i i i nce.
d by assertive behavior using this seque

Most infringements or problems can typically be correcte 1y 10 modify his or her behavior before the

I;:_relationships_, built on mutuality and trust, the person is like
third step, the initial confrontation meeting.

Message Formulation

L is section, the

Although both defending and appreciating assertion messages are dealt w1thh :’Iilo:h;;ang& T e

emphasis is on the formulation of defending assertion messages used to invite beha assertion message.

first three subsections, the focus is on the accurate description of each of the parts ofana: ting another who

Defending messages are used in these sections because most often assertion m‘volves Invi {ing assertion to

is infringing you to alter his or her behavior. The same format can be used in apprci‘:; 3. In the fourth
eliminate what is called judgmental praise, identified as a high-risk responsc in Ly '

i . iating assertion mes-
subsection, Assembling Three-Part Assertion Messages, both defending and appreciating

sages are considered. i
While there are several ways of confronting problem behavior, thr_ee‘palrt asser?lon I:;tsjfizf’;;el
particularly effective in dealing with persistent problems—those behaviors that continue s o
attempts have been made to change them. Well-prepared and skillfully qel“"f’red AERCIIMIR TE uments
motivate others to voluntarily change their behavior without spending time in unnecessary arg i
As indicated earlier, three-part assertion messages consist of a description of

* The problem behavior pattern.
* Your feeling about the situation.
* The concrete and tangible negative effect of that pattern of behavior on your life.

The three parts are stated as briefly as possible and combined in one sentence, as follows:

When you (problem behavior pattern) . . .
I feel (your feeling) . . .
because (negative effect on your life).

This structured format helps ensure that all three parts of the message are included. As you gain
experience with this method of confronting others, you will be able to develop a style that is more natural
for you and will convey the three necessary pieces of information in an integrated way.

Often the phrase “as we agreed” can be added to the first part of the message to refer to the contract
or agreement developed between you and another in a prior conversation. When used, it n
stated during the first time the assertion message is sent to the other.

The following sections present guidelines and exercises to help you develo
each of the components of a three-part assertion message.*

ced only be

P your ability to formulate

Describing the Behavior

When another’s behavior has a negative effect on your life, one .
communicate is a description of the behavior that is causing you a prob(;l;rL}.]eEt};;etv;hmgS you need to
to meet your needs, it is unlikely that he or she will change a behavior that is both €N a person wants
he or she knows exactly what is going on that troubles you. €rsome to you unless
In developing this

“behavior” component of the three-part assertio
N messgge . .
lines are helpful: &, the following guide-

1. Describe the behavior accurately (specify what you are seej
2. Include any agreements.

3. Include a brief example.

*The following guidclines and exercises adapted from Ed Lisbe, Assertion Megsq
1980); used with pf:rmission.

g or hearing),

ges (unpublj .
published Mmanuscripg Mmade avajlabje by the author
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Specify the right behavior,

Desc.:ribe the patterp of behavig
Avoid using inﬂammatory word:
Avoid using generalizations |
Avoid using adjectives. .

9. Don’t use adverbs,

© N os

These guidelines are ed which presents a multip
_ elabora w i : i p '
exercise, followed by a brief dtis below in short subsections, each of which presents Itiple-choice

for the exercise. An understandcussl"n of the most appropriate response and the inappropriate responses

part assertion message more eﬂ]‘ Efti(fe::;]‘? guidelines will enable you to formulate the first part of a three-

Describe the Behavior Accurately

Describin ior i : .
g behavior is a difficult skill. Behavior is a person’s actions—what he or she says or does.

:ltl;?rot?\islcg;fspe‘zgiii(’:ﬁg !Jc s]::en or hearq_ But people telnd to describe “behavior” su.bjectively, frc_)m
aseant: rethsr IS, they tend to interpret behavior, focusing on what they think the behavior
Al On W.ha’- they saw or heard. When they do that, it is not a description of behavior. For
example, one person might see another taking paper home from the office and “describe” that action as
cheating the organization. That is a personal, subjective interpretation of what happened. The behavior
actually kno_wn to be involved is that of “taking paper from the office.” That is the behavior you saw. To
attach your interpretation of the meaning of what a person does increases the likelihood that there will
be a misunderstanding when you confront him or her.
Please read the following situation and select the best response.

Situation: You are the principal of a small private school. You have agreed to share decision-making
with your staff whenever an issue concerns them. One member, Sylvia Rossin, has absented herself from
the weekly stafl meeting several times, and thus has not contributed to the decision-making process.
Yesterday afternoon she was absent again. Because you value her presence in the staff meeting, you

decide to confront her.
Question: Which of the following statements best describes Sylvia Rossin’s behavior?

a. “When you don’t carry your share of the load in the staff meeting . . .’

b. “When you don’t attend stafl meetings . . »
c. “When you disregard the needs of the staff . . .”

Responses:

b. (Most Appropriate)
the description of th

a. (Inappropriate) From the data i
appropriate percentage of the wor

: -5 the staff meetings.
is her not a_tt:n)dlsnﬁvtia might not have been “disregarding” the needs of the staff at all. One of the
c. (Inappropriate

he was busy with duties. Guessing someone else’s

i ttended was because she W \ .

reasons she might :jl(:t ];a::e?iless argument. The behavior to be changed here is that of not attending
. 5

motivation can lea

the staff meetings.

The behavior was that Sylvia Rossin did not attend the staff meetings. This is
e actual behavior.

n the example you don’t know whether or not Sylvia is doing an
kload (“carrying the load”). The behavior you are trying to change

ts : . .
Include Any Agreemen . ely when someone confronts them about misbehavior. This defensive
ually react defensively and can therefore be expected. One way to diminish this natural

People us o't da 16 is natural

reaction (i.€., “I
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1 ou about the problem
ade with ¥
d (< person m
efensive tendency is to mention & prior agrcemcnt that th

behavior.

To include the agreement, you
sertion message. This will probably help the ot
Please read the following situation and se

4 or something similar to the ag.

“ ree % : 1 kl
¢ “as e 28 f the situation more quickly,

can add the phras¢ ¢ the facts o
her recogniz

lect the best I N |
eced to share decision-making

ve agr
. ool. You ha - in. has absented hers
Situation: You are the principal of a small private sch member, Sylvia Rossm,.l:l ki il
with your managers whenever an issue concerns them. One ntributed to the decision-making process,
from the weekly staff meeting several times, and thus has notlc?,l her presence in the staff meetings, you
Yesterday afternoon she was absent again. Because you va'
decide to confront her. jvia Rossin’s behavior?
: via ‘
Question: Which of the following statements best describes Sy 3

a. “When you don’t attend weekly stafl meetings t. n.ding ialf cEsiingS < -
: b. “When you don’t follow our agreement about atte !

ings, as W€ agreed . .
¢. “When you don’t attend weekly staff meeting

PeppamEr t about attending the staff
c. (Most appropriate) The behavior is described accurately and the agreemen
meetings is included. )
a. (Inappropriate) This is a good description of the behavior and it
asserted with it. By not mentioning the agreement you made, yo

dealing with this person’s defensive reaction to you.

b. (Inappropriate) Although your agreement was mention
infringement is not attending staff meetings. An asser
specifics of the desired behavior are included in the message.

would probably work for you if you
u might have to spend more time

ed here, it is not the infringing behavior. The
tion has a greater chance of working if the

Include a Brief Example

Another way to help diminish the other person’s defensiveness is to give an example of the kind of
problem behavior you are talking about. Specific examples will help keep the situation being discussed
in a clear perspective.

Some ways to include examples are:

‘@ 1]

. . such as this morning when . . .
« . . for example, the situation with Fred yesterday.”

Please read the following situation and select the best responses

Situation: You are the principal of a small private school. Y.

. ) . You have ‘o :
with your staff whenc\fcr an issue concerns them. One member, Sylvia l:ils;(;ier? ;[10 Afens decision-maling
the weekly staff meetings several times, and thus has not contributed to th’ as ?l_)sented l}ersclf from
Yesterday afternoon she was absent again. Because you value her y decision-making process.
confront her. presence in the staff, you decide to

Question: Which of the following statements best describes your associate’s b
“ o Cla C’S S
a. “When you don’t attend weekly staff meetjp, chavior?

% Sy S .
b. “When you didn’t attend the staff meeting ES as we agreed, like yesterday . . .”

Responses:

a. (Most Appropriate) This message includes a

descript;
agreement you made about the behavior and 3 CSCription of the behavior

" example of th

io




b. (Inappropriate) It i

- $ not j
behavior that has b Just yesterd

a t
appened before, Tr. e

Specify the Right Behavior

If you assert to som

: eone .
behavior other than that whic}?li)s0 et wrong behavior—that is, if you are imprecise and assert about
this happens quite often, partly bzztually bothering you—the problem will not be solved. Surprisingly,
addition, problem situationg ar ause people tend not to speak clearly when confronting others. In

problem-causing behavior ¢ not always easily described, and it may be diﬂ_icult to pinpoint the specific

Please read the following situation and select the best response.

Situation: As a student you are re
your faculty advisor. You are upse
him to respond to your request for
and you will be out of luck. Accor
days.

quired to have the addition of a class to your schedule approved by
t with Dr. Skobac, your adviser, over the amount of time it is taking
an additional art class. Because of the delay, the class may be filled,
ding to agreements, these responses should come within a couple of

Question: Which of the following is the preferred way of describing Dr. Skobac’s behavior that bothers
you.

a. “When you don’t approve my request for an additional class . .

b. “When you don’t approve my request for an additional class within a couple of days,
as the agreement states . . .

c. “When you don’t tell me within a couple of days whether or not my additional class
has been approved . .

Responses:

c. (Most Appropriate) This message lets Dr. Skobac know that you are having problems with the delay,
not with whether or not the additional class gets approved.

b. (Inappropriate) You want an answer within a couple of days. Approval would be nice, but the answer
is what you are after with this assertion. This statement puts a pressure on Dr. Skobac that you are
not intending and is not likely to get you what you really want.

i ithi le of days. Approval would be nice
i ¢ again you want an answer wnt.hm a coup ’

) (Inappfopl‘late)iso £;at fou aﬁe after with this assertion. This statement also puts a pressure on Dr.
gllit ltJhe ?Il:zzv;;u are not intending and is not likely to get you what you really want.

obac

i attern of Behavior o ‘
Describe the P t only one problem in a series of similar behaviors. You might get the
It is rarely useful to corfzc - stance, but other identical problems might continue. For example,
change you want in the spect y er’s behavior pattern of usually starting meetings late. Today he began
suppose you are upset about a p¢ ed that time to accomplish other tasks. Hoping to change his
it d you could have usct - in the conversation you tell him:
talt an hooc late: T yppointmcnt to see him. Early in the y ;
behavior, you make an 2 . ; te . .
start your meetings 30 mimites 1 . :
“Fred, when you g s you that it won’t happen ﬁgﬁ-"d '!‘th;-::r;w;::l;ztl:)tcg tthe meeting bi‘gins
ing, Fred assu ur need (since G n » but you remain frus-
ﬁ;ft;:i 1313{;: ;::::l Pgrcd thinks he bas m:tpigblem you had originally. You got the behavior change you
: ly the samt

trated. You still have neal

9
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purpose, you would address the pattern

ish your
requested, but not the one you really wanted. To accomplish ¥

of behavior, using the 30-minute situation, such as: . - - when you
“Fred, when you start your meetings after the scheduled time,

began 30 minutes late . . "

nse.
Please read the following situation and select the best respo

11 misplaces your folders.
Situation: Though yowve discussed fling mistakes with yOur 5560 s ?;i;t:i]\lfe mi};lutes i [t
Last night, when you stayed late in the office t0 finish a report, 1t 190", fled. You found it filed in the
of your patient’s (Mr. Peter Ames) personnel folder because it was n}ls t ;)ur ecretary the following
H’s. You are feeling very upset about the 10ss of time. You decide to con ront y

morning to insure that this behavior doesn’t happen again.
-
Question: What message would be most likely to correct the problem behavior:
1T o CAY ki
a. “When you file Mr. Ames’ records under ‘H’ instead of ‘A’ .

b. “When you don’t file Mr. Ames’ record where it belongs . . .~

c. “When you don’t file material where it belongs, such as putting Mr. Ames’ personnel
folder under ‘H’ . . 7

Responses:

c. (Most Appropriate) This message refers to the overall behavior pattern of which Mr. Ames’ folder
is a part.

a. (Inappropriate) If this message works, and your secretary agreed to change her behavior, all you can
be sure of is that Mr. Ames’ record will no longer be filed under ‘H’. Other misfilings might continue.

b. (Inappropriate) If this behavior change occurs, you are only assured that Mr. Ames’ record will
always be filed correctly. Your problem is with other misfilings as well.

Avoid Using Inflammatory Words

Inflammatory wo‘r‘ds used in an 'asscrtion message often trigger an emotional reaction in the person
assertc?d to. If you say When you failed todo . . ..” the person you are talking with will probably focus
on a different meaning of the word fail than the one you intended. The other might experl;en(;e ayhigher

emotional response around the word fail than is desirable. This hi

o . This high- A

ability to really understand what you are saying and respond cons tgfgct:?veerlgyt response blocks his or her
“Wher} you neglect to mforfn me about . . .” is another example of us: eo ]ft an i

To avoid using words such as failed or neglected simply substitute the w dg axan lnﬂa-mmatory word.
Profane words are highly inflammatory for many people and thus ords don’t or di d.n’ .

statement. ’ » are to be avoided in an assertion
Please read the following situation and select the best respons

€.

Situation: You haye just moved to a new city. When the brakes

ommended a repair shop. You had the car fixed at “Roy’s Repair \gﬁnt Sut on your car, a neighbor rec-
and rotors needed replacement, due to .faulty reconstruction, You hop”, and within sixty days the pads
who worked on your car, because he did not follow establisfled are upset with George, the mechanic
now you have to pay. You want to change his behavior. Procedures for brake rcl;lacement and

a. “When you ignore procedures
finished . . .”

b. “When you don’t follow procedur
——— €s about
work checked when you are finigh replacem
ed . ent of brakes b .
.- y not having your
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Responses:

b. (MOSt Appropriate Th;
tension. With, (s 3 his message paq none of the

about his behayioy. PProach, you are more likely

a. (Inappropriate) The w tends t k
to your statement by saying « e

; ymng, “ “Ienores
Their energy becomes focused of tﬁ?. Wl}ﬁt -
hear. word “ignor

¢. (Inappropriate) “N 9 3
that they didn’z do :gxlscth-ls one of those words that triggers people emotionally. It implies not only
cthing, but also that their error was somehow purposeful.

“loaded” words that tend to increase a person’s
to get George to understand what you are saying
Ol‘d “i [Ty .

&nore people very defensive. They are likely to respond
you mean ‘ignore’? I meant to do it, I just. . . .”
e”, rather than on the message you want them to

Avoid Using Generalizations
The words alw
to what you are sayigg&(}’g}er‘ ]a}nd constantly are generalizations and imply that there are no exceptions
. . cralizations are rarely true—especiall when you are talking about someone’s
behavior. Few people are “always” late fo y pecially you are talking

4 ool r work. There are usually some occasions when they arrive on
tlmq, although it might Not seem so when they are frequently late. Using an absolute will probably be
detrimental to your assertion. The other

he or she was on time, rather than focus

: on your concern for the times the behavior caused you a problem.
Please read the following situatio

n and select the best response.

Situation: Milton, your best friend, borrows your philosophy notes for study to supplement his own. He
always promises to return them the day he uses them, but occasionally forgets. Yesterday he borrowed

your notes and didn’t return them, and you need them for class, This is the third time this has occurred,
and you are very upset.

Question: Which of the following messages is preferred in terms of changing Milton’s behavior?

a. “When you constantly borrow my notes and don’t return them . .

h. “When you don’t return the notes you borrow, as we agreed, like my philosophy notes
yesterday . . .”

c. “When you never bother to return my notes . . .

"

Responses:

b. (Most Appropriate) This message describes the behavior without exaggerating the number of times
it has occurred. )
it has o iate) The word “never” is not needed. Milton has probably returned the notes at least
. (inaP_Pn;)}[::;!J ast year. He will probably talk about the few times he returned the notes rather than
once in :

e concern.
hear your lf"gltm;iht: word “constantly” is not accurate and using it will not hlclp you to get Milton

a. (Inappropnfite) .+ Milton has probably returned the notes at least once in the past year so he
to change his behawm:’ h : roves that you are wrong to say “constantly”. In addition to being in-
will tend to argue ?Itllig w‘:) r]:i «“constantly” will tend to increase Milton’s defensiveness and make it
accurate, the us€ 0

Avoid Using Adjectives ific as possible in describing behavior. Agjectives are not specific and
It is important to bc as Sp:;i:cti\n.‘,s tend to lead to argumcr:‘ts about “how long is long?” or “how
should therefore be avoided. ﬁ; -; he “takes extended breaks” or “schedules long meetings” or “submits
” rs
short is short?” To tell a pe
73



havior. “Long”

change her b? g
ki n saying * When you take
ke more than the agreed

. she need
. : information 8 er tha
inaccurate reports” does not give her the kg’iﬁf ;::)urs to another- Rath

ou ta
can mean twenty minutes to one person an specific to saY WS
extended coffee breaks . . ., it would be Torc d
upon fifteen minutes for coffec breaks. . -

nse-
i ¢ best respo
Please read the following situation an

| select th
e ou and has conveyed the mes.-
ber. This has resulted in your

You are upset with Lois and

es fory
Situation: On several occasions Lois has received t?ll:‘:v};ong te
sage inaccurately, either with the wrong name, or'th has embarr
being unable to return the call to the person, whis

decide to assert to her. pavior that needs to be changed?
Question: Which of the following best tells Lois about the beha N
" on
a. “When you make flagrant mistakes 1n my telep bome RS - « &
b. “When you give me inaccurate and incomplete P ately, like this morning’s call
c. “When you don’t convey telephone messages tp i6 AR ’

with the wrong phone number . .

assed you.

L]
ges. -

EEd

Responses:

c. (Most Appropriate) You told Lois the exact part of he.r be
You describe the data you were not getting accurately, 1.€.,

sage this morning.
ges and names, addresses and phone numbers, she

a. (Inappropriate) Since Lois gives you phone messa : I
doesn’t understand what is not “right” about the information. You probably think she knows what
ois to know what you want.

you mean, but your lack of clarity makes it difficult for L . :

b. (Inappropriate) Lois doesn’t know what is inaccurate about the information she gives you. In fact,
she probably believes it is accurate. Further, she will probably become more defensive than necessary,
making it difficult for you to resolve the problem.

havior that was causing you a problem.
the phone number in the telephone mes-

Don’t Use Adverbs

When confronting another, it is usually not helpful for you to focus on the number of times the
problem behavior has occurred in the past. The words frequently, often, repeatedly, or regularly in an
assertion message aggravate your problem with the other in two ways:

1. The words tend to add blame to the message, because the focus becomes more on the past
history than on the current behavior.

2. The words open the door to unnecessary arguments, such as “How often is often?”—the same
problem that occurs with the use of absolutes and adjectives.

Please read the following situation and select the best response,

Situation: Your father has agreed to take a walk on the beach wij
. . lh s > .
him about some of the difficulties you are having with school. H you. You wanted this occasion to tell

and has cancelled at the last minute both times, and you are fceﬁilgzliiii‘ialed this meeting two times
Question: Which statement would probably be least like] -

. ; . yto incre 5 ~
most likely to make him receptive to your assertion? 43¢ your father’s defensiveness and be

a. “When you cancel appointments at the | i

: : as ,
this morning , . > L minute, as with oy appointment for a walk
b. th_en you ripcatedly promise to walk with me, and
morning . . . ' cancel at the last minute, like this

s like thig morning »



Responses:

1(1)0d message. The one word, repeatedly, if deleted, would clean up
defensiénnms unnecessarily words are often received as a form of blame and this increases
c. (Inappropriatc) With t

he i 13 : i
consistently can he perceivggl;?otlll-l of ttlile word “consistently” this message is satisfactory. Again,
€ other as a blaming word.

Describing Your Feelings

' Thf: second part of the three-
is a feeling word that captures your |

represent a particular feeling,

In developing the “feeling” component of the three-part assertion message, the following guidelines
are helpful:

1. Use a feeling word that accurately describes how you feel.
2. Don’t use the same word to describe all your feelings,

3. Don’t use stronger feelings to build your case.

4. Don’t use “victim” words.

Each of these guidelines is elaborated below. The multiple-choice exercises provided in the subsections
covering the guidelines are followed by brief discussions of the most appropriate response and the in-

appropriate responses for each exercise.

Use a Feeling Word That Accurately Describes How You Feel

ibi ings i - i is an effective way to convey to the other

ur feelings in a three-part assertion message is an _ : .

Dc;cn'bmgr}:;nce of wghat you are saying. A major consideration when choosing a feeling word is
Ayt s y captures your level of emotion about the infringing behavior. For example,

R approprlatel uld only irritate someone else. The feeling word is

you could be furious about the same behavior that wo

rson who is infringed by another.

unique for each pe tion and select the best response.

Please read the following situa
is about Rachel’s disorganization in the
i should be as upset as she is a
. thu}l,kars;h:utstanding roommate in other respects. What bothers her most about
apartment, because she is suc olf doesn’t know where things are vw{hen they need to locate things. She
the disorder is that Rac}:fl hc;'rs * fer drawer for a needed item. This takes a great deal more time than
- h draw
ends up sorting throug

anized. They talked about t%lis l?ehavior_ before, but it seems
it would if she helped keep the aPartmentl?)rﬁentcd people. Carrie is considering talking to her again, but

that Rachel is just one of those non-dctalding how much of her feclings to express—especially because

» egar
s o . . .
she doesn’t want to tur f; I ppropriate feeling for Carrie to add to this message?
) 1d be
Question: What wou

e [ feel somewhat upset.

Situation: Carrie doesn’t

. i I really feel frustratc,c,i.
—. ‘. . it bothers me 2 little.
g o
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Rachel has persisted in her
eds to know the strength of
hanging her problem be-

Responses: ¢ is feeling- If

ri
b. (Most Appropriate) This is probably close t0 Whaltki(;:rwith her, she né
behavior, despite Carrie’s previous attempts at 12 her more receptive 10 €
her feeling. This understanding will help t0 make
havior.

a. (Inappropriate) Carrie is more than “somewha
be building. If she doesn’t let Rachel know her g
have will probably deteriorate.

¢. (Inappropriate) Tempering her approach in this way, S0 45 Carrie needs
to one conclusion: “She must not be too upset about thlsi] erspective of
not liking this one particular behavior. If, given t.he overall p
wasn’t bothered, she wouldn’t need to say anything.

lings of resentment seem to

Worse, her fee living relationship they now

tn’
t upse lings, the fine

enuine fee

achel off, can only lead her
to let her know that she is
her excellent behavior she

s not to turn R,

, i Il Your Feelings
Don’t Use the Same Word to Describe A od. bad, happy, and sad. The range of

For many people, feelings are limited to such words as g P rv”. The word
anger words, g-oen t};pset and ?rritated to furious and irate, usually all end up as I'm angry
Sfrustrated also tends to cover several levels of feeling. )
It helps another believe that your life is negatively affected by hi
the real feeling it causes in you.
Please read the following situation and select the best response.

s or her behavior if you can label

Situation: One of your students has an excellent mind and contributes much to the clflss. Ther§ is one
problem that concerns you with this person. She is erratic in meeting deadlines. She will be on time for
several assignments, then, with no warning, she will miss a deadline and appears to think that doesn’t
matter. It creates an uneasy feeling in you because she does this often enough so that you never know
for sure where she is on her commitments for class assignments.

Question: Which feeling word would be most appropriate to add to your message?

a. “. . .Ifeelangry. ..
b. * . .Ifeel upset. . .”
“. . .Im feeling worried . .

Responses:

c. (Most Appropriate) Being worried carries with it the sense of co ShEg
) . . T . . ncern, a
quality of the situation. It indicates a serious problem that ¢ca gitation and the unknown

o & . uses you t i '
it is more on target to say you feel worried than 1o say you're upyset 0(; titrl;?tlz(itaelim about it. Probably

¥s no special i ; ; .
ation here. P nformation about the particular situ-

b. (Inappropriate) “Upset” could cover a range of behaviors f,
the loss of a loved one. Using that word here adds nothj S 1I10m a type of stomachache to grief over

ng significant to your message.
Don’t Use Stronger Feelings to Build Your Case

need to indicate a legitimate feeling about its effect han .
“ on yo : ge hlS or her .
To say, “I am outraged that you are three minutez 1:: o holrviar, you
importance of punctuality . . .” would make that si ¢ for our

. meetin s .
1tuat g after w u
expresses how you really feel, such as annoyed, This makelon la“ghable_ It is better t: rlzed;s chs)igdtltll:

more believable to the person whose behavior § Your whole
. : you wa messg
Please read the following situation and selecy th: tb::;tchange. 8¢ congruent and therefore
TSponse,
76



Situation: Kevin frequently

Comes int
¢ usually retur A gy 0 your
he usually A ns them, it s hig not askj apartment to borrow your records without asking. Although
occasions about the problep You fe ng that upsets you. You have spoken with him on two other

just di X el awk G
have just discovered to be Missing Ward about asking him whether he took a record which you

uestion: Whi i
0 ch feeling worg should you ysge 1o assert to Kevin?
evin’

8 abused apg mani
) . pulated . ,
-+ .I’'m feeling irritated , | »

- -« I am outrageq by your behavior . . »

(13
a. 7. . . I'm feelip
b' (13

C (13

Responses:

b. (Most Appropriate) This s :
being infringed by the rec;:ms closest to describing the current situation for you. Not only are you

borrowing, but now is missi
. ! one is missing.
a. (Inappropriate) You don’t ne .

ed feeling words thi ;

be a vari P e 'S this strong to have a successful assertion. There may

] %o v Of rea:js’(,)ns for your inability at this time to ask Kevin about the missing record. “Abused”
anipulated™ are unlikely to help you accomplish your goals.

c. (lnappropnate) “Qutrage” would seem to be a strong word for most people in this situation. You
SPOkF twice to Kevin about the problem. Your needs are not getting met and you want to confront
Kcvm,to cha_ngc the problem behavior. A different level of energy, perhaps something like “aggra-
vated” or “discouraged”, is probably closer to the real feeling at this point.

Don’t Use “Victim” Words

The primary goal of assertion is to change another’s problem behavior. Words such as hurt, dis-
appointed, and let down are not focused on that purpose. These words have a tendency to result in people
feeling guilty instead of enabling them to change their behavior. “I feel hurt,” for example, seems directed
toward letting the other person know that he or she did not meet your expectations. The behavior change
you want then becomes secondary.

Please read the following situation and select the best response.

Situation: You are the principal of a school. One of your .teacher.s, Justin Perman, has agreed to do better
at confronting students in the class for their poor discipline. Th.IS agreement resulted from several meet-
tin to solve the problem. This new behalw_lor meabns .': l(;t to g‘ou.bfcaus;): Parentshof
h » ot of your time complaining about class discipline. Prior to this
some. of the children if:’jl;‘]iki‘:gthipcilalsroorg working with problem students. You have also spent time
meeting you had spent i rtion. Things had been improving, but yesterday you received four calls from
coaching thct: te;cotillle;ellft‘ ;(S)ii work was meaningless and the problem was right back where you started.
upset parents.

Question: Which feeling word is most appropri .
« . I'm feeling frustrated . . -

ings you had with Jus

ately directed to getting your needs met?

a. : ;
b. «. . .Ifeel disappointed . - -
c. . . .1feellet down . .
i ted about the result you didn’t get with this problem solving time

. <) You are frustrd
a. (Most Appropriate) our feelings: T

and let Justin know y e
ing that you We
;ate) By saying ! jor.
b. (.I nap;?rop{la : not the problem beha'v o
tionship with you, Justin is

e to

. s The messag )

your expectations message 0 Justin seems to
S

i i . ing a
- (Ilnap'?:rgo%l:ti?arrlﬂlgher priority than changine
pleasi

he message to Justin is: The result wasn’t achieved!

«disappointed”, you are focusing mostly on Justin’s rela-
The emotion is centered around Justin not living up to
u let me down!

be: You didn’t do it for me! The implication is that
problem behavior to get better results.
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Describing the Negative Effect on Your Life

: . stion of the negative effect the

The third component of the three-part assertion message 13 *:) Sis:;:ipto tell a person whose behavior

problem behavior has on you. This is another piece of information yh o biem behavior isself accurately
is affecting your life in a negative way. Even when you describe the P

; ; .. way that helps the other person
if you don’t communicate the problems that behavior is causiig izuo;nsic isynot as likely to change the
understand the negative impact the behavior has on your life,

problem behavior. ssertion
In developing the “negative effect” component of the three-part &
guidelines are helpful:

message, the following

1. Specify the effect as concretely as possible.

2. State the effect on your life.

3. Avoid using reasons.

4. Don’t exaggerate the effect.

5. Don’t use an effect that “sounds good” but isn’t true.

Bach of these guidelines is elaborated below. The multiple-choice exercises prpvided in the subsectl(,:.ns
covering the guidelines are followed by brief discussions of the most appropriate response and the in-
appropriate responses for each exercise.

Specify the Effect as Concretely as Possible

People are not easily persuaded to change their behavior. Their openness to change (other than in
response to a threat of punishment) usually depends upon your ability to convince them that their be-
havior is somehow affecting your life in a negative way. The best way to do this is to state, as concretely
as possible, what the effect is. Concrete and tangible effects usually involve your time, property, money,

or health. Some ways to “measure” the effects on your life of someone else’s behavior are in terms of
what that behavior costs you, such as:

* Additional time spent (“I have to take longer to complete my work”).
* Increased expenditures (“I can’t keep within my budget™).
» Damaged health (1 have an allergy and can hardly breathe™).

Please read the following situation and select the best response

Situation: You are a manager responsible for the output of a de
quires you to schedule each person’s activities carefully, in adya
are doing. Becausc of your need for advance planning, yoy establi
all employees to give you at least three or four days’ notjce wik
comply with the policy, but one person usually waits unti] the
again this morning on a day when you were counting on her tg ¢
two of your other workers. You determine to speak to her about t?lmplete some
happen again. 1S problem t

Question: Which phrase is “measurable” in a way mogt |; :
is negatively affected by her behavior. ikely to convipee this employee that your life

partment. The nature of your work re-
NCe, to coordinate with what the others

calculations needed by
0 resolve it so it doesn’t

a. “. . . because I can’t get my work done.”

3
.
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Responses:

n L}
a. (Inappropriate) Th-wo K was noy Necessary #t into account. Now, you mast re-do the work you've
1S might be ¢,
to convince the Person that yourue to some degree. However, this statement is too general and vague

[

- . . because Beth has a more difficult time writing her reports.”
1 9 .

. . . because you won’t meet your deadlines.”
“. . . because it disturbs Tamara’s sleep.”

Please read the following situation and select the best response.

Situation: You work in a studio with two other artists. The three of you are responsible for keeping the
place orderly. One of your group leaves her ceramic materials unwashed and the place in a general mess.
You have asked her three times to help keep the studio orderly. When you got to work this morning, you
again had to clean up the studio before you could start work. You have decided to confront her.

Question: Which statement shows the effect of this person’s behavior on your life?

a. “. . . because if you get away with it, the others will start doing it.”
b. “. . . because we will have to clean up.”
c. “. . .because I must do the clean up myself.”

Responses: o
y iate) You are concerned primarily with how the work is going to get done. Your state-
c. (Most appropria

i o do (the effect on your life) to clean up.
ment Indicates Wha't 5 Wl'” h:l:l:atbly ac(curatc. It does not, however, tell the person how that result
a. (Inappropriate) This effect 1S prricd Y ot what the others will begin doing, Jagettorte st
affects you. If you are - “;‘()1 ask this question: “If other .people_ start doing it, what price will I
effect on your life, you bSh(t)llllat you will have to spend additional time to clean up.
pey?” Theanss T Zf wye” instead of “I” indicates an effect of which I can’t be certain. You
b. (Inappropriate) The use

. If you use “we” you open yourself to a comment

ou personaily. :

can only account for the eﬂ'c;t, z::dyyou ® T then involved i #n arguineat
it that wa

“Sally doesn’t see !

Avoid Using Reasons

+ about someone’s behavior, rather than how it affects you, does not
a

. & ou arc llpSC
Explaining why ¥

e the behavior. The other still might not see ttllat his or her be-
he other person to cl}g‘ng ace in your life. For example, when another is repeatedly late
help persuade the rete differe
or, conc

i - “When you are late for stafl meetings, as with the meeting
havior makes any maJ ight correctly assert:

for staff meetings, You P

__—h‘



to date on material you

: : ou up ;
o take extra time to bring ¥ he assertion message by

today, T feel annoyed, because I then need t s the effectiveness of t

missed.” Using reasons for the negative effect decrez}se
obscuring the negative effect. Some reasons might be:

sy r job.”
“. . . because knowing this material is important for your)

“. . . because I can’t be responsible for always keeping you up

: nse.
Please read the following situation and select the best respo

. ’s reports before the
Situation: One of Susan’s job responsibilities is to pr oofread and edit thc Chg:;zgo;orgef:or runs out o¥'
are passed out to the Executive Board members cach month. Som_ctlmc; e, bzl e Boand
time and she distributes the copies without being proofed. The last time this happ iy I:)oked a little un-
members mentioned to the Chancellor that he saw three or four errors, Saylngf her work assignment
professional.”” The Chancellor decides to speak to Susan again about this part of et '

Question: Which statement shows the effect of Susan’s behavior on the Chanc
for the Chancellor being upset?

to date.”

ellor, rather than a reason

__a. “ . .because I lose stature with the Board.”
b. “. . . because I am held responsible for it.”
c. “. . . because I don’t have the report I want for the meeting.”

Responses:

a. (Most appropriate) The effect on the Chancellor’s life is that he is looked upon with less favor by
the Board. This can have many serious future consequences for him if the problem behavior con-
tinues.

b. (Inappropriate) The reason the Chancellor is upset is because he will be held accountable. This does
not tell Susan how the Chancellor’s life will be affected by this accountability. In response to this
reason, Susan might simply say, “Don’t worry about it, they know you’re doing a good job.” She
couldn’t make this kind of response if the Chancellor had told her the effect on his life.

¢. (Inappropriate) “Not having a report” is not the reason the Chancellor is upset. It is not a statement
showing the effect-on his life. The effect can be determined by asking “So what?”
because I don’t have this report? The answer might be an '
is should become the “effect” statement.

How am I affected
y number of things, and whichever one it

Don’t Exaggerate the Effect

how your life is afTected in a negative way. It is usually more
of the other’s behavior, you will have “a more difficylt time” do;
i i i < i 9,99
do it. Others are likely to believe that their behaviors ca “;g;osg’lmethmg than to say you “can’t
that they make your task or life impossible. ems but are not likely to believe
Please read the following situation and select the best response

use you

Situation: Your best friend, Jaret, with whom you have p]
showed up for an agreed upon raquetball game for the thpi:iyfid raquetball for
with his behavior, since it is difficult to get a partner at th me this sem

: . el i
schedule and are really counting on it, the late cancellatiop a:’};?lnpte. Aft

Question: Which effect on your life is Jaret more apt to belieye?

over two years, has not
ester. You are very irritated
€T you have built it into your
St impossible for you to play.

a. . . . because I never get my exercise.”
b. “. . . because of your behavior, | can’t play ry
c. . . . because it is difficult Al
- - to get a Partner g th .
playing. © last oHmite and T £ . t
often end up no
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Responses:

c. (Most appropriate) T
energy. he effect On your Jife

b. (Inappropriate

happy about ¢
will lessen the

§ an g . .
unnecessary and unfajr increase in your time and

Taquetba). ;
l}e Partner yq can get g tl?ioll; might have to Practice yourself or you might not be
- Impact of yoyy legitimate conc St moment. But yoy can play. An exaggeration here
a. (lnappropnate) “Never” ; ern.

ing li ; $ an abgol
thmg like this to yoy. “What do yoélt;:doubtfullg true. The other person will probably say some-
getting any exercige jg probably ap exagzgr:ﬁver? Another problem with this message is that not
1

’ on. It might be true at this time, but not always.
Don’t Use an Effect That “Soyngs Good” but Isn't Trye

Many people
than it acguzl:llypis. 'a;‘rheeisrt l;)er;iggi:elrgﬁtel(lj toheniu re the success of their assertion by making it stronger
Do not search for the “begt” e[;l' Y that “my negative eﬂ"cc.t probably isn’t good enough.”
deotcase the effectiveness of yous ect. The more you try.f to increase the stakes, the more you w.ill
Assertion generally worky becauselgﬁstéslgs‘i’«;nlristiad, determine the real effect on your life and state it.
sithout 2 Rifdes G, ahoat. . pie honesty—one human being telling
Most people respond to this since

it affects his or her life.
re, straightforward approach.
Please read the following si

tuation and select the best response.

Situation: Emily dislikes Gay’s habit of coming to her to complain about others in the office. Emily
decides to put together an assertion message to see if she can confront Gay about this behavior.
Question: Which is the real effect on Emily’s life and the statement most likely to change Gay’s behavior?

a. *“. . . because I don’t have enough time to complete my work.”

b. ““. . . because I don’t like talking about other people.”

4

= because it disrupts my flow of concentration and I lose good ideas.”
Responses:

; : 5y 78 t of Gay’s conversation. Emily appropriately ad-
b. (Most appropriate) Emily doesn’t like the content of Gay y app .
is issue. | |

dresses her?elf to thfS s more upset about the “gossipy” nature of Gay’s conversation than with the
B fhmpproprine) ]flimlly ‘ShI:r work time. The effect that is real for her—the talking about others—

fact that it intrudes on

should be the fOCUS: i ion of “concentration flow” is probably qot, accurate. It sounds like a
c. (Inappropriate) This dlls)rutpittl is not the current negative cﬂ‘t?ct on Emily’s life. Gay probably won’t

u .
better reasorcll tg,:::g:é will probably not change her behavior
“buy” it, an ’

e-Part Assertion Messages

s can be used either to defend or to express appreciation.
r, assertion messagz"ided to help you become more skillful in formulating both
y ises are P

Assembling Thre

As mentioned eaf“.c 5. EXerc
In the following two Sﬂc‘tl('mn, messages.
types of three-part assertio

i ages ins a statement telling the other person what
Defending Assertion Messag ays contains a

: 0 Message alw . bout the problem, and how your lif:
A three-part defending assertl:: lem behavior), Your feelings about the p your life
three-p o © ¢ the p
2 tion O
he or she did (a descriP

iy 1 ol S e T vl
ffected in 2 measurar pealth. This tyPe of ass
. C o
was negatively all¢ {y, money:
p . roper Ys
volving your time, P
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:or without diminishing the
blesome behavior Wit i
is a high o P the other pCTSOn’s trou efending assertion g ’S not
other’sgsefftzgtizﬁtzrtgitmlzlg:,g atltl::‘/rrelaltionship. he three;lpz;;;:rienced in response to thehother s ':‘)e-
judge or blame the other. Tt merely discloses the feelings YO remains free to arrive at his or her solutiop
havior that has infringed on you in some way. The other person
to the intrusion that meets your needs.
The defending assertion message shou !
parts of the message may be given in any order, 1
sented earlier in the chapter. To review, the three-part seque

one sentence. Although the three

. in .
Id be succinct and stated n by learning the sequence pre.

tis preferable to begi
nce is:

“When you I feel becaus¢ —— *

1. “When you
is infringing on your space. (Direct
2. “ . .1 feel . . . Appropriate,
behavior. : : '
3. *. . .because » Description of the concrete and tangib'e negatgl’: eﬁl‘flfltii;)}’f :J}l;z:rtvl;elilz
behavior on you. What it means or what it costs you. (Should be buyabe, P
and make sense to the other person.)

EXAMPLE: Effect

Behavior Description Feelings

When you don’t show up for the I feel aggravated

staff meeting on time as we

agreed, such as yesterday’s

conference

Read the following statements and write an appropriate three-part assertion message for each. Use
the example as a guide.

1. You are the president of the student council. Your vice-president is continuaily absent from meetings,
causing you to meet with him later to bring him up to date on material discussed.

C te, specific nonjudgmental description of the behavior that
. . .7 Concrete, ; ]
and short, not blaming.)

accurate disclosure 0

f your feelings about the other’s

I need to take extra time
bringing you up to date.

When you
I feel

because

2. You work in an office with two other secretaries. The three of you are responsible for keeping the
place orderly. One of your group leaves her coffee cups unwashed and the place in a enerl;l mess
You have asked her three times to help keep the office orderly. When you got to w kgh' ess.
you again had to clean up the office before you could start work. TRl RS ZRISTRINE,

When you
I feel

because

-—
3. You are a teacher. You have reserved some audio-visua] equs
cquipment to use toda
y. Another teacher

took the equipment you reserved for your use at the time ou re :

" S » !
available for you to use and the audio-visual materia| w:s the ]fer; etd - There is no other equlpmct}t
the third time you have had the problem with this teacher. O your lesson plan today. This is

When you

—
I feel ,
because - —

82




. Sheldon, the bookstore cashier with whom you work, spends more time chatting with customers than
d irritated when

s;rvu;ign;illem. 'I.“he lines get loflgcr and longer, and people are genuinely angry an :
L Z);vior y arrive at your register for service. As a co-worker, you are disturbed about Sheldon’s
C f 24

When you
I feel

because

. Aunt Marie i§ always bringing up her health problems at every family gathering often interrupting
the conversation to do so. You find this personally irritating.

When you
I feel

because
You ride to school with your neighbor. She is late for the fourth time in three weeks, causing you to

be late for class.

When you
I feel

because
The roving science teacher left the classroom in a mess for the fourth week in a row. You have had

to rush to clean the room up for your own class the following period.

When you
I feel
because
. The personnel director always calls meetings to begin about half an hour before the end of the working
You want to be home on time to prepare the evening meal and

day and the meetings run on and on.

you are late every time he holds one of these late meetings.

When you
I feel

because

e AAArrnOOD



