relationship skills for success
Introduction
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Click on the link below to see a brief introduction to the “Relationship Skills For Success” chapter.

Video: Relationship Skills For Success
Communication is an important part of most jobs. You need to be able to communicate with your boss, coworkers, and customers. Sometimes this can be difficult. It is not always easy to communicate effectively when you are criticized or involved in a disagreement. 

This chapter, Relationship Skills For Success, will help you think about your communication skills and explore how you can relate better to people in your workplace.

In this chapter you will: 

· Compare different communication styles
· Identify ways to be an active listener
· Practice handling criticism
· Review skills you can use to resolve conflicts
If the video does not run smoothly on your computer, use the slideshow version.
NEW TOPIC



types of communication 
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Communication is the way we connect with people in the workplace. Communication can be both verbal and non-verbal. You give messages with your words. You also give messages with your body. 

There are four basic types of communication: assertive, aggressive, passive, and passive aggressive.  In this next slideshow you will learn more about them. As you watch, think about how you use these different styles.
Slideshow: Communication Styles [Chap15_flash_scripts] 
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Which style do you think is most effective, name?  If you said assertive, you are correct. When you use assertive communication, you show respect for yourself. You also maintain respect for the other person. 
In this next slideshow, four people have been asked to work overtime. No one wants to do this. Each one answers differently.  See if you can identify who is communicating effectively. 

Slideshow: Is This Effective Communication?  [Chap15act_effective]

NEW TOPIC 

Listening skills
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Being able to effectively give information is not enough. To be a good communicator you also need to be a good listener. 
Are you a good listener?  This next activity will help you evaluate your listening skills. This information will be saved in your Workbook.

Workbook: Check Your Listening Skills [Chap15act_check]
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Sometimes people think that good listening is being quiet and not saying anything. But to be a good listener you must be an active listener. With active listening you put all your attention into what the person is saying. You also take time to think about what you have heard before you respond.

This slideshow shows an example of an active listener.

Slideshow: Raj Actively Listens [Chap15_flash_scripts] 
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Turn to page 42 in your Manual. This page contains a list of active listening rules. Are there things here that you do already? Are there things here that you might like to try?

In this next activity, take time to write in your Journal about what you can do to be a better listener.

Journal: Improve Your Listening Skills  [Chap15act_journal]  
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Name, now that you have learned more about effective communication, think about people you know. Do you know someone that is a good communicator?  Is this person assertive?  Is this person a good listener?
In this next activity you will write about a person you know who can serve as a role model for you as a good communicator. This information will be saved in your Workbook.

Workbook: Communication Role Model [Chap15act_role_model]
NEW TOPIC 

dealing with criticism
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Criticism is a common type of communication in the workplace. There may be times when you are criticized by your boss, a coworker, or a customer. 
There are two types of criticism: constructive and hurtful.  Constructive criticism points out something good about you. It focuses on your behavior that needs changing and gives helpful advice.  Hurtful criticism puts you down. It blames you and not your behavior and doesn’t offer any advice about change.

Can you tell the difference between hurtful criticism and constructive criticism? In this next activity, you will practice this. 

Drag-Drop: Match the Criticism [Chap15act_match]
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Name, no matter what type of criticism you receive, you should always respond the same way.  However, it can be hard. No one wants to hear that they are doing something wrong. Your first reaction might be to get hurt or angry. You might also say something that you regret later. However, it is better if you can respond well to criticism.

Turn to page 43 in your Manual. This list provides tips on how to handle criticism. 

This next slideshow shows Renee receiving criticism from her boss. Watch her response. Using the tips in your Manual, decide if there might be a better way for her to handle the criticism.

Slideshow: Renee Receives Criticism [Chap15_flash_scripts]
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Did Helen give Renee constructive criticism?  Did Renee respond appropriately?   In this next activity you will go to the Discussion Board and share your reaction with your classmates.  When you are in the Discussion Board, take time to look at your classmates’ answers.

Discussion Board: Evaluate Renee’s Response [Chap15act_journal]
NEW TOPIC

conflict resolution
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There will be times that you do not always agree with people at your workplace. It is important that you know how to resolve these conflicts.  In this chapter you have already learned several communication skills that you can use. 
This slideshow gives examples of things you can do to help you resolve conflict. 

Slideshow: Conflict Examples [Chap15_flash_scripts]
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Name, another good strategy to use when you have a disagreement is to show empathy. Empathy is the act of understanding and being sensitive to the thoughts and feelings of others. When a person sees that you care about their feelings, they may be more willing to work out a solution. 

How do you show empathy? Actively listening is one thing you can do. Another thing you can do is to respond with comments that show you sympathize with their situation.

In this next activity you will practice making comments that show empathy.

Activity:  Show Your Empathy [Chap15act_empathy]  
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If you have a serious disagreement with someone, it may be very hard to work out a solution. Turn to page 44 in your Manual. This is a list of steps that can help you.  
Think about a time at work or at home when you had a serious conflict with someone.  Do you think you could have used these steps to resolve it?  Are there other communication skills from this chapter that you could have used? Take some time to write in your Journal about this.

Journal: Conflicts in Your Life [Chap15act_journal]
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celebration!
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Congratulations, name! You have just completed the “Relationship Skills For Success” chapter. Click on the link below to see a brief summary.

Video: Summing up Relationship Skills For Success
Congratulations! You have just completed the Relationship Skills For Success chapter.  You have learned strategies for communicating effectively. You can use these strategies  in your workplace and in your personal life. 

Being able to communicate assertively, actively listen, respond appropriately to criticism, and handle conflict are valuable skills. They can be just as important as your technical skills. When you work well with people, you have a much better chance of keeping your job and being successful.  
If this video does not run smoothly on your computer, use the slideshow version.

If you would like to review the topics covered in this chapter and/or write down things you want to remember, go to page 16 in your Manual.

This is the last chapter of the Critical Choices course. To mark this chapter complete and return to the Learning Center, click complete.   To simply return to the Learning Center, click review later.

OPTIONAL ACTIVITIES
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Think about how you communicate. Are you assertive? Are there things you can change to become a more effective communicator? If you want, click on How Do You Communicate? and write in your Journal about this. [Chap15act_journal]
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Sometimes during a conflict, you may get angry. This is okay as long as you express your anger in an appropriate way.  If you would like suggestions on how to do this, click on Rules for Direct Verbal Expression of Anger (http://www.noah-health.org/english/illness/mentalhealth/cornell/recovery/angerule.html).
QUOTES
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“You cannot truly listen to anyone and do anything else at the same time.”  ~ M Scott Peck
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“Honest criticism is hard to take, particularly from a relative, a friend, an acquaintance, or a stranger.”  ~ Franklin P. Jones
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