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Communication SkillsPRIVATE 

This is a brief overview of the ways people communicate and how an awareness of these good communication skills can help improve ministry. The objective of the seminar is to become aware of how to listen and provide a sounding board through which individuals seeking answers to life's twists and turns may find resolution. 

The seminar is divided into two sections.

Begin with "ice-breaker" 
Have everyone share their names and where they come from then use an "ice-breaker" game to warm up.

Use imaginary face of a clock with 12:00 noon to be where the presenter stands. Participants are to arrange themselves around the face of the clock according to their birthdays. e.g. January birthdays stand at 1:00 p.m., February birthdays at 2:00 p.m. etc. Find "twins" if there are any.

Introduction 
We're all made differently and come from varying backgrounds. Our temperaments and our reactions are not the same. Some of us are self-centered, others are impulsive, some are negative thinkers, others think positively. Some have a low self-image while others are self-assured. Some are well organized while others are scatter-brained. Some like to be surrounded by crowds while others are loners. Some are self-starters and others procrastinate. No two people are alike—everyone thinks and acts differently. 

It's not wise to judge individuals according to our ways of thinking or doing things. It is far better to try to put ourselves in the other person’s places and try to see things from their perspective and feel what they are feeling.

While on earth, the techniques Jesus used in dealing with people demonstrate the skills He used in reaching people's innermost concerns. In this way he was able to minister to their needs. With the prompting of the Holy Spirit, we can use these same skills today to help bring healing to troubled minds.

(This section is optional)

Four encounters Jesus had with individuals illustrate some of the skills He used. We will deal with these illustrations later, as we talk in more detail about the skills: 

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.   

Demonstration Interview  
The demonstration interview below will set the stage for a number of skills to be learned in this seminar. (Choose two people, one for each of the two characters, to read the interview to the class.) 


PRIVATE 
The Truck Driver's Dilemmatc  \l 2 "The Truck Driver's Dilemma"
(This really happened during an interview.)

We sat opposite each other looking out the window at the falling snow.

Q: "Is there something you'd like to talk about this afternoon?" 

A: "No, not really. I don't have anything in mind—well, I guess we can talk about the snow—I hate snow."

Q: "It's true that snow is cold and messy when it melts, but is there something else that makes you dislike snow?" 

A: "Well, I'm a truck driver and my pay is dependent on the number of trips I make each week. That's the way I support my family. When the roads are bad, I'm not able to work. This means less pay and less support for the family."

Q: "It’s reasonable that snow would be upsetting in your case and give you the feeling that you are not caring for your family. Could you share a little about your family—do you have children?"

A: "We have two children, a son six and a daughter four. We live in the woods near -------in Pennsylvania.  I'm able to keep enough wood chopped to heat the house in winter, and the trees provide shade during the summer so we don't need air conditioning. This makes living quite inexpensive. When I am home I spend a lot of time chopping wood to provide a good supply for our stove." 

Q: "From listening to you I gather you have a strong work ethic—that you feel compelled to work hard all the time. Am I right?" 

A: "Yes, I guess so. From when I was young, my dad instilled in me the importance of working hard and now that I have a family of my own I can see how important that is."

Q: "So that explains even further why you don't like snow—it keeps you from being busy. But I wonder, could there be any other reasons why snow upsets you?"


A: "Well, the longer snow keeps me at home, the longer I have to be away to make up for lost wages."

Q: "You have mentioned your family several times and the urgency to provide for them. I get the feeling that this is an all-consuming anxiety. Am I right?" 

A: "Yes, maybe it is. You see, I grew up in a very poor family where we had few conveniences and where my parents had to work and so did the kids. There was hardly any time to be together as a family. I determined that when I married, my family would be different. But things haven't worked out that way. I still have to work hard, but I do try to provide special things for the family.


"Once when I managed to earn a little extra money I decided to do something special to surprise my wife. I bought a rocking chair just like the one my grandmother used when I was a child. I was so pleased I'd been able to get her this special gift. The kids helped unwrap it and we put it near the stove where they could sit on my lap when I was home and we could rock by the fire."

Q: "You've not mentioned how your wife reacted to this special gift."

A: "Well, when I came home from the next trip I went to sit in the rocking chair and guess what I found. Evidently my son, who must not have had much to do one day, had taken his pen knife and carved all over the seat. And my wife didn't seem the least perturbed!


"When I saw what had happened, I became so angry I got the axe and chopped the chair into small pieces and burned them in the fire."

Q: "From what you've told me about your reaction, I'm guessing your wife hurt you pretty badly by neglecting to care for your gift. Am I right?  

A: "Looking back on what happened, I realize anger had been building up for months and months. For several years my wife has nagged me to get a better-paying job, like I'm not working hard enough.  By not caring for the rocking chair she seemed to be sending me a message that she didn't appreciate anything I did. It was like she was belittling me as a person."

PRIVATE 
Discusstc  \l 2 "Discuss"
Take a moment to discuss this interview and solicit any insights the class might have gained from this experience. 

-
What were some of the themes or stories that came out in the interview?

-
Were there any particular words or phrases that were repeated several times?

-
Did the way some of the questions were asked help the truck driver verbalize his frustrations and come to a solution?

PRIVATE 
Principles to use in understanding and using information that is gleaned from a conversation or interview: tc  \l 2 "Principles to use in understanding and using information that is gleaned from a conversation or interview\:  "
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. 

In place of thinking about what to reply to the person, or worse still allowing your mind to wonder on unrelated subjects, "lag time" is to be used to:

-
listen to the words being used 

-
observe the body language

-
make note of the repetition of thoughts and words

Questions to keep in mind while listening are:

-
Why is this person saying this to me now? 

-
Why did they choose to say this at this time? 

-
They keep repeating certain words and thoughts, why? 

-
When did they lower their voice to a whisper? Or when did they become agitated? 

-
What were the first words they used? 

-
Why are they keeping their arms folded so tightly across their chest?

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.

There are three components to congruence and each carries a different weight in communication. 

-
Words are only 7% of the total communication package.


-
Tone carries 38% and

-
Body language is 55% of the overall picture.

This means that while someone is talking, we make mental note of the words used, the tone of voice, and the body language, remembering the weight each of these elements holds and how congruent they are.

III. The interpersonal gap is the third element in 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. 

The skill in listening is to understand where each is coming from and thus bridge that gap so that the message sent and the message received are interpreted for the mutual understanding of both. 

Misunderstandings occur when the one party misinterprets what the other party is doing or saying. To illustrate: When two people eat in a restaurant and person A, whose custom it is to eat with a spoon, offends person B, whose custom it is to eat with a knife and fork. A may feel B is rude. Or, Have you ever heard someone make the comment, "That's not what I meant!"

Another illustration could be when person A uses a certain term which in his culture is perfectly acceptable, but which is offensive to person B from another culture.

EXERCISE: 
(5 minutes for each story, 5 minutes for each debriefing - total 20 minutes)

1. Individuals should partner with someone they are not well acquainted with and sit facing each other with note pad and pens in hand.

2. Partners are to share names, where they come from, and something by which they would like to be remembered.

3. Then each partner is to tell a story or some experience about themselves, while the partner listens and takes notes if need be.

4. The listener needs to use their lag time and make note of

(
the words used

(
the tone of voice

(
body language

(
congruence/incongruence of thought and actions

5. Each couple is to debrief for one or two minutes when the listener will share what they observed. 

6. Then the roles should be reversed with the listener becoming the storyteller, etc.

PRIVATE 


tc  \l 3 ""
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. Especially is this true when several gestures point to a specific characteristic. 

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. (These may vary with different cultures – presenter needs to become aware of these differences.)

PRIVATE 
OPENNESStc  \l 2 "OPENNESS"
Open hands

Unbuttoned coat

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

Legs crossed

Fist-like 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

Buttoning of coat

PRIVATE 
INSECURITYtc  \l 2 "INSECURITY"
Flesh pinching

Chewing pen/pencil

Fingernail biting

Hands in pockets

V. Becoming aware of the cry for help 
Events provoking anxiety take place when several traumatic experiences come together over a period of 6 to 18 months making circumstances unbearable. Not knowing how to resolve the dilemma and not having a reliable support group, the individual begins to subconsciously issue a 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?"

Anxiety is caused by conflicts:
-
Within the family—between spouses, between parents and children etc.

-
Between families—two or three feuding families within the church or community

-
With work overload

-
With boss or pastor 

The outcome of a cluster of anxiety provoking events:

(
The individual issues subconscious cries for help


e.g. "No one in this church is friendly." Or, "I'm quitting the choir." Or, "No 
one ever calls me on the telephone."

(
When the cries are not "heard" the individual gets angry and her behavior  changes. 


e.g. They change their style of dress and begin to wear jewelry, or gaudy clothes. 

They do or say things they've not done before like teens doing drugs or            staying out late at night. 

(
They begin to be irregular in their activities such as church, club, or school attendance.


(
They seal off their pain—"I'll never talk to him again." Or, I'll never meet with that group again."


(
They reinvest in something different that will once again give a sense of belonging such as remarriage, or joining a new club or church. 

PRIVATE 
VI. Specific listening techniques tc  \l 2 "VI. Specific listening techniques (15)"
A. Asking questions This is a simple exercise to demonstrate how to ask questions related to the conversation.

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 persons  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.

EXERCISE   (This exercise will have to be left out if time is a factor)
1. Pair off into partners A and B as before. For 5 minutes partner A will share an experience while partner B asks questions relating to the experience.

Example: "You were telling me about your brothers, but you didn't mention any sisters. Are there no sisters in your family?" Or, "You talked excitedly about your early school years, but then you dropped your voice and were silent for a time. Could you share a little more about what happened later in life?"

2. Debrief for 2 minutes when partner A will share the effect the questions have had on him/her.

3. Reverse the exercise with partner B telling a story for 5 minutes and partner A asking questions. 

4. Debrief for 2 minutes.

5. Bring everyone back together, debrief the exercise and answer questions.

B.  Checking Feelings 
Describe what you understand the other person is feeling and ask tentative questions to see if you are correct in your assumptions.

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

EXERCISE 

1. For 5 minutes partner A tells a story while partner B listens for feeling words.

2. Partner B asks questions about the feeling words they heard.

Example: "While you were talking, you mentioned several times how disappointed you were when.... Would you care to share with me how the disappointment effected you?"

Caution: Whenever you ask feeling questions be careful to make them tentative e.g. "Would you care to share... I get the feeling that...It seems to me that..." Then end with the question, "Am I right?" Always leave a way out in case they are reluctant to share. When an individual avoids answering it gives a clue that this is a sensitive area. It should be left alone for the present as it can be a blocking mechanism that cuts off the whole conversation. Never pry into personal feelings unless they are shared without coaxing. 

3. Partners debrief for 2 minutes.

4. Reverse the exercise.

5. Partners debrief.


6. Whole group comes together to debrief and ask questions.

EXERCISE 
1.   Divide into groups of six and sit in circles.

2.   Each group is to number 1 to 6. 

3.   Person 1 is to make a feeling statement to person 2 on their left. 

4.
Person 2 responds back with a feeling check. "From what you have said, I get the feeling that......Am I right?"

5.
Person 2 turns to person 3 and makes a feeling statement.

6.
Person 3 responds to person 2 with a tentative statement. 


7.
Continue around the circle.

8.
Bring the group together and debrief.

PRIVATE 
C. Blocking statementstc  \l 2 "C. Blocking statements"
Any statement that changes the subject or that invades privacy blocks the conversation. Blocking statements will end the interview.

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.

Whenever feelings are involved in an exchange, the best way to avoid a misunderstanding is to name our own inner feelings by using an "I" statement; e.g. "Whenever you come into the house without taking your shoes off I get upset." This attributes the feeling to you instead of putting it onto the other person. It keeps the conversation open for further dialogue. To a child: "When you don't do what I've asked you to do, it makes me angry." Then you can follow through with a question: "Is there some reason why you feel you don't want to obey?" 

When this skill is used correctly it helps the other person express why they are reacting the way they are and provides a means for greater cooperation or understanding. 

PRIVATE 


tc  \l 2 ""
PRIVATE 
EXERCISEtc  \l 2 "EXERCISE"
Ask for volunteers in the class to make several blaming statements, then ask them to change them into "I" statements.

VIII. Language dominance 
Research done on the top 10 salesmen in the United States, to determine what skills they were using to make them so successful, revealed one of the secrets of communication. It was discovered that even though these salesmen did not realize what they were doing, they automatically picked up the language dominance of the person they were dealing with and conversed with them in their dominance. In addition they mirrored their body language. 

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

Skilled listeners will quickly pick up the language dominance and respond in the same mode.

Example: When a car salesman is talking to a client with an audio dominance, he will turn on the ignition and say, "Just listen to how quietly the engine runs. It almost purrs like a kitten."  


To a person with a visual dominance he will rub his hand over the exterior of the car and say, "Just look at the sleek lines of this car. Look how smooth and shiny the paint is and how the colors match the interior of the car."


To a person with feeling dominance he will open the car door and say, "Why don't you sit in this seat—feel how comfortable it is and how soft the upholstery is? Just imagine how you will feel sitting behind this steering wheel."

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

People who are audio usually sit at the back of a meeting. Those who are visual sit in the middle seats where they can see clearly and kinesthetic or "feeling" people sit near the front.

EXERCISE (This is optional, depending on time)
1.  Break the group into fours and number 1 to 4. (Doing it in twos takes less time.)

2.  Number 1 is to relate an incident while number 3 asks questions. (2 minutes)

3.  Numbers 2 and 4 are to listen and pick up the language dominance. 

4.  Debrief for 2 minutes.

5.  Repeat the process until everyone has had a turn to tell their story.

IX. Listening to stories
Often people use stories to express themselves. This is not done consciously. It's a way the subconscious works to protect people from being hurt. Story listening is identifying the truth (pain or joy) a person is experiencing. Most times, the first story is not the real story and may have little resemblance to what comes later. It's like peeling an onion. The first story uncovers the next and the next until finally that point of pain or joy is reached. 

It's always important to listen to the first few words a person says. (Refer to the sample interview at the beginning of the course. When asked what he would like to talk about, the truck driver's first words were "Oh, I don't know...I hate snow." That first phrase, "Oh, I don't know" told the whole story--he was uncertain about his job and his standing with his wife, and didn't know how to change things. 

By using listening skills like questions, feeling checks, and language dominance, a person can be helped to get to the heart of their problem. 

Basically there are four types of stories and a counter story:

(
I know someone who... Usually this story is used to test the reaction of the listener—see how they will handle certain information, and usually it turns out to be what they have done themselves. 

(
Anniversary story... This can begin with an "I remember" story, and will probably tell about an event that happened.  Or it may be that while listening to a piece of music, or seeing in some place, or smelling bread baking, they were reminded of something that happened long ago. 


(    Rehearsal story. Using an unrelated story to rehearse what might be taking place in their mind. 


Illustration:  A woman who was taking this course told how her husband who had MS kept talking about the village he grew up in a valley in Vermont. When a dam was built across the valley the whole village had to move to higher ground. As the water rose it covered the old village, including the husband's childhood home. In telling this story, the wife said to us, "My husband keeps talking about the rose bush his mother planted by the front door of their house and he wonders what has happened to it. He drives me crazing talking about that rose bush!" We suggested that the next time he brought up the subject, that she talk to him about what it would be like to be buried, like the rose bush—in other words, talk about his future, and about dying. The following week she reported how she'd had a heart-to-heart talk with her husband about his future and the probability of his death. They worked through his problems and resolved his questions. And from then on there had been peace in the home. (It had been too painful for the husband to tell his wife how he feared death—that's why he used the rosebush story—but once his wife was able to talk to him about the subject, it was easier for him to share his fears.)

(
Reinvestment story. The typical story is, "We used to attend church every week, and we were involved in the program, but we got tired of always having to do something or give something, so we quit attending. Now, every Sabbath we go out into nature and have a wonderful time worshiping God--no hassles, no commitments—just peace and rest."

(
The Counter story. While listening to someone's story/stories, a mental picture (it might be totally unrelated) will begin to form in the listener's mind of some experience of their own and the deeper the story-teller goes into their feelings, the deeper the listener goes into their feelings. If this becomes a painful experience for the listener, they will cut off the story by making some remark like, "I know just how you feel." This is a blocking statement because no one can know just what the other is feeling—it tells the other that they really are not listening.

There are 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.")  

MOST TIMES A PERSON WILL BE ABLE TO RESOLVE THE DILEMMA THEMSELVES.  IT IS NOT THE LISTENER'S JOB TO OFFER ADVICE, BUT ONLY TO ACT AS A SOUNDING BOARD. IF FURTHER COUNSELING IS NEEDED, THE PERSON SHOULD BE REFERRED TO A PROFESSIONAL COUNSELOR.

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.

IF TIME ALLOWS FOR A DEBRIEFING, IT WOULD BE WELL TO HAVE PEOPLE SHARE WHAT THEY HAVE LEARNED IN THE SEMINAR AND TELL HOW THEY WILL TRY TO USE THESE SKILLS IN THE FUTURE.

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

�PRIVATE ��COOPERATION�tc  \l 2 "COOPERATION"�


Upper body in sprinter's position


Open hands


Sitting on edge of chair


Unbuttoning of coat





�PRIVATE ��CONFIDENCE�tc  \l 2 "CONFIDENCE"�


Steepled hands


Hands behind back


Back stiffened


Hands in coat pockets with thumbs out


Hands on coat lapels





�PRIVATE ��NERVOUSNESS�tc  \l 2 "NERVOUSNESS"�


Throat clearing


"Whew" sound


Whistling


Fidgeting in chair


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 ��FRUSTRATION�tc  \l 2 "FRUSTRATION"�


Short breaths


Tightly clenched hands


Hand wringing


Fist-like gestures


Pointing of index finger


Hand "combing" hair


Hand rubbing back of neck


Head scratching
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