specific situation, such as conversations about what to get for
dinner.
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Tips for Assertive Communication

e Use the word "I". Try saying "l would like..." or "I feel...".

e Make an effort to use good eye contact. Don't stare, but don't look at your feet either.

e Use good posture. Keep your back straight and imagine your head reaching toward the
sky.

e Avoid ambiguity. If you aren't comfortable with something, don't say: "Hmm, | don't
know about that... maybe?" Instead, say: "Sorry, I'm not comfortable doing that."

e No swearing, no criticism (unless it's legitimately constructive), and no mocking. Be
careful, you can come across as mocking or critical based solely upon the tone of your
voice.

e Control the tone of your voice. Talking too loudly or too quietly are both a problem.
Yelling feels aggressive, and whispering is like a big sign that says, "I'm unsure about
what I'm saying."

"|" Statements

During sensitive conversations it can be easy to unintentionally place blame, or to feel blamed.
The goal of these conversations isn't to make the other person feel bad, but to resolve a
problem. Feelings of blame quickly derail a conversation away from its original intention and
turn it into an unproductive argument.

Using "I" statements will reduce the likelihood that you come across as blaming during sensitive
conversations. Additionally, "I" statements are a good way to practice speaking assertively
because you will be forced to take responsibility for your own thoughts and feelings.

An "|" statement should usually be formatted like this:

"

"I feel when you
For example, you might say":

“| feel worried when you don't tell me you'll be getting home late.”

ulu

Alternatively, if you weren't using an “I” statement, it might come out more like:

“You can't just come home late without telling me. It worries me.”

Using an "I" statement serves several purposes in this example. First of all, the "I" statement will
be interpreted by most people as less accusatory. The "I" statement feels softer, like you are
saying "I'm having a problem you can help with", as compared to the alternative statement that

feels like you are saying: "You did something wrong".

Next, the "I" statement emphasizes why the issue is important. If an "I" statement isn't used, the
feeling word (in this example, worry) often gets left out altogether. This can cause you to come
across as controlling or demanding. Sharing your feeling allows the other person to better
understand your perspective, and to empathize with how their behavior affects you.
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Finally, the "I" statement forces you to speak clearly and assertively. You explain how you feel,
and why you feel that way. There's no beating around the bush, mocking, put-downs, or
anything that distracts from the message. It's clear and concise.

Don't make the mistake of using the "I" statement as a license to say anything that's on your
mind. Of course, you still have to be tactful, polite, and reasonable. Saying "l feel upset when
you act so stupid” still isn't going to go over well.

Reflections

The ability to express your own ideas effectively is only half of what it takes to be a good
communicator. Listening is the second half. This doesn't mean simply hearing words. It means
hearing, thinking, interpreting, and striving to understand. If you're thinking about the next
thing you want to say, you aren't really listening. You're just hearing.

Using a technique called reflection can quickly help you become a better listener. When
reflecting, you will repeat back what someone has just said to you in your own words. Take this
exchange for example:

Speaker: “I've been feeling really stressed about work, and then when | get home I'm still in a
bad mood.”

Listener: "Work has been so stressful that it causes you to feel frustrated all the time.”

The benefits of reflections aren't obvious on the surface, but reflections are one of the most
powerful communication tools available. Those who haven't used reflections fear that it'll seem
like they're just parroting the other person without contributing to the conversation. However,
reflections typically result in a positive response.

So, what do reflections actually do? They act as confirmation that you heard, and understand,
what the other person has said. Reflections validate the person's feelings by showing that you
get it. It might seem like a reflection would kill a conversation-there's no new question to
answer. Surprisingly, the opposite is usually true. Reflections encourage more sharing, because
the person can trust that you are listening. See this example conversation:

Speaker: "I get so angry when you spend so much money without telling me. We're trying to
save for a house!”

Listener: “We're working hard to save for a house, so it's really frustrating when it seems like |
don't care.”

Speaker: "Yeah, pretty much...It makes me feel like you don't care about the house or our
future.”

Listener: "It worries you because it makes you think | don't care about our relationship as much
as you do.”

Speaker: "Well, | know that you do care, but | still get worried sometimes.”
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You may have noticed that in this example the listener makes small interpretations about what
the speaker really means. In the last reflection, the interpretation wasn't entirely correct. That's
OK! The speaker sees that the listener is trying to understand and corrects the small
misunderstanding. This is exactly why reflections are so valuable.

Reflections aren't just some exercise to practice in a therapy session—they're a great technique
to use at any time. As you first begin to practice it's typical for reflections to feel a bit forced. But
if you implement reflections well, they'll quickly start to feel natural once you see how positive
the responses are.

Tips for Reflections

e Try using a tone of voice somewhere in between a question and a statement.
Think of it as if you are restating what the other person said, but you're seeking
confirmation.

e Don'tjust reflect the words! If you pick up on emotion in the person's voice or
body language, include that in your reflection.

e You will come across as parroting if you have not adequately reworded the
reflection. Rewording shows that you understand what the other person meant,
and you aren't just repeating their words.

o If you're reflecting after the other person was speaking for a long time, don't feel
like you have to restate everything. Just reflect the main point.

e Focus on emotions as much as possible.

e Switch up your language, or you will sound like a broken record. Here are some
examples:

o "l hear you saying that..."

o "You feel.."

o "You're telling me that that..."
o "It sounds like you feel..."

Learning to use reflections does take practice. In couples counseling, it can be useful to allow
one partner to speak for about 30 seconds, and then ask the other to reflect. After the couple
comes to an understanding, switch roles. Do this for several minutes. Oh, and start with less
serious topics, at least in the beginning!
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When working with an individual, try using our Practice Reflections worksheet:

Other Communication Tips

Ask open-ended questions to encourage more sharing. Here are some example
question formats:
o "Tell me more about that...”

o "What do you mean by that?”

o "Can you tell me an example of that?”

o "What do you think about...?”
Show that you're listening with body language. Make eye contact, face whomever
you are listening to, and nod to show understanding. Put down the phone and turn
off the TV while you're at it. Even if you're able to text and listen, it can be frustrating
if others think you're ignoring them.
Never expect the other person to read your mind. It might be obvious to you how
you would feel in a particular situation, but it probably isn't obvious to anyone
else. Remember that everyone has had different life experiences, and their own
ways of interpreting the world.
Communication goes two ways. You have to listen and share.
If you or the person you are trying to talk to are frequently distracted, set aside a
short period of time to talk. Don't make it too long all at once (5-10 minutes is
usually good). Set a timer and end the conversation when the timer rings.



Assertiveness Personal Survey

This is not a standardized “psychological test” so just relax and enjoy this brief exploration of
when and how you express yourself.
The following questions will be helpful in assessing your assertiveness. Be honest in your
responses. All you have to do is draw a circle around the number that best describes you. For
some questions the assertive end of the scale is at 0, for others at 3.

Key:
0 =No or Never;
1 = Somewhat or Sometimes;
2 = Usually or A Good Deal;
3 = Practically Always or Entirely

18. Do you msrst that your property manager (mechamsm repairperson, and so
forth) make repairs adjustments or replacements that are her or his responsibility?

24. When you meet a‘stranger are ﬁyou the first to introduce yourself and begina [0 1 2 3
conversation?




Key:
0 =No or Never;
1 = Somewhat or Sometimes;
2 = Usually or A Good Deal,;
3 = Practically Always or Entirely

' 33. Do you fini
34. Do you get into physical fights with others, especially with strangers?

When you complete the inventory, you’ll probably be tempted to add up your total score. Don 't/
A “total score” really has no meaning.

Look at your responses to questions 1 to 24. These questions are oriented toward passive
behavior.

Look at your responses to questions 25 to 35. These questions are oriented toward aggressive
behaviour.

Adapted from “Your Perfect Right, Tenth Edition” by Robert E. Alberti and Michael L.
Emmons.




Day One Self-Reflection

Question #1
What style of communication do you generally use? Write down three things that describe the

way you communicate.

Question #2
What are your beliefs about communication? How strong is this belief? Is there a more balanced

or helpful belief?




"I" Statements

When a person feels that they are being blamed—whether rightly or wrongly—it's common that
they respond with defensiveness. “I" statements are a simple way of speaking that will help you
avoid this trap by reducing feelings of blame. A good "I" statement takes responsibility for one's
own feelings, while tactfully describing a problem.

t "| feel when

v' "| feel..." must be followed with an emotion word, such as "angry", "hurt", or "worried".
v Careful wording won't help if your voice still sounds blaming. Use a soft and even tone.
v"In your explanation, gently describe how the other person's actions affect you.

Examples

Blaming | "You can't keep coming home so late! It's so inconsiderate."

“I" Statement | "l feel worried when you co me home late. | can't even sleep."

Blaming | “You Never call me. | guess we just won't talk anymore.”

“|" Statement | "I feel hurt when you go so long without calling. I'm afraid you don't care.”

Practice

A friend always cancels plans at the last minute. Recently, you were waiting

Scenario .
for them at a restaurant, when they called to say they couldn't make it.

“I" Statement

You are working on a group project, and one member is not completing

Scenario their portion. You have repeatedly had to finish their work.

“I" Statement

Your boss keeps dumping new work on you, with little instruction, and not

Scenario . . . . .
enough time. Despite working overtime, you're weeks behind.

“I" Statement
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DESC SCRIPTS

DESCRIBE

Describe the unwanted behaviour (be specific and objective)

EXPRESS

Express your reactions (thoughts and feelings)

SPECIFY

Specify a preferable response

CONSEQUENCES

Consequences: payoffs and penalties
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ASSERT YOURSELF!

Unassertive thinking

As mentioned in Module |, one of the factors that can make it difficult for us to be assertive
is our thinking. We all hold beliefs about ourselves, other people and how the world works.
Usually these beliefs came from our experience in the world and made sense to us at the
time. However even though we have moved on from these experiences we may not have
updated our thinking. For example, as a child we may have been taught by our family not to
express sadness because if we did we would be ridiculed. In that situation it would have
made sense for us to have the belief: “expressing sadness is bad and if | do people will make
fun of me”. As an adult however we may still have this belief even though we are no longer
in the same situation. We continue to assume that the belief is true without checking it out.
As a result we may never express our sadness which may result in us being stressed,
depressed and not connected with ourselves and the world. Or alternatively our sadness

may be expressed as anger towards ourselves or other people.
Below are listed a number of typical unassertive thoughts. See if any of them apply to you.

e | shouldn’t say how I'm really feeling or thinking because | don’t want to burden
others with my problems.

e |[f | assert myself | will upset the other person and ruin our relationship

e |t will be terribly embarrassing if | say what | think

e |f someone says “no” to my request it is because they don’t like or love me

e | shouldn’t have to say what | need or how | feel: people close to me should
already know

e lItis uncaring, rude and selfish to say what you want

¢ | have no right to change my mind; neither has anyone else

e |t will all work out in the end, and anyway it’s not my fault

e People should keep their feelings to themselves

e If | express that | am feeling anxious people will think | am weak and ridicule me
or take advantage of me.

e If | accept compliments from someone it will mean | am big headed.
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Take a minute and see if you can identify any more unassertive beliefs that you have.
Modules 6, 7, 8, and 9 deal with and identify unassertive thoughts associated with saying
“no”, coping with criticism, dealing with disappointment and giving and receiving criticism, so

you may get some ideas from those modules.

Our Assertive Rights

Many of the ideas now associated with assertiveness training were first proposed in Manuel
J. Smith’s book “When | say No | feel Guilty” published in 1975. This book outlined a ten-
point “bill of assertive rights”. Assertive rights are the rights that we all have as human
beings. Some of these rights are:

e You have the right to judge your own behaviour, thoughts, and emotions, and to
take the responsibility for their initiation and consequences upon yourself.

e You have the right to say “no”.

® You have the right to offer no reasons or excuses for justifying your behaviour.

¢ You have the right to judge if you are responsible for finding solutions to other
people's problems.

e You have the right to change your mind.

e You have the right to disagree with someone’s opinion.

e You have the right to make mistakes - and be responsible for them.

e You have the right to say, 'l don't know'.

e You have the right to be illogical in making decisions.

® You have the right to say, 'l don't understand'.

e You have the right to say, 'l don't care'.
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An important part of these rights is that they come linked with responsibilities. You will
notice the first point says that you have the right to your own thoughts, behaviour and
emotions, but that you must then take responsibility for the consequences of these thoughts
and behaviours. Often people think they are behaving assertively, but they are ignoring the
consequences of their actions and the rights of others. This would be more typical of an
aggressive style of communication.

See if you can think of any other rights, particularly ones that balance out any unhelpful

beliefs you identified in the last section.

How to change your beliefs

Identifying your unhelpful beliefs is the first step towards changing them. In fact, for some
people just realising that they have been thinking this way can be enough to help them
change, especially when they realise they have the right to change and think in a different

way.

However, for most people just realising they have been thinking in an unhelpful way isn’t
enough to change the thinking. In Cognitive Behaviour Therapy (CBT) one way of
addressing unhelpful thoughts is to challenge them head on. This is also called disputation.
Challenging or disputation works on the principle that most of our thoughts and beliefs are
learned opinions rather than facts. This means that they can be questioned rather than just

accepted blindly, particularly if they are causing us distress.

To challenge or dispute your thoughts means that you examine the evidence for and against
the thoughts. You evaluate them as if you were a detective or a lawyer. You are trying to

get to the bottom of the truth of the thought.
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There are two major strategies that can be used to help you challenge your thoughts. One
is to use a Thought Diary. The other is to set up a Behavioural Experiment. We will take a

look at each of these in turn.
Thought Diaries

It can be difficult to challenge your thoughts in your head as it is hard to remember all the
information and it can get messy and confusing. The best way is to write it all down. To help
you through this process we have a Thought Diary for Unassertive Thoughts. We have
worked through an example to show you the questions that you will need to ask yourself in
order to come up with a more balanced thought. Then we provide a blank one for you to

work through with an example of your own.

The thought diary will ask you to identify the unassertive thought that you are having. In
order to do this you first need to identify the situation you are in. In the following
example the situation could be described as: “l asked my friend to go shopping and she said
“no”. In describing the situation think about what you would have seen if you had been
filming the scene. It is important that you just stick to the facts and don’t start making
interpretations about what this may mean at this stage. For example, you wouldn’t say “my
friend was rude to me” as this is an assumption and an interpretation that we don’t have any

evidence for yet.

Next you need to identify your emotions in the situation, that is, how you are feeling.
Ask yourself:
What emotion(s) am | feeling?

How intense are they? (rate the intensity from 0-100).

In the following example the person feels hurt and annoyed. The ratings are done
individually for each emotion; they don’t need to add up to 100.
You then identify your behaviour and any physical symptoms that you felt. Ask yourself:
What did | do?
What did | feel in my body?
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In the following example the person ignored a phone call from her friend and felt tense and

sick whenever she thought about the situation.

Next you need to identify your thoughts in the situation. These thoughts can take the
forms of assumptions, interpretations, beliefs, values and so on. Sometimes they could even
take the form of images or pictures rather than words. Ask yourself:

What was | thinking?

What was running through my head?

In the example the person’s thoughts were:
| said ‘yes’ to go shopping with her when | didn’t want to.
So she should have said ‘yes’ to me
Saying ‘No’ is rude, uncaring and selfish.

Maybe she doesn’t like me any more.

You then need to rate the strength of your beliefs in these thoughts at the time. A
rating of 0 means you didn’t believe them at all and a rating of 100 means you believed them
100%. Once you have completed this first part of the Thought Diary you move onto the
disputation. The questions you ask yourself in the disputation are:

Am | thinking in a passive, assertive or aggressive way?

Did | respond in a passive, assertive or aggressive way?

What is the evidence for this thought?

What is the evidence against this thought?

Am | ignoring my rights or the rights of my friends?

How else could | view the situation?

Are there any other interpretations of what happened?

The idea behind asking yourself these questions is to come up with a more balanced
and assertive way of thinking and behaving. You ask yourself:

What would be a more assertive way of thinking and responding?

The final step is to re-rate the intensity of the original emotion and strength of the
belief. If you have worked through the entire thought diary it is likely that you will
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ASSERT YOURSELF!

experience a decrease in the intensity of the emotion and a decrease in the degree to which

you believe your initial unhelpful thought. If you continue to practice this way of thinking

you can find that you begin thinking and behaving in a more assertive manner.

Thought Diary: Part | Understanding your reaction.

Situation:

D

| asked a friend to go shopping with me and she said “no”.

What emotions was | feeling? How
strong were these? Rate (0-100)

Hurt 70
Angry 80

What physical response did |
notice in my body?

Tense, tight chest, clenched jaw. Felt sick when | thought
about her.

What did | do?

Cried, then ignored the next phone call | had from her.

Was this a passive, assertive or
aggressive way of behaving?

Passive-aggressive

What thoughts were running
through my head?

| said ‘yes’ to go shopping with her when | didn’t want to.
So she should have said ‘yes’ to me

She is selfish to say “no”.

Maybe she doesn’t like me anymore.

Which is the strongest thought?

She is selfish for saying “No”.

How much do | believe this
thought?

80

Are these passive, assertive or
aggressive thoughts?

Passive because | thought | should do something | didn’t want
to do.
Aggressive that | think she should do what | want her to.

Part 2: Disputing or challenging your unassertive thoughts

Is there any evidence that my
thought is true?

None

Is there any evidence that my
thought is not true?

She has done lots of things with me and for me over the course of our
friendship.

Am | ignoring my rights or the
rights of the other person? If so,
what am | ignoring?

Yes, | ignored my rights by saying “yes” when | didn’t want to go
shopping.
And | am ignoring her rights by acting as if she has to do what | want.

9 9

The right | am ignoring is “everyone has the right to say “no”.

Are there any other ways of
interpreting the situation?

She may be tired

She may not want to go shopping

She may have something else on

I’m mind-reading what she is thinking.

I've said no to her sometimes and that didn’t mean that | didn’t like her.

What would be a more assertive
way to think about this?

She has a right to say no and that doesn’t mean she is selfish. Nor does it
say anything about what she may or may not think about me.

What would be a more assertive
way to behave!

I will suggest catching up another time doing something that we both
like.

Rerate my original emotion:
Rerate my belief in the original
thought:

Hurt 20
Angry 10

Belief: 10
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ASSERT YOURSELF!

Try using a Thought Diary for Unassertive Behaviour next time you notice that you are
feeling hurt, angry or upset after an interaction with someone. It may be that you have
thought and /or reacted in an unassertive manner. Continue to use a Thought Diary for
these situations until it becomes second nature to you. You will then find that you can catch
your unassertive thoughts before you act on them and dispute them in your head. This can

take some time to happen, so for now continue to practice disputation in a Thought Diary.

Now try a Thought Diary of your own. There is a blank one on the next page:
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Thought Diary: Part | Understanding your reaction.

ASSERT YOURSELF!

Situation:

What emotions was | feeling?

How strong were these!?
Rate (0-100)

What physical response did |
notice in my body?

What did | do?

Was this a passive, assertive
or aggressive way of
behaving?

What thoughts were running
through my head?

Which is the strongest
thought?

How much do | believe this
thought?

Are these passive, assertive
or aggressive thoughts?

Part 2: Disputing or challenging your unassertive thoughts

Is there any evidence that my
thought is true?

Is there any evidence that my
thought is not true?

Am | ignoring my rights or
the rights of the other
person? If so, what am |
ignoring?

Are there any other ways of
interpreting the situation?

What would be a more
assertive way to think about
this?

What would be a more
assertive way to behave?

Rerate my original emotion:
Rerate my belief in the
original thought:

entre for

‘ S linical
nterventions

. .
Pychotherapy - Research * Training

Module 3: How to Think More Assertively

Page 9



What are Personal Boundaries?

Personal boundaries are the limits and rules we set for ourselves within relationships. A
person with healthy boundaries can say “no” to others when they want to, but they are
also comfortable opening themselves up to intimacy and close relationships.

A person who always keeps others at a distance (whether emotionally, physically, or
otherwise) is said to have rigid boundaries. Alternatively, someone who tends to get too
involved with others has porous boundaries.

Common traits of rigid, porous, and healthy boundaries.

Rigid Boundaries

Porous Boundaries

Healthy Boundaries

Avoids intimacy and close
relationships.

Unlikely to ask for help.

Has few close
relationships.

Very protective of personal
information.

May seem detached, even
with romantic partners.

Keeps others at a distance
to avoid the possibility of
rejection.

Overshares personal
information.

Difficulty saying “no” to the
requests of others.

Overinvolved with others’
problems.

Dependent on the opinions
of others.

Accepting of abuse or
disrespect.

Fears rejection if they do
not comply with others.

Values own opinions.

Doesn't compromise values
for others.

Shares personal
information in an
appropriate way (does not
over or under share).

Knows personal wants and
needs, and can
communicate them.

Accepting when others say
“no” to them.

¢

®
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Most people have a mix of different boundary types. For example,
someone could have healthy boundaries at work, porous boundaries in
romantic relationships, and a mix of all three types with their family.

The appropriateness of boundaries depends heavily on setting. What's
appropriate to say when you're out with friends might not be appropriate
when you're at work.

Some cultures have very different expectations when it comes to
boundaries. For example, in some cultures it's considered wildly
inappropriate to express emotions publicly. In other cultures, emotional
expression is encouraged.
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What are Personal Boundaries?

Types of Boundaries

Physical boundaries refer to personal space and physical touch. Healthy physical
boundaries include an awareness of what's appropriate, and what's not, in various
settings and types of relationships (hug, shake hands, or kiss?). Physical boundaries
may be violated if someone touches you when you don't want them to, or when they
invade your personal space (for example, rummaging through your bedroom).

Intellectual boundaries refer to thoughts and ideas. Healthy intellectual boundaries
include respect for others’ ideas, and an awareness of appropriate discussion (should
we talk about the weather, or politics?). Intellectual boundaries are violated when
someone dismisses or belittles another person’s thoughts or ideas.

Emotional boundaries refer to a person’s feelings. Healthy emotional boundaries
include limitations on when to share, and when not to share, personal information. For
example, gradually sharing personal information during the development of a
relationship, as opposed to revealing everything to everyone. Emotional boundaries are
violated when someone criticizes, belittles, or invalidates another person’s feelings.

Sexual boundaries refer to the emotional, intellectual, and physical aspects of sexuality.
Healthy sexual boundaries involve mutual understanding and respect of limitations and
desires between sexual partners. Sexual boundaries can be violated with unwanted
sexual touch, pressure to engage in sexual acts, leering, or sexual comments.

Material boundaries refer to money and possessions. Healthy material boundaries
involve setting limits on what you will share, and with whom. For example, it may be
appropriate to lend a car to a family member, but probably not to someone you met this
morning. Material boundaries are violated when someone steals or damages another
person’s possessions, or when they pressure them to give or lend them their
possessions.

Time boundaries refer to how a person uses their time. To have healthy time
boundaries, a person must set aside enough time for each facet of their life such as
work, relationships, and hobbies. Time boundaries are violated when another person
demands too much of another’s time.
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Tips for Healthy Boundaries

Personal boundaries are the limits and rules we set for ourselves within relationships.
A person with healthy boundaries can say “no” to others when they want to, but they
are also comfortable opening themselves up to intimacy and close relationships.

Know your limits.

Before becoming involved in a situation, know what’s acceptable to you, and what isn't. It's best
to be as specific as possible, or you might be pulled into the trap of giving just a little bit more,
over and over, until you've given far too much.

Know your values.

Every person’s limits are different, and they’re often determined by their personal values. For
example, if you value family above all else, this might lead to stricter limits on how late you will
stay at work, away from family. Know what's most important to you, and protect it.

Listen to your emotions.

If you notice feelings of discomfort or resentment, don’t bury them. Try to understand what your
feelings are telling you. Resentment, for example, can often be traced to feelings of being taken
advantage of.

Have self-respect.

If you always give in to others, ask if you are showing as much respect to yourself as you show
to others. Boundaries that are too open might be due to misguided attempts to be liked by
elevating other people’s needs above one's own.

Have respect for others.

Be sure that your actions are not self-serving, at the expense of others. Interactions should not
be about winning, or taking as much as possible. Instead, consider what’s fair to everyone, given
the setting and relationship. You might “win”, but at the cost of a relationship’s long-term health.

Be assertive.

When you know it’s time to set a boundary, don't be shy. Say “no” respectfully, but without
ambiguity. If you can make a compromise while respecting your own boundaries, try it. This is a
good way to soften the “no”, while showing respect to everyone involved.

Consider the long view.

Some days you will give more than you take, and other days you will take more than you give. Be
willing to take a longer view of relationships, when appropriate. But if you're always the one
who's giving or taking, there might be a problem.
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Setting Boundaries

Personal boundaries are the limits and rules we set for ourselves within relationships. A
person with healthy boundaries can say “no” to others when they want to, but they are
also comfortable opening themselves up to intimacy and close relationships.

Know Your Boundaries

s N
Boundaries should be based on your values, or the things that are important to you. For
example, if you value spending time with family, set firm boundaries about working late.

Your boundaries are yours, and yours alone. Many of your boundaries might align with
those who are close to you, but others will be unique.

Know your boundaries before entering a situation. This will make it less likely you'll do
something you're not comfortable with.

What to Say

You always have the right to say “no”. When doing so, express yourself clearly and without
ambiguity so there is no doubt about what you want.

4 A
“I'm not comfortable with this” “Please don't do that” “Not at this time”
“l can’t do that for you” “This doesn’'t work for me” “I've decided not to”
“This is not acceptable” “I'm drawing the line at _" “I don’t want to do that”
- J
What to Do
Use Confident Body Language Be Respectful
Face the other person, make eye contact, Avoid yelling, using put-downs, or giving
and use a steady tone of voice at an the silent treatment. It's okay to be firm,
appropriate volume (not too quiet, and not but your message will be better received if
too loud). you are respectful.
Plan Ahead Compromise
Think about what you want to say, and how When appropriate, listen and consider the
you will say it, before entering a difficult needs of the other person. You never have
discussion. This can help you feel more to compromise, but give-and-take is part
confident about your position. of any healthy relationship.
L. A - y
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Setting Boundaries

Instructions: Respond to the following practice questions as if you were really in each
situation. Think about the language you would use to firmly state your boundary.

+/ Examples

Situation: You notice your roommate has been eating your food in the fridge. You never
discussed plans to share food, and don’t want them eating what you bought.

Response: “I'd like to keep our food separate. If there’s something of mine that you want,
please ask me before taking it.”

Situation: Your friend calls you at 11 pm to discuss issues she is having with her boyfriend.
You need to wake up at 6 am.

Response: “| can tell you're upset. | want to talk to you, but | need to go to bed. Maybe we
can talk tomorrow afternoon.”

@© Practice

p
Situation: You invited a friend over for the evening, but now it's getting late. You would like
to get ready for bed, but your friend seems unaware of how late it is.

Response:

| S

4 N
Situation: A good friend asks you out on a date. You are not interested in being more than

friends. You would like to let them down clearly, but gently.

Response:
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Setting Boundaries

p
Situation: You missed several days of work due to a medical condition. When you get
back, a coworker asks what happened. You feel this information is personal, and do not

want to share.

Response:

g
Situation: Your brother asks if you can watch his two young children on Saturday morning.
You already have plans.

Response:

p
Situation: Your coworker is upset about their recent performance review. They start yelling
and slamming their fist on their desk. This is making you very uncomfortable.

Response:

p
Situation: A salesperson comes to your door during dinner. You try to politely show
disinterest, but they keep giving their sales pitch. You want to get back to dinner.

Response:
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Fair Fighting Rules

Before you begin, ask yourself why you feel upset.

Are you truly angry because your partner left the mustard on the counter? Or are you upset
because you feel like you're doing an uneven share of the housework, and this is just one more
piece of evidence? Take time to think about your own feelings before starting an argument.

Discuss one issue at a time.

“You shouldn’t be spending so much money without talking to me” can quickly turn into “You don’t-
care about our family”. Now you need to resolve two problems instead of one. Plus, when an
argument starts to get off topic, it can easily become about everything a person has ever done
wrong. We've all done a lot wrong, so this can be especially cumbersome.

No degrading language.

Discuss the issue, not the person. No put-downs, swearing, or name-calling. Degrading language is
an attempt to express negative feelings while making sure your partner feels just as bad. This will
just lead to more character attacks while the original issue is forgotten.

Express your feelings with words and take responsibility for them.

“| feel angry.” “ feel hurt when you ignore my phone calls.” “I feel scared when you yell.” These are
good ways to express how you feel. Starting with “I” is a good technique to help you take
responsibility for your feelings (no, you can’t say whatever you want as long as it starts with “I").

Take turns talking.

This can be tough, but be careful not to interrupt. If this rule is difficult to follow, try setting a timer
allowing 1 minute for each person to speak without interruption. Don’t spend your partner’s
minute thinking about what you want to say. Listen!

No stonewalling.

Sometimes, the easiest way to respond to an argument is to retreat into your shell and refuse to
speak. This refusal to communicate is called stonewalling. You might feel better temporarily, but
the original issue will remain unresolved and your partner will feel more upset. If you absolutely
cannot go on, tell your partner you need to take a time-out. Agree to resume the discussion later.

No yelling.
‘Sometimes arguments are “won” by being the loudest, but the problem only gets worse.

Take a time-out if things get too heated.

In a perfect world we would all follow these rules 100% of the time, but it just doesn’t work like
that. If an argument starts to become personal or heated, take a time-out. Agree on a time to come
back and discuss the problem after everyone has cooled down.

Attempt to come to a compromise or an understanding.
There isn’t always a perfect answer to an argument. Life is just too messy for that. Do your best to

come to a compromise {this will mean some give and take from both sides). If you can’t come to a
compromise, merely understanding can help soothe negative feelings.
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Assertiveness Rights & Responsibilities

Rights

You have the right to be treated with dignity
and respect.

You have the right to decide what is best for
you.

You have the right to have and express your
own feelings and opinions.

You have the right to ask for what you want
and need.

You have the right to say "NO" without feeling
guilty.

You have the right to be listened to and taken
seriously.

You have the right to make mistakes.

You have the right to all of your human
weaknesses and limitations without guilt or
shame.

You have the right to do what is necessary to
protect your physical and mental health even
though this sometimes requires non-assertive
or aggressive behaviour and discomforting
others.

Responsibilities

You have the responsibility to treat others with the same
dignity and respect you desire from them.

You have the responsibility to allow others to decide
what is best for them.

You have the responsibility to express those feelings and
opinions in a way that does not insult or put others.

You have the responsibility to allow others the right to
refuse your requests even though you might not like
being refused

You have the responsibility to allow others the right to
say "no".

You have the responsibility to listen to others and take
them seriously.

You have the responsibility to accept the consequences
of those mistakes.

You have the responsibility to allow others their
weaknesses without ridiculing or resenting them.

You have the responsibility to do this in a way that
causes the least amount of harm to both yourself and
others.



Active Listening

non-intervention
® invitation to say more
e questions
- open
- closed

e observing nonverbal behaviour

o being attentive to

e paraphrasing (when appropriate)
- repeating to speaker in your own words the content (ideas, thoughts) of the message
- don’t add or subtract, no approval/disapproval

e perception check .
- reflecting back to the speaker your inference (guess) as to what he is feeling
- may include a behaviour description

e should be tentative, ‘checking out’

e only the sender is the judge of whether you understand or not

e a first step in dealing with problems
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Communication

HEALING OF ENHANCEMENT
HURTS OF LIFE
RESOLUTION ENRICHMENT OF
OF PROBLEMS RELATIONSHIPS

BASIC PREMISE: It is critically important that we hear and understand “the other” and that we know
that we have been heard and understood.

1. But we all tend to set up ROADBLOCKS.
1. How to deal with situation in which THE OTHER PERSON

a) has a PROBLEM or
b) has a GOOD EXPERIENCE in need of ENHANCEMENT

USE: SILENCE, PASSIVE LISTENING, DOOR OPENERS, PERCEPTION CHECKS and/or
ACTIVE LISTENING/MIRRORING

How to deal with the situation in which

a) THAVE APROBLEM or

b) IWANT TO EXPRESS GOOD FEELINGS about something the other person has done
in or outside the relationship

USE: THE I - MESSAGE

4. How to deal with the situation in which I HAVE A NEED OR A WANT which is unmet. BASIC
PRINCIPLE: Be direct. Never assume that the other person/persons who has/have the POWER to
meet your need/want will see the need and respond to it on their own. Leam how to say:

“INEED...” “IWANT...”

w

and, of course, be glad when someone else spots your need/want before you do!
5. How to resolve CONFLICT over CONFLICTING WANTS/NEEDS.

OPTIONS:
a) Exercise of power: “I win. You lose.”
b) Caving in: “ lose. You win.”
¢) Chaos/Uproar: “What’s going on here.”
d) Compromise with resentrent: “Have it your way.”
Negotiated compromise: the NO LOSE METHOD which checks out all options and
decides which one, both or all parties can accept and live with.
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Paraphrasing

Paraphrasing is simply restating in your own words what you heard another person say.

Now why would you do that?

1. Tt increases the accuracy of communication by helping you make sure you understand
a person’s ideas, information or suggestions as he or she intended them.

2. That act of paraphrasing itself conveys your interest in the other and your concern to
see how he or she views things.

3. It heips the speaker clarify his or her thoughts. He or she hears their ideas in another’s
words.

4. Tikeeps the conversation on topic and encourages deeper exploration of the original
thought.

5. If you can satisfy the other that you really do understand his or her point, he or she
will be more willing to try to understand your views. :

A Few Guidelines to Keep In Mind:
1. The person sending the message needs to break down long and complicated messages
into smaller segments (i.e. —by stopping often and allowing the listener to

paraphrase).

2. When paraphrasing someone, you should start with something like “So, what I hear
you saying is...” or “So, what you're saying is...”

3. The person paraphrasing should not add to the message (any of your own stuff).

4. The person paraphrasing should not respond with his or her own feelings, or thoughts
about the message (this may difficult, especially in a highly emotional conversation).

5. Only use for important messages or when misunderstandings are thought to exist.

Brian & Mona Matheson

Permission to photocopy with credit given to The Family Centre
Room 20, 9912 — 106 Street, Edmonton, Alberta TSK 1C5 Phone (780) 423-2831 Fax (780) 426-4918
Email tfc@the-family-centre.com Website www.the-family-centre.com

COMO18




3 Essentials of Communication

C
O
D

Communication needs to be CLEAR. Not only do we need to pay attention to being specific and saying
what we mean but when we listen we also need to pay attention to feelings. Listen for the feeling, try
and understand it, and respond first to the feeling tone.

Communication is an ongoing conversation between two people. How you say things will determine if
the communication remains OPEN and encourages the other to participate. Pay attention to the words
you choose, the tone you use, and the message your body language sends.

Communication is best when it is DIRECT. This refers first to an attitude that allows for all relationships

. to experience problems — but also to accept that these problems are there to be solved as quickly as
possible. Direct also refers to the reality that problems are best solved by face-to-face communication.

CLEAR
OPEN
DIRECT
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Communication

Do's

&

Don'ts

"I'" message
keeps the door open - resolution
speaks for self, eg. “T feel, I think...”

shares, discloses feelings and thonghts, “I
feel really tired now and would like some
time to myself.”

describes consequences, eg,, “milk tumns

sour when it is left out.”

gives information, eg,, “when you always
arrive late for our meetings/date, I feel
angry because I think it means that my
time is not important to yow.”

Points to Remember: Do

be brief, eg., “please put away your
clothes.”

active listen (put yourself in the other’s
shoes)

(when appropriate) paraphrasing;

1) to check your understanding

2) to show the other that you understand
give verbal feedback — “ubhuh,” ask
questions

attend to nonverbal cues - body language,
give your attention

focus on issue - here and now

keeps things in perspective
respect selffother

make an appointment ( what, when, where,
how long)

understand anger (cool down and discuss
again), settle, reconcile quickly

"You'" message
put other on the defensive

speaks for other, eg., “I know you think
you are always right.” “ITknow you are
mad right now.”

attacks - vague, general eg,, “you never
pick up your clothes. you're so lazy. you
expect me to be the maid around here.”
places blame eg., “who left the milk out?
Don’t you care that you’re wasting
money?”’

note:

the clue words are - always, never,
should. if you are using these words,
check for “you message.”

Points to Remember: Don't

lecture, nag, drag it out

passive listen (“in one ear and out the
other”)

assume, mind read or give prematur
advice

get distracted
raise past issues

swear, use violence, putdowns, sarcasim,
ultimatums, commands, ‘hit below the
belt’.

ignore, refuse to discuss

express secondary emotion, go to bed
angry - festers
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Communicating from a Position of Authority
With Authority

Authority:

» The legitimate right to behave in a certain way bestowed by the system and agreed upon
by all in the system

» Based on a chain of command, a hierarchy

> Based on shared values and beliefs -

> Exists in a context — military, hospital, swimming pool

» Associated with a position — sergeant, lifeguard

Power:

> Emerges from the person

» Has individualistic attributes, i.e. people in the same position

> Associated with persuasion, influence, intimidation and the skillful use of language
» Developed through reputation

» To be effective, needs an instrument to wield

> If there is no agreed upon shared beliefs (authority), tends towards the coercive

You need to be able to switch comfortably from the friendly, sociable and available pool staff
member on deck to:

» The directive, in-charge person, comfortable with directing, teaching and supervising
» The enforcer of stated rules

The way you communicate conveys your authority congruently or gives a mixed message that
undermines your authority.

You undermine your authority by:

Apologizing as you give a directive — “I’m sorry but you’ll have to...”

Answering ‘why’ questions that are not debatable

Threatening consequences

Asking someone to comply as if you would accept either a ‘yes’ or ‘no’ answer
Coming down heavily — using too much power to accomplish the task

Giving general statements about the person’s behaviour without providing descriptions
or examples

YV VVYY
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Increasing & Improving
Parent & Child Communication

Increasing and improving communication between the parent and the child is the single most
important thing that parents can do to become more effective parents. Families in which there is good
communication between the members have far fewer problems and far less difficulty solving what
problems they do have than families in which communication is poor.

To influence your child you must be able to communicate in a manner, which makes it likely that your
feelings, meanings and intentions are being understood. In many families, parents do not expect
children to listen, they expect to have to repeat every request at least once. Their children have trained
them to repeat every message.

“YOU” & “I” Messages

The “YOU” message: The emphasis of “YOU” messages is on the
% Lays blame other person.

% Conveys criticism

& Often threatens or humiliates the child “You make me angry.” “You never listen.”
& Can be seen as a verbal attack “You are always late.” “You play too rough.”

An “I” message:
% Simply describes how the child's behavior makes you feel. For example:
% Focuses on you and your feelings and not on the child.
& Simply reports what you feel, it does not assign blame. “I am very tired and would
% Expresses what the sender is feeling and is specific. appreciate a half hour of
& Has non -verbal elements such as:

» The tone of voice

» A non-judgmental attitude.

quiet time.”
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Increasing & Improving Parent & Child Communication (con*y

This is not to say that one should never be angry with one's children. The difficulties lie not in the anger

itself, but in the purpose of the anger, which may be to control, win or get even. One should also be
aware of the frequency of the use of anger.

Frequent use of anger often produces the following results:

1. The child tries to get power or revenge. When you get angry, the child knows his attempts to
provoke you have succeeded.

9 Communication is stifled. The child feels threatened and becomes defensive or attacks in order to
save face.

Constructing an “I” Message

Before expressing your feelings of displeasure to the child, consider this.

It is usually not the child's behaviour that's displeasing you,
rather the consequences the behaviour produces for you and
how it interferes with your needs or rights.

Therefore, when you tell your children how you feel about their behavior, let them know that your
H feelings relate to the consequences of their behavior, rather than to the behaviour itself.

Because we want to focus on the consequences the behaviour creates for us, rather than on the behaviour
‘ itself, an “I” message generally has three parts:

1. Describe the behaviour, which is interfering with you. Just describe it don't blame.
“When you don't call or come home after school, I...” _
2. State your feeling about the consequences the behaviour produces for you.

"I worry that something might have happened to you."”
3. State the consequences.

“ .. because I don't know where you are."

mv———

“I” messages generally refer to three elements of a situation.
+ Behaviour ‘
% Feeling
+» Consequences

A simple way of stating an “I” message includes these phrases.
“When you... state the behaviour, I feel state the feeling, because state the consequence”

The parts of an “I” message do not have to be delivered in order, nor does the “I” message always have
to contain a statement of feeling. Some examples of this are:

“I can't hear the television when there is too much noise.”

“I can't cut the lawn when the foys are all over it.”
Construction of an “I” message depends upon the situation.
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Recognize your
Anger Early

Anger Management Skills

If you're yelling, it's probably oo late. Learn the warning signs
that you're getting angry so you can change the situation
quickly. Some common signs are feeling hot, raising voices,
balling of fists, shaking, and arguing.

Take a Timeout

Temporarily leave the situation that is making you angry. If
other people are involved, explain to them that you need a few
minutes alone to calm down. Problems usually aren't solved
when one or more people are angry.

Take a minute to just breathe. Count your breaths: four
seconds inhaling, four seconds holding your breath, and four

Deep Breathing  seconds exhaling. Really keep track of time, or you might
cheat yourself! The counting helps take your mind off the
situation as well.

Exercise serves as an emotional release. Chemicals released
Exercise in your brain during the course of exercise create a sense of
relaxation and happiness.
Once you've calmed down, express your frustration. Try to be
Express your assertive, but not confrontational. Expressing your anger will
Anger help avoid the same problems in the future.
) What will be the outcome of your next anger-fueled action?
Think of the Will arguing convince the other person that you're right? Will
Consequences you be happier after the fight?
Imagine a relaxing experience. What do you see, smell, hear,
] o feel, and taste? Maybe you're on a beach with sand between
Visualization

your toes and waves crashing in the distance. Spend a few
minutes imagining every detail of your relaxing scene.
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T Fly Conro

Defusing Toolbox

“Tf the only tool you have is a hémmer, you see all your problems as nails."

These tools can be used in any setting whether you are part of the conflict or facilitating between those

that are in conflict. :

1. Acknowledgement - "I see you are upset"

2. Validation - "T'd be upset too if that happened to me"

3. Encouragement - non-verbal and verbal cues to get them to tell you more "Tell me more about
how this happened."

4. Reassurance - "It's OK, we'll get this straightened out"

5. . Bmpathetic responses - acknowledge their feelings and content "So you are feeling angry
because Joe missed the deadline and now the report is overdue."

6. Open ended questions - "What have you done so far?" "How do you feel about this?"

7. Summarize - "So you expected her to have the report done by Friday at noon so you could do
your section.”

8. Reframing - changing negative into a positive "So it's important to you that people meet
deadlines." "So you value...."

0. Agree ~(if you really do) - "Youare right" "I agree with you..."

10.  Apologize - only if sincere and you mean it

11.  Commit Tnvolvement - "It's really important to me that we work this out. Can we do it now, or
do we need to meet later?"

12.  Be honest and genuine ..."I feel..."

13, Momentary Delay - " This is really important, just give me a minute to ..."

14, Humor - use it if it works for you.

15.  Attentive Silence

BE HARD ON THE PROBLEM, EASY ON THE PEOPLE
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DESC SCRIPTS

DESCRIBE

Describe the unwanted behaviour (be specific and objective)

EXPRESS

Express your reactions (thoughts and feelings)

SPECIFY

Specify a preferable response

CONSEQUENCES

Consequences: payoffs and penalties




Day Two Self-Reflection

Question #1
How you would like to improve the way you communicate?




SMART Goals Worksheet
This worksheet can be used to develop clearly defined, effective goals.

Specific

What am I going to do? Why is this important to do at this time? What do I want
to ultimately accomplish? How am I going to do it?

Measurable
How will T know that I have reached my goal?

Attainable

Can I see myself achieving this goal? Can I break it down into manageable
pieces?

Realistic
Is the goal too difficuit to reach? Too easy?

Timely
What is my target date for reaching my goal?
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