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Fotlr Carrrnunlestions Tuuﬂsu

1. TransactionallMoedelfefCommunication
®* Understanding  FRAME® cand “INOISE™

2. Know the “BEST Communication Channels
3. Understand “CONFLICT” — origins and exits!
4 ABC'’s of emotions (“NOISE”) — The CBT Model
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*ABSIacton Ladder
ANVords\avieanings
*l-eelings v. Emotions
*Apology V. Sorry

*All one model




Snowlselejs Neselsel

*Goals: MovingrelientsirenrANGRY: 10 Calr

*How: Understanaing Crtcism/Anger Cycle
- *Value: Build & give'confidence at every touch
*Relational Decay / Growth pr DCESS

Hierarchy of “Emotional Being” = the
jframe'

.




ConnnniniczEions Prin DpU@:sw

1. ResponsibilityliSton'the speaker.

ZJ When youlcan't communicate,

nis only JJdr‘Flr lees that you will be
“clear;’ nat you will get what you
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Digiusine) Verozl Critlelsinms
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| FOUT DasiCIrESPONSESS

*  Withdraw, Rationalize,)Gounter-Attack; Listen Calmly
‘ﬂ’ F YN\7 4 & ‘ FAY . T 1 -
2. Next: Agree with Truth

® Agree to the problem and agree to “talk & listen”

'Give confidence!ll

3. Survive the talk: —
® Remain calm — it is NOT about YOU

/

/O ®* Show you are listening — show respect!



Relzelonsnlo Srowin / Diseeiys

*(Growins

|- Know the client;show th

see the world
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2. Responding to'cues|(tor approval / connection)

5. Showing admiration'/sappreciation

— focus only on negative w/o balance

2. Defenswe reactive only; not listening

5 3. Stonewalling — not reacting, shutting down
/o 4. Contempt — loss of respect; “LESS” than you



rnilerereny of Emmoiionz Jemg

EMDIACEMENLEWISCEN A,
*APRIECIAUBHI=EMmotenal

s Acknowledgement = intellectual

*‘NEUTRALITY

*Mistrust - intellectual
*Distain — emotional

*HATE — visceral



2;. r\p preciation
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.Acknowledgement
...and 3 Magic words!?




Tool :21;
Wizt Doss 2l
Connnunicaifons
lransaction
ook Like?




Carnmuniezrion Process E

Fields of experience

Ce ety

=5 | Channel of'  se——
Source , Encode = :l' Message —— Decode . Receiver
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A Commumcaﬂon

Feedback Response S /
Feedback loop _
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Tool i2; _
BESIFCommunicattion?

Body
Language
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Tool #3: )
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[/3 and CONFLICT?...
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Wiyare Will
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ABC’'S O Emotions
SASEACH VAU TG IEVETILS
°B =" BElIeigarelativeitorthatevent
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D = “Discarding...”” irrational beliefs
...Gives us the power to control our emotions!
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Communicatior
Process?




KEY TAKAWAYS:
2 AchvellistemngR(E=ireedbackiloops)
* Emailii phonefin=personssio o)/ 36/ 7. e
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