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7 % Words
38 % Tone / inflection

55 % Facial Expression/
Body Language
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Was the employee
working overtime at the
time of the accident?



When you have to discuss a conflict face-
to-face, the secret weapon of effective
communication is




Average rate of
speech: 125 wpm

Brain can process:
about 800 wpm

devoting all brain
power to listening

\Q‘/ What do you do with
\W' this spare time?

“...the creative power to
Imagine how it would make
sense to say what the other
person Is saying.”



1) Summarize the content concisely

2) Reflect back the feelings expressed

“The good listener’s paraphrase Is a revelation, not a
recording.”



*“Feelings” Words

“So you felt .....
ma sad g\fid
*upset e concerned e pleased
*frustrated « disappointed ¢ content
*angry e unhappy e relieved

*offended e aNXIious e satisfied



1) Summarize the content concisely
2) Reflect back the feelings expressed

3) Neutralize any “loaded” terms



*Irrational *Puzzling

*Stupid *Thoughtless
*Hard-headed *Single-minded
*Lazy *Unmotivated
*Incompetent *Unable

*Neutralize any
“loaded’ terms



o H W N BB

. Can you believe anyone would do anything so

stupid?

. I’ve never met anyone so hard-headed in all

my life.

. | don’t know why I’m wasting my time with

these turkeys.

. She changes her mind faster than Cher

changes hairstyles.

. I’m tired of taking the blame for their

careless mistakes.



o H W N BB

. | can’t believe you would do anything so

stupid!

. I’ve never met anyone so hard-headed in all

my life.

. | don’t know why I’m wasting my time with

you turkeys.

. You change your mind faster than Cher

changes hairstyles!

. I’m tired of taking the blame for your

careless mistakes.
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The PIN Pyramid

Positions

Interests

Needs




Lou & Dale @@

1.Find a partner.

2.Choose your role, Lou or Dale (play
your own gender)

3.Roleplay that conversation that Lou
& Dale just had, replete with “snide
remarks”




\l/
Lou & Dale
Round 2 @ @
1.Same partner, same roles, same
dialogue.
2.BUT, after one of you speaks, the other
must paraphrase what was said, to the
speaker’s satisfaction, before
responding.
3. Then the listener can respond, and the

other must paraphrase before replying.




Lou & Dale @é

What is Lou’s position? Interests?
Needs?

What is Dale’s position? Interests?
Needs?
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K

| may be only 2%
responsible for this
conflict, but I’'m 100%
responsible for my 2%.”

*Conflict and
communications



@ %l’ “Blame Game”

What are Carol’s interests? Needs?

What are Bill's interests? Needs?



*Active Listening / Paraphrasing
*Positions/Interests/Needs
*Take Responsibility for my 2%

*Conflict and
Communications



