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MODULE 2:  COMMUNICATION
Communication is one of the top skills that is needed any industry.  Being able to communicate effectively to a diverse set of people at any level and over any medium i.e. written, verbal etc. is a skill that will take you far in the workplace.  It is a skill that takes practice and can be learned. 
[bookmark: _Toc51248289]Module 2 outcomes
On completing Module 2:  Communication you will be able to:
· Identify the steps of the communication process
· Identify the meaning of non-verbal communication and gestures
· Recognise internal and external communication barriers and ways to overcome them
· Recognise the different types of listening and the importance of active listening
· Identify why questions are asked in certain situations
· Recognise the different types of questions and when to use them
· Communicate effectively using advanced communication skills
· Manage your emotions and recognise the emotions of others
· Build rapport with others (whether you like them or not)
· Communicate effectively with different cultures
· Recognise high vs low cultures in the workplace
· Identify sources of conflict and strategies to deal with them
· Apply techniques to deal with difficult conversations
· Apply the mediation process to resolve conflicts
[bookmark: _Toc51248290]INTRODUCTION TO COMMUNICATION
Communication occurs when a message is sent by one person and received by another person.  Communicating effectively is essential to successful business operations.  Employees must communicate with colleagues, clients, and vendors to achieve the company’s goals.  Advertisements and product information on websites must be current, correct, and sensitive to the needs and attitudes of customers of different cultures, interests, and abilities.  Customer requests and questions must be answered clearly and promptly to maintain goodwill.
As an administrative professional, you will communicate with co-workers and company managers.  You will communicate with clients or customers and the public.  Improving your communication skills will help you create messages that are clear and effective.  Good communication skills can help you get and keep a job.  Employers understand the importance of these skills.  When discussing job candidates, the one skill mentioned most often by employers is the ability to listen, write and speak effectively.

[bookmark: _Toc51248291]The communication process 
The communication process involves a message, a sender, a channel, a receiver, and feedback.
· A message is a symbol or group of symbols that conveys meaning, such as a thought or an idea. For example, a letter contains words that are written symbols.  These convey a message to the reader.
· The sender is the person who creates the message and transmits it via a channel. In the previous example, the sender is the person who writes the letter.
· A channel is a means by which a message is sent, such as a letter, speaking in person or by telephones or electronically by email.
· The receiver is the person who receives the message, such as the recipient of a letter or an email message.
[bookmark: _Toc51248292]Gestures and other nonverbal behaviours
Gestures and other nonverbal behaviours can also send messages.  When a person (sender) says, “Hello,” smiles and extends a hand toward you (the receiver), that person is sending a message that he or she is glad to meet you.  Feedback is a return message sent by the receiver.  When you smile and say, “Pleased to meet you,” you are giving feedback.  Feedback helps the sender know whether the message was understood correctly.
The communication process has only been completed successfully when the original sender receives feedback from the original receiver which shows that the message has been interpreted and understood correctly, that is, as the original sender intended it to be understood.
[bookmark: _Toc51248293]Communication barriers
For effective communication to take place the message must be understood as the speaker or writer intends.  If the listener or reader interprets the message differently, problems may occur.  For example, suppose you receive an email message from your manager on Thursday morning telling you that you need to finish a project by next Friday.  To your manager, the term “Next Friday” means the following day.  You interpret the message as meaning that the project is due in several days, Friday of next week.  Your manager will be disappointed when the project is not completed the next day and you will be disappointed to learn that you did not understand the message as intended.  You are both the victims of a communication barrier.
A communication barrier is anything that interferes with successful communication.  Communication barriers can be external or internal.


Internal communication barriers
In the example with the manager described above, an internal barrier prevented the message from being understood.  In your previous experience, the term “Next Friday” has meant Friday of the following week – not the next Friday to occur.  Because of your previous experience, you interpreted the message to have a different meaning that the sender intended.
Other examples of internal communication barriers:
	Negative bias toward the topic
	If you have had a bad experience with regards to a certain topic, it may be hard to accept positive comments

	Lack of motivation
	If you have no reason to be interested in what is being said or the topic

	Differences in perception and distortion
	As communication takes place between individuals who are all different and unique, it is only natural that their interpretations of messages may differ.  Individual personalities, preferences, attitudes, cultures, values, norms, ideas, and background affect people’s perceptions.  The fact that messages are often relayed from person to person creates opportunities for filtering and other forms of distortion.  Filtering refers to the deliberate manipulation of information to make it more acceptable to the receiver

	Personality differences
	Some people are by nature more critical, narrow minded or less even tempered than others.  These personality traits influence the way that messages are interpreted and the way in which messages are communicated

	Lack of communication
	Some people lack the basic skills to communicate effectively.  They may have problems with expressing themselves, sometimes because of poor language skills or they may be poor listeners

	Information overload
	When a person receives too much information at once, making sense of it all can be difficult.  This is especially true if a person receives conflicting messages from different sources at the same time.  In organisations, employees are often overloaded with information from various sources and they are sometimes expected to make several important decisions in one day.  This can become very confusing and frustrating and ultimately the quality of decisions taken might be negatively affected

	Choosing the wrong communication medium
	The best medium for a specific message is the one that reaches the target audience in the most affective and affordable way.  Choosing the wrong medium could result in ineffective communication

	Rumors
	The grapevine could become a major barrier to effective corporate communication if false rumors are spread

	Language and emotional barriers
	Not all people are equally proficient in the use of different languages.  Employees are often required to communicate in their second or third language.  Apart from this, different people sometimes attach different meanings to the same word.  Emotions also play an important role in the interpretation of messages that are received.  Depending on how happy or sad a person is, he or she might interpret the same message differently on two separate occasions

	Contradiction between verbal and non-verbal messages
	Body language and other non-verbal clues, like tone and pitch of voice, play an important role in the communication process.  If a verbal and non-verbal message contradicts each other, the receiver of the information will be confused, and the message will be distorted

	Diversity
	Different cultures have different styles of communication



External communication barriers
External communication barriers are things such as noise, poor lighting, heat or cold or uncomfortable seating.  Noise may make it difficult to hear or read or focus on a message.  Poor lighting, a room that is too cold or warm and an uncomfortable chair are examples of physical barriers that can distract a sender or receiver and hinder communication.  Language can also be an external communication barrier.  When the sender and receiver do not speak the same language, it is difficult for communication to take place.
Overcoming communication barriers
Senders and receivers should recognise and overcome communication barriers.  External barriers are often easier to overcome than internal barriers.  For example, you may be able to move to a quiet location to read a message if noise is a problem.  You may be able to adjust lighting, seating, or room temperature to prevent these physical conditions from being a distraction.
Some internal barriers are difficult to overcome.  If you are ill, you may need to postpone taking part in the communication until a later time.  If you have trouble focusing on a message because you are sleepy, you might take a break to walk about the room or open a window to get some fresh air.  These actions may help you feel refreshed and ready to read or listen to the message.
When speaking or writing to someone, be aware of how well the person knows the language you are using.  For example, suppose English is your first language and you are writing to someone who first language is Zulu – use plain English in your message.  Avoid using acronyms, information terms or expressions that the reader might not understand.
[bookmark: _Toc51248294]LISTENING SKILLS
Listening is essential to effective communication.  In the words of author Robert Louis Stevenson, “All speech, written or spoken, is dead language, until it finds a willing and prepared listener.” Listening is hearing and trying to understand a message using the sounds you hear.  Listening is the communication skill that many people use the most.  Being an effective listener can help you be more productive and improve your relationships with others.  An effective listener understands the type of listening that is appropriate for situations.   Listening can be categorized as casual listening or active listening.
[bookmark: _Toc51248295]Causal listening
Casual listening is hearing and trying to understand what is being said with the objective of relating to others.  For example, when you chat during lunch with a colleague, you use casual listening to understand what is being said and to help you respond appropriately.  You typically do not focus on analyzing what is said or trying to remember every detail of the conversation.
[bookmark: _Toc51248296]Active listening
Active listening is more goal-oriented than casual listening.  When listening actively, you have a definite purpose in mind.  The four types of active listening are described below:
· Informative Listening is used when you wish to hear, understand, and remember the information being presented. For example, when you listen to a manager or co-worker give instructions for completing a task, you are using informative listening.
· Evaluating Listening is used to hear, understand, and judge what is being said. You may evaluate whether the information is useful, accurate or interesting.  For example, suppose you listen to a salesperson describe a product.  As you listen, you will evaluate the message to decide whether you accept or reject it.
· Emphatic Listening is used to hear, understand, and offer feedback that shows you have understood the message. Understanding the message does not necessarily mean that you agree with the speaker.  The feedback you offer indicates only that you understand the message.  Customer service employees often use emphatic listening to let a caller know that his or her complaint is understood.
· Reflective Listening is used to hear, understand, and offer feedback that helps the speaker think about her or his feelings or objectives. The feedback should not be judgmental; it should prompt the speaker to think or question further.  Prompts, open-ended questions, and restatement of what the speaker has said are useful in giving feedback with reflective listening.  Suppose a co-worker says to you, “I don’t know how to tackle this project.” A response that shows reflective listening might be, “So you are not sure where to begin.  Tell me more.  What is your understanding of the goals of the project?”  This feedback reflects what the speaker has said and prompts the speaker to think further about the project and the objectives.
[bookmark: _Toc51248297]Listening effectively
An effective listener prepares to listen by removing internal and external communication barriers.  When someone approaches you at your desk or in a meeting – stop talking and doing tasks.  Clear your mind of distracting thoughts and give the speaker your full attention.  As the speaker begins talking, quickly determine the type of active listening that will be appropriate.  Is the speaker giving you instructions?  If so, informative listening is appropriate.  Does the speaker seem worried or upset?  Emphatic listening may help you communicate effectively in this situation.
Do not let biases or previous experiences keep you from listening with an open mind.  Perhaps you have heard a speaker at several meetings and have found none of the ideas helpful.  This meeting might be different.  Do not miss important information because you prejudge a topic or a speaker.   When receiving instructions from someone or listening to someone speak in a meeting, note questions that you will ask later to help clarify points you do not understand.
When talking with someone, do not begin thinking about your response while the other person is still speaking.  Doing so might cause you to miss part of the message.  A nod or an encouraging smile can show the speaker that you are interested in his or her message.  Repeating important points of the message at an appropriate time can verify that you have understood the message.
[bookmark: _Toc51248298]Steps for effective listening
Effective listening is not something that just happens by chance. It takes a lot of practice to develop. Once you grow in this area, no other skill will serve you better in life. Effective listening is at the heart of everything we do. Whether we are giving feedback to a subordinate at work or trying to choose a paint color with our partner at home, our ability to listen effectively gives us an advantage in just about every situation.
Level 1 listening: Listen to speak
Most of us start here and remain here unless we are intentional about developing our listening skills. At this level, we are not really listening to others when they talk, rather, while they are speaking, we are mostly just thinking about the next thing we want to say. This is the lowest level of listening and pretty much just comes naturally. Listening to speak has the most potential to create misunderstandings and often causes us to miss key information in conversations.
Level 2 listening: Listen to hear
Most of us can get here in select situations if we are motivated. At this level we are actively paying attention to what the other person is saying. We are not thinking about what we want to say next or distracted by other things, we are totally focused on the other person. A good example of listening to hear that most of us can relate to is when we are on a first date with a love interest; we tend to listen intently to their every word. The reason why we can do this in some situations and not in all is because our motivation to listen changes depending on who we are with. If we want to become great listeners, we must motivate ourselves to listen intently to every person, not just some.
Level 3 listening: Listen to understand
This is the highest level of listening and few of us can get here without intentional practice. At this level we are not only paying attention to what others are saying, also what they mean. People say things all the time and often fail to convey the underlying feelings or thoughts behind their words.
To give you an example, when you come home from work late and your partner asks “Will you be at Susie’s music class tomorrow?” you respond “I will try but I have been so busy in the office and traffic is terrible.” Your partner answers, “This is Susie’s last class before her recital, how can you not make it?” (Things pretty much just continue in a downward spiral from there).
What went wrong? When your partner asked if you will be at Susie’s music class, they were not asking simply for the sake of the class, they were trying to convey a deeper feeling. In this scenario, they were trying to tell you that they did not feel like you consider them a priority because you often come home late from work and miss important events. The music class was not the issue, it was merely the tipping point. When we pick up on the subtle queues and context of what others say it enables us to get at the main thing.


[bookmark: _Toc51248299]Tips for effective listening
If you can learn to truly listen to others (not just think about what you want to say while others are speaking) then you can grow into a Level 2 listener. With practice, you can go further and train yourself to not only pick up on what others are saying, also on their subtle hints and the context of what is said.  This will enable you to grow into a Level 3 listener. Effective listening is the single most important skill that you can develop.  It is the bridge through which you understand other people; without understanding we cannot lead.
Tips for effective listening
· Focus on the speaker and the message
· Use the appropriate type of cause or active listening for the situation
· Keep an open mind and do not prejudge the speaker or the message
· Keep your emotions in check. Do not let an emotional response to a message distract you from listening
· Wait until the speaker paused to begin framing your response
· At an appropriate time, ask questions to clarify the message you heard
· Offer feedback to the speaker
[bookmark: _Toc51248300]QUESTIONNAIRE – HOW GOOD A LISTENER ARE YOU?
If I had to ask you if you were a good listener, your automatic answer would be yes, as we all believe we are.  Attached to the module is a questionnaire for you to complete to give you an idea.  Answer the questions honestly – do not think too long about your answer as the first thought is the right one!
[bookmark: _Toc51248301]QUESTIONING SKILLS AND TECHNIQUES
Gathering information is a basic human activity – we use information to learn, to help us solve problems, to help our decision-making processes and to understand each other more clearly.
Questioning is fundamental to successful communication – we all ask and are asked questions when engaged in conversation.
Questions and answers can be fascinating and entertaining – politicians, reporters, celebrities, and entrepreneurs are often successful based on their questioning skills.  Asking the right questions at the right time and answering (or not) appropriately.
Although questions are usually verbal in nature, they can also be non-verbal.  Raising of the eyebrows could, for example, be asking, “Are you sure?” Facial expressions can ask all sorts of subtle questions at different times and in different contexts.
[bookmark: _Toc51248302]Why ask questions?
The following list gives some of the main reason’s questions are asked in common situations.
· To get information – the primary function of a question is to gain information – ‘What time is it?’
· To help maintain control of a conversation – while you are asking questions, you are in control of the conversation, assertive people are more likely to take control of conversations attempting to gain the information they need through questioning.
· Express an interest in the other person – questioning allows us to find out more about the respondent, this can be useful when attempting to build rapport and show empathy or to simply get to know the other person better.
· To clarify a point – questions are commonly used in communication to clarify something that the speaker has said.  Questions used as clarification are essential in reducing misunderstanding and therefore more effective communication.
· To explore the personality and or difficulties the other person may have – questions are used to explore the feelings, beliefs, opinions, ideas, and attitudes of the person being questioned. They can also be used to better understand problems that another person may be experiencing e.g. a doctor trying to diagnose a patient.
· To test knowledge – questions are used in all sorts of quiz, test, and exam situations to ascertain the knowledge of the respondent.  ‘What is the capital of France?’ for example.
· To encourage further thought – questions may be used to encourage people to think about something more deeply.  Questions can be worded in such a way as to get the person to think about a topic in a new way.  ‘Why do you think Paris is the capital of France?”
· In group situations – questioning in group situations can be especially useful for several reasons, to include all members of the group, to encourage more discussion of a point, to keep attention by asking questions without advance warning.  These examples can be easily related to a team meeting or workshop.
[bookmark: _Toc51248303]How to ask questions
Being an effective communicator has a lot to do with how questions are asked.  Once the purpose of the question has been established you should ask yourself the following questions:
· What type of question should be asked? (see question types)
· Is the question appropriate to the person/group?
· Is this the right time to ask the question?
· How do I expect the respondent will reply?
When asking questions – especially in more formal settings some of the mechanics to consider include:
· Being structured – in certain situations, for example if you are conducting a research project or you work in a profession that requires the recording of information, it may be necessary to ask large numbers of questions.
In such cases it is usually a good idea to inform the respondent of this before you start.  Give some background information and reasoning behind your motive of asking questions.  By doing this, the respondent becomes more open to questions and why it is acceptable for you to be asking them.
They also know and can accept the type of questions that are likely to come up, for example, “In order to help you with your insurance claim it will be necessary for me to ask you about your car, your health and the circumstances that led up to the accident”.
In most cases the interaction between questioner and respondent will run more smoothly if there is some structure to the exchange.
· Use silence – using silence is a powerful way of delivering questions. As with other interpersonal interactions, pauses in speech can help to emphasize points and give all parties a few moments to gather their thoughts before continuing.
A pause of at least three seconds before a question can help to emphasize the importance of what is being asked.  A three second pause directly after a question can also be advantageous; it can prevent the questioner from immediately asking another question and indicates to the respondent that a response is required.
Pausing again after an initial response can encourage the respondent to continue with their answer in more detail. Pauses of less than three seconds have been proven to be less effective.
· Encouraging participation – in group situations leaders often want to involve as many people as possible in the discussion or debate.
This can be at least partially achieved by asking questions of individual members of the group.
One way that the benefits of this technique can be maximised is to redirect a question from an active member of the group to one who is less active or less inclined to answer without a direct opportunity. Care should be taken in such situations as some people find speaking in group situations stressful and can easily be made to feel uncomfortable, embarrassed, or awkward.
Encourage but do not force quieter members of the group to participate.
[bookmark: _Toc51248304]Types of questions
Closed and open questions
Closed questions invite a short-focused answer. Answers to closed questions can often (but not always) be either right or wrong.   Closed questions are easy to answer as the choice of answer is limited. They can be effectively used early in conversations to encourage participation and can be especially useful in fact-finding scenarios such as research.
Closed questions are used to force a brief, often one-word answer.
· Closed questions can simply require a ‘Yes’ or ‘No’ answer e.g. ‘Do you smoke?’, ‘Did you feed the cat?’, ‘Would you like a cup of tea?’
· Closed questions can require that a choice be made from a list of possible options e.g. ‘Would you like beef, chicken or the vegetarian option?’, ‘Did you travel by train or car today?’
· Closed questions can be asked to identify a certain piece of information, again with a limited set of answers e.g. ‘What is your name?’, ‘What time does the supermarket open?’, ‘Where did you go to University?’
By contrast, to closed questions, open questions allow for much longer responses and more creativity and information.   There are lots of different types of open questions; some are more closed than others!
Leading or ‘loaded’
A leading question, usually subtly, points the respondent’s answer in a certain direction.
Asking an employee, ‘How are you getting on with the new finance system?’ prompts the person to question how they are managing with a new system at work. It raises the prospect (subtly), that maybe they are not finding the new system so good.
‘Tell me how you are getting on with the new finance system,’ is a less leading question – the question does not require any judgement to be made and therefore does not imply that there may be something wrong with the new system.
Children are particularly susceptible to leading questions and are more likely to take the lead for an answer from an adult.  Something simple like, ‘Did you have a good day at school?’ points the child towards thinking about good things that happened at school.  By asking, ‘How was school today?’ you are not asking for any judgement about how good or bad the day has been, and you are more likely to get a more balanced, accurate answer.   This can shape the rest of the conversation, the next question may be, ‘What did you do at school?’  – the answer to this may vary based on the first question you asked – good things or just things.
Recall and process questions
Questions can be categorized by whether they are ‘recall’ – requiring something to be remembered or recalled, or ‘process’ – requiring some deeper thought and/or analysis.
A simple recall question could be, ‘What is your mother’s maiden name?’.  This requires the respondent to recall some information from memory, a fact.  A schoolteacher may ask recall questions of their pupils, ‘What is the highest mountain?’  
Process questions require more thought and analysis and/or a sharing of opinion.   Examples include, ‘What skills can you bring to this organisation that the other applicants cannot?’ or ‘What are the advantages and disadvantages of asking leading questions to children?’
Rhetorical
Rhetorical questions are often humorous and do not require an answer.
‘If you set out to fail and then succeed have you failed or succeeded?’  Rhetorical questions are often used by speakers in presentations to get the audience to think – rhetorical questions are, by design, used to promote thought.
Politicians, lecturers, priests, and others may use rhetorical questions when addressing large audiences to help keep attention.  ‘Who would not hope to stay healthy into old age?’, is not a question that requires an answer, but our brains are programmed to think about it thus keeping us more engaged with the speaker.
Funnelling
We can use clever questioning to essentially funnel the respondent’s answers – that is ask a series of questions that become more (or less) restrictive at each step, starting with open questions and ending with closed questions or vice-versa.
For example:
“Tell me about your most recent holiday.”
“What did you see while you were there?”
“Were there any good restaurants?”
“Did you try some local dishes?”

The questions in this example become more restrictive, starting with open questions which allow for broad answers, at each step the questions become more focused and the answers become more restrictive.
Funneling can work the other way around, starting with closed questions and working up to more open questions.  For a counsellor or interrogator these funneling techniques can be a particularly useful tactic to find out the maximum amount of information, by beginning with open questions and then working towards more closed questions.  In contrast, when meeting somebody new it is common to start by asking more closed questions and progressing to open questions as both parties relax.
[bookmark: _Toc51248305]Responses
As there are several questions and question types so there must also be several possible responses.  Theorists have tried to define the types of responses that people may have to questions.  The main and most important ones are:
· A direct and honest response – this is what the questioner would usually want to achieve from asking their question.
· A lie – the respondent may lie in response to a question.  The questioner may be able to pick up on a lie based on the reasonableness of the answer but also on the non-verbal communication that was used immediately before, during and after the answer is given.
· Out of context – the respondent may say something that is totally unconnected or irrelevant to the question or attempt to change the topic.  It may be appropriate to reword a question in these cases.
· Partially answering – people can often be selective about which questions or parts of questions they wish to answer.
· Avoiding the answer – politicians are especially well known for this trait.  When asked a ‘difficult question’ which probably has an answer that would be negative to the politician or their political party, avoidance can be a useful tact.  Answering a question with a question or trying to draw attention to some positive aspect of the topic are methods of avoidance.
· Stalling – although like avoiding answering a question, stalling can be used when more time is needed to formulate an acceptable answer.  One way to do this is to answer the question with another question.
· Distortion – people can give distorted answers to questions based on their perceptions of social norms, stereotypes, and other forms of bias.  Different from lying, respondents may not realise their answers are influenced by bias or they exaggerate in some way to come across as more ‘normal’ or successful.  People often exaggerate about their salaries.
· Refusal – the respondent may simply refuse to answer, either by remaining silent or by saying, ‘I am not answering’.
[bookmark: _Toc51248306]VERBAL COMMUNICATION SKILLS
The way you speak – not just what you say – makes an impression on listeners.  Always use proper grammar when speaking with colleagues, clients, and others in the workplace.  Using improper grammar and slang expressions detracts from your professional image.  Factors such as pitch, tone, volume, and rate of speech can affect your verbal communications.  Using the proper degree of formality when talking with colleagues and clients is also important.
[bookmark: _Toc51248307]Pitch
Pitch is an attribute of sound that can be described as high or low.  Someone who is nervous or frightened may speak in a high-pitched voice as their throat tightens.  Listeners may be less likely to believe your message if you speak in a high-pitched voice.
People who speak in a low-pitched voice project calmness and control.  Listeners are more likely to have confidence in a speaker using a low-pitched voice.  If you are nervous or tense as you prepare to speak at a meeting or with a client, make a conscious effort to relax your body.  Drinking something warm will help relax your vocal cords so you can speak in a low-pitched voice.
[bookmark: _Toc51248308]Tone
Tone is an attribute of voice that conveys the attitude or emotional state of the speaker.  The same words spoken in different tones can convey different meanings.  For example, the words “That’s great” spoken in a friendly and enthusiastic tone convey a positive message.  The same words spoken in a sarcastic or frustrated tone can convey quite a different meaning.  Be aware of your tone of voice to be sure you are sending the message you want to send.
[bookmark: _Toc51248309]Pace and volume
If you speak too quickly or softly, the listener may miss part of your message.  Listening to someone who is speaking too loudly can be frustrating for a listener.  Control your voice to speak at a medium pace and volume so that your message can be received and understood.
[bookmark: _Toc51248310]NON-VERBAL COMMUNICATION SKILLS
Non-verbal communication is sending a message without spoken or written words.  Facial expressions and body language are all examples of non-verbal communication.  Non-verbal symbols e.g. hand gestures, can affect or even alter a message.   A job candidate in an interview who sits up straight, makes eye contact with the interviewer and looks interested in the conversation reinforces the message they are interested in the job and company.   A candidate, who slumps in the chair, does not make eye contact, and is not focused on the discussion sends the non-verbal message that they are not interested in the company or job.  Even though the candidate may express interest, non-verbal cues contradict the spoken words.  When non-verbal clues do not support a verbal message, the listener is more likely to accept the non-verbal message.  Be aware of your facial expressions, gestures, and body language so that your nonverbal messages reinforce your verbal messages.

[bookmark: _Toc51248311]Types of non-verbal communication
According to experts, a large portion of our communication is non-verbal. Every day, we respond to thousands on non-verbal cues and behaviours including postures, facial expression, eye gaze, gestures, and tone of voice. From our handshakes to our hairstyles, non-verbal details reveal who we are and impact how we relate to other people.
Scientific research on non-verbal communication and behaviour began with the 1872 publication of Charles Darwin’s The Expression of the Emotions in Man and Animals. Since that time, there has been an abundance of research on the types, effects, and expressions of unspoken communication and behaviour. While these signals are often so subtle that we are not consciously aware of them, research has identified several different types of nonverbal communication.
In many cases, we communicate information in non-verbal ways using groups of behaviours. For example, we might combine a frown with crossed arms and unblinking eye gaze to indicate disapproval.
Facial expression
Facial expressions are responsible for a huge proportion of nonverbal communication. Consider how much information can be conveyed with a smile or a frown. While nonverbal communication and behaviour can vary dramatically between cultures, the facial expressions for happiness, sadness, anger, and fear are similar throughout the world.
Gestures
Deliberate movements and signals are an important way to communicate meaning without words. Common gestures include waving, pointing, and using fingers to indicate number amounts. Other gestures are arbitrary and related to culture.
Paralinguistic
Paralinguistic refers to vocal communication that is separate from actual language. This includes factors such as tone of voice, loudness, inflection, and pitch. Consider the powerful effect that tone of voice can have on the meaning of a sentence. When said in a strong tone of voice, listeners might interpret approval and enthusiasm. The same words said in a hesitant tone of voice might convey disapproval and a lack of interest.
Body language and posture
Posture and movement can also convey a great deal on information. Research on body language has grown significantly since the 1970’s, but popular media have focused on the over-interpretation of defensive postures, arm-crossing, and leg-crossing. While these non-verbal behaviours can indicate feelings and attitudes, research suggests that body language is far more subtle and less definitive that previously believed.  Some interpretations of body language:
	Listening
	Tilts head, makes eye contact, nods

	Evaluating
	Chews on pencils/glasses, strokes chin, looks up and right

	Eager
	Leans forward with feet under chair

	Bored
	Stares into space, doodles

	Aggressive
	Leans forward with fists clenched

	Rejection
	Moves back with arms folded and head down, walks with hand in pocket

	Defensive
	Clenches hands, stands, crosses arms on chest

	Lying
	Looks down, shifts in seat, glances at you

	Anger
	Clasps hands behind back

	Disbelief, doubt
	Rubs eye

	Sincerity, openness
	Offers open palm

	Confidence
	Walks briskly with upright posture

	Authoritative
	Steeples fingers

	Indecision
	Pulls or tugs at ear



Proxemics (space)
People often refer to their need for “personal space,” which is also an important type of non-verbal communication. The amount of distance we need and the amount of space we perceive as belonging to us is influenced by social norms, situational factors, personality characteristics and level of familiarity. For example, the amount of personal space needed when having a casual conversation with another person usually varies between 18 inches to four feet. On the other hand, the personal distance needed when speaking to a crowd of people is around 10 to 12 feet.
Eye gaze
Looking, staring, and blinking can also be important non-verbal behaviours. When people encounter people or things that they like, the rate of blinking increases and pupils dilate. Looking at another person can indicate a range of emotions, including hostility, interest, and attraction.

Haptics (touch)
Communicating through touch is another important non-verbal behaviour. There has been a substantial amount of research on the importance of touch in infancy and early childhood. Harry Harlow’s classic monkey study demonstrated how the deprivation of touch and contact impedes development. Baby monkeys raised by wire mothers experienced permanent deficits in behaviour and social interaction. Touch can be used to communicate affection, familiarity, sympathy, and other emotions.
Appearance
Our choice of color, clothing, hairstyles, and other factors affecting appearance are also considered a means of non-verbal communication. Research on color psychology has demonstrated that different colors can invoke different moods. Appearance can also alter physiological reactions, judgment, and interpretations. Just think of all the subtle judgement you make about someone based on his or her appearance. These first impressions are important, which is why experts suggest that job seekers dress appropriately for interviews with potential employers.
[bookmark: _Toc51248312]ADVANCED COMMUNICATION
In 1931, Alfred Korzybski, a Polish-American scientist and philosopher, coined the phrase “the map is not the territory” to distinguish the words we use to describe reality from reality itself.  Korzybski said that we often confuse the map (the way our minds represent reality) with the territory (our physical reality) and do not realize we are confusing the two. We communicate with others as though we all share the same map—and the same world—which causes conflict and collisions.
A new term Conversational Intelligence C-IQ is the need to recognise that “the map is not the territory” and spend more time joining the two through conversations.  This is important to do as if you can discover the “map” of the other person through conversation, then you will be able to understand the way they behave.
[bookmark: _Toc51248313]Communication starts with input
Communication starts with input (an external event) – what I say to you, or the email I send to you, or the angry look you see on my face.  You interpret the event using filters which are made up of your experiences, history, prejudices and more.  The interpretation creates an ‘internal map’ of meaning or a ‘map of your world’.  It is made up of the pictures you see in your mind.  The map is how your brain processes and makes sense of the filtered input.  If it recognizes the input i.e. you have seen me make that face before, you are able to easily map out what is happening.  You would start picturing me yelling at you or sensing how you are about to feel.  That map generates a state of being within your mind.  You might suddenly be in a state of mind such as anger, fear, resistance or any other emotion and associated thoughts.  That state of being will then lead to your behaviour and your response.  Will you scowl back at me?  Ask what is wrong?  Run away?
[bookmark: _Toc51248314]Mental filters
Our mental filters are just what they sound like. They are filters our brain uses to process input.  As our brain receives information, the intended meaning of that information may be changed by our filters, so the result is not the same as the original intention.  The way we interpret the information is dependent on our own personal filters.  Everyone has different filters that will affect how the input reaches the brain.  The filters will cause your brain to do one of three things – delete, distort or generalize the information.
Our filters come from different sources that compromise the total sum of our experiences.  As we learn about and make decisions about the world, we come to expect there to be certain patterns that will occur and that causes will lead to effects.
Values
We will interpret input considering our values and make judgements.  Example: if we value education, we may see input as opportunities to learn additional information and improve our education.  If we value our relationships with family, we will be more likely to receive input from them and to interpret that input in a way that fosters our relationships with our family.  In the business environment, we are likely to value our image as others see us, our reputation, the approval of our boss, the input of our colleagues, our work ethic and our ability to make a difference in the workplace.
Beliefs
Beliefs are slightly different from values, although there can be some overlap.  Our beliefs are the guidelines we use to understand how the world works.  Example: we might believe that hard work will be rewarded, that there is a higher power or that good things will come to those that wait.  When we experience input, we will look at it through our beliefs and attempt to make that input fit into our beliefs – or recognise it as not fitting in with our beliefs.  In this case, our reaction to the input it likely to be negative or skeptical.
Past experiences
Imagine that you are in a meeting where you will be discussing changes in your personnel policies at work.  What would you bring with you to the meeting?  You might have examples of other companies’ policies; you might come empty handed.  What influences you to do any of these things?  Your experience.  You bring outside information because you have learned in the past that comparing situations can be helpful in decision making.  You might bring nothing with you because the last time this group of people met, they did nothing productive.  In either case, your past experiences are influencing your current communication.
We hear a tone of voice and know that the last time we experienced that tone of voice, we heard bad news.  We see someone running down the passage and we automatically expect something urgent.  Whatever we experience, our brain is examining our past experiences to be prepared to respond to what comes next.
Prejudices
These occur when we take our past experiences with a person and assume that the same type of experience will happen with all people who are like the first.  Prejudices are partly due to culture and partly due to personal preference or experience.  Not all prejudices involve a negative characteristic.  Example: you could consider all of one group to be smart.  When you encounter input that triggers one of these prejudices, you will automatically be making judgements or assumptions that may color your communication as well.  The problem with prejudices is when they start to influence how or to whom we communicate.  To get an idea of how this could be happening in your workplace, consider how you may complete the phrases below.  If you cannot think of a way to complete it from your own experience, complete each phrase with a stereotype that you may have heard in the past.
· Women in the workplace are …
· Young people in the workplace are …
· Seniors in the workplace are …
· Working mothers in the workplace are …
· Supervisors at work are …
When we categorise people like this, we eliminate their individuality.  If you are communicating to a person through a perceived prejudice or stereotype, at the very least you are greatly limiting the chances of your communication being successful or producing the desired result.  At the most, you are alienating or insulting someone with whom you are trying to build a working relationship.
Your goal should be to see each person as an individual that is separate from any preconceived notions that you might have about them.  It takes practice, but you would like to be seen and communicated with as an individual and not as a sum of different labels that can be placed on you.
Feelings
There are two ways your feelings can influence your communication with another person.  The first is how you feel on a given day.  If you feel well, you will communicate in one way and if you feel ill, in another.  Since your well-being fluctuates, it makes sense that the way you will communicate will change with how you are feeling.  If you find yourself having trouble in communicating due to illness or other physical stressor, recognising, and acknowledging it can be very helpful when others might interpret the change in your communication as having something to do with them.
The second aspect related to feelings refers to how you feel about a specific person.  When you genuinely like someone, the way you communicate is going to show it.  The same can be said for when you do not like someone.
Environment
All of us communicate differently in different environments.  Do you speak to your colleagues the same way you speak to your friends?  How do you talk to strangers compared to someone you know well?  Recognising that your environment might be affecting others you communicate with is a skill that can come in handy for you when you perceive that the environment is having a negative impact on your ability to communicate effectively.  This skill will help you to perceive why someone might be communicating in the way that they are.  It will also give you a factor that you can alter to make the person more comfortable or to establish a level of formality that you feel is important to a situation.
[bookmark: _Toc51248315]The internal map
Once input has been filtered, the brain will process it to gain meaning from it.  This process is called the ‘internal map’.  It is as if your brain dissects and organizes the information into a pattern or a picture that it can make sense of.  If it sees a pattern it recognizes, it will automatically apply meaning to the input based on that existing pattern.  If it does not recognise the input or pattern, it will create a new map and apply the most likely meaning based on past experience of similar input.  It happens in a fraction of a second.
Whatever meaning the brain maps out for the input, it creates an internal state of being.  You can imagine this very easily if you think about the last time you heard some bad news.  You processed the input in a way that you understood that the meaning was negative, which led to an internal state of being such that you might have started to feel angry or sad or displeased.  You might have even physically felt a response to the meaning such as a tightening of the chest or a quickening of the pulse.
[bookmark: _Toc51248316]Our behaviour or response
This leads to our behaviour or response to the input.  In the example of hearing bad news, you would respond with sympathy, empathy, fear, or anger.  You might cry or yell.  Your brain searches for the words to describe what you want to say in return.  Whatever that internal state is that is created will determine how you behave and respond to the input you receive.  In other words, the input you received, filtered, and interpreted will determine what and how you give back in response.
Why does this matter?  We care because now that we know the framework of how information is received, filtered and processed, we can use our knowledge to our advantage to help make sure that our meaning is delivered clearly and that we are able to help the other person declare their own messages clearly.  We can orchestrate the input that we give in a way that helps the other person interpret it.
[bookmark: _Toc51248317]Four misunderstandings in communication
1. We translate our experience into language and mistake the language for the experience when it is an incomplete reflection
2. We mistakenly believe others share our assumption and leave out vital parts of our message
3. We misunderstand others because we fill gaps in their words from our model of the world, rather than finding out their model of the world – we think that because we share the same language, we share the same experience
4. We tend to install our meaning or model of the world upon others e.g. “that must have been …. for you”
[bookmark: _Toc51248318]Language as a representational system
Just as we see, hear, taste, touch and smell the outside world, so we recreate those same sensations in our mind, representing the world to ourselves using our senses inwardly.  We may either remember past experiences or imagine possible (or impossible) future experiences.  We can picture ourselves running for a bus (remembered visual image) or running across the surface of Mars wearing a Father Christmas outfit (constructed visual image).  The first will have happened, the second not – you can represent both.
There is a Representation System for each of our senses.  This is the way we experience our world.  What we perceive are representations of what each sensory organ transmits to us i.e. vision (eyes), auditory (ears), kinaesthetic (touch).  There are two important principles about these representational systems.
· During the process of building our models of the world, language is attached to our experiences. The collection of word symbols and the rules that govern their use make up a unique and distinct, sixth representational system.  This is called our Auditory Digital (AD) system or how we talk to ourselves.  It is not an analog system like the other representational systems and not related to any specific sensory organ.
· We all continually make use of all the representational systems, switching from one to another for different reasons throughout our day. Most people tend to favor one over another and process most communication in this manner.  This is called our Primary Representational System and can be recognized by physiology and predicates (preferred words of that system).


[bookmark: _Toc51248319]VAK – Visual, Auditory, Kinaesthetic
We know that the three main channels of input in most person-to-person communications, at least at work, are visual, auditory and kinaesthetic.  We are going to look at the fact that each of us has a preferred way of receiving input.  It is the way that we are most comfortable and capable with receiving information through.  This is a general preference – we can and do change our preference from time to time in response to the environment or the needs of the situation at hand.  There is usually a dominate preference for one channel over others.
One area in which it is easy to understand this preference is in learning:
· Learn by demonstration – visual learner
· Learn by listening to directions, listening to lectures, or reading – auditory learner
· Learn by doing something hands-on or by trying it yourself – kinaesthetic learner
This is good to know because then you can maximize your potential for learning if you have other give you input in the way that works best for you.  If you can learn how others prefer to receive input, you can deliver it to them in that mode as well.  We call this ‘being on the same wavelength’ with someone else.  Doing so takes basic communication to the next level because it makes you much more effective in getting your message across to the other party.  Being able to communicate so well helps to build additional rapport and improve relationships.
[bookmark: _Toc51248320]How to determine a persons preferred sensory channel for input
If you are paying attention, the person will give you clues through their language and through their behaviour.


[bookmark: _Toc51248321]Common verbal clues and phrases

	Visual
	Auditory
	Kinaesthetic
	Unspecified

	See
	Hear
	Fell
	Sense

	Look
	Listen
	Touch
	Experience

	View
	Sounds
	Grasp
	Understand

	Appear
	Make music
	Get hold of
	Think

	Show
	Harmonize
	Slip through
	Learn

	Dawn
	Tune in/out
	Catch on
	Process

	Reveal
	Be all ears
	Tap into
	Decide

	Envision
	Rings a bell
	Make contact
	Motivate

	Illuminate
	Silence
	Throw out
	Consider

	Imagine
	Be heard
	Turn around
	Change

	Clear
	Resonate
	Hard
	Perceive

	Foggy
	Deaf
	Unfeeling
	Insensitive

	Focused
	Loud
	Concrete
	Distinct

	Hazy
	Melody
	Get a handle on
	Know

	Picture
	Unhearing
	Solid
	


[bookmark: _Toc51248322]Phrases

	Visual
	Auditory
	Kinaesthetic

	An eyeful
	Afterthought
	All washed up

	Appears to me
	Blabbermouth
	Boils down to

	Beyond a shadow of a doubt
	Call on
	Chip off the old block

	Birds eye view
	Clear as a bell
	Come to grips with

	Catch a glimpse of
	Clearly expressed
	Control yourself

	Clear cut
	Describe in detail
	Cool/calm/collected

	Dim view
	Earful
	Firm foundations

	Flashed on
	Enquire into
	Get a handle on

	Get a perspective on
	Give me your ear
	Get a load of this

	Get a scope on
	Give you a call
	Get in touch with

	Hazy idea
	Given amount of
	Get the drift of

	In light of
	Grant an audience
	Get your back up

	In person
	Heard voices
	Hand in hand

	In view of
	Hidden message
	Hand in there

	Looks like
	Hold your tongue
	Heated argument

	Make a scene
	Ideal talk
	Hold it

	Mental image
	Keynote speaker
	Hold on

	Mental picture
	Loud and clear
	Hot head

	Mind’s eye
	Manner of speaking
	Keep your shirt on

	Naked eye
	Pay attention to
	Lay cards on the table

	Paint a picture
	Power of speech
	Pain in the neck

	See to it
	State your purpose
	Pull some strings

	Short sighted
	To tell the truth
	Sharp as a tack

	Showing off
	Tongue tied
	Slipped my mind

	Sight for sore eyes
	Tuned in/tuned out
	Smooth operator

	Staring off into space
	Unheard of
	So-so

	Take a peek
	Utterly
	Start from scratch

	Tunnel vision
	Voiced an opinion
	Stiff upper lip

	Under your nose
	Well informed
	Stuffed shirt

	Up front
	Within hearing
	Too much hassle

	Well defined
	Word for word
	Topsy turvey


[bookmark: _Toc51248323]
Exercise: Preference test
Attached to this module  is a questionnaire that you can take for fun to determine what your preferred representational system is – are you visual or auditory? It is important to remember that these results are not set in stone and that you can ‘swop’ from one representational system to another at any time.  We use all the representational systems, and there is always one that is more predominant than the others.
[bookmark: _Toc51248324]Characteristics of the different representational systems
visual representational system
· Stand or sit with their heads and/or bodies erect, with their eyes up
· Breathe from the top of their lungs and their upper shoulders and breathe rapidly
· Often sit forward in their chair – tend to be organized, neat, well-groomed, and orderly. Appearance is important to them
· Memorise by seeing pictures, and are less distracted by noise
· Often have trouble remembering verbal instructions because their minds tend to wander
· Are fast talkers
· Feel that ‘a picture is worth a thousand words”
· Use picture descriptions during conversation
· Are interested in how things look
· Must see things to understand them
· Like visually based feedback
· Use gestures that may be high and quick
auditory representational system
· Will move their eyes sideways
· Breathe from the middle of their chest
· Typically talk to themselves and some even move their lips!!
· Are easily distracted by noise
· Can repeat things back to you easily
· Learn by listening
· Usually like music and talking on the phone
· Memorize by steps, procedures, and sequences
· Like to be TOLD how they are doing
· Respond to a certain tone of voice or set of words
· Will be interested in what you have to say about a topic
· Are medium to fast talkers
· Translate conversation to sounds association with the topic
· Are excellent in repeating back instructions
kinaesthetic representational system
· They breathe from the bottom of their lungs, so you will see their stomach go in and out when they breathe
· They often move and talk very slowly
· They respond to physical rewards and touching
· They also stand closer to people than a visual person does
· They memorize by doing or walking through something
· They will be interested in your idea if it ‘feels right’
· They check out their feelings prior to expressing their thoughts
· They are very physical people and like to touch during conversation
· They like to walk through something before doing it
· They use gestures that are low and smooth
auditory digital representational system
· Spending a fair amount of time talking to themselves
· Wanting to know if your idea “makes sense”
· Speaking in a clipped, crisp monotone
· Breathing patterns like a person who prefers auditory, high up in the chest
· Dissociated from feelings
· The auditory digital person can exhibit characteristics of the other major representational systems


[bookmark: _Toc51248325]Eye movements
[image: ]
In the late seventies and early eighties researchers discovered that people move their eyes in a certain way when they think.  Students were asked a series of questions and the researchers noticed that their eye movements, when thinking, followed a structured pattern.  They realised that by looking at someone’s eyes, you could tell how they think, at least how they are thinking at the moment.  Look at the above picture as if you were looking at someone to understand the directions of the eye movement.
Visual recall:  This is when you are seeing images from the past.  You are recalling them from memory because they are things that you have seen before.  You are using this type of thinking when you answer questions like:  “What did your curtains look like when you were a teenager?”  “What did your first car look like?”
Visual construct:  This is when you are visualizing something you have never seen before or you are making something up in your head:  “What would your car look like if it was painted a different color?”  “What would you look like if you lost 30 kgs?”
Auditory recall:  When you remember sounds or voices that you have heard before or things that you have said to yourself.  Asking, “What was the last thing I said to you?” “Can you remember the sound of your dad’s voice?”
Auditory construct:  Making up sounds you have never heard before.  “What would I sound like if I were fluent in Spanish?”  “What would I sound like if I spoke like Donald Duck?”
Kinaesthetic (feelings):  when you are accessing your feelings, you tend to look in this direction.  “What does it feel like to touch sandpaper?”  “What does it feel like to be happy?”
Internal auditory:  when you are having an internal dialogue and talking to yourself.  What do you say to yourself when things go wrong?  Can you hear your favourite piece of music in your mind?
This is one way that body language can help you to understand how to communicate with another person because the eyes are often the key to knowing what ‘wavelength’ the other person is on at that moment and through which form of communication they are likely to best understand what you have to say.
[bookmark: _Toc51248326]Rapport
Rapport has been defined as ‘unconscious sameness’.  When you like someone, perhaps on first meeting, and find them easy to talk to, it is because you find that they are like you in certain ways.  These ways can be superficial e.g. posture and voice tone, or very deep, sharing beliefs and values.  Rapport is the ultimate tool for producing results with other people and thus it is so vital for effective communication.
For many, starting a conversation with a stranger is a stressful event. We may be lost for words, and awkward with our body language and mannerisms.
Creating rapport at the beginning of a conversation with somebody new will often make the outcome of the conversation more positive. However stressful and/or nervous you may feel, the first thing you need to do is to try to relax and remain calm. By decreasing the tension in the situation communication becomes easier and rapport grows.
When you meet somebody for the first time, there are some easy things that you can do to reduce the tension. This will help both of you to feel more relaxed and communicate more effectively. These include:
· Use non-threatening and ‘safe topics’ for initial small talk. Talk about established shared experiences, the weather, how you travelled to where you are. Avoid talking too much about yourself and avoid asking direct questions about the other person.
· Listen to what the other person is saying and look for shared experiences or circumstances. This will give you more to talk about in the initial stages of communication.
· Try to inject an element of humor. Laughing together creates harmony, make a joke about yourself or the situation/circumstances you are in, but avoid making jokes about other people.
· Be conscious of your body language and other non-verbal signals you are sending. Try to maintain eye contact for approximately 60% of the time. Relax and lean slightly towards them to indicate listening and mirror their body-language if appropriate.
· Show some empathy. Demonstrate that you can see the other person’s point of view. Remember rapport is all about finding similarities and ‘being on the same wavelength’ as somebody else. Being empathic will help to achieve this.
Make sure the other person feels included but not interrogated during initial conversations. Just as you may feel tense and uneasy meeting and talking to somebody new, so may they.
Put the other person at their ease. This will enable you to relax and conversation to become more natural.
[bookmark: _Toc51248327]Non-verbal rapport building
Initial conversations can help us to relax. A lot of rapport-building happens without words and through non-verbal communication channels.
We create and maintain rapport subconsciously through matching non-verbal signals, including body positioning, body movements, eye contact, facial expressions, and tone of voice with the other person.
Watch two friends talking when you get the opportunity and see how they sub-consciously mimic each other’s non-verbal communication.
We create rapport instinctively. It is our natural defence from conflict, which most of us will try hard to avoid most of the time.
It is important to use appropriate body language. We read and instantly believe what body language tells us, whereas we may take more persuading with vocal communication. If there is a mismatch between what we are saying and our body language, then the person we are with will believe the body language. Building rapport, therefore, begins with displaying appropriate body language. This usually means being welcoming, relaxed and open.
As well as paying attention to and matching body language with the person we are with, it also helps to match their words. Reflecting and clarifying what has been said are useful tactics for repeating what has been communicated by the other person. Not only will it confirm that you are listening but also give you opportunity to use the words and phases of the other person, further emphasising similarity and common ground.
The way we use our voice is also important in developing rapport. When we are nervous or tense, we tend to talk more quickly. This in turn can make you sound more stressed. We tend to vary our voices, pitch, volume, and pace to make what we are saying more interesting, but it also influences how we come across. Try lowering your tone and talk more slowly and softly. This will help you develop rapport more easily.
[bookmark: _Toc51248328]Helpful rapport building behaviours
There are certain behaviours that are particularly helpful in building rapport. These include:
· If you are sitting, then lean towards the person you are talking to, with hands open and arms and legs uncrossed. This is open body language and will help you and the person you are talking to feel more relaxed.
· Look at the other person for approximately 60% of the time. Give plenty of eye-contact but be careful not to make them feel uncomfortable.
· When listening, nod and make encouraging sounds and gestures.
· Smile!
· Use the other person’s name early in the conversation. This is not only seen as polite but will also reinforce the name in your mind, so you are less likely to forget it!
· Try to ask the other person open questions (the type of questions that require more than a yes or no answer). These questions are more comfortable to answer, because you are not being put on the spot to give a clear opinion
· Avoid contentious topics of conversation. It is much easier to stick to the weather, the last speaker, and travel arrangements than risk falling out over politics.
· Use feedback to summarise, reflect and clarify back to the other person what you think they have said. This gives opportunity for any misunderstandings to be rectified quickly.
· Talk about things that refer to what the other person has said. Find links between common experiences.
· Try to show empathy. Demonstrate that you can understand how the other person feels and can see things from their point of view.
· When in agreement with the other person, openly say so and say why.
· Build on the other person’s ideas.
· Be non-judgmental towards the other person. Let go of stereotypes and any preconceived ideas you may have about the person.
· If you must disagree with the other person, give the reason first, then say you disagree.
· Admit when you do not know the answer or have made a mistake. Being honest is always the best tactic and acknowledging mistakes will help to build trust.
· Be genuine, with visual and verbal behaviours working together to maximize the impact of your communication.
· Offer compliments, avoid criticism and be polite.
[bookmark: _Toc51248329]Reframing
Reframing is the process of making a shift in the nature of a problem.  It is the process of changing a negative statement into a positive one by changing the ‘frame’ or reference used to interpret the experience.  If all meaning is context dependent and if you change the context or content, then you will change the meaning.  All content is reframable simply by changing the structure, the process, or the context.
The basis of all reframing is to separate intention from behaviour and consequence.  Intention is the opposite of consequence.  It is how you precede an action or behaviour and consequence is what happens at the end of the action.  Consequences can be either positive or negative.
To reframe you have options.
· Redefine the words
· Change the time frame
· Explore the consequences
· Change the chunk size
· Find a counter example
· Ask for evidence
· Appeal to the positive intention behind the belief
· Change the context so that the relationship does not apply in the same way
[bookmark: _Toc51248330]EMOTIONAL INTELLIGENCE
Many of us are aware of IQ (Intelligence Quotient). Designed to measure intellectual intelligence, it gives a score from a series of tests. Higher IQs indicate better cognitive abilities, or the ability to learn and understand. People with higher IQs are more likely to do well academically without exerting the same amount of mental effort as those with lower IQ scores.
A logical assumption is that people with higher IQs will be more successful at work and through life. This assumption has been proven incorrect – there is more to success than simply being ‘clever’.
Emotional Intelligence (EI or sometimes EQ – Emotional Quotient) is a more modern concept and was only fully developed in the mid-1990s, by Daniel Goleman, among others.
A definition:  Emotional Intelligence is the measure of an individual’s abilities to recognise and manage their emotions, and the emotions of other people, both individually and in groups.
[bookmark: _Toc51248331]Benefits of being emotionally intelligent
People with higher emotional intelligence find it easier to form and maintain interpersonal relationships and to ‘fit in’ to group situations.
People with higher emotional intelligence are also better at understanding their own psychological state, which can include managing stress effectively and being less likely to suffer from depression.
[bookmark: _Toc51248332]There is no correlation between IQ and EI
Academic aptitude (IQ) has no connection with how people understand and deal with their emotions and the emotions of others (EI). This makes perfect sense: we have all met very clever people who nonetheless had no idea about how to deal with people, and the reverse.
Some people have high IQs and low emotional intelligence and vice versa, while some people score highly on both and some do not.
IQ and emotional intelligence attempt to measure different forms of human intelligence; along with personality, these measures make up an individual’s psyche.
Emotional intelligence is the one part of the human psyche that we can develop and improve by learning and practising new skills. IQ and personality are more static measures and likely to stay reasonably constant throughout life (although you can develop your ability to complete IQ tests very successfully).
Emotional intelligence can only be measured by how some individual progress through life – developing meaningful relationships with others, their interpersonal skills and understanding, their ability to manage their own emotions, and their personal skills.
[bookmark: _Toc51248333]Elements of emotional intelligence
Daniel Goleman divided Emotional Intelligence into ‘Personal’ and ‘Social’ competences, which broadly split between personal and interpersonal skills. Within each of these sections are a range of skills which are the elements of emotional intelligence.


	Personal Skills or Competences
	Social Skills or Competences

	How we manage ourselves
	How we handle relationships with others

	· Self-awareness
· Emotional awareness
· Accurate self-assessment
· Self-confidence
· Self-regulation
· Self-control
· Trustworthiness
· Conscientiousness
· Adaptability
· Innovation
· Motivation
· Achievement drive
· Commitment
· Initiative
· Optimism
	· Empathy
· Understanding others
· Developing others
· Service orientation
· Leveraging diversity
· Political awareness
· Social Skills
· Influence
· Communication
· Conflict management
· Leadership
· Change catalyst
· Building bonds
· Collaboration and cooperation
· Team capabilities

	Based on ‘Working with Emotional Intelligence’ Daniel Goleman.


Self-awareness
Self-awareness encompasses emotional awareness and accurate self-assessment.
Emotional awareness – the ability to recognise and make sense of not just your own emotions, but also those of others. High levels of emotional awareness means you can learn from your feelings quickly.  Example:  if you feel sad, you can reflect on why you are sad and make decisions that can help you.  It also means that you can predict emotions in advance – you know what actions will lead to what emotions and this means you can make better choices accordingly.
Benefits of emotional awareness:
· You can communicate your emotional states more clearly to others
· You can move through difficulties faster by using your emotions as a navigating tool
· You can set personal boundaries that work for you
· You can understand others better and be more helpful
· You can help yourself better by knowing what decisions lead to feeling good


Self-confidence
Self-awareness is the skill of being aware of and understanding your emotions as they occur and as they evolve. It is wrong to think of emotions as either positive or negative. Instead, you should think of them as appropriate or inappropriate. For example, anger is usually associated with being a negative emotion.  It can be a completely reasonable and appropriate emotion in certain circumstances – emotional intelligence allows us to recognise our anger and understand why this emotion has occurred.
Effective self-assessment of feelings and emotions will help to improve your confidence and self-esteem.
Self-regulation or self-management
Self-regulation includes:
· Self-control
· Trustworthiness
· Conscientiousness
· Adaptability
· Innovation
Having learned to be aware of your emotions, the skill of self-regulation relates to managing them appropriately and proportionately.
Self-management skills relate to the emotions you are feeling at any given time or in any given circumstance and how well you manage them. Self-control is a fundamental part of this, but other aspects relate to what you then do: whether you behave in a way which is recognised as ‘good’ or ‘virtuous’ or not.
Motivation
The final personal skills aspect of emotional intelligence is Motivation.
Self-motivation includes our personal drive to improve and achieve, commitment to our goals, initiative, or readiness to act on opportunities, and optimism and resilience.
Self-motivation and personal time management are key skills in this area.  Do not make unreasonable demands on yourself, learn to be assertive rather than just saying, ‘Yes’ to the demands of others.
Self-management skills relate to the emotions you are feeling at any given time or in any given circumstance and how well you manage them. Self-control is a fundamental part of this, but other aspects relate to what you then do: whether you behave in a way which is recognised as ‘good’ or ‘virtuous’ or not.
[bookmark: _Toc51248334]Social or interpersonal skills or competence
Interpersonal skills are the skills we use to interact with other people. They enable us to communicate appropriately and build stronger, more meaningful relationships. Emotional intelligence includes how we understand others and their emotions, and our actions and behaviours towards them.
There are two key aspects – empathy and social skills.
Empathy
Empathy is an awareness of the needs and feelings of others both individually and in groups and being able to see things from the point of view of others.
Empathy helps us to develop a stronger understanding of other people’s situations.
It includes understanding others, developing others, having a service orientation, leveraging diversity, and political awareness.
Empathy can often be difficult to achieve. Learn to listen effectively to both the verbal and non-verbal messages of others, including body movements, gestures, and physical signs of emotion. Use questions to find out more about other people and what they are feeling, and feedback to clarify that you have correctly understood their feelings. Acknowledge and respect the feelings of others even if you disagree, and avoid making comments or statements that are judgemental, belittling, rejecting, or undermining.
Social skills
Social skills include a wide range of relationship and interpersonal skills. These range from leadership through to influencing and persuading, managing conflict, as well as working in a team.
The term ‘social skills’ covers a wide variety of skills and competencies, many of which are rooted in self-esteem and personal confidence. By developing your social skills, being easy to talk to, being a good listener, being sharing and trustworthy, you also become more charismatic and attractive to others.
This in turn improves self-esteem and confidence which makes it easier for positive personal dialogue and a greater understanding and acceptance of your own emotions.
Persuasion and influencing
Persuasion is the art of enthusing others and winning them over to your ideas or proposed course of action.
People who are persuasive, or who have influence, read the emotional currents in a situation, and fine-tune what they are saying to appeal to those involved.
Communication
Communication skills are vital to good emotional intelligence. You need to be able to listen to others, and convey your own thoughts and, perhaps more importantly, feelings.
Good communicators:
· Listen well to those around them, making sure that they understand what is said, and seek full and open sharing of information
· Are prepared to hear about problems, and do not just want to be told about good news
· Deal with difficult issues straight away, and do not allow problems to fester
· Register and act upon emotional cues in communicating, making sure that their message is appropriate
Assertiveness
Assertiveness is one of the essential skills in the modern working environment, and for good and harmonious relationships at home. There are many benefits of being assertive such as better time management, increased self-esteem, and the ability to negotiate more effectively. Assertion means standing up for what you want. It means expressing opposition. It means confrontation. It takes courage. Some find it harder than others because of their natural easy-going style and therefore more practice is required. However, the aim should not be just to gain a win. The aim should be to solve the problem and get the best result.
How to Say “NO”
Is it good to please all people all the time?  Is it possible? Can one be happy giving in all the time?  Turning the other cheek? Perhaps not.  It may lead to frustration, giving in to wrong people, developing parasites, and a sense of injustice.  You should know when to say “No” to and to who you can say it to – including your dearly loved ones.
When you cannot say NO, you must face consequences such as:
· You end up doing things that you do not like to do.
· You lose respect for yourself for doing things that you do not like.
· Because you waste your time and energy doing things that you do not like, you do not have time and energy for doing things which you like.
· Others take you for granted.
· Not being able to say NO produces a lack of communication between you and the other person.
· It also spoils interpersonal relationships.
It is okay to hurt others occasionally by saying NO, when you feel you are doing the right thing by saying so.  The other person has the right to ask, and you have the right to refuse.  Do not hold a grudge just because they asked.  (Such a grudge could be due to jealousy that you cannot make such demands.)
Your NO should be firm, clear, and not accompanied by a long explanation. You should not sound very apologetic while you say it, that is more than the situation warrants. Remember you have the right to say NO.
Questionnaire: Assertion self-analysis
Assertiveness is a topic we like to steer clear off at times (especially the ladies) as it is not how we were brought up.  We like to be ‘nice’ to others and be helpful and kind and usually to the detriment of ourselves.  Assertiveness means that we communicate with grace and elegance’ letting people know how we feel ensuring that there is a win-win for all involved, in any situation.
Attached to this module is a questionnaire that you can complete to see how you fair on assertiveness.  
Collaboration and cooperation / team-working
There are some people who work well with others: they build good and productive working and other relationships.
This is a key social skill in emotional intelligence. These people tend to see the relationship as at least as important as the task in hand: they value people as much or more as the activity.
They actively collaborate, sharing plans and ideas, and work together to build a better whole. In doing so, they promote a cooperative climate in which everyone is invited to contribute. They also actively seek out opportunities for collaborative working.
When good team-workers are in a team, the team performs better. They draw other members of the team in and help them to collaborate. They build a team identity and therefore foster commitment. They may do this from a leadership role, or they may be a subordinate, but having people like this in a team is crucial to success.
Building Rapport
It is vital to be able to build and maintain relationships with other people.
Developing this skill will lead to better relationships, and a much better ability to work and get on in life. People who are good at this are great networkers, building and maintaining a strong network of contacts and connections.
They are extremely good at building rapport, but also work on established relationships to keep them healthy. One characteristic of people who are good at this skill is that they have many friends among their work colleagues. It is very much about valuing others: being interested in them and wanting to know more about them.
[bookmark: _Toc51248335]Questionnaire: Emotional Intelligence
Attached to this module is a lengthy questionnaire on Emotional Intelligence for you to do when you have the time to make a cup of tea and go through it with thought.  Once you have completed the questionnaire, look at the areas that need improvement for you to become more emotionally intelligent and put a plan of action into place.
[bookmark: _Toc51248336]CONFLICT MANAGEMENT
Conflict, or more specifically, interpersonal conflict, is a fact of life, and particularly of organisational life. It often emerges more when people are stressed, for example, when there are changes on the horizon, or when everyone is under pressure because of a looming deadline.
Conflict can also arise in relationships and situations outside work.
Handling conflict in ways that lead to increased stress can be detrimental to your health. Poor conflict management can lead to higher production of the stress hormone cortisol, and cause hardening of the arteries, leading to increased risk of heart attacks and high blood pressure.
Learning to deal with conflict in a positive and constructive way, without excessive stress, is an important way to improve your well-being as well as your relationships.
[bookmark: _Toc51248337]Communicating in difficult situations
Most people want to avoid conflict and potentially stressful situations – this is human nature.
People often find it easier to avoid communicating something that they think is going to be controversial or bad, putting off the communication and letting the situation fester.
A manager may hold off telling an employee that their standard of work is unsatisfactory.  You may put off having that ‘difficult’ conversation with your partner, especially if it concerns some kind of wrongdoing, financial or emotional issues.  A child may put off telling their parents that they are struggling with classes at school.
Most people can think of times when they have put off having that ‘difficult’ conversation. Most people will also recognise that putting off the difficult conversation alleviates short-term anxiety. Constantly putting off difficult communication situations often leads to feelings of frustration, guilt, annoyance with oneself, anger, a reduction in self-confidence and, ultimately, more stress and anxiety.
By following some simple guidelines and by using some well-tuned communication skills, communicating in difficult situations becomes easier.
[bookmark: _Toc51248338]What is conflict?
Interpersonal conflict has been defined as:
“An expressed struggle between at least two interdependent parties who perceive incompatible goals, scarce resources, and interference from the other party in achieving their goals”.
Unpicking this a little, it means that for a disagreement to become a conflict, there needs to be:
· Some element of communication: a shared understanding that there is a disagreement
· The well-being of the people involved needs to depend on each other in some way. This does not mean that they need to have equal power: a manager and subordinate can be equally as interdependent as a married couple
· The people involved perceive that their goals are incompatible, meaning that they cannot both be met
· They are competing for resources
· Each perceives the other as interfering with the achievement of their goals.
[bookmark: _Toc51248339]Types of conflict
There are three types of conflict, personal or relational conflicts, instrumental conflicts, and conflicts of interest:
· Personal or relational conflicts are usually about identity or self-image, or important aspects of a relationship such as loyalty, breach of confidence, perceived betrayal, or lack of respect.
· Instrumental conflicts are about goals, structures, procedures and means something tangible and structural within the organisation or for an individual.
· Conflicts of interest concern the ways in which the means of achieving goals are distributed, such as time, money, space, and staff. They may also be about factors related to these, such as relative importance, or knowledge and expertise. An example would be a couple disagreeing over whether to spend a bonus on a holiday or to repair the roof.
[bookmark: _Toc51248340]Resolving conflict
It is important to emphasise that dealing with conflict early is usually easier because positions are not so entrenched, others are less likely to have started to take sides and the negative emotions are not so extreme.  The best way to address conflict in its early stages is through negotiation between the participants.
Later, those in conflict are likely to need the support of mediation or even arbitration or a court judgement, so it is much better to resolve things early.
[bookmark: _Toc51248341]Strategies for dealing with conflict
Compete or Fight
This is the classic win/lose situation, where the strength and power of one person wins the conflict.
It has its place, but anyone using it needs to be aware that it will create a loser and, if that loser has no outlet for expressing their concerns, then it will lead to bad feeling.
Collaboration
This is the ideal outcome: a win/win situation.
This strategy requires input of time from those involved to work through the difficulties and find a way to solve the problem that is agreeable to all.
Compromise or Negotiation
This is likely to result in a better result than win/lose, but it is not quite win/win.
Both parties give up something in favour of an agreed mid-point solution. It takes less time than collaboration but is likely to result in less commitment to the outcome.
Denial or Avoidance
This is where everyone pretends there is no problem.
It is helpful if those in conflict need time to ‘cool down’ before any discussion or if the conflict is unimportant but cannot be used if the conflict will not just die down. It will create a lose/lose situation, since there will still be bad feeling, but no clearing the air through discussion, and results, in Transactional Analysis terms, in ‘I’m not OK, you’re not OK’.
Smoothing Over the Problem
On the surface, harmony is maintained but underneath, there is still conflict.
It is like the situation above, except that one person is probably “OK” with this smoothing, while the other remains in conflict, creating a win/lose situation again. It can work where preserving a relationship is more important than dealing with the conflict right now but is not useful if others feel the need to deal with the situation.


[bookmark: _Toc51248342]Essential skills for handling conflict
There are a wide range of useful skills for handling conflict. Possibly the most important is assertiveness.
· You need to be able to express your views clearly and firmly, but without aggression. One model to use is ‘Describe the situation, express your feelings and Specify what you want done’.
· It is also helpful to think about how you communicate about the situation. When you want to talk about the effect of the conflict or the other person’s behaviour, it is most effective to use ‘I’ statements. In other words, you should explain the effect of behaviours or actions on you. For example: “When you said x, it made me feel y.”  – this is much easier to hear than “Your behaviour is horrible”, or even “You are a bad person”. It can therefore make it easier to discuss problem areas without creating further conflict.
· You need to practise active listening to ensure that you fully understand the position of those involved in the conflict. This is true whether you are an active participant or a potential mediator.
· It is also helpful to understand and recognise emotion in both yourself and others – emotions are never good or bad, but simply appropriate or inappropriate. A useful skill in managing conflict is to be able to help others recognise when emotions are inappropriate, and when it is likely to be fine to express them.  One part of emotional intelligence which is likely to be particularly useful is empathy.  This is the skill of being able to put yourself in other people’s shoes and supporting those involved to do the same.

In handling conflict both as a direct participant and as a potential mediator, it is important to know your limitations.
If you reach a point where you do not feel confident that your intervention is going to help, then it is okay to step back and ask for help. Sometimes you might need to involve someone else, such as a trained mediator, and that is fine. It is much better to ask for help than to step in and make matters worse.
[bookmark: _Toc51248343]Tips for handling arguments and confrontations
· Be sure of what you are talking. Know your facts
· Know what you want when you start arguing
· Tell clearly what you feel and what you want
· Listen to the other person with an open mind
· Think about what the other person has said
· Clarify doubts
· State your opinion
· Discuss and try to reach a joint solution
· Accept your mistakes when they are pointed out
· Try not to lose your temper at any point
· Argue on situation, do not criticize the person
· Do not get into arguments when you know that you cannot convince the other person
[bookmark: _Toc51248344]Dealing with difficult conversations
There must be a balance between communicating something difficult and being as sensitive as possible to those concerned. The skill set required to do this may seem somewhat contradictory as you may need to be both firm and gentle in your approach.
Information gathering – make sure you have your facts straight before you begin, know what you are going to say and why you are going to say it.  Try to anticipate any questions or concerns others may have and think carefully about how you will answer questions.
Being assertive – once you are sure that something needs to be communicated then do so in an assertive way. Do not find yourself backing down or changing your mind mid-conversation, unless of course there is good reason to do so.
Being empathic – put yourself in the other person’s shoes and think about how they will feel about what you are telling them; how would you feel if the roles were reversed?  Give others time to ask questions and make comments.
Being prepared to negotiate – often a difficult situation requires a certain amount of negotiation, be prepared for this.  When negotiating, aim for a win-win outcome – that is, some way in which all parties can benefit.
Using appropriate verbal and non-verbal language – speak clearly avoiding any jargon that other parties may not understand, give eye contact, and try to sit or stand in a relaxed way.  Do not use confrontational language or body language.
Listen – when stressed we tend to listen less well, try to relax, and listen carefully to the views, opinions, and feelings of the other person/people.  Use clarification and reflection techniques to offer feedback and demonstrate that you were listening.
Staying calm and focused – communication becomes easier when we are calm, take some deep breaths and try to maintain an air of calmness, others are more likely to remain calm if you do.  Keep focused on what you want to say, do not deviate, or get distracted from the reason that you are communicating.

[bookmark: _Toc51248345]The story of two donkeys
[image: ]
Every conflict situation has a “win-win” alternative that comes out of co-operation or collaboration.  The needs of every individual are different.  If we learn to balance our needs with that of others, we can work out a solution where both are happy.
Remember the story of the two donkeys who were tied together with a rope, and who found two stacks of hay at opposite ends?   Instead of pulling each other to opposite ends, they decided to both eat one stack of hay, and then together walk to the second stack and eat that jointly too!
“Make the world a happy place for yourself and others” – Ali.
[bookmark: _Toc51248346]Questionnaire: What is your conflict style?
Another questionnaire to help you see where you need to improve (if necessary).  Once again, once you have your result, put a plan of action in to improve areas to help you be more assertive if necessary and where you will always work towards a win-win solution.
[bookmark: _Toc51248347]MEDIATION SKILLS 
Mediation is the involvement of an impartial third party to support and help those involved in a conflict to find a resolution.
The key difference between negotiation and mediation is that in negotiation, the parties involved work out their own agreement. In mediation, they have the support of the third party, the mediator, to help them come to an agreement.
Mediation, whether formal or informal, can often help solve conflicts that have gone beyond the negotiation stage.
[bookmark: _Toc51248348]Characteristics of mediation
A key aspect of mediation is that the mediator does not ‘sort things out’ or make any decisions for the parties involved. Instead, he or she helps the parties involved work together to develop their own agreement.
Mediation involves:
· Voluntary participation
· Face-to-face discussions between the parties in conflict
· An unbiased mediator without any decision-making power who helps those involved to understand each other’s point of view and come to an agreement
· Equal opportunities for all participants to speak and explain their perspective
· All relevant information being shared
· A shared agreement between the parties
Although there are many trained mediators working to resolve conflicts, anyone can act as a mediator, whether in a disagreement between colleagues or to bring two quarrelling friends or neighbours together again.
[bookmark: _Toc51248349]Step 1 – Preparation
You will need to lay out the ‘ground rules’ for the mediation process. Some basic rules of communication and confidentiality will be essential, but there may also be others pertinent to that situation. For example, you might want to set out that only one person talks at a time, and while someone is talking, the others listen in silence, that there is to be no verbal abuse at any time, and that all that happens remains confidential unless both parties agree to speak about it outside mediation. You may also wish to set out the mediator’s role: to be impartial and help the parties to reach their solution, but also to protect the parties from each other if necessary.
You should also consider whether you should have separate meetings with each party to develop a better understanding of the issues before mediating a joint meeting.
[bookmark: _Toc51248350]Step 2- Reconstructing and understanding the conflict
Your task at this stage is to listen to the participants’ stories, whether together or separately, and clarify what they want to achieve from the process.
If you are meeting both participants together, it is helpful if you can summarise the main points of conflict in a neutral way that both can agree upon, and propose an agenda for the discussion: an order in which issues should be discussed. It can also be helpful at this stage to name the emotions that participants are feeling, to show that they have been recognised and understood.
[bookmark: _Toc51248351]Step 3 – Defining points of agreement and dispute
During this stage, your role is to help the participants to move towards a position where they start to understand each other’s point of view and can then begin to resolve a shared problem.
One way to do this is to think of it as moving from a focus on the past to one on the future. It can also be helpful to use paraphrasing and summary in neutral terms to help the participants identify areas of agreement, and to check understanding. It is extremely powerful to reflect feelings back to the participants, as it shows both that they have been heard.
Do not be afraid to suggest a break for coffee or a walk outside, or even an adjournment to another day if you think things are getting a bit heated. ‘Time out’ is a valuable reflection opportunity for everyone.
[bookmark: _Toc51248352]Step 4 – Creating options for agreement
A useful starting point for this stage is to identify the simplest area, or the one on which there is most agreement, and suggest resolving that first, to give a ‘quick win’.
Useful techniques for developing options include brainstorming. At this stage, ‘anything goes’! You then need to help the participants to develop evaluation criteria, which should ideally be objective and in order of importance.
Your role here is chiefly to make sure that all participants are equally involved in generating options and developing evaluation criteria, and that they cover all parts of the problem. Make sure that you are reflecting their opinions and not your own and you can point out linkages between options and/or problems.
Once the options have been evaluated, you will need to guide them to a single solution that suits all parties and help them to fine-tune it if necessary.
[bookmark: _Toc51248353]Step 5 – Developing an agreement
Like objectives, an agreement should be SMART, that is Specific, Measurable, Attainable, Realistic and Time-bound. You can help the participants to achieve this by:
· Writing down the proposal in neutral language and reading it back to them.
· Writing down individual points so they are clear and understood.
· Clarifying any general or vague points, for example, by asking the participants to agree concrete behavioural changes with deadlines for achievement.
· Avoid legalistic language and keep everything simple.
· Summarise progress and next steps, including setting a deadline for any future meetings, and identifying any remaining areas of difficulty, and options for their resolution.
· Being positive about progress and the fact that everyone has remained engaged.
· Offering your continued support as a mediator if required.
· Ensuring both parties sign the agreement at once and close the meeting once agreement is reached.
[bookmark: _Toc51248354]Skill mediators need
A mediator needs a range of skills, including:
· Active listening skills
· Questioning and clarifying skills to grasp both the facts and the areas of controversy
· Emotional intelligence to understand the underlying emotions
· Summarising skills to set out the main points of controversy, and underlying emotions, and to help the participants to re-frame issues in less emotive language
· Empathy to help each party to stand in each other’s shoes and understand each other’s point of view
Perhaps most importantly, a mediator must not take sides, or be seen to be acting unfairly. You will therefore need to acknowledge points made by both parties and spend equal time with each person or on their issues. It’s never going to help to point out that someone is being unreasonable, but you can help them take a ‘reality check’ by asking what they would consider a reasonable outcome, and then asking whether they think the other party would agree.

Although a little humility is always a good thing, it is important to remember that mediation might not always work, and that it is not always the fault of the mediator if it does not.
For example, if participants do not come ready to find a shared solution it is going to be difficult to mediate one. Cross-cultural disputes are always going to be hard to mediate, because what is acceptable behaviour in one culture may be totally unacceptable in another.
A good mediator will always try to be aware of what else is going on, trying to understand any hidden agendas and barriers to effective problem solving. An effective mediator will, at the same time, be able to distance themselves from the problem.
The role of the mediator is to help others resolve their problems in a mutually agreeable way without getting bogged down in the problem themselves.
[bookmark: _Toc51248355]Questionnaire: What is your conflict handling style?
When answering the questionnaire, be honest with yourself.  This is not a test and there is no right or wrong.  The first answer that comes to mind is generally the right one.
Once you have worked out your conflict style, put a plan into action to improve your style, if necessary.
[bookmark: _Toc51248356]INTERCULTURAL COMMUNICATION
Our culture is a learned set of assumptions that shape our perceptions of the world and of appropriate values, norms, attitudes, and behaviours.
We learn our culture.  Perceptions about gender, age and social class are culturally based, as are ideas about:
· Race
· Ethnicity
· Religious practices
· Sexual orientation
· Physical appearance and ability
No culture is made up of one stone nor is cultural diversity restricted to one group.
[bookmark: _Toc51248357]High culture vs low culture
Cultural assumptions and expectations determine both the form and the content of every business interaction.  Cultural anthropologist E.T. Hall theorised that people’s cultural values and beliefs determine their communication style.  Hall characterised these communication behaviours as high context and low context.
In high context cultures, most of the information is inferred from the context of a message – little is spelled out.  Chinese, Japanese, Arabic and Latin American cultures could be considered high context.
In low context cultures, context is less important.  Most information is explicitly spelled out.  German, Scandinavian and the dominant North American cultures could be considered low context.
High context and low context cultures value different kinds of communication and have different attitudes towards oral and written channels.  Low context cultures favour direct approaches and perceive indirectness as dishonest or manipulative.  The written word is seen as more important than spoken agreements, so contracts are binding but promises may be broken.  Details, logic, and time constraints matter.
	
	High Context
	Low Context

	Preferred communication strategy
	Indirectness, politeness, ambiguity
	Directness, confrontation, clarity

	Reliance on words to communicate
	Low
	High

	Reliance on non-verbal signs to communicate
	High
	Low

	Importance of written word
	Low
	High

	Agreements made in writing
	Not binding
	Binding

	Agreements made orally
	Binding
	Not binding

	Attention to detail
	Low
	High


Culture influences every single aspect of business communication.  How to show politeness and respect, how much information to give, how to motivate people, when, how much and how loudly to talk and laugh.  How to organise a letter – even what size paper to use!
Communication is also influenced by the organisational culture and by personal culture, such as gender, race and ethnicity, social class and so on.  These cultures intersect to determine the communication needed in each situation.  Sometimes one kind of culture may dominate another culture.
[bookmark: _Toc51248358]Values beliefs and practices
Values and beliefs, often unconscious, affect our response to people and situations.  Most Canadians, for example, value “fairness.” “You are not playing fair” is sharp criticism calling for changed behaviour.  In some countries people expect certain groups to receive preferential treatment.  Most North Americans accept competition and believe that it produces better performance.  The Japanese, however, believe that competition leads to disharmony.  United States businesspeople believe that success is based on individual achievement and is open to anyone who excels. Canadians prefer co-operation to blatant competition.  In England and in France, success is more obviously linked to social class and in some countries the law prohibits people of some castes or races from participating in society.
Many North Americans value individualism.  Other countries rely on group consensus for decision making.  In traditional classrooms, North American students are expected to complete assignments alone.  If they receive too much help from anyone else, they are cheating.  In Japan, groups routinely work together to solve problems.  In the dominant North American culture, quiet is a sign that people are working.  In Latin American, Mediterranean, Middle Eastern and Asian countries, people talk to get the work done.  Conversely, the extroverted behaviours rewarded in the classrooms and boardrooms of North America are considered rude and crazy in Japanese culture.
Values and beliefs are often influenced by religion.  Christianity coexists with a view of the individual as proactive.  In some Muslim and Asian countries, it is seen as presumptuous to predict the future by promising action by a certain date.  Some Amish and Jewish communities live and work in strict adherence to traditional customs.  The Puritan work ethic, embraced as a cultural value throughout the north-eastern United States regardless of race or religion, legitimizes wealth e seeing it as a sign of divine favour.  In other Christian cultures, a simpler lifestyle is considered as being closer to God.
[bookmark: _Hlk51243905][bookmark: _Toc51248359]Non-verbal communication
Communication that makes meaning without words is part of everyday life.   Facial expressions, gestures, our use of time and space – ever our pauses and vocal intonations all communicate pleasure or anger, friendliness or distance, power, and status.
Non-verbal communication is older and more powerful than spoken language and its symbols can be misinterpreted just as easily as can verbal symbols (words).  For example, a woman brought a new idea to her boss, who glared at her, brows together in a frown as she explained her proposal.  The stare and lowered brows symbolised anger to her and she assumed that he was rejecting her idea.  Several months later, she learned that her boss always frowned when he was concentrating.  The facial expression she had interpreted as anger had been intended to convey thinking.
Misunderstandings are even more common in communication across cultures since non-verbal signals are culturally defined.  An Arab student assumed that his North American roommate disliked him intensely because the roommate sat around the room with his feet up on the furniture, soles toward the Arab roommate.  Arab culture sees the foot in general and the sole as unclean – showing the sole of the foot is an insult.
As is true of any aspect of communication, knowledge is power.  Learning about non-verbal symbols gives you the information you need to project the image you want and makes you more conscious of the signals you are interpreting.  Since experts claim that 93 percent of all our communication is based on non-verbal symbols, your awareness and correct interpretation of non-verbal communication is vital to your personal and professional development.  Remember to check your perceptions before making assumptions about others’ non-verbal signals.
Body language
Posture and body language connote self-concept, energy, and openness.  Open body positions include leaning forward with uncrossed arms and legs, with the arms away from the body.  Closed or defensive body positions include leaning back, arms and legs crossed or closed together or hands in pockets.  As the labels imply, open positions suggest that people are accepting and open to new ideas.  Closed positions suggest that people are physically or psychologically uncomfortable, that they are defending themselves and shutting other people out.
People who cross their arms or legs claims that they do so only because the position is more comfortable.  Certainly, crossing one’s legs is one way to be comfortable in a chair that is the wrong height.  Women used to be taught to adopt a “ladylike” posture – arms close to their bodies and knees and ankles together.  But notice your own body the next time you are in a perfectly comfortable discussion with a good friend.  You will probably find that you naturally assume open body positions.   The fact that so many people in organisational settings adopt close positions may indicate that many people feel at least slightly uncomfortable in school and on the job.
People of eastern cultures value the ability to sit quietly.  They may see the western culture tendency to fidget and shift as an indication of a lack of mental or spiritual balance.
Eye contact
Western cultures see eye contact as a sign of honesty.  But in many cultures, dropped eyes are a sign of respect.  Puerto Rican children are taught not to meet the eyes of adults.  The Japanese are taught to look at the neck.  In Korea, prolonged eye contact is considered rude.  The lower ranking person is expected to look down first.  In Muslim countries, women and men are not supposed to make eye contact.
These differences can lead to miscommunication in the multicultural workplace.  Supervisors may assume from their eye contact that employees are being disrespectful, when, in fact, the employee is behaving appropriately according to the norms of his or her culture.
Gestures
Western cultures see eye contact as a sign of honesty.  But in many cultures, dropped eyes are a sign of respect.  Puerto Rican children are taught not to meet the eyes of adults.  The Japanese are taught to look at the neck.  In Korea, prolonged eye contact is considered rude.  The lower ranking person is expected to look down first.  In Muslim countries, women and men are not supposed to make eye contact.
These differences can lead to miscommunication in the multicultural workplace.  Supervisors may assume from their eye contact that employees are being disrespectful, when, in fact, the employee is behaving appropriately according to the norms of his or her culture.
Space
Concepts of space are also culturally understood.  Personal space is the distance someone wants between himself/herself and other people in ordinary, non-intimate exchanges.  Observation and limited experimentation show that most North Americans, North Europeans, and Asians want a bigger personal space than do Latin Americans, French, Italians, and Arabs.  People who are accustomed to lots of personal space and are forced to accept close contact on a crowded elevator react in predictable and ritualistic ways – they stand stiffly and avoid eye contact with others.
Even within a culture, some people like more personal space than do others.  One study found that men took up more personal space than women did.  In many cultures, people who are of the same age and sex take less personal space than do mixed age or mixed sex groups.
Touch
Repeated studies prove that babies need to be touched to grow and thrive and that older people are healthier both mentally and physically if they are touched.  Some people are more comfortable with touch than others.  Some people shake hands in greeting but otherwise do not like to be touched at all, except by family members or close friends.
Most parts of North America allow opposite sex couples to hold hands or walk arm in arm in public but frown on the same behaviour in same sex couples.  People in Asia, the Middle East and South America have the opposite expectation.  Male friends or female friends can hold hands or walk arm in arm, but it is slightly shocking for opposite sex couple to touch in public.  In Iran and Iraq, handshakes between men and women are improper.
Other non-verbal symbols
Many other symbols can carry non-verbal meanings – clothing, colours, age, and height to name a few.
In Canada, certain styles and colours of clothing are considered more “professional” and more “credible.” Certain cloths and fabrics – silk and linen for example, carry non-verbal messages of success, prestige, and competence.  In Japan, clothing denotes not only status but also occupational group.  Private school students wear uniforms.  Company badges indicate rank within the organisation.  Workers were different clothes when they are on strike than when they are working.
Colours can also carry cultural meanings in a culture.  In Canada, mourners wear black for funerals, while brides wear white at their wedding.  In pre-Communist China and in some South American tribes, white is the colour of mourning.  Purple flowers are given to dead people in Mexico.  In Korea, red ink is used to record deaths but never to write about living people.
[bookmark: _Toc51248360]Non-verbal communication symbols
Non-verbal communication symbols have different meanings from culture to culture.  For example, the “Okay” sign made by placing the forefinger and thumb into a circle and raising the remaining fingers has a positive meaning in North American cultures.  In some other cultures, this gesture is considered offensive.  People in different cultures feel differently about the use of personal space.  Standing one foot away when talking with someone is a comfortable distance for people in some cultures.  In other cultures, this distance is too close and will make the listener feel uncomfortable, as if her or his space is being invaded.  A listener in this situation may keep backing away from the speaker and have difficulty focusing on the message.  Learn about the non-verbal cues of people from different cultures with whom you communicate so that you can send the appropriate non-verbal messages.
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· Direct Communication: Though mannerisms in communication vary among ethnic groups, most South Africans have a direct style of communication. They generally speak confidently and straight to the point. Their intention and meaning is very self-evident. For example, a South African is likely to openly point out when you are wrong or disagree with you on the spot. This can come across as overly assertive or blunt. Keep in mind that this is not generally the intention. Moreover, they are likely to appreciate similar honesty and not take offence to it as such.
· Raised Voices: Afrikaners and black South Africans (particularly females) naturally tend to speak at a louder volume than those from the English-speaking West. It is also normal for black South Africans to continue conversations by shouting when situated at a distance from one another (e.g. standing across the road or a room).
· Silence: Silence can be interpreted as a sign that the conversation is not engaging or that something is wrong. South Africans can grow uncomfortable with prolonged periods of silence and may naturally speak to fill it.
· Location and Formality: Communication may vary depending on the location, with more traditional approaches being used in rural areas and people adopting more cosmopolitan approaches in urban areas. For example, Afrikaans people might find it very rude to refer to elders without using the prefix "Oom" (uncle) or "Tannie" (auntie) while in a small town. In an urban environment they might simply use the formal "Meneer", "Mevrou" or "Juffrou" (Mr, Mrs or Miss) when talking about older people.
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· Physical Contact: South Africans are generally comfortable with physical affection and like to express warmth through actions such as hugging and patting each other on the back. A lack of physical contact can be interpreted as aloofness, unfriendliness, or a lack of trust.
· Hands: Some ethnic groups may find it impolite to make gestures with the left hand. Black South Africans generally favour the right hand. White South Africans are generally comfortable with using both left and right hands. Putting your hands in your pockets can be misinterpreted as disrespectful.
· Expression and Body Language: Black South Africans are very animated and communicate heavily through their facial expressions when speaking. White South Africans generally make less use of hand gestures in conversation.
· Eye Contact: South Africans tend to maintain steady eye contact throughout the duration of a conversation. However, older South Africans may avert their eyes to show respect to authority.
· Personal Space: Black South Africans often sit and stand close to each other. Therefore, some may stand at proximities that a Westerner may consider to be uncomfortably close. It is likely they have not been made aware of the discomfort some people may feel with this.
· Gestures: Making a ‘V’ with the index finger and middle finger in the shape of the peace sign is very rude if your palm is facing towards yourself. Youth in South Africa sometime use the sign known to the West as the ‘shaka’ or ‘hang loose’ sign (thumb and little finger extended and other fingers against the palm, rocked side to side) to express ‘hello’ or ‘good-bye’.
· Pointing: It considered rude to use your index finger to point at someone.
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