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COMMUNICATION SKILLS

Jesus’ Four Encounters

1.  The woman at the well (John 4:4-26) Why did this woman come to draw water in the heat of the day when all the other women were indoors? And why was she willing to talk to a stranger?
2.  The rich young ruler (Luke 18:18-25) What was the reason the rich young ruler asked what he should do to inherit eternal life? Was he trying to tell Jesus how good he was?
3.  Zaccheus (Luke 19:1-9) Why was Zaccheus up in the tree? When Jesus told him to come down for he wanted to eat at his house, what message did this send him?
4. Nicodemus when he came to Jesus by night (John 3:1-15) When Nicodemus said "We know you are a teacher sent from God" Jesus could "read between the lines" and right away he addressed the real problem--Nicodemus thought he was pretty good, but Jesus showed him what was missing in his life.   

PRINCIPLES TO USE IN UNDERSTANDING AND USING INFORMATION

I.  "Lag time" should be used to gather information.

Most individuals speak at the rate of 100-150 words a minute, while they listen at the rate of 450-500 words a minute. "Lag time" is that gap between the speed of talking and the speed of listening. 

II. Congruence is a second element influencing the constructive use of lag time. 

Congruence is when words, tone of voice and body language all convey the same message. Incongruence is when one or two components are in conflict with the other thus giving a clue to confusion or uncertainty.

III. The Interpersonal Gap is the third element into effective listening

The interpersonal gap is the difference between the backgrounds, education, religious beliefs, and history of each party and how clearly each understands the other. The less they understand the meaning of the words, body language, and behavior of each other, the greater the interpersonal gap. 

PRIVATE 
IV. Becoming aware of body languagetc  \l 2 "IV. Becoming aware of body language"
Certain gestures give an idea as to how a person is feeling. When coupled with the other components of the listening skills, these gestures help give a clearer view of how the individual is feeling and where they are coming from. 

PRIVATE 
OPENNESStc  \l 2 "OPENNESS"
Open hands

Unbuttoned coat

PRIVATE 
DEFENSIVENESStc  \l 2 "DEFENSIVENESS"
Arms crossed on chest

Legs crossed

Fistlike gestures

Pointing of index finger

PRIVATE 
EVALUATIONtc  \l 2 "EVALUATION"
Hand-to-face gestures

Head tilted

Stroking of chin

Peering over eyeglasses

Earpiece or glasses in mouth

Hand to bridge of nose

PRIVATE 
SUSPICIONtc  \l 2 "SUSPICION"
Arms crossed

Sideways glance

Rubbing of eyes

Touching or rubbing of nose

Movement away from speaker

PRIVATE 
INSECURITYtc  \l 2 "INSECURITY"
Flesh pinching

Chewing pen’pencil

Fingernail biting

Hands in pockets

PRIVATE 
COOPERATIONtc  \l 2 "COOPERATION"
Upper body in sprinter's position

Open hands

Sitting on edge of chair

Unbuttoning of coat

PRIVATE 
CONFIDENCEtc  \l 2 "CONFIDENCE"
Steepled hands

Hands behind back

Back stiffened

Hands in coat pockets with thumbs out

Hands on coat lapels

PRIVATE 
NERVOUSNESStc  \l 2 "NERVOUSNESS"
Throat clearing

"Whew" sound

Whistling

Hand over mouth while speaking

Refusal to look at other person

Tugging at pants while seated

Money jingling in pockets

Tugging at ear

Perspiration

Hand wringing

PRIVATE 
FRUSTRATIONtc  \l 2 "FRUSTRATION"
Short breaths

Tightly clenched hands

Hand wringing

Fistlike gestures

Pointing of index finger

Hand "combing" hair

Hand rubbing back of neck

Head scratching

Buttoning of coat 

         Fidgeting in chair

V. Becoming aware of the cry for help 

Anxiety provoking events are brought about in four ways:

-
When something bad really happens like a car accident or severe illness

-
When a moral issue is present like a spouse being unfaithful

-
A neurotic problem is when a person imagines something to be true

-
An existential issue—worries about life or death— "Where did I come from? Why was I born? Where am I going to?"

PRIVATE 
VI. Specific listening techniques tc  \l 2 "VI. Specific listening techniques (15)"
A.  Asking questions
1.
Ask the right question at the right time. Use questions that build trust.

· listen for information that is volunteered in the conversation

· use questions that show interest

· start with generalities, then move to more specific questions


· ask only those things which apply to the conversation

2.
Do not use prying questions. These block the conversation and can invade a person’s privacy (and we do not do that! Do not ask

· questions that probe into personal affairs

· change the subject

· questions that appear judgmental and that appear as if we know the right answer

3. Do not be afraid of silence. Silence gives time for thought processes to work.

B.  Checking Feelings 

Example of feeling words:

PRIVATE 
HAPPY

SAD


ANGRY

AFRAIDtc  \l 2 "HAPPY

SAD


ANGRY

AFRAID"
cheerful

dismal

bitter


alarmed

enthusiastic

choked up

bewildered

anxious

jolly


ill at ease

indignant

fearful


lighthearted

mournful

enraged

impatient

playful

out of sorts

irritated

insecure

VII. Direct expression of feeling 

Report your inner feelings by using "I" statements and not the blaming "you" statements. "I" messages help you name your feeling instead of blaming the other person for the way you are reacting.

VIII. Language dominance 

Listening to and responding to the dominant language of the speaker makes communication more meaningful. There are three dominant language modes people use to communicate. They are: 

Audio - words related to sounds

Visual - words related to seeing

Feeling - words related to feeling

PRIVATE 
EXAMPLES OF LANGUAGE DOMINANCEtc  \l 2 "EXAMPLES OF LANGUAGE DOMINANCE"
PRIVATE 
VISUAL


AUDIO


FEELINGtc  \l 2 "VISUAL


AUDIO


FEELING"
see



hear



soft

view



loud



touch

eye to eye


listen



squeeze

look



soft



hug

straight


sound



fluffy

IX. Listening to stories 

Four types of stories and a counter story –

· I know someone who...

· Anniversary story

· Rehearsal story

· Reinvestment story

· The Counter story

Four levels of stories

1.
Long ago and far away - when someone is unsure of how the listener will react, to be safe, they will tell about something that happened a long time ago.

2.
Feelings long ago - as confidence builds (when the listener uses some of the skills) the storyteller will share feelings of long ago.

3.
Feelings now - as the trust builds even more, they will share feelings now.

4.
Self disclosure - finally they will feel safe in sharing what is really troubling them. (refer to interview: "I feel like my wife doesn't appreciate anything I do, and in fact, that she does not value me as a person."  

X. Commandment Listening  
Every individual forms a set of standards (commandments) that they learn from their parents, teachers, friends and associates. These are the rules or "commandments" which govern them and determine their behavior. These commandments may relate or may not relate to the Ten Commandments.

Example:  When someone is asked to do something and they reply, "I have never done it this way and I don't see the need to do so now" is an indication that their "commandment" is preventing them from changing.

Some of these "commandments" are good and may be kept for life, but others need to be broken and new ones made. For instance, once a woman marries her first obligation in to her husband, and no longer to her mother. She will share her plans and ideas with him before telling others.

Application: In dealing with people, it helps to know what it is that governs their behavior. A lot of misunderstandings will be avoided when this is known.

RESOURCES

Friendship Evangelism Seminar - A Concerned Communications Seminar, Monte Sahlin Advent Source

Leadership and Development Seminar (LEAD) Consultants, John Savage, Pittsford, NY

Learning to Care, Ben Maxson, Upper Columbia Conference
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