LESSON #8:  COMMUNICATION & CONFLICT RESOLUTION

READING ASSIGNMENT:

Student Handbook: 
Effective Communication Skills

Roommate Conflicts

LESSON OBJECTIVES:

1. Define interpersonal communication and discuss the basic components of communication.

2. Explain the difference between hearing and listening.

3. Discuss ways to improve listening skills.

4. Discuss the difference between assertive behavior and aggressive behavior.

5. Discuss barriers to effective communication.

6. Define conflict and discuss how it can impact wellness.

7. Define conflict resolution and discuss the Dual Concern Model of Conflict Resolution.

8. Identify and employ the problem-solving method for conflict resolution.

KEY TERMS:

Interpersonal Communication

Communication Components: Sender, Receiver, Message, Encoding, Decoding, Channel

Noise

Hearing

Listening

Nonverbal Communication

Conflict

Conflict Resolution

Problem-Solving Method

Win-Win

APPLYING WHAT YOU HAVE LEARNED:
1. What are the most important communication skills for an effective leader?  Give

     specific examples based on personal experiences.

2.  When it comes to relationships, are men really from Mars and women from Venus?   

      Describe several basic differences in conversational styles between men and women                                        

      that can make communication between genders challenging. 

3.  Give examples of poor communication practices that hurt unit morale.

4.  Discuss barriers to cross-cultural communication.  Give examples that you have seen 

     or experienced.  How can we eliminate these barriers so that soldiers can work better 

     together?

5.  Give examples of conflict that you have experienced at USMA. 

6.  Employ the problem-solving method for the scenarios on the following page:

SITUATION #1:

The night before a parade you spend thirty minutes with your plebe making sure his belts are the right length.  The next morning you are running late yourself and do not get the chance to check him off before the parade formation.  You figure this should not be a problem considering you saw his uniform the night before and it was perfect.  Somehow, your plebe managed to mess up his belts.  When you get out to the formation your plebe is getting hazed ruthlessly by firsties.  You immediately take the blame and try to get the firsties to leave him alone.  They have gotten their point across to your plebe and you feel it is not necessary for them to keep hazing him.  The firsties do not listen to you and proceed to keep yelling at him.  They start getting on him for countless irrelevant things.  What do you do?  How do you handle this problem? 

SITUATION #2

You and your roommate have completely opposite study habits and sleep patterns.  It is difficult for you to study because he/she is always playing the music too loud.  He/she totally disregards your need for a quiet study place.  You and your roommate also have different sleeping patterns.  You schedule your day so that you get six hours of sleep and go to bed about the same time every night.  Your roommate likes to stay up late talking on the phone and studying.  He/she makes a lot of noise and shows no regard for your need for sleep.  How do you handle this situation?  

SITUATION #3

Your platoon had their semi-annual weigh-in today.  You are the Platoon Leader and everything went smooth except your Platoon Sergeant did not show up.  You find out his weight has always been a problem for him and later that day you mention to him that you need him to weigh in.  The PSG looks at you and says, “Sir, I am a Platoon Sergeant with 18 years service.  I don’t weigh in anymore.”  The Sergeant is extremely popular and has earned much respect from the soldiers.  In addition, he is excellent at his job and is, without a doubt, an asset to you.  What is your course of action?

SITUATION #4

It is your first day as Platoon Leader at your duty station.  You meet your Platoon Sergeant for the first time and before you can say a word, he says to you, “I have been here longer than you have been alive.  Things here are fine, just stay out of my way.”  What is your reaction/course of action?

After two weeks, you observe that things really aren’t “so fine.” Your Platoon Sergeant seems to have comments about every mission and every policy and continues to isolate you.  How do you handle the situation?

SITUATION #5

You are the range OIC and you overheard the 1st Sergeant telling the range safeties to “make sure they take care of their lanes today.”  After the soldiers go to retrieve their targets you notice that Private Smith, who has had the lowest scores in the past, scored a 37 out of 40.  What do you do?

EFFECTIVE COMMUNICATION SKILLS
INTRODUCTION

One of the most important leadership skills is the ability to communicate effectively. As a soldier, effective communication is critical. What you say, how you say it, and your ability to listen will be major factors in your success.

WHAT IS COMMUNICATION?

Effective communication is defined as the successful exchange of information between individuals. An effective communicator is successful in establishing an active two-way link with another individual or group.
· If there is no transference and understanding, there is no communication. 

· Communication does not necessarily imply agreement. 

· Communication can be in different forms such as verbal, nonverbal (body language), written or media. 

· Effective communication incorporates such skills as active listening skills, assertion skills, and conflict resolution skills. 

Active Listening Skills:
· Make eye contact. 

· Pay close attention to the speaker.
· Let the speaker finish before you interject. 

· Be aware of your body language and avoid distracting behaviors 

· Ask questions to better understand the message  

· Paraphrase. Repeat back what the other person has said.
· Don’t prejudge or form an opinion too soon
Assertive Behavior: 

· Assertiveness is expressing your thoughts, feelings, and beliefs in ways to do not violate another person's integrity. You must respect your own needs and the needs of the other person. 

· Aggressiveness is expressing your thoughts, feelings, and beliefs in a way that is not respectful of the feelings of another or in some way demeans the other person. 

· Non-Assertive behavior occurs when you do not express your honest feelings, thoughts, beliefs or you are apologetic of self-effacing so that others can easily disregard them. 

Assertiveness Skills:
· Emphasize common ground 

· Begin with a personal pronoun: "I think that..."; "my opinion is..." 

· Use a compound sentence containing several phrases connected by such words as because, therefore, and but: "I disagree with what you've said because..." 

· Prepare the best case possible for your position 

· Advocate forcefully but with an open mind (encourage others to do so also) 

· "Seek first to understand, before you expect to be understood." (Stephen Covey) 

· Do not take disagreements personally 

Conflict Resolution Skills:
· Win/win approach. "I want to win and I want you to win too" 

· Creative response. Turn problems into possibilities 

· Empathy. The best way to build empathy is to make the other person feel they are understood. 

· Appropriate assertiveness. State your case without arousing the defenses of the other person. 

· Co-operative power. When faced with a statement that has potential to create conflict, ask open questions to reframe resistance. Explore difficulties and re-direct discussion to focus on positive possibilities. 

· Managing emotions - control negative emotions. 

· Willingness to resolve - be truly open to a resolution. 

· Designing options. Be creative -- create new options. 

· Broadening perspectives – respect and value differences
· Negotiation 
· Mediation - bring in 3rd party mediation if necessary. 

COMMUNICATION BARRIERS

1. Communication Barriers – It is obvious that the Army consists of individuals who speak different languages, and even those who speak the same language speak in different ways. Misunderstanding is often a problem between soldiers who are very much alike, and poses an even greater barrier between those who are ethnically or culturally different.

2. Language Barriers – It is easy to see how misunderstandings can occur between individuals who speak different languages. Even with the use of a skilled translator, important meanings of a message may be lost. A language also functions more effectively when used in its cultural context. Mistakes in translation or interpretations can be very costly. They can do a great deal of harm by creating misunderstandings within a unit.

3. Physical Barriers – Distance, heat and cold, individual’s physical health, speech pattern, articulation, and pronunciation can hinder communication.
4. Perceptual Barriers – Past experience, hidden agendas (getting even with someone), stereotypes, noise and any factor that disrupts or confuses communication can hinder the communication process.

5. Incongruent Behavior Barriers – Occurs when someone’s actions do not match what is being said (talking the talk and not walking the walk). 

CROSS CULTURAL MISUNDERSTANDING

Most misunderstandings among soldiers result from cross-cultural experiences and do not necessarily occur from only one episode or misunderstanding. One misunderstanding leads to another, which can lead to an unsuccessful encounter. Each side begins to blame the other. Sometimes soldiers involved in a cross-cultural exchange will become emotionally hooked on one or two components and miss the meaning or purpose of the message.

BARRIERS TO CROSS-CULTURAL COMMUNICATION

· Songs, symbols, and gestures

· Accents

· Jive and jargon

· Lack of trust

Source:  Lesson 3: Communication Process (http:www.forscom.army.mil)

ROOMMATE CONFLICTS

Managing Conflict
If you find yourself involved in a roommate conflict, here are some tips to help address the situation:
· Talk straight. Level with each other. Ex: “When you do X in situation Y, I feel Z.” Be honest about your needs, thoughts, and feelings. 

· Validate other’s positions. Try to understand others’ points of view even when they differ from you own. Ex: “I can understand how you might feel that way. Your reaction makes sense.” 

· Negotiate. Attack problems, not each other. Come to an agreement on what the conflict is and on what a solution may be. Make a plan of action that will help you to achieve the solution. Set a future date to evaluate the situation. 

· Use “I” statements to own and express your thoughts/feelings. Ex: “I feel left out” sounds very different from “You never spend any time with me.” 

· When possible, state issues positively. Instead of detailing why you can’t do what someone asks of you, state what you’re willing to do. Ex: “No, I can’t clean up the kitchen right now, but I will do it by noon tomorrow.” 

· Try not to involve your neighbors or mutual friends in your conflict. This can aggravate the conflict and complicate the situation. 

When an objective third party is needed, call your Resident Assistant, Community Advisor or Coordinator of Student Life. Contacting the staff early can prevent the conflict from growing.
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