Scripts for flash presentations

Chapter 15: Communication Styles

This slideshow is totally controlled by you. To start a slideshow and learn more about four different communication styles, click on the picture. When you are finished, click on Close to return to the course.

Assertive
Assertive people express their thoughts and feelings openly and appropriately. Arthur Assertive uses honest statements about his feelings, makes direct statements, uses eye contact, looks relaxed and self-assured, and uses a firm, warm voice.
Aggressive
Aggressive people attempt to attack, control, and take advantage of others. Amy Aggressive uses a superior tone of voice, uses blaming messages, has a sarcastic style, has a tense body, and uses a loud demanding voice.

Passive

Passive people allow others to attack, control, and take advantage of them. Passive Peggy uses apologetic words, doesn’t say what she really means, fidgets, has no eye contact, and uses a soft wavering voice.

Passive Aggressive
Passive aggressive people try to control others by using indirect, dishonest messages. Manipulative Marcus says one thing but does something else or he says nothing directly but lashes out in hidden ways.

Chapter 15: Raj Actively Listens
Raj tries to be an active listener at work.  

When someone stops to speak to him, Raj stops what he is doing and turns toward them.

Raj shows he is listening to each person by nodding his head, saying “uh-um”, smiling and sometimes even taking notes. Raj never interrupts.

When the other person is finished talking, Raj tries to restate what he heard in his own words. He makes sure to include their most important thoughts, feelings, and concerns. 

You have just completed Raj Actively Listens. To return to the course, click on Close.

Chapter 15: Renee Receives Criticism
Helen is the owner of a small restaurant. Renee, one of her employees, is a very good waitress. Helen has frequently praised Renee on the quality of her work. Renee’s customers also like her very much.

Despite Renee’s technical skills, Helen believes that Renee has an “attitude problem”. Renee always brags to the other waitresses about her big tips. She also complains about having to clear tables and work on Sundays.

Helen tries to discuss these problems with Renee but Renee becomes very defensive. 
“I’m the best waitress here. Why are you picking on me?” [Renee]
“I’m not picking on you Renee. I know you are an excellent waitress. But your complaints are having a negative effect on the other waitresses.”  [Helen]
“I bet the other waitresses have been talking to you behind my back. They’re just jealous because they don’t get big tips.” [Renee]
“You’re not listening! I’m discussing your attitude, not the other waitresses.” [Helen]
You have just completed Renee Receives Criticism. To return to the course, click on Close.

Chapter 15: Conflict Examples
When Jan is having a disagreement with a coworker, she makes sure that she uses assertive communication. She tries to be honest and direct. She does not blame the other person. She also tries to speak in a normal voice and not loud or sarcastically.
Keith sometimes gets complaints from customers that he thinks are unfair. In these situations Keith uses active listening. He listens until the customer is finished speaking. He does not interrupt. Then he summarizes what was said so he is sure he understands the problem.

Phil sometimes receives hurtful criticism from his boss. Phil thinks this is wrong, but he does not take the comments personally. He apologizes and asks his boss to explain exactly what he has done wrong so that he can correct the problem. 
You have just completed Conflict Examples. To return to the course, click on Close.
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