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Synopsis 

 
 
This book provides an overview of the key components of effective interpersonal 
communication together with learning processes and tools involved in becoming a 
professional. It is intended to be used in conjunction with our series of ‘self 
development’ books covering the essential skills of effective communicators: 
 

�� Creating Rapport 
�� Presenting professionally  
�� Managing Interpersonal Relationships 
�� Negotiating for Success 
�� Interviewing for Information 
�� Negotiating Win/Win Solutions 
�� Developing Others 
�� Managing and Leading 

 
All of the books in the series enable readers to: 
 

1. Benchmark themselves against a world class model 
2. Use the benchmark to objectively assess their development needs  
3. Create a Personal Development Plan setting out the actions necessary for 

them to become competent in the desired skill 
4. Guide themselves through the development process 
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 DEVELOPING YOUR COMMUNICATION SKILLS 
 
We communicate by being. Everything communicates; a beautiful sunrise 
communicates the promise of a lovely day; a gathering storm sends us running for 
shelter. The moment we see someone we form an impression. The moment they 
speak they confirm or counter our view of them. How we feel determines whether we 
are open to listen to what they have to say. How we look and dress is a very 
important part of first impression we make on others. If we want to ‘fit in’ we need to 
dress accordingly; to ‘stand out’ we dress differently. Equally we need to understand 
that how we sound when we open our mouths influences our ability to communicate 
successfully. 
 
The aim of all communication is influence. Persuading others to give something, to 
feel something, to do something. At one end of the spectrum, where the 
communicator has physical power, communication is simple; all those with the power 
need to do is ‘tell’ the subject what to do. If they don’t do it the communicator can use 
their physical power to enforce the instruction. For example, a small child who is told 
to go to bed and refuses, can be picked up and placed in bed. Note In my experience 
this does not mean that they will stay there! However for most of us the only power 
we have is influence; being able to persuade often disinterested others, to help us.   
 
Effective communicators start by developing rapport, tuning their body language to 
that to the person are communicating with. Once they have developed rapport they 
work to build relationships by asking questions and listening to the answers to gain 
information and use this process to reach consensus. Where there are differences 
expert communicators look for workable compromises, solutions, which give both 
parties some of what, they want. Where there are obvious disagreements effective 
communicators acknowledge these openly and where they cannot be resolved, seek 
ways of working with them. They understand that we are interdependent; it is only 
through communication that we can satisfy our individual needs is through satisfying, 
at least to some degree, the needs of others. 

 Barriers to effective communication and how to ove rcome them 
 
The barriers are within us. My mother used to say ‘we are what we are’. What she 
meant by this I learnt later was that we are good at some things, not so good at 
others. We have strong feelings about some things, couldn’t care less about others. 
Some of us are naturally friendly, others more remote, some love detail, others are 
big picture people. Each of us has our own aims, abilities, delights and demons. It 
takes all sorts to make a world and there is room in the world, for us all to achieve 
our own nirvana.  
 
However just being what we are may not be enough to get us where we want to be in 
life. We can only arrive there through the good grace of others. We need to be able 
to influence those who have the power to give us what we need if we are to be 
successful. Equally we need to recognise other’s needs and opportunities and help 
where we can. To do this we may need to change some things about the way we 
communicate. Some aspects of the ‘natural me’, may not be appropriate to achieving 
my desired goals; others will not give me what I want just because I want it; they 
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have to be persuaded that it will benefit them if they help me. To achieve this I must 
be able to communicate in a way that engages others and persuades them to 
engage with us. The following are the main areas where we need to optimise our 
communication skills: 
 

�� Developing rapport – being able to create the environment for open 
communication  

�� Interviewing  – the ability to obtain information from others  
�� Making compelling presentations – the confidence to present your ideas to an 

audience and persuade them of the rightness of your case 
�� Negotiating for success – being able to negotiate win / win solutions 
�� Handling Difficult Relationships – creating the conditions to resolve some of 

the more intractable interpersonal problems. 
�� Managing and leading – knowing how to manage and being able to convert 

management into leadership. 
�� Developing others, coaching, counselling and mentoring – helping others to 

develop themselves 
 
Becoming a more effective communicator means change, learning new things and 
more importantly letting go of the past in order to embrace the future.  
 
We are all creatures of our history. The environment in which we are brought up, the 
things we learn, the skills we acquire, the experiences that shape our values and 
condition our expectation. We learn about things, the theory, by studying them; we 
learn how to do things by practicing them. Children learn the language of their 
parents by listening to what is said to them and practice speaking the language by 
using it. For successful learning this practice needs to be supported by feedback and 
repetitive practice until the desired level of competence is reached.  
 
Our parents have a major influence on our lives. Some parents want more for their 
children than they have achieved themselves and pressurised them to achieve what 
they did not. Some believe that what has been good for them will be good for their 
child. I recently had lunch with a neighbour of mine who is a joiner by trade. At one 
point we spoke about his sixteen-year-old son and I asked what he would do when 
he left school. My friend replied quite simply that he had organised an apprenticeship 
for him; my friend believes the apprenticeship will provide his son with the knowledge 
and skills to become a successful joiner. But it’s not that simple. Knowledge and skill 
are only two of the three ingredients of learning. What about attitude? What does the 
boy really value? Does he really want to be a joiner? Maybe he would rather be a 
mechanic or a plumber or a sales person! Values create attitudes. If I don’t value 
something I will not do it well; even if I do it competently I will not enjoy it because 
doing it does not satisfy my needs. I can mow the lawn for example but I don’t like 
walking behind a silly machine, so I do it as infrequently as possible.  
 
Thus, within our level of competence (knowledge and skill) we can, theoretically, do 
more or less anything. However, what we actually do and how well we do it is 
determined by our values. The extraverts amongst us have a head start when it 
comes to making presentations whilst the introverts often find it extremely difficult to 
stand in front of an audience for fear of looking foolish. Personal effectiveness is 
made up of three components 
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. 
 
 
 
 
  
  
  
  
  
  
Knowledge  
 
Knowledge is the information we have about things. The information we are able to 
recall. Knowledge is usually acquired by personal study, often tutored. There are two 
main categories of knowledge: 
 

1. Knowing about something 
 

Knowing about is the information we collect and can reproduce. Academic 
examinations are a typical example of this process. Learners are taught about 
a topic, Greek history for example and learners are then tested to access the 
level of information they have retained. This is a useful test of the learner’s 
capacity to ‘remember’ information; often seen as their ‘ability to learn’. 

 
2. Knowing how to do something  
 

Knowing how to do something means understanding the steps required to 
implement the acquired knowledge the ‘process’. Millions of people know 
about football and how to play it. However relatively few people are really able 
to play it well! 

  
Skills 
 
Skill is the ability to apply knowledge in practice. It can only be acquired by through 
repetitive practice, usually with coaching support. There are two main categories of 
skills: 
 

1. The ability to do something physical 
Something that requires physical coordination, which covers virtually 
everything we do. Sport is an obvious example however an artisan, a surgeon, 
a seamstress etc, all require knowledge applied through physical coordination.   
 

2. The ability to do something psychological 
This is something that requires mental skill; the ability of an individual to solve 
complex problems both technical and behavioural. Scientists use their mental 
skills to solve such problems as sending people to the moon. Managers, sales 
people, detectives, interviewers etc. use their mental powers to solve the 
problems of human relationships.  

Knowledge 

 
Values 

 
Skills 
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Values 
 
What we value (believe) is what we are. What we do is determined by what we 
believe. Thus, having appropriate knowledge and skill to do something does not per 
se ensure success. Skilled negotiators for example, who are prejudiced (have 
negative values) about people from different ethnic backgrounds will be less effective 
in negotiating with such people than they would be with people of their own race.  
 
Values are individual, social, cultural and organisational. It is the interaction between 
our ‘felt’ needs and the values in our environments family, friends, school, church etc. 
which shape us. We ‘test’ getting what we want and learn to adapt our behaviour to 
our different environments to ‘get the best for us’. What we seek and what we seek to 
avoid delineates us as individuals. We clarify what we like and what we don’t like at a 
personal level. I am for example an experiential learner, I am happy to spend hours 
doing something practical, like writing this book, but find studying something for the 
sake of being able to repeat it a real chore! I like working with other people but found 
out many years ago that I’m not really a ‘team player’ because I don’t like being 
dependant on others; I’ll do my bit but in my own way and in my own time.  
 
Social values identify us as belonging to specific groups. They determine how we 
relate with others; the sort of social interactions that we are comfortable with.  
 
Cultural values are determined by a nations history and provide the ‘rules of 
membership’ for each cultural club. A French man is French because he reflects the 
cultural values of France; an American is an American for the same reason and so 
on.  
 
Organisational values, as the name suggest, reflect the values of the organisation. 
Every organisation has values, those things, which it encourages, and those things, 
which it discourages. These are based on the values of those who created the 
organisation and tend top be re-enforced down the years by those who follow them. 
 
The process of creating and maintaining values within a given environment, the 
family, school, religious group, organisation etc., is based on the simple philosophy of 
reward and punishment: 
 

Doing the ‘right thing’ is rewarded 
Doing the ‘wrong thing’ is punished (discouraged) 

 
This ‘conditioning’ empowers us to do what is approved and constrains us from doing 
what is not. This is a psychological constraint and shows itself in the form of stress. 
Every person, organisation and social grouping lives within their own box. If one 
stays within box one is okay but trying to do things that are outside the permission of 
the programme causes stress. Thus people who do not have ‘permission’ to be open 
with others will find disciplinary interviews very stressful. People who do not have 
permission to stand in front of an audience and formally present their ideas will find 
the process very stressful and so on. As a basic rule of thumb, if you feel stress when 
you try to do something you should be able to do its because you are going outside 
the permission of your programme, you are in conflict with your values 
 



���������	��
���
���������

ALA International, Lutterworth Ó 10 

Thus an individual who is motivated to ‘tell’ other what to do rather than to ask what 
the problem is, will have difficulty working in a counselling role but would have a 
natural ability to coach. 
 
The process is further complicated by organizational values that may well be in 
conflict with those of individual members. For example, I have been involved on a 
number of occasions in helping organisations to implement staff performance review 
schemes. Logically, one would argue that such reviews are an integral part of good 
management, however in practice, whilst most managers agree with the theory only 
about a third really see the process as valuable. Another third, think it’s a good idea 
but unnecessary because ‘I speak with my people every day’ and the final third 
normally the more technically focused and ambitions people are uncomfortable with 
anything more than a one-way review. Different strokes for different folks one might 
say, but what about the reviewee and his/her rights? 
 
All three factors influence effectiveness and must complement each other if 
individuals, organisations and societies are to optimise their performance.  
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LEARNING 
 
Our learned behaviours, those things we currently do, have been developed 
throughout our lives to enable us to achieve the goals of our value systems within the 
context of our environment. Thus, as each of us has a unique set of personal values, 
we develop unique personal behaviours however where we experience common 
environmental influences most people will adopt similar social relating behaviours.  
Thus people from the same social groups use similar social interacting behaviours 
and are therefore more naturally ‘comfortable’ with each than with those from other 
social groups. 
 
Learning is a four-step process 
 

Learning 

 

Action 

Idea Reflection 

 
 
Learning starts with an idea. I would like to ride a bicycle for example. The next step 
is action, to try to ride the bicycle. The third step is reflection. Inevitably most people 
fall off the first time they try to ride therefore, on reflection, some will see the 
experience as negative and stop trying. The vast majority however will pick 
themselves up and try again using the experience gained (the learning) each time 
they fall until they can ride. All learning starts from a position of conscious 
incompetence, we fall off the bicycle, we practice and over time improve to the 
degree where riding the bicycle, driving the car or running the meeting becomes 
automatic, we don’t think about it any more, we are unconsciously competent.  
 
Life is a process of continuous learning. We start by learning the basics, how to get 
attention, how to eat with a spoon, how to crawl, then walk etc, and each age brings 
new challenges, which means new learning. The competencies that got us through 
High School will not see us through University, the competencies that we need for 
university will not be enough for our first job and the competencies we develop in our 
first job will not be enough to make us competent at managing others. And just as 
some people decide that riding a bicycle is not for them some will not be suited for 
some types of work and many will not have the characteristics for leadership. 
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So, whilst the basic idea of learning is simple, not everyone can learn to do 
everything and of those who can learn a specific skill, not everyone will become a 
first class performer. It isn’t only a matter of ‘can you do the job’ the environment in 
which one does the job also has a part to play. Whether one is suited to a particular 
work environment is determined by ‘values’. If my values and the values of the 
organisation are in harmony, I will be happy with the organisation and the 
organisation will be happy with me. If not, we will be in conflict, which some people 
will learn to live with, and others will not and leave. .  
 
Even if things are going well they can easily change. For example, I am working as 
designer in a modern fast moving, dynamic company, I like the challenge and the 
work, they like me because I do a good job and I am willing to work 24/7. Then I am 
promoted; I am no longer a designer I’m a manager with a department to worry 
about, lots of routine, daily meetings and people not delivering. Suddenly, what I 
liked, I’m no longer doing. I’m spending my time trying to persuade other people to do 
things that they can’t or don’t want to do very well. Up to now I have only had to 
manage myself, now I am being asked to manage others which requires me to learn 
a whole new range of competencies. My personal security, which was based on my 
technical expertise, is no longer directly relevant to my success. Now I have to learn 
how to persuade others to perform. 
 
Note. Whilst any change necessitates new learning the change from managed to 
manager, is in my experience, the biggest challenge that faces most of us during our 
careers. Managing others is entirely new experience for most people and is in direct 
conflict with the taught values of most societies which reward ‘followership’ rather 
than leadership.    
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 THE NATURE AND PROCESS OF CHANGE 
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The ability to change is key to our survival. We live in a constantly changing world 
and we need to respond to the changes that affect us in order to maintain our 
position. Think of yourself as a surfer, you are on a giant wave, which is constantly 
moving, and changing, you must respond to these changes to stay on the crest of the 
wave. Those who do not, fall off and are left behind.  
 
For individuals, organisations and societies change means abandoning old 
behaviours and adopting new ones. An individual, who was a smoker and gave up, 
has ‘changed’ their behaviour. An organisation that once sold its products locally but 
now uses the Internet to offer its products to the world has changed. A nation, like for 
example China, which is rapidly industrialising, is clearly in the process of enormous 
change. Note. Change means different things to different people. Someone who likes 
to travel would find a change to an office job very difficult whilst someone who likes 
working in an office may well find a job that involves a lot of travel stressful.  
 
The way we ‘do things’ now is based on our ‘programmed behaviours are those 
behaviours which we have developed over the years that we now rely on to achieve 
our goals. They are in the main subconscious and are ‘triggered’ automatically by our 
environment. If one is asked to attend a meeting, make a speech, interview 
someone, negotiate a deal, eat lunch etc. we select subconsciously from our range of 
behavioural models the one that seems most appropriate to the situation and use it to 
manage the interaction. If we are successful our success re-enforces our model, if 
we fail we normally blame some one else. The problem is that some of these models 
will be appropriate to the current situation whilst others will not. It is these 
inappropriate behaviours we need to change if we are to optimise our personal 
effectiveness. But how do we know what is appropriate. Clearly it’s possible for 
someone to tell us that we need to ‘take more control of the meeting’ or to ‘sell our 
ideas more enthusiastically’ to eat less, stop smoking, etc. But even if they do, we 
may choose not to believe them. This is closed loop and we are naturally very 
resistant to feedback that implies we are doing something badly.  
 
 
 
 
 
 
 
 
 
 
 
 
 

Programmed  
Behaviours 

My Situational  
Model 
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The ‘Drivers’ of Change 
 
There are three basic drivers of change natural change, imposed change and 
negotiated change.  
 

1. Natural change is really ‘life cycle’ change. At the start of our lives we are 
focused on growth, new interests, new friends, new environments, new life 
styles. In mid life we tend to stabilise out lives and in later life we contract our 
lives to match our declining physical and financial resources.  

2. Imposed changes are those that are forced on us by others. An individual who 
is made redundant is forced to appraise the reality of their situation and accept 
the market view of their worth if they want to find new employment. Technical 
changes force us to learn new skills; economic changes mean that people 
must change their life styles.  

3. Negotiated changes are those changes we make in our lives because we want 
to. They normally involve changing values in order to change ourselves. For 
example, we are all familiar with the saying ‘we are what we eat’. Thus, if I am 
overweight its because I over eat. Why do I over eat? Because it suits me, I 
like what I eat, it suits my life style, I was taught not to ‘waste’ food etc. If I feel 
nervous when I make a presentation, fail to ask an interviewee probing 
questions, get upset when things go wrong, am unable to manage my 
relationships effectively, its a values thing. To optimise our personal 
effectiveness we need to change it.  

 
Natural change is life style driven and cannot be used externally, it happens when it 
happens. Imposed change seldom works as, when faced with pressure most people 
‘role play’ the desired behaviours, returning to their programmes behaviours when 
the pressure is withdrawn. The only practical way of changing programmed 
behaviours is through negotiation.  
 
The change starts with recognition; recognition that something I do, or believe now is 
inappropriate to my current situation. With natural change this is triggered by an 
event. A smoker learns that a fellow smoker has been diagnosed with emphysema 
brought on by smoking may start to think about stopping smoking. Someone who has 
an accident whilst drinking and driving may recognise that he made a mistake in 
mixing the two in future. A husband who is out of work may recognise the value of 
swapping places with his highly qualified wife has a job waiting for her. Negotiated 
change involves feedback from an external source and focuses on changes in 
behaviour that will increase personal effectiveness.  
 
 

Current Situation 
 
 
 
 
 
 
 
 
 

Programmed  
Behaviours 

My Situational  
Model 

Input 
1.Circumstances 
2. Pressure 
3. Feedback 
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Change can be triggered from within: 
 

�� My trousers are too tight – I need to lose weight 
�� I get out of breath running up the stairs – I need to get fit 
�� My spouse is getting bored with our relationship – I need to become more 

engaged 
�� My weekly staff meetings are ineffective – I need a more disciplined approach 
�� People walk out during my presentations – I need to be more dynamic 
�� My staff are de-motivated – I need to get them involved 

 
It can also be triggered externally: 
 

�� My boss tells me I’m not getting a salary increase because I have not 
delivered  

�� A friend tells me that my meetings are boring  
�� My department receives a low customer satisfaction rating 
�� I am passed over for promotion  
�� I see an advertisement for a skiing holiday and realise that I promised myself 

to go last year and never got around to it 
�� I am invited to take part in a major sakes conference and realise that I have 

never spoken to 500 people before 
�� I sit in on an interview and realise that my approach to interviewing staff is 

very unprofessional. 
 
The problem for all of us, individuals, organisations and societies that our world is 
always in the process of change; no matter how appropriate our values maybe to our 
current situation, some of them will inevitable become inappropriate over time if they 
do not change. Thus successful people, organisations and societies that do not 
change over time fail. Ensuring ongoing change means institutionalising process for 
triggering appropriate change. For societies it is the democratic process which 
provides the driver for social change. For organisations it is management’s 
willingness to create the conditions for the ongoing questioning of organisational 
performance and management competence. For individuals this is a more random 
process. Some individuals have the ability to question themselves and change their 
approach to meet changing needs, however the majority of us tend hold to our 
learned belief systems and whilst most of us are able to adapt our behaviour in order 
to achieve specific goals this should not be seen as change as individuals revert to 
their original values when they attain power! 
 
Negotiated change aims to help individuals to identify areas where behavioural 
change would be beneficial in terms of enhancing personal effectiveness. The 
approach is based on:  
 

1. Collecting information  
 
Check lists are used for assessing current performance and providing feedback. This 
is achieved by observing / questioning what is currently happening. In practice this 
means the individual, if we are looking to improve presentation skills, making a 
presentation. With organisations this is usually done using some kind of audit to 
compare the performance of the target organisation against the chosen model.  
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2. Feedback - Compare and Evaluate  

 
The collected data is then fed back to the source, who is asked to 'compare and 
evaluate' their practice against the agreed effective role model. If they perceive a 
difference between the two this is the first step in the change process - recognition. It 
is important to help the receiver (who may be an individual, a management group) to 
accept 'ownership' of their problems and encourage them to commit to solving them. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The aim is to create recognition. Recognition that something we are currently doing is 
‘inappropriate’ to our current situation. If we are coaching someone to improve their 
tennis for example we can not only observe and give feedback, we can also video 
the person in action and review the video together to gain recognition.  
 
Without recognition there can be no change and  
 
 
 
 
 
Recognition on its own however will not change anything. How many of us have 
made New Year’s resolutions which are conveniently forgotten as soon as we get 
back to work? There are three more steps that we need to go through to start the 
process of change. 
 
 
 
 
 
 
 
 
 
 
 
 

Recognition Compare & 
Evaluate 

My Situational 
Model 

Create appropriate 
model. Observe 

current behaviour 
and feedback 

Programmed 
Behaviours 
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Recognition Compare & 
Evaluate 

My Situational 
Model 

Create appropriate 
model. Observe 

current behaviour 
and feedback 

Programmed 
Behaviours 

Decision 

Permission 

Action 
C 
h 
a
n
g 
e 
 
L 
o
o
p 
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Decision.  
 
Having obtained recognition of the problem's existence, the next step is to make a 
decision to act. It’s one thing to recognise a problem but quite another to be 
committed to doing something about it. Yet without commitment there can be no 
action. Recognition that one is over weight, is in a ‘dead end’ job, or is in a failing 
relationship etc., is only an identification of the problem. Without the decision to do 
something, nothing will change. 
 

Permission  
 
This involves getting the permission to go ahead with the action to bring about 
change. Permission, in this context, is concerned with reducing the risks involved in 
taking action. It is a vital part of the change process because it 'enables' change to 
happen. If an individual is planning to do something they have never done before 
they try to become comfortable with what it will be like. They seek to become secure 
with the new behaviour. Permission is normally obtained through someone who has 
done it before. This can be face to face; talking with someone who has done 
whatever it is, by reading about someone else's experience etc. For organisations, if, 
say, the decision is to set up quality circles, the company will normally seek the 
services of a consultant who has experience in setting these up. In this way they get 
the expertise they require and have someone to put the blame on if things go wrong. 
Governments normally do it by lobbying, feeling the way forward before they act. All 
are aiming to reduce the risk of change.  
 

Action 
 
The final step in getting the change process started is taking action to move from the 
current, knowledge, skills, behaviour set to the desired knowledge, skills and 
behaviour set. This is normally achieved using an agreed action plan. It is an iterative 
process; the individual / organisation wishing to change, tests different behaviours in 
practice. Compares and evaluates the results against the role model, recognises 
strengths and weakness and so on..... . This is an iterative process. The cycle 
continues until a 'model okay' signal is received, at which time the individual or 
organisation will have successfully changed a particular aspect of their behaviour 
given up smoking, become more participative etc. 
   
The following example shows how this process can be used in practice to improve 
someone’s interpersonal skills. 
 
Firstly we need a way of measuring current performance against ‘expert’ 
performance. We believe, based on our experience that there are three components 
in all interpersonal encounters: 
 

�� The process – those things that people do before, during and after the 
interaction 

�� The skills – one needs to control the interaction 
�� The beliefs – what one needs to believe about oneself and others to be 

successful 
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Creating such profiles is a simple process. All you need is a role model, someone 
who is good at what you want to profile. Process information can be collected 
through a combination of interview and observation. If we would like to create a 
process model for example, managing meetings. To collect your process information 
start by asking your expert what they do. The following process model shows the 
outcome of such a number of such interviews: 
 

Managing Meetings – Process 
 

 Preparation 
 

Decide the purpose of the meeting 
Create the agenda 

Arrange venue, timings, refreshments etc 
Notify participants 

 
 Running the meeting 

 
Introduce the meeting, agree timings and 

order of topics 
Start the Meeting 

Manage the discussion 
Agree action points and responsibilities 

Review and close 
 

 After the meeting 
 

Write and circulate minutes 
Follow up as agreed 

Identify learning points and make any 
relevant changes   

 
 
Identifying the skills necessary for running effective meetings is best done by 
observation. Sitting in on a meeting that your ‘expert’ is running and observing the 
skills they use. We find the following categorisation developed by Neil Rackham et al 
a very useful framework for analyzing interpersonal skills. For meetings the core 
skills identified were: 
 

 Skills 
 
Procedural proposals (How) 
Building 
Supporting 
Seeking information (Asking 
Questions)  
Testing understanding 
Summarizing 
Bringing in 
Shutting out 
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Beliefs – To be good at managing meetings we need to believe in:  
 

1. The value of team working – keeping people engaged and involving them in 
the decision making progress 

2. Open two-way communication – everyone having their say 
3. Discipline – having a transparent structure, controlling the debate, starting and 

finishing on time, not allowing individuals to dominate. 
4. Recording – summarizing, agreeing actions, following up with minutes 

 
This information can them be used to create a means of assessing current 
performance and from this identifying development needs. 
 
    Meetings Management Assessment Check List 
 
Categories Points for assessment Comment Score 
OBJECTIVES Had attendees received an agenda with 

supporting information prior to the 
meeting? 
Were attendees welcomed to the meeting? 
Was the purpose and structure made clear 
at the start of the meeting? 
Was the purpose of the talk clear? 
Did it meet the audience expectations? 

  

STRUCTURE Did the meeting follow the planned 
structure? 
Was the 'correct' amount of time given to 
each topic? 
 

  

CONTENT Were topics clearly introduced and 
debated? 
Did all attendees have the opportunity to 
participate?         
How committed were participants 
to what had been agreed?            

  

CONTROL How effective was the Chairman  
at controlling the meeting?         
Was time managed well?                   
Were topics effectively summarized  
and decisions recorded?             

  

ASSESSMENT Did the speaker achieve his/her objective? 
What impression are you now left with of 
his/her message? 
Are you clear what happens next? 

  

Score:- Good – GD, Satisfactory - SAT, Needs Improvement - NI 
                                     
The checklist is used as a framework for assessing the meeting is managed. It can 
be completed by an observer, by all members after the meeting, for self assessment, 
or some combination of these. The results are then discussed with the person 
managing the meeting to agree strengths and areas for improvement. Training is 
provided where appropriate and performance monitored over time until a proficient 
level of performance is achieved. 
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 MANAGING YOUR CHANGE – UNDERSTANDING BEHAVIOUR 
 
Before we can change our behaviour, we need to understand it. This means having a 
‘language’, a framework for describing it. There are many different models one could 
use for this; from these we have found the following most useful.  
 
The first, Transactional Analysis, developed by Eric Berne in the 1950’s, provides a 
simple framework for describing interpersonal behaviour and the factors which 
motivate it.  
 
The second, Understanding Your Stressors, is designed to help you understand the 
nature and process of stress and provides a framework for self-assessment which 
you can use to understand your own development needs.  
 
Finally we include some information on Assertiveness. Assertiveness provides a set 
of ‘tools’ for managing behaviour.  
 
It is important that anyone using this book for self-development read and understand 
these models and their language before going on to create their own self-
development plans. 
  
Note. We have only included here a summary of Transactional Analysis and 
Assertiveness, those wishing to obtain more information will find references at the 
end of each synopsis. 
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 Transactional Analysis 
 
Berne proposed that personality is made up of three parts or 'ego states'. Each of the 
three parts has a distinct pattern of feelings, language and behaviour associated with 
it. They are referred to as the Parent, Adult, and Child {PAC} and are traditionally 
represented by three circles as shown below: 

                                                 
 
 
  Parent 
 
 
 
 
  Adult 
 
 
 
 
  Child 
 
 
 
The 'Parent' ego state consists of the behaviours, thoughts and feelings that are 
'taught' to us by our parents, teachers and other authority figures when we are 
children. It gives us 'rules' and guidelines by which we can live our lives. The parent 
is sub divided into 'critical parent’ which sets limits and makes judgements about our 
own and other peoples behaviour and 'nurturing parent' which is concerned with 
taking care of or, looking after, ourselves and others. When we are grown up these 
messages, which were 'programmed' into us by our authority figures, stay with us. 
When we act as our parents or teachers would have done, we are said to be 'in the 
Parent' ego state.  For example if our parents strongly emphasised the need for 
things to be (say) neat and tidy then we might find ourselves getting annoyed when 
we find things out of place, this is because we automatically use this childhood rule 
and become irritated (as our parents did) when it is broken.  
 
These 'rules' can affect the way we react in any number of situations and are the 
basis for many habitual patterns of behaviour. Some of these rules are, of course, 
extremely useful and helpful in our everyday lives. But others can be damaging as 
they lead us to do things which don't make sense to our current lives but which we do 
any way as a result of our early conditioning.    
 
The 'Adult'  ego state represents the logical, rational part of our personality. It helps 
us to ask questions, gather facts, analyse information so that we can see what 
makes sense 'here and now'.  The adult helps us to solve problems and to test 
whether the messages that we have stored in the other two ego states should 
continue to be used or whether they should be disregarded.    
 

P 

A 

C 
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The 'Child' ego state is also in two parts. Free Child, which represents the curious, 
fun loving, spontaneous part of our personality. Free Child is concerned with doing 
what we want just because we want to do it, without regard to others. This is the only 
part of our personality that we are actually born with. The second part of the 'Child ' is 
Adaptive Child. Adaptive Child is the part of the personality covering the ways we 
learned in childhood for getting along with authority figures and conforming to social 
norms. This tends to involve either 'giving in' to the demands of others or 'rebelling' 
against them, in much the same way as a child sometimes has tantrums with its 
parents.  If, for example, as grown ups we are late for a meeting and find ourselves 
feeling nervous and agitated. This is because we recall the worries we had when 
young about being late, for meals, school, etc. These pressures from the past put us 
into our 'Adaptive Child' ego state.  
 
As with the Parent ego state the Child holds many patterns of behaviour learned in 
childhood, which are triggered more or less automatically by a given set of 
circumstances. Some of these behaviour patterns are very useful. Saying "please" 
and "thank you” when asking for and receiving things for example is a helpful pattern 
to have in the Adaptive Child ego state.  Others, however, may continue to be used 
even though they have out lived their usefulness. For example, the person who 
habitually misses work deadlines because he or she has a pattern of rebelling 
against authority in his or her Adaptive Child ego state. 
         
No ego state is inherently 'better' than any other. Each ego state is appropriate for 
specific situations and as long as the ego state we are 'in' matches the demands of 
the situation then we will be in balance with our surroundings. If, for example, a small 
child falls over, the appropriate ego state is the care and support that comes from the 
Nurturing Parent, not an Adult ego state of analysis, why the accident occurred 
(though that may be useful once the child has calmed down.) Similarly if there is a 
problem at work, the most appropriate response is usually to carry out a logical 
problem solving process centred on the Adult ego state rather than (say) jumping up 
and down in a tantrum based on a rebellious Adaptive Child response.  
 
Each ego state has 'typical' words, body posture and feelings associated with it which 
enable us to identify which state someone is working out of at any one time. If we can 
identify when someone is in a particular ego state then we can notice which factors 
(a) 'trigger' particular ego states and (b) uncover particular behaviour patterns 
associated with them.  Once we have identified a pattern we then have a better 
chance of coping with those people who have particularly 'difficult' behaviour 
patterns. The key indicators for each of the ego states are listed in the table below.   
 
 

Ego state Words Posture Feelings +ve aspect -ve aspect 
      
Critical Parent Ought  

Always 
Should 
 
Critical Tone 

Furrowed 
brow 
Pointing finger 
Arms folded 

Judgmental 
Correcting 
failure 

Genuine 
concern to 
stop others 
'going wrong' 

Put down 
Criticise 

Nurturing 
Parent 

Well done 
Good 
Never mind 

Open arms 
Pat on back 
Smiling 

Caring  
Rescuing 

Helping and 
supportive  

Condescending 
smothering  
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Comforting 
Tone  

Adult How? What? 
Why? When? 
Where? Who? 
 
 
Even Tone 

Upright 
Relaxed 
Open, 
thoughtful 
expression  

Aware 
Open minded 

Logical 
problem 
solving  

Lacking in 
emotion 

Adaptive child Please 
Can't  
Wish  
 
Whiny,  
Placating or 
Defiant  Tone 

Head nodding  
Down cast 
eyes 
Pouting 

Compliant,  
Helpless or 
Defiant, 
Demanding 

'Fit in’ with 
societies rules 

Sulk or rebel 
against 
authority 
figures 

Free Child Fun 
I want 
Wow 
Fantastic 
 
Loud, 
energetic 
Tone 

Loose limbed 
Bouncy 

Fun loving 
Curious 
Excited 
Creative 

Release 
feelings 
and use 
creativity 

Selfish 
Reckless 

 
During the course of the day people move quite freely from one ego state to another. 
As they do so the words, posture, and feelings they express also change. These 
messages or transactions that take place between ego states can be plotted. For 
example, suppose that Bill walks into Ben's office and asks him in a calm even tone 
of voice "Do you know where the report on project X is?" This is a straightforward 
question from Bill's adult ego state and it is 'aimed' at Ben's adult ego state. Thus the 
chart of this transaction would be: 

                            

 P P

  A

  C

A

C
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If Ben replies from his Adult ego state as Bill expects by saying something like "Yes 
it's in my in-tray." then the transaction would be as follows:  

                           

 P P

  A

  C

A

C

 
If, however, Ben replies from his Critical Parent ego state by saying in a 
condescending tone of voice "Oh you are always losing things!" then the transactions 
will look like this:-    
 

                              

 

 P P 

  A 

  C 

A 

C 

     
 
Alternatively Ben might reply to Bill's question in a whiny and hurt tone of voice by 
saying "How should I know, why are you picking on me?" then he would have moved 
into his Adaptive Child ego state and the chart of the transaction would become:- 
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 P P 

  A 

  C 

A 

C 

 
 
 
Notice in the above examples how the Parent response is 'aimed' at the other 
persons Child ego state and vice versa. By using a condescending tone of voice Ben 
intends to make Bill feel and respond like a child responding to its parent. If he is 
aware of this Bill has more choice about how to respond and his ability to cope with 
Ben will improve.    
 
All of us are difficult at times but some people make an ‘art’ form of it. When we are 
'difficult, we are using patterns of behaving learnt in childhood, usually patterns which 
allowed us to 'win'. These patterns are formed in response to certain types of 
situation and these patterns are stored in the Parent and Child ego states.  By 
identifying the ego states and behaviour patterns associated with the 'difficult' 
behaviour we have the basis for starting to manage the situation.   
 
Thus, for example, the:  
 

�� person who as a child found that the Adaptive Child response of claming up 
and giving minimal responses to others worked well for him / her in situations 
which they found awkward is trying to generate a Nurturing Parent response in 
others. Their goal is to make the other person feel that they must not be 
pushed in case they become upset. This person, then, needs reassurance that 
it is OK to move into the Adult and engage in open and honest 
communication. 

 
�� grown up who learnt in childhood that being angry and shouting at people from 

the Critical Parent ego state pressures the other person  to move into Adaptive 
Child and back down, needs to be shown that bullying will not work and given 
time to let off steam before being encouraged to enter into an Adult problem 
solving mode.    
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By labelling behaviour and getting some understanding of why the difficult person 
acts as he or she does, their ability to force us into a given ego state is reduced and 
we can start to take the actions we need to take to negotiate on the way forward.   

 
Please note that we are not trying to permanently change the person with the difficult 
behaviour. This would involve positive action on their part; them using their Adult ego 
state to modify their behaviour patterns. Rather our goal is simply to (i) temporarily 
interrupt their habitual pattern to enable the person to work in their Adult ego state on 
a situation-to-situation basis.  
 
Further Reading 
 

1. Harris Thomas, I’m OK – You’re OK, Cape 1973 
2. Berne E., The Games People Play, Andre Deutsch 1966 
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Understanding your Stressors 
 
We experience stress when our values are challenged: 
 

a) We do something that we are not ‘supposed’ to do. Like drinking and driving 
having an affair etc.  

b) We have to do something that we are ‘uncomfortable’ with; like making a 
presentation or making someone redundant. 

 
The stress caused by doing something we are not supposed to do is easily relieved, 
we stop doing whatever it is and the stress goes away. The second type of stress 
however is much more difficult to manage because the values that cause it are 
inappropriate, rather than being right or wrong. The behaviours are legitimate but 
cause the user stress, both when they want something and are unable to achieve it, 
or we don’t want something and we are unable to avoid it.  
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These are three perfectly normal situations which for some people they are highly 
stressful; for others they are not. Why? It is because category b stress is caused by 
what we have learnt to believe about others and ourselves and how strongly believe 
it. If I am a perfectionist (I believe that things must be perfect) I will not want to sign 
off the monthly report until its perfect. If I’m a realist however (I believe in doing my 
best but I’m no miracle worker) I will explain to my boss that there is no way I can 
complete the report on time but that he can have it on Friday with some caveats or 
wait another week! If I’m normally relaxed and take life as it comes, I’ll do my best 
with the presentation but I certainly won’t lose any sleep over it. If I’m terrified of 
being exposed before my superiors I probably won’t sleep all weekend and still make 
a hash of it. 
 
We are different because we ‘value different things. We all have values and most of 
us share at least some values. Values are many and varied. The following are just a 
few examples:- 
 
 

1. I’m guilty v I’m innocent 
2. I win you lose v I win we win 
3. Work to the rules v Rules are only for guidance 
4. People are important v Results are important 
5. Make eye contact v Its rude to stare at people 
6. Punish failure / Reward success 
7. I care about myself v I care about everyone 
8. Need to be liked v Not everyone will like me 
9. Never fail v Its ok to fail 
10. Apply the rules v Bend them to fit 
11. I decide v We decide 
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12. Proactive v Reactive  
13. Perfection v Realism 
14. Self sufficiency v Dependence 
15. Work hard v Do as little as possible 
16. Zero risks v Take a chance 
17. Maintain the status quo v Embrace change 
18. Say what you think v Ask questions  
19. Plan first v Just do it 
20. Secure with things v Secure in oneself 
21. Lead from the front v Follow where others lead 
22. Be in control v Go with the flow 
23. My way is right v Seek compromise 
24. I must keep everyone happy v I must challenge others when I believe they are wrong 
25. I have the right to have my views considered v My views are my own business 

 
So how does the process work? Think of each factor as a continuum, lets use guilt 
and innocence as an example.  
 
 
 
 
 
 
Consider how you feel when something goes wrong and indicate the response, which 
reflects how you normally react. Be aware that our behaviour is influenced by the 
situation. If I am with my boss, whilst I feel that I’m innocent, I may accept some guilt 
to appease him. If I am with someone I don’t respect, I will disclaim any 
responsibility. If you are towards the guilty end of the continuum you are a person 
who will unrealistically take the blame and feel guilty every time something goes 
wrong, even though it was not your fault. If you are towards the innocent end of the 
continuum you believe that nothing you do is wrong and will reject responsibility for 
failures even when they are clearly your fault.  
 
As a general rule if we feel very strongly about something we experience stress when 
this value is challenged and will try to ‘escape’. This may result in aggressive 
behaviour, some people find release in being aggressive, which is ‘healthy’ for them, 
others internalise the stress, which leads to sleepless nights etc. Clearly in the above 
example, reality is in the middle ground; all of us make mistakes from time to time, 
we need to own up to them, learn from the experience and move on.  This is easy to 
say but much more difficult to do. When a value is challenged (threatened) we feel 
stress and the stronger the belief the greater the stress. Thus letting go of a strongly 
held belief is very difficult. Our initial response to anything that challenges our beliefs 
is to try to re-establish them by proving that we are right. Changing a strongly held 
belief starts with ‘recognition’ an acceptance that this particular belief may no longer 
be appropriate to the environment we now live in. Recognising an inappropriate belief 
however, will not of itself, change it. To change a belief we must commit to a course 
of action; if I recognise that I am overweight, to do something about it I must commit 
to reducing my calorie intake, take more exercise etc. The third step in the process is 
to decide how. To loose weight I can go on a diet, or take up jogging. To change an 
inappropriate belief one needs a specific action plan. This sets out the actions you 
will take over what period of time in order to achieve your desired change. The final 
step in changing a belief is to implement your plan and monitor your achievements, 
taking any appropriate corrective action along the way. This book provides specific 

I am always 
guilty 

I am always 
innocent 
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process and skills action plans to enable you to change inappropriate belief systems. 
 
Now its time for you to reflect on your beliefs using some of the main beliefs that 
impact our interpersonal relationships. The list is not exhaustive but will help you to 
understand the development needs identified through the benchmarking procedure. 
 
 Factor 5   Score   5 Comments 

1. When things go wrong I’m 
usually guilty v I’m usually an 
innocent bystander in others 
mistakes 

  

2. I win you lose v I win we win   
3.    
4. People are important v Results 

are important 
  

5. Make eye contact v Its rude to 
stare at people 

  

6. Punish failure / Reward 
success 

  

7. I care about myself v I care 
about everyone 

  

8. Need to be liked v Not 
everyone will like me 

  

9. Never fail v Its ok to fail   
10. Apply the rules v Bend them to 

fit the situation 
  

11. I decide v We decide   
12. Proactive v Reactive    
13. Perfection v Realism   
14. Self sufficiency v Dependence   
15. Work hard v Do as little as 

possible 
  

16. Zero risks v Take a chance   
17. Maintain the status quo v 

Embrace change 
  

18. Say what you think v Ask 
questions 

  

19. Plan first v Just do it   
20. Secure with things v Secure in 

oneself 
  

21. Lead from the front v Follow 
where others lead 

  

22. Be in control v Go with the flow   
23. My way is right v I always seek 

compromise 
  

24. I must keep everyone happy v I 
must challenge others when I 
believe they are wrong 

  

25. I have the right to have my 
views considered v My views 
are my own business 
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The following is an example profile to help you use this questionnaire 
 
 Factor 5   Score   5 Comments 

1. When things go wrong I’m 
usually guilty v I’m usually an 
innocent bystander in others 
mistakes 

           x About mid range 

2. I win you lose v I win you win                    x I used to be win / lose but 
an now more win / win 

3. Clarity is the key to effective 
communication v Rapport is the 
key to effective communication 

                  X Effective communication is 
not possible without rapport 

4. People are important v Results 
are important 

            X Both 

5. Make eye contact v Its rude to 
stare at people 

         X  

6. Punish failure / Reward 
success 

           X I believe we need both 

7. Uncaring v Caring             X I believe too much caring 
leads to uncaring 

8. Need to be liked v Not 
everyone will like me 

         X Difficult, need to be realistic 

9. Never fail v Its ok to fail                 X But not too often! 
10. Apply the rules v Bend them to 

fit the situation 
                 X Not too good with the rules, 

sometimes its good but not 
always! 

11. I decide v We decide        X Tend to I decide, need to be 
more inclusive  

12. Proactive v Reactive                X Tend to be reactive 
13. Perfection v Realism                  X Too strong on realism 

means things are not done 
as well as possible 

14. Self sufficiency v Dependence     X Not strong on teams! 
15. Work hard v Do as little as 

possible 
           X  

16. Zero risks v Take a chance                  X Err towards taking a chance 
17. Maintain the status quo v 

Embrace change 
                 x Definitely embrace change 

which adds value 
18. Say what you think v Ask 

questions 
                X I find asking questions 

helps me see others point 
of view 

19. Plan first v Just do it                 X Inclined to do first and plan 
later 

20. Secure with things v Secure in 
oneself 

                 X I feel I can do 

21. Lead from the front v Follow 
where others lead 

           X  

22. Be in control v Go with the flow    X Like to be in control of 
myself 

23. My way is right v I always seek 
compromise 

               X I’m happy to look for our 
solution 

24. I must keep everyone happy v I 
must challenge others when I 
believe they are wrong 

               X Challenge but its up to you 

25. I have the right to have my 
views considered v My views 
are my own business 

    X Definitely 
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Analysis 
 
The scores indicate a person who is realistic about apportioning blame. Someone 
who understands that ‘workable compromise’ where both parties gain something is 
the most likely ‘best’ outcome from any negotiation. They recognise that rapport 
needs to be developed before communication can take place and that both people 
and results are equally important. They see good eye contact is crucial to effective 
communication and that there needs to be a balance between punishment and 
reward if people are to be motivated to achieve goals. They believe there needs to be 
a balance between caring and uncaring, too much of either distorts the 
communication and whilst we all have a need to be liked not everyone will like us. It 
is OK to fail but not too often!   This person feels that too rigid application of the rules 
restricts flexibility. He/she has a tendency me make decisions without consultation. 
They tend to be reactive and have a strong sense of realism, which can mean that 
they ignore the emotional aspects of a discussion. They are self sufficient and 
unlikely to be a good team player. They are realistic about what they do and will try to 
get the job done with a minimum of effort. They are prepared to take risks and would 
rather embrace change than stay with the status-quo. They prefer to ask questions 
first to find out what’s going on before sharing their opinions but have a tendency to 
rush into the task rather than planning it. They are secure in themselves and 
prepared to lead as and when necessary. They are most comfortable when they are 
in control. They will always try to seek a compromise when faced with conflict. They 
would like to keep everyone happy but are prepared to challenge the situation that 
they believe is wrong and are prepared to fight for what they believe in. 
 
The profile indicates that this individual is well adjusted and can work well with 
others. They he/she will work best when they have clear guide lines and are able to 
organise themselves to do what has to be done in their own way. He/she has a 
tendency to ‘rush in’ to situations and also to make decisions spontaneously, which 
may from time to time lead to unnecessary problems. Note. Their tendency to seek 
workable compromise when faced with conflict may be seen by others as a sign of 
weakness, which they can manipulate. This would be a mistake, as this individual will 
certainly not go beyond their BATNA (Best Alternative To a Negotiated Agreement) in 
any negotiation. 
 
Their ‘stressors’ will be anything that ‘pushes’ them outside their comfort zone. When 
using the middle ground behaviours this person will be flexible but will try to avoid 
extremes. Their ‘natural’ approach is to seek workable compromise in negotiation 
and will feel stress when they are not able to do so. For example, if a superior insists 
that there should be no ‘compromise on anything, your job is to get the order on our 
terms’. Similarly they will feel stress if they are unable, for whatever reason, to 
develop rapport with someone.  They have a tendency to rationalise failure, which 
can lead to stressful relationships with perfectionists! They will definitely feel stress 
when they are unable to control what is happening to them and will seek ways to 
escape. They are prepared to try new things and will find too much routine 
wearisome. They are prepared to challenge and be challenged on a logical level but 
will find challenge on an emotional level stressful. 
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 Values which impact our interpersonal relationship s 
 
We cannot have meaningful interpersonal relationships with others unless we are 
willing and able to: 
 

1. Be open and honest in our relationships with others. Willing and able to 
express how we think and feel about our relationships and have the skills to 
express these feelings in an ‘adult’ way. 

 
2. Challenge the things we don’t agree with using logical argument. 

 
3. Listen to what others want and seek workable compromise. 

 
4. Recognise that finding solutions to the problems in relationships is an iterative 

process, its needs time and patience. 
 

5. Value those around us for what they are not what we want them to be. 
 

6. Respect others for their contribution not their position. 
 

7. Think through desired outcomes before taking action. 
 

8. Understand that their can be no real openness in a relationship without rapport 
 

9. Recognise that lasting relationships are based on ‘trade’, for them to work we 
must all get some of what we want 

 
10.  Be realistic. It is not possible to make all relationships work; sometimes one 

has to move on. 
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 Assertiveness 
 
Assertiveness is the term used to describe a ‘set of tools’ which allows individuals to 
effectively express their needs and desires whilst recognising the rights of others to 
do the same thing. It is a technique not for winning an argument but for negotiating a 
workable compromise, an outcome that gives both parties at least some of what they 
want. 
 
In the natural (Parent / Child world) the rule is win / lose. But its not so simple, losers 
don’t just accept and get on with what they are doing, they often seek revenge. 
Assertiveness provides a objective framework in which people work together with 
others to find practical solutions which are acceptable to all; a workable compromise. 
 
Workable compromise means giving each person room to manoeuvre in order to 
work out a solution that will be amenable to all parties.  It means each person giving 
up a bit of what they want in order to move from an extreme position towards the 
middle ground, seeking a third or alternative way forward.  We begin with:- 
 

· Your solution 
 
· My solution 

 
and end with: 
 

· OUR SOLUTION 
 
Very often the third choice is a much better one all round.  
 
The development of Assertiveness as a technique has its origins in the United States 
during the 1960's. Learning to be more assertive benefits individuals by enabling 
them to: 
 

�� negotiate in an adult to adult way for what they want 
�� gain ‘buy in’ from others by involving them in the decision making process 
�� manage conflict better thus reducing personal stress 

 
Assertiveness uses a simple three-step technique 
 
STEP 1 
 
Listen to what the other person is saying; ask questions to ensure that you really 
understand what they want. 
 
As I understand it you would like ……… 
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STEP 2 
 
Say what you think or what you feel and why. Say something like: 
 
I understand that you would like …….  However I would like …….. because …..  
 
STEP 3 
 
Say what you would like to happen next.  
 
Therefore I suggest …………. 
 
Step one enables us to understand what the other person really wants which allows 
you to identify areas for potential compromise. Also, by really listening we are able to 
demonstrate understanding and empathy for the other person’s situation or point of 
view without having to agree with it.  
 
Step two enables you to directly state what you would like and why without insistence 
or apology.  The use of the word HOWEVER is important as it creates a link between 
step one and step two.  BUT tends to contradict your first statement and can be 
unhelpful.  Note. Over use of the word HOWEVER can become irritating therefore it 
is worth thinking of alternatives like: on the other hand, nonetheless, in addition, even 
so, nevertheless, alternatively etc.   
 
Step three enables you to indicate in a clear and straightforward way what action or 
outcome you would like to achieve without hesitancy or insistence.  
 
Once the three basic steps to assertiveness have been mastered there are a number 
of key assertive behaviours which will help you to guide the discussion towards a win 
/ win conclusion. 
 
These are:- 
 
  BODY LANGUAGE  
 
  BROKEN RECORD 
 
  SAYING NO  
 
  FOGGING 
 
  NEGATIVE FEELINGS ASSERTION 
 
  DISCREPANCY ASSERTION 
 
Body Language 
 
It has become quite fashionable in recent years to talk about Body Language as 
though it were a recently discovered way of communicating.  A number of books 
have been written about this subject by experts who have studied and analysed what 
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each gesture and action means.  In these books, many of them excellent, there are 
illustrations to demonstrate the hidden and more obvious messages we communicate 
with our bodies. 
 
However helpful and interesting these books are it is not really necessary for most of 
us to read them to learn about Body Language.  We are already reasonably expert 
through the day-to-day practice of living our lives.  As children we soon learn to tell if 
someone is angry or approachable, happy or sad.  Just think about a busy road in 
rush hour full of pedestrians.  It is rare to bump into someone. Yet as we do not call 
out instructions or directions as to which side we will pass on or which way we are 
going to turn we must be transmitting signals somehow to our fellow pedestrians by 
using our eyes, the set of our shoulders and head, the direction of our feet and so on. 
 
Body Language is important in learning to work with assertiveness.  It is no good 
learning the right words and techniques and then giving a contradictory message with 
our posture and demeanour.  
 
Here are some differences between Assertive, Aggressive and Passive Body 
Language.  
 
When someone is trying to be assertive in their words and actions it is very important 
that they think about how their body is reinforcing their behaviour.  
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Body Language 
 
 ASSERTIVE   AGGRESSIVE  PASSIVE 
 
 Posture 
 
 Upright/Straight  Leaning Forward  Shrinking 
 
 Head 
 
 Firm not rigid   Chin jutting out  Head down  
 
 Eyes 
 
 Direct not staring  Strongly focused  Glancing away  
 good and regular eye staring, often   Little eye 
 contact   piercing or   contact 
     glaring eye contact 
 
 Face 
 
 Expression fits the  Set Firm   Smiling even  
 words         when upset 
 
 Voice  
 
 Well modulated to  Loud/Emphatic  Hesitant/Soft 
 fit content        Trailing off at 
                                              ends of words/ 
                                             sentences.  
 
 Arms/Hands 
 
 Relaxed/Moving  Controlled   Aimless/still  
 easily    Extreme/Sharp       
                        gestures/fingers 
                       pointing, jabbing  
 
 Movement/Walking 
 
 Measured pace   Slow and heavy  Slow and  
 suitable to action  or fast, deliberate,  hesitant or 
         hard fast and  
         jerky. 
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Broken Record Technique 
 
Broken record simply means repeating the message. Children are experts at using it 
all the time to get what they want. Use a simple message that can be easily 
repeated. For example to an insistent customer who wants his order by the 15th we 
might say something like -  
 
'We won't be able to complete by the 15th.' I understand it causes you problems, but 
the hard facts are it won't be possible to complete all the work by the fifteenth.  
However we can promise to finish key areas if you tell us your needs, and we will 
reschedule the rest:  What we can't do is complete everything by the 15th.  
 
Saying No 
 
No is a ‘stopping’ word. There are times in all negotiations when it is necessary to 
stop and take stock. Saying No creates the conditions for a review. It does not mean 
that we cannot reach agreement, only that, in my view, we cannot reach an 
agreement using the path. The problem is that many people find it very difficult to say 
No. There are many different reasons for this. Some people just like to please others 
and feel that 'NO' would be an unwelcome response.  Others are afraid, in what they 
perceive psychologically as a Parent / Child relationship, that No might provoke an 
aggressive reaction. Whatever the reason, we need to understand that, in this 
context, No is a ‘tool’ for changing behaviour, for putting the negotiation onto a new, 
more positive track. It should be used from the Adult ego state without emotion and 
on the clear understanding that you are saying No to where you are in the 
discussions, not to reaching an agreement. You have the right to say 'NO' without 
fear or favour.  
 
Positive inner dialogues 
 
All of us talk to ourselves regularly, usually inwardly and often before a difficult or 
undesirable event.  We can convince ourselves that the 'worst' will happen in 
advance and if we do it well enough we can almost guarantee a self-fulfilling  
prophecy of a real disaster.  If we have a difficult meeting on our agenda our 'inner 
conversation' could go like this: 
 
'It's Friday..the budget meeting is today..it's a difficult enough meeting at the best of 
times and today I'm going to have to ask for extra cash..It won't go down well..they'll 
tell me I didn't do my forward planning well..it's not my fault I didn't know what would 
happen to prices..they won't accept that..This is just the chance admin. have been 
waiting for..Now they'll have a go at me about expenses in general..I know I won't get 
the extra money..I wish I was off ill today...' 
 
All of this of course is negative and these downward spiralling thoughts leave little 
room for Assertive behaviour.  
 
Many years ago the world of sport discovered how athletes can use this positive 
inner dialogue way. There are many books about The Inner Games of 
Tennis/Golf/Football etc. But Positive Inner Dialogue is not only for sports people. 
Using it to coach yourself before a difficult situation can be very beneficial.  
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Example 
 
Negative Inner Dialogue 
 
It is Friday. The budget meeting is today..it is not going to be an easy meeting                                                                                                  
as I am going to ask for extra money and we have been told to reduce our budgets 
for next year. Guess I won’t get it … 
 
Positive Inner Dialogues 
 
It is Friday..the budget meeting is today..it is not going to be an easy meet                                         
ing as I am going to ask for extra money..I do have a good case and I can 
demonstrate that it is valid..Not everyone will be helpful..if there is any game playing I 
do know how to be assertive..I believe my case is a good one..I'll do my best to see 
my department has a fair hearing..Now what else is happening today? 
 
Fogging 
 
When someone is behaving aggressively they tend to expect disagreement and 
charge ahead not listening.  Fogging is used to slow them down by an unexpected 
response.  It is a way of side stepping their issue and still retaining your point of view 
and integrity by agreeing with some part of what they say.  
 
It is called fogging because the effect is very like suddenly being faced with a bank of 
fog when the way appeared to be clear.  It is not hard, concrete or solid however, 
because it is so hard to see through or round it is necessary to hold back a bit and 
pay attention to what is being encountered.  
 
The word 'yes' takes them by surprise and really helps to put the brakes on.  For 
example if someone said, 'Well that was a pretty stupid way to behave in a meeting' 
and you wanted to Fog, you might say - 'Yes, I can see that you think that it was a 
pretty stupid way to behave.'  You are not agreeing that you had behaved stupidly 
only that you can see that they believe that.  
 
Fogging gives you time to get things on to a more even keel and can reduce the 
temperature in a potentially explosive situation.  
 
Example 
 
Newly Redundant Manager 
 
'I can't believe it, this bloody company has let me down, they won't be able to 
manage without me!' 
 
Personnel Manager (Fogging) 
 
'Yes, I know it must be a shock and that you feel that the company has let you down.  
And you do have valuable knowledge and experience.  Let's look at the possibilities 
which would be best for all.' 
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Negative Feelings Assertion 
 
In many cultures and in many situations it is often so much easier for people to tell 
other people what they 'think' about something rather than what they 'feel.'  It is a 
much quoted saying that 'there's no sentiment in business' which may be true 
however, business like all the rest of life is full of feelings.  Many of the feelings we do 
show at work are shown reluctantly or as a last resort.  We don't suggest that a flood 
tide of feelings should be loosed in a work environment, however, it is essential that 
people at work can find a way to say what they feel, particularly if it is negative before 
they erupt and become angry and out of control.  Negative Feelings Assertion is used 
to tell someone what is happening and how you feel about it in a constructive way.  It 
is equally useful for people who tend to be either Aggressive or Passive.  
 
Example 
 
'When you shout and lose your temper with me it becomes hard to listen to your 
message.  I feel upset when you do it so I'd like to take it more quietly.' 
 
OR 
 
'Each time you arrive at the meeting unprepared it means we have to recap for your 
benefit only.  I feel irritated about this.  In future I would ask you to prepare in 
advance.' 
 
Discrepancy Assertion 
 
Discrepancy Assertion is used in situations where you are receiving contradictory 
messages.  In a fast paced, fast changing work scenario, contradictory messages are 
one of the by products.  It is important to be able to be clear about what is actually 
happening or expected without using guesswork.  Discrepancy assertion helps to 
clear up misunderstandings before they grow into difficult issues.  It is also a useful 
way to point out to someone the inconsistency in their behaviour without blaming or 
being accusatory and it helps to move people nearer to a workable compromise.  
With discrepancy assertion it is important to be as objective as possible, pointing out 
the known facts clearly. 
 
Example 
 
'Earlier this month we agreed that I would be given additional resources to manage 
the end of the month figures. Today I got a memo from you saying we had to cut 
back on staff numbers.  I'd like to be clear about how this affects our first agreement.' 
 
OR 
 
'At my staff appraisal we both agreed I was taking on too much work and it was 
causing me a lot of stress.  In the last few weeks my department has been given 
several additional new projects.  I'd like to discuss the implications of this extra work.' 
 
Note. These notes are based on the BBC Publication by Dame Rennie Fritchie - 
Working With Assertiveness.    


