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COMMUNICATION SKILLS

LESSON OBJECTIVES
LEVEL
MEASURE

A. Describe communication and the communication process
Knowledge
Written

B. Identify the modes of communication
Knowledge
Written

C. Discuss effective communication
Knowledge


D. Discuss the factors that impact on interpersonal communication
Comprehension
Written

E. Explain how congruent and non-congruent behaviors effect communication
Comprehension
Written

F. Describe effective listening and the benefits of effective listening
Comprehension
Written

G. Discuss methods to improve your listening skills 
Comprehension
Written

H. Discuss feedback methods to test understanding
Comprehension
Written

I. Identify barriers to communication
Comprehension
Written

J. Discuss strategies for effective communication and how they help the EOA in their organization
Comprehension
Written

K. Explore techniques of effective communication 
Application
ISDE

SUPPORT MATERIAL AND GUIDANCE

Lesson Focus

Gain understanding of basic communications skills; be able to explain effective communication and its process.  Identify the modes of communication and how congruent and noncongruent behavior affects them.  Discuss the factors affecting interpersonal communication as well as barriers to communication.  Understand that communication is more than just speaking, it involves listening.  Be able to discuss the benefits of effective listening and methods to improve upon it.  Discuss method to test understanding feedback.  Describe strategies for effective communication that will assist you in the organization.
Student Contributions

Take notes and ask questions to clarify material taught in lecture.  Demonstrate understanding of the material through participation in small group exercises and discussion.

Student Instructional Material

Notetaking Guide 

Instructional Method

Lecture (1Hr 30 Min) 

Practical Exercise (3 Hrs 30 Min) 
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NOTETAKING GUIDE

A.  DESCRIPTION OF COMMUNICATION AND THE COMMUNICATION PROCESS
1. Definition of Communication

According to Webster’s Ninth New Collegiate Dictionary, communication is a process by which information is changed between individuals through a common system of symbols, signs, or behavior.

2. Elements in the Communication Process 

a. Sender (Source):  The individual with an idea who wants to send the idea to another person
b. Message:  The transmission of the idea verbally or nonverbally.  Clear Language - word choice; say what you mean

c. Environment:  Free of distraction

d. Receiver (Listener): Fixes a meaning to the message.
e. Feedback: Verbal/nonverbal communication to a person or group providing information as to how their behavior is affecting or influencing you.  In other words, the process of validating or clarifying of the meaning of the idea.

· Feedback ensures the meaning of the idea received was the meaning intended by the sender.

· Feedback is the responsibility of both the sender and the receiver.

B.  MODES OF COMMUNICATION

1. Symbolic:

a. Symbolic communication is communication in which the message consists of symbols or objects (things) that convey meaning to others. 

b. Symbolic communication may mean different things to different people, depending on the meanings of the symbols to individuals.  

c. Symbolic communication can be healthy in that it unifies a group and creates loyalty.  However, if used to exclude people or represent antisocial or negative attitudes, it can also lead to fear, hostility, conflict, anger, or mistrust.

· Examples:  Clothes (style, type, uniform, insignia); Hairstyles (hair, beard, mustache) 

2. Verbal:  Words, written and/or spoken.  The words, themselves, account for approximately seven percent of communications while the manner of delivery (volume, pitch, rhythm, tone, etc) accounts for approximately 38 percent.  Examples of verbal communication include, but are not limited to, the following:

a. Jargon – slang (head – latrine – restroom)

b. Cliches – “Whole Nine Yards,”  “Bird in the hand is worth two in the bush”

c. Special Vocabularies – technical terms of a service, career field, or other group

3. Nonverbal:  Sum total of our body’s messages/communication.  Includes eye contact and body language that consists of facial expression, gestures, posture and breathing, distance, and touching.  Accounts for the remaining 55 percent of communication.  
C.  EFFECTIVE COMMUNICATION

1. Definition of Effective Communication: The successful exchange of information between individuals. 
2. Definition of Effective Communicator: An effective communicator is successful in establishing an active two-way link with another individual or group.
D.  
3. 
4. 
E.  INTERPERSONAL COMMUNICATION

1. Definition of Interpersonal Communication:
Webster defines interpersonal as pertaining to, involving, or relations between persons.

Interpersonal Communication means:  Communication between two or more people; or triggering a meaning in one person by another.

2. Factors that Impact Interpersonal Communication
a. Self-Concept: This is the most important single factor affecting interpersonal communication.  How we see ourselves makes a big difference in how we communicate.  A poor self-concept results in poor communication.  Poor does not just refer to low but can also mean inaccurate or faulty.

b. Personal Feelings: Even more so than other emotions anger can have a negative, disruptive effect and therefore must be dealt with in a productive manner.

· Be aware of emotions.

· Admit your emotions. 

· Understand your emotions.

· State emotions in a productive manner. 

c. Self-Disclosure: A technique to discover who we really are.

(1) Disclosure encourages disclosure.

Trust is a very important factor when considering disclosure.  A symptom of a healthy personality is that a person can or has disclosed all or almost all to another person.

(2) Self-Disclosure involves speaking for self.

Use “I” statements, which allow you to speak for yourself, indicate authority, and take full responsibility and ownership.  Accept ownership.

(3) Rewards of Self-Disclosure:

(a) Increased self knowledge

(b) Closer intimate relationship

(c) Improved communication

(d) Lighten guilty feelings

(e) You can look at the situation objectively

F.  CONGRUENT AND INCONGRUENT BEHAVIORS

1. Congruent Behavior: When the words and actions (non-verbs) support each other.  Congruency contributes to effective communication by establishing credibility and consistency of behavior.

2. Incongruent Behavior: This is when the words and actions (non-verbal) contradict each other.  This can cause confusion, anxiety, and loss of trust.  (Ex. An EOA delivering a lecture on EO then telling a sexist joke or using a racial slur.)

G.  EFFECTIVE  LISTENING AND ITS BENEFITS

“It's not what you say...It's what they hear you say...”

Mr. Claiborne D. Haughton, Jr.

Director for Equal Opportunity Policy

1. Definition of Effective Listening

Listening to the words of the speaker and to the meaning of the words.  Listening that encompasses the whole message, clarifies, and conveys mutual understanding.

2. Other Types of Listening
a. Active:  Make conscious effort to listen for complete message 
b. Selective:  Filter the message; hear only what you want to hear

c. Inactive:  Hear only the words

3. Benefits of Effective Listening
a. Improves communication

b. Puts you in control of situation

c. Minimizes conflict

d. Shows that you care

e. Enhances understanding

f. Improves memory

H.  METHODS TO IMPROVE YOUR LISTENING SKILLS
1. Have a Purpose for Listening - This helps develop a proper attitude for listening

2. Suspend Judgement - The listener should allow the speaker to complete his/her thoughts before replying.

3. Resist Distractions  - Overcoming deterrents such as noises, views, and other people, and focus on the speaker.  Overcoming Physical (external) or mental (internal) factors that impede or hinder effective listening such as accent, appearance (external) or stereotypes (internal).

a. Assumptions

b. External distractions

c. Overstimulation/overreacting

d. Inattentiveness/daydreaming

4. Wait Before Responding - Taking the time to think about what has been said is important.  A response, which is too prompt, reduces the listening effectiveness.  

5. Seek Important Themes - Listen for the real meaning of the words.

6. Respond to Comments - Respond to the speaker’s comments, if necessary.

7. Avoiding Response Blocks - Actions by listeners that have the effect of obstructing effective listening.
a. Evaluation - how it was said (good, bad)

b. Unsolicited advice giving

c. Diagnosing/analyzing - why it was said (motive, cause)

d. Topping

I.  FEEDBACK

1. Definition of Feedback

The process of validation or clarification of the meaning of the idea and an integral facet of the communication process for which the source and destination are equally responsible.

2. Feedback Methods to Test Understanding:
a. Parroting:  Repeating word for word (verbatim)

b. Paraphrasing:  Restating in one’s own words

c. Clarifying:  Asking questions, ensuring clearness

J.  BARRIERS TO COMMUNICATION

1. Physical Barriers: Those environmental factors, which may create conditions that adversely impact effective communication.

a. Distance – Proxemics or choice of medium

The father of proxemics was Edward T. Hall,  an anthropologist who described four distinct zones that people unconsciously used as they interact with others:

Intimate

0”-18”
This zone is for lovers, close friends, and children holding on to their 

parents or each other [Touching]

Personal

1.5’-4’
This is a comfortable zone for talking at a party.  Partners at arms length.

Social

4’-12’
You are most likely to transact interpersonal business – talking to a client.

Public

20’ or more
Used for informal gatherings such as a supervisor talking with a group of employees.

* The four zones may vary greatly from culture to culture.

b. Temperature (hot or cold) – Too much or too little

c. Individual's Physical Health – How well do you receive information when you aren’t well.

d. Speech Pattern and Articulation – Too slow, too fast, accent, and dialect.  Articulation refers to the precision and clarity with which sounds of speech are uttered.  It’s better to over-articulate rather than under-articulate your speech sounds.  What sounds like over-articulation to you will come out as crisp, understandable words and phrases to your listeners.

e. Pronunciation – Refers to the traditional or customary sound of words

2. Perceptual Barriers: Those factors contained within the message, sender, or receiver, which can cause distortion and refraction (bending) of the communication. 

a. Past experience

b. Hidden agendas

c. Stereotype

3. Psychological Barriers: Those factors contained within the sender or receiver which can lead to feelings of anxiety, frustration, threat, insecurity, etc., thus causing distortion of the communication.  Some of these psychological barriers are referred to as Ego Defense Mechanisms.  Ego Defense Mechanisms are mental devices used unconsciously when our self-image is threatened by our own emotions or by our interaction with others.

a. Fight Defenses

b. Flight

c. Manipulation

K.  STRATEGIES FOR EFFECTIVE COMMUNICATION

1. Characteristics of Effective Listeners/Communicators  

           Alert

Caring

Non-emotional

           Attentive
Patient

Non-interrupting

           Empathetic
Interested
Understanding

           Curious

Responsive      Non-distracted

2. Guidelines for Effective Communication 

a. Prepare yourself

b. Check receiver

c. Be positive (express confidence in your communication ability)

d. Use "I" message

e. Be specific

f. Active listener

g. Stay focused

3. Importance to the EO Program

Communication is essential to the EO program.  Every aspect of the role of an equal opportunity advisor involves the communication process.  Communication is involved in complaint processing, commander support, EO instruction, staff assistance visits, reports, organization of ethnic observances, and publication of policy.  Thus, every aspect of the EO program and the role of an EOA require open and effective communication.
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