Communication Skills Course
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Class 2 COMMUNICATION HINTS

1. UNDERSTAND YOUR OWN  

                          AND OTHERS’ ___________
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    *Recognize your emotional reactions                                            
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 *What are your “hot buttons”?
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*Respond to feelings as well as to the words

   *Express yourself – “I want”, “I think”, “I feel”.

2. BE ________ OF YOUR OWN BODY LANGUAGE
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AND THAT OF OTHERS
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Make your words and actions match.


If your words say ‘I like you”, don’t back away.

[image: image8.wmf]     If your words say ‘I’ve got time for you and will listen”, don’t check your watch!
3.  MAKE SURE YOU UNDERSTAND…

 AND ARE BEING _________________!
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 3a ________________

3b. _______________________


3c. _______________________
· Repeat things back to make sure you understand.

· Repeat things back to assure them of your attention and interest.

· Ask for more details.

· Ask for the meaning behind what was said if you aren’t sure.

· Identify with the person’s thoughts and feelings (Put yourself in their position).

· Don’t identify with things you haven’t been through.

· Be sensitive and compassionate to their hurt, pain, anger, happiness, etc.
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AND DON’T BE AFRAID OF IT.
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5. LISTEN WITHOUT CONDEMNATION OR CRITICISM
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6. LISTEN FOR THE ROOT PROBLEM

	   What are the root 

       problems?
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1. __________ – toward God, people who have hurt
 them, and circumstances they don’t like.

2. _______ – handling self, people or circumstances
 in life in a way that’s different from their value system.

     3.  ______________ of themselves.

	How do I respond to the root problems?
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1. Listen!     LISTEN!        LISTEN!
2.  Tell them what you think it is and see if they agree.

7. HELP THE PERSON COME UP WITH THEIR 

OWN CONCLUSIONS
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Affirm     

Ask

  

Clarify
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COMMUNICATION HINTS

SUMMARY
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Counsel only if they seem to be asking for your opinion.  This is not a time to bring up a similar story of your own.  This puts the attention on you and lessens the importance of their experience.  Tell a story only to illustrate God’s help or a solution.  Be sensitive to the person’s body language/response to what you are saying.  If they seem uncomfortable, don’t press advice or opinions or you may lose an opportunity to talk with them later.  When you do speak, your words should let them know you have listened and understood.
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Silence from person may mean: _____________________





Wait for the person to speak again – don’t jump in.	


Silence can be comforting and help � EMBED MS_ClipArt_Gallery.5  ���


                                the person feel cared for.














Affirm the positive or what you can agree with.





Ask questions that can help the person come up with solutions, for example, “What are you able to do about this?”





Clarify (or repeat back) the solution that you heard the person say.











�	Hear the person out





�	Let the person have their point of view





�	Don’t be anxious to correct the problem





Criticism, advice, your own story, or offering 


solutions is not  really listening
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