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Assertiveness Training
Tony's ineffectual communication with Jimmy in Chapter 9 resulted in big problems for everyone. We are told over and over that we must have excellent communication skills to be effective managers. Assertiveness Training is a way to improve our communication skills. We can use this training in our personal and professional lives. The divorce rate is an indication of our lack of personal communication skills. Having mouths and ears don’t mean we are skilled communicators. We need to learn and practice communication skills.   

We are going to go over the three steps in Assertiveness Training. They are, 1) identify the three ways of communicating, 2) determine what we really want, and, 3) figure out an effective way to get it.

There are 3 communication styles.  We need to identify which style we use in various situations and determine if it is effective. When a communication style is not effective, we don't just try louder or again, we probably need to change the style.
Communication Styles

1.
Passive Communication

The first communication style is Passive. This is a communication style where we don't necessarily say what we want. We maybe give a hint or an opening for the other person to guess what we want. It's sort of like handing the responsibility to the other person to figure out what we want. And then we tend to get mad or frustrated when they don't. 

We can still be passively communicating when we actually do ask for what we want, but, when the other person says, "I'm busy," we say, "Okay," instead of following with, "So, when will you be done?" 

When we fail to stand up for ourselves and allow ourselves to be verbally abused, that is yet another example of passive communication. When someone asks us to do something we really do not want to do, but we say "Yes," because we are afraid or uncomfortable saying, "No," that is classic passive communication. 

We can get very resentful when we do things we don't want to, when we are taken advantage of, and when others fail to meet our unstated needs. Passive communicators often deal with their resentment with "passive-aggressive" behavior, where they indirectly do something to hurt or inconvenience the other. Passive communication is not direct and can be somewhat dishonest. It can result in resentment and less than considerate and gracious behavior by the communicator.

2.
Aggressive Communication

The second style of communication is aggressive. Aggressive communication is much more effective than passive communication. We tend to get what we want when we are aggressive. We scare people, intimidate them, and we threaten them. They do what we want because they are afraid not to. We get our way no matter what other people want, feel, or think, and most people don't actually like us in the final analysis. These are not individuals who could be seen as “loyal” employees. They are merely frightened workers. 

3.
Assertive Communication

The third and most effective style of communication is assertive. In assertive communication we say what we want without threatening others. We do not attack, but, rather, we simply state our true feelings. We are considerate of others' feelings, of course, but we do not let them take advantage of us. 

Assertive communication is best because we tend to get what we want from people who come away from the interchange and still actually like us! We communicate honestly, in a straightforward manner, calmly, and we keep to the point that we have identified as important to us. 

Passive and aggressive types of communication do not work.  Unless we say what we want in a manner that does not get in the way of our message, we may not get what we want. Assertiveness training helps us to identify what we want, determine if it's reasonable, and then teaches us how to state it in a way that will be heard by the other party.
Identify Communication Styles

Let’s look at the following situations and identify whether the exchange is passive, aggressive, or assertive. 
1.
Your roommate leaves her dirty dishes in the sink every day. You feel like you have to follow her around cleaning up after her. 

a.
You say, "You are a total pig. If you don't start cleaning up after yourself, you're out of here!"    





(Passive/Aggressive/Assertive)

b.
You say nothing as you clean up after her, but you think she's a total pig and it makes you really mad. 




(Passive/Aggressive/Assertive)

c.
You say, "Susan, when you leave your dirty dishes in the sink, I end up washing them because I don't like the mess. Please wash your own dishes and put them away when you are done with them. 




(Passive/Aggressive/Assertive)

2.
You are working on a group project with a student who interrupts you every time you a talking. The next time he interrupts you, 

a.
You say, "If you interrupt me one more time, I'm gonna slam my fist in your face!"








(Passive/Aggressive/Assertive)

b.
You say, "Bob, please don't interrupt me. Let me finish what I'm saying." and then continue.




(Passive/Aggressive/Assertive)

c.
You stop talking and decide you will never bother trying to say anything again in the group.




(Passive/Aggressive/Assertive)

3.
You were expecting a promotion but got passed over for a colleague with less seniority and less experience.

a.
You congratulate your colleague and try to graciously accept her promotion. You find, however, that you care less about your job and are thinking about looking for something else.



(Passive/Aggressive/Assertive)

b.
You make an appointment with your boss and say, "I felt I deserved the promotion and was disturbed when I 
was passed over. I would like to know why I did not get it and what I can do to be promoted in the future."




(Passive/Aggressive/Assertive)

c.
You go into the boss’s office and say, "I deserved that promotion and you gave it to that idiot woman who's only been here for a year. I'm not gonna take this lying down!" You storm out slamming the door.




(Passive/Aggressive/Assertive)

(Key: 1: Ag, P, As --  2: Ag, As, P - - 3: P, As, Ag)
Determine What We Want
We’re all familiar with the Scientific Method where we first identify the problem and then figure out possible solutions, try them, and see what happens. Sometimes we forget the Scientific Method and just react. 

Example: The car won’t start. We start crying, yelling, or kicking the car rather than thinking: Is there any telltale sound? If no, then perhaps we need a jump. If there's a sound indicative of the engine at least trying to turn over, then check the gas, and so forth.

Example: The overhead projector doesn’t work. We get angry and storm off to the office and complain rather than checking the plug or the light bulb.

Many times we communicate without knowing what it is we really want. Perhaps we want some attention from a spouse, but rather than saying so we charge, “You’re the most thoughtless person I’ve ever known!” That will probably result in some attention, of course, but it might not be the kind we really had in mind. Or perhaps we’re angry about that “not getting enough attention” business, and instead of addressing that with a spouse, we get mad at the other person for leaving dirty clothes lying on the floor. We could have a huge argument over something we don’t really care about at all, and, in the meantime, what we do care about is still there and unresolved.  

So, if we are feeling angry, tense, stressed, sad, or upset, we must ask ourselves, “WHY?  WHAT do I need or WANT right now?  Is it reasonable to expect to get it?”  

Then we have to think: “HOW can I get it?”  If we know that what we want is someone’s attention, how best can we get it?  Our options are to walk around miserable and when he/she asks, “What’s wrong?” we whine, “Nothing.” Or we can pick a fight: “You never pay any attention to me because you are a totally thoughtless and selfish jerk!” Neither passive nor aggressive communication is going to get us what we want. It may be true that he/she is a selfish and thoughtless jerk, and our anger could in fact be justified, but we must think about what we truly want in the first place. Do we want to have a fight, or do we actually want some positive attention? If it’s the attention we really are after, then we might be better off considering a strategy that stands some chance of success.  

Assertive communication requires that we give up the blaming, accusing, and anger so that our message does not get lost in his/her reaction to it. We want to keep the communication open.  So we: 

(1) Say what we feel and what we want.

Example: We say, "I am feeling very lonely and would like to spend some time with you."  He/she could respond with, “I’m busy,” and we could counter with," Ok, when will you be free?"  We do not hurt, blame, or take away anything important from him/her. We have been reasonable and it’s easy for him/her to reply, “I’ll be done with this at 3. What do you want to do?"  We answer, “How about a walk around the block or something?" He or she may say, "I don’t want to do that." We can then counter with, “What do you want to do?"  

We have allowed him or her to tailor their wants to ours without losing face or his/her own power. If what we really want is attention, then we will get it. We merely need to know what it is that we want. And we need to determine beforehand if it’s okay to want that.  
(2) Ask ourselves if what we want and what we feel are reasonable and truthful. Sometimes what we think we want is different from what we really want. We must look deeply into ourselves, identifying our real motivation. We can’t expect to get something from someone if we don’t even know what it is that we want.

When we are growing up we are given all sorts of messages, and those messages program our current behavior. We need to examine those messages because sometimes they aren’t right.  Not that our parents meant to hurt us - - they just sometimes didn’t know any better. So here is a list of some individual rights we may not be aware we have. If we are going to try to figure out whether what we want is reasonable, we need to make sure that the guiding beliefs programmed into our lives are accurate.  

Individual Rights

1.
We are allowed to have our own opinions. They don't have to be right.

2.
While we do NOT have the right to hurt others, we are allowed to put ourselves first sometimes.

3.
Just because we know how to do something or are good at something, that doesn't mean that we have to do it.

4.
Other peoples' opinions of us do not define us. We are who 
we think we are, not who they think we are. 

5.
We do not always have to do what others tell us or ask us to do. We are allowed to say "No." We do not have to explain or justify why we are saying no.

6.
We have the right to our own feelings. No one knows our feelings better than we do. We do not have to feel the way others feel or tell us we should feel.

7.
Just because someone asks us a question, we do not have to answer it. Some things do not need to be shared with others. We can choose who we care to share personal things with.

8.
We are supposed to enjoy our lives. We have the right to make our own choices.

(3) Next, we identify what the problem is and state the situation objectively (not blaming, not whining) and how it makes us feel.  We’ve considered what it is we want and we now have to state the effect: the “why” it’s important to us.  

When you do this, I feel, because…..  

We have to remember that we are trying to get someone to do

what we want and must state things in ways that do not close off conversation. 
(4) Write out what we should say to get what we want and practice saying it. This is where we write little scripts for ourselves. We are allowed to use our brains in communication. We can figure out what we want and then figure out how to say it. We can think through the conversation and have a very good idea what the response will be to what we say. 

If we need some attention and are feeling ignored and unloved, we can yell, “You’re the most inconsiderate and selfish person I have ever known.” That may be true. However, if we want attention - - positive attention - - that will not be an effective strategy. We can imagine the response would be something rather nasty like, “Shut-up,” or, “I’m going out,” or, “You’re a rude person!” So let’s practice writing little scripts for the situations we might like to be more assertive in.
Script Activity
We're going to go through the 4 steps:

(1)
Say what we feel and what we want.  

We’re feeling lonely, a little sad, and just a little angry and resentful. We want our spouse to spend some time with us.

(2)
Ask ourselves if what we want and what we feel are reasonable and truthful.

If he(she) is my partner, is it reasonable to expect him/her to spend some time with me? Of course it is. If we don't have time for our spouse, we won’t be together much longer. 

(3)
State the problem objectively, how it makes us feel, and why it is important to us: "When you do this, I feel, because…"

"When you do paperwork on Sundays and don't give me any of your undivided attention, I feel lonely and like I'm wasting my time waiting for you when I could have made other plans that would have been more fulfilling for me.” 

(4)
Write out what we should say to get what we want and practice saying it.

This is the step where we must let go of any resentment, anger, blame, or feeling sorry for ourselves. All of those emotions will get in the way of the other person hearing our message. Those emotions will be what the other person hears and he or she will react to those emotions, instead of what we are really trying to say. 

We want our spouse to spend some time with us - - paying attention to us. We want it to be freely spent and pleasant. If we force him or her to do it by threatening or by using guilt, the attention will most likely be given resentfully and/or without pleasure. So, we must devise a way to get what we want in the way that we want it. We can say something along the lines of what we said before: 

"I am feeling lonely and would like to spend some time with you." We use a friendly tone of voice that is not whiney, resentful, or demanding. We have considered beforehand how he or she might react to that statement, so we’re prepared to deal with it. He or she could say, “I’m busy.” We’re prepared for that. If we weren’t prepared, we might snap “You’re always busy” and then we could have a fight and won't get what we want. Instead we have ready, "Ok, when will you be free?"  We don’t hurt, blame, or take away anything important from him/her. We have been reasonable and it’s easy for our spouse to say “I’ll be done with this at 3. What do you want to do?"  We have a plan in mind because we figured they might ask what we want to do. “How about a walk around the block or something?" He or she may answer, "I don’t want to do that." We can have some other alternatives ready or counter with, “What do you want to do?" Our goal was to spend some quality time with our spouse. It was not to do some specific activity, so we can be open to whatever activity he(she) is willing to do that will allow us to get the attention we wanted in the first place.

It's always possible that he or she will not do what we want no matter how we ask for it. The person could have a legitimate reason for being unable to meet our needs at the particular time. It's also possible that our spouse is not really the dreamboat we thought he or she was, and we might be better off not expecting something that we will never be able to get from that person. That's where number two comes in. We must honestly look at reasonable expectations. If we truly are partners, then he or she can be expected to spend time with us. If, however, we are not, then it is unrealistic to expect him or her to spend time with us. 

If someone asks us to do something we do not want to do, we can be prepared to say no. Here's an example: A student's manager calls and asks him to come in to work on his night off. The student says, "I'm sorry, I can't. I have a final exam tomorrow that I have to study for.” The manager says, "There's no one else. You have to come in." The student says, "I would if I could, but I can't. I have to study for my final." The manager insists, "I need you to come in tonight."  The student says, "I'm sorry. I can't. I have to study for my final." 

We can just say the same polite "No" over and over until they finally give up. There is always the possibility the other person will get mad and react. The manager might say to the student, "Well if you can't come in, you're fired!" That is unlikely but possible. We have very little control over the behavior of others. 
Once the little script is written, we can practice delivering it - - practice in the mirror - - practice keeping our voice and body language non-threatening, non-angry, non-blaming, and non-whining. And, remember, practice makes perfect.  

We stated what we wanted and gave the other person the opportunity to comply. We may not always get exactly what we want in our business and personal relationships, but we increase our chances tremendously when we use well thought out assertive language.

Now I would like you to read the following statements, identify the style of communication (Passive or Aggressive), and then re-write the statements using using the 4 Steps for Assertive Communication following the statements. 
1.
You are at the movies and someone sitting in the seat behind you keeps kicking the back of your chair. It's crowded so you can't move. You sit there fuming and it ruins the movie for you.

2.
You order a steak medium rare and it comes to you well done. You push it to the side of your plate, pick at your vegetables, say "I'm not hungry," and feel depressed that you never get what you want.

3.
Your friend is supposed to pick you up for an important program. He's late and then says he needs to stop at the bank on the way. You say, "Forget the bank, we're already late. This happens every time. This is the last time I ever go anyplace with you."


4 Steps for Assertive Communication
(1)
Say what I feel and what I want.

(2)
Is what I feel and want reasonable and truthful?

(3)
State the problem objectively, how it makes me feel, and why it is important to me. "When you do this, I feel, because…"

(4)
Write out what I should say to get what I want.

Conclusion 

Lack of communication skills caused Tony the Dining Room Manager at FOI considerable problems. Effective communication is a learned skill. If we are committed to excellence, we will hone our communication skills so that we are able to say what we really mean in ways that will be understood. 

We can think about the way we communicate and identify whether we use passive, aggressive, or assertive styles. If we tend to use passive and/or aggressive styles, our communication is probably not as effective as we might like it to be. We can re-write some of the real life scenes we could have handled better had we known how to. That practice will help us to handle future situations more assertively and to be happier with the outcomes.

References

Bolton, R. (1979). People Skills. New York: Simon & Schuster, Inc.

Davis, M., Eshelman, E. R., & McKay, M. (2000). The Relaxation & Stress Reduction 
Workbook, 5th ed. New Harbinger Publications, Inc.











































