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LEARNING TO TALK AND LISTEN BETTER
Learning to Talk and Listen Better was developed for the John Howard Society of
Manitoba’s Basic Literacy Program. It contains twenty-four lessons dealing with
communication, relationships, and conflict.

Each lesson is followed by an exercise designed to build basic literacy skills and to
reinforce materials contained in the lessons.

This workbook was developed to assist people in improving their communication
skills. While all can benefit from the use of this workbook, it is especially suited to
low-level readers.
Words that are underlined within each lesson are defined in the glossary at the end
of LESSON 24.
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LESSON #1
Why do People Talk and Listen?
When you talk and listen to other people it is called communication.
Communication is a very big part of our lives. Everyone likes to be alone at times,
but to be with people we need to be able to communicate. It is important to
remember that everyone has a different way of communicating.
We communicate to understand who we are. We learn about ourselves from
the way other people see us and act around us. We also communicate to get to
know other people. We all need to feel that we have good friends. To get things
done each day we have to talk to people. We learn new things from each other.
Without talking with and listening to people we would not have any relationships.
Communication is important, and you can learn to do it well. Communication
helps us share ideas, thoughts, feelings, skills and knowledge with others. When
people have problems communicating they may get frustrated with themselves and
the other person. Frustration is a perfectly normal feeling that we all have from
time to time. It helps to learn the process of communicating, so that we can see
where we are having trouble.

John Howard Society of Manitoba, Inc.
1994©

5
EXERCISE #1
Write down the names of five people with whom you communicate.
For example: your parents.

1. _____________________
2. _____________________
3. _____________________
4. _____________________
5. _____________________

Use complete sentences to describe five reasons why you would communicate with
these people.
Example: I call my mother on the phone so that she will know how I am doing.
1._________________________________________________________________
2._________________________________________________________________
3._________________________________________________________________
4._________________________________________________________________
5._________________________________________________________________
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LESSON #2
What is Communication?
Communication is the passing of information from one person to another
person. It involves a sender and a receiver. The sender creates messages in the
forms of sounds, symbols and body language. The message is sent to the receiver
through speaking, writing or behaving.

The receiver must make sense of the

message and then respond or give a message back.
All messages have a meaning.
(verbal), write, or do (nonverbal).

These include messages that we speak

Sometimes the meaning of the message is

misunderstood. The receiver did not interpret the message in the way the sender
meant them to understand it. The sender may have had a problem communicating
the message.
One Model of Listening:

Understanding
Receiving
Remembering
Responding

Evaluating
John Howard Society of Manitoba, Inc.
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The model on the last page is just one way to show that communication is
made up of many parts. The biggest part of communication is listening.
Listening means that you pay attention to what a person says with their
words, the way that the words are said, and the look on their face before you
respond. We will be learning more about listening in Lesson #13. For now, here
are a few short definitions:
Receiving is the first part of listening, when someone is trying to pass on a message
to you, and you have to pay attention to their words, as well as what is not being
said.
Understanding is when you try to sort out what the speaker means. Try not to
interrupt. Ask questions when they are finished. Try to see their message from
their point of view. Keep in mind what you know about the speaker.
Remembering: What you remember is not actually what was said, word for word,
but what you think was said. This makes it very important to understand properly!
Evaluating is when you judge the message in some way. Often you evaluate to
come up with what the speaker wants from you, or how you feel about what was
said.
Responding means giving your thoughts back to the speaker, with or without
words.
John Howard Society of Manitoba, Inc.
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EXERCISE #2
Fill in the Blanks:
1. The person who creates a message is called the _______________.
2. The person who receives a message is called the ______________.
3. What you ______________ is not actually what was said, word for word.
4. Messages can be sent in the from of verbal, written or _____________
communication.
5. Two problems may come up when communicating. The first may occur when
sending the message, the second may occur when _____________ the message.

Complete the Diagram:
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LESSON #3
Communicating With Other People
There are several parts to keep in mind when communicating with other
people. The first part to think about is the time and place. For example, avoid
serious discussions when one person is too busy to listen to what the other person
has to say. Instead, communicate at a time when the other person can pay attention.
You should also communicate in a place where you feel comfortable.
The second part is to decide on your reason for communicating with the
person. Communication can be helpful when you have decided on the reason you
would like to speak, write to the person or do something.
The third part is to communicate with the right person.

You want to

communicate with someone who will be interested in you and what you have to say.
Lastly, communicate your thoughts and feelings as accurately and honestly as
you can. This will give people a better chance to understand what you mean.
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EXERCISE #3
Choose the Best Answer:
1.When communicating with other people it is important to keep in mind
______________.
a. the weather
b. the day
c. the time and the place
2.Communication is helpful if you decide on _______________ for
communicating.
a. your reason
b. the time
c. the place
3. Communicating with someone who ______________ is also important.
a. is interested
b. does not care
c. is beautiful
4. Communicating your thoughts and feelings as _____________ will help people
understand your message.
a. quickly and quietly
b. dishonestly and abruptly
c. honestly and accurately
John Howard Society of Manitoba, Inc.
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List:
1. Places where you are comfortable to talk seriously with someone.
___________________________________________
___________________________________________
___________________________________________
___________________________________________
2. Reasons for communicating.
___________________________________________
___________________________________________
___________________________________________
___________________________________________
3. Three people who are interested in what you might have to say.
___________________________________________
___________________________________________
___________________________________________
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LESSON #4
Good Communication
There are five qualities in good communication:

empathy, equality,

openness, supportiveness, and positiveness. When these five qualities are part of
your communication, it makes it easier to talk with people.
The first quality is empathy. This is the ability to understand what the other
person is feeling. It is important to know where they are coming from, where they
are now and where they are going. This helps you to be sensitive in responding to
the other person.
There is a lack of equality in almost every relationship. There will always be
a smarter, richer, or better-looking person than yourself that you might have to deal
with. Communication is better when there is equality among people. This means
that each person has something important to give to the
conversation.
Being open includes self-disclosure (see Lesson
#15). This means that you share your thoughts and
feelings honestly and openly.
Good communication involves supportiveness. You prove that you can be
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trusted by being caring and willing to share things about yourself.
The last characteristic is positiveness. This shows that you feel good about
yourself. If you feel that you are not worth much, and do not have confidence in
what you are saying, people will know. It will come out in communication. People
may sense these negative feelings. Positive feelings for the other person may also
make the other person feel better about themselves and encourage them to take part
in the discussion.
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EXERCISE #4
Match the word with the example:
EMPATHY ________

A. You share how you feel.

EQUALITY ________

B. You know that you have a lot to
offer someone else.

OPENNESS ________

C. You speak with your partner as
you would a friend.

SUPPORTIVENESS ________

D. You call to see how your friend
is doing.

POSITIVENESS ________

E. You put yourself in the other
"person's shoes".

Write five examples of ways that you have communicated well.
Example: I listened to my sister after she broke up with her boyfriend.

1._________________________________________________________________
2.________________________________________________________________
3.________________________________________________________________
4.________________________________________________________________
5._________________________________________________________________
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LESSON #5
How do I See Myself?
Our self-concept includes self-image (how we see ourselves) and self-esteem
(how we feel about ourselves). We build our self-concepts from our experiences
with people who are important to us. We also learn who we are from the way we
are treated by people who are important to us. We learn through both verbal and
non-verbal communication if somebody likes us. When we are liked we find that
we love, respect and accept people. These feelings give us a strong self-concept.
People with a low self-concept may be afraid of not being liked or accepted
by other people. Then, they may avoid having to deal with other people. A low
self-concept may also lead to conflict. The person may have problems admitting
when he/she is wrong. They may have problems saying how they feel. He/ she
may have problems accepting other people’s ways of thinking or seeing things.
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EXERCISE #5
Use these words, or others of your own, in the following exercise:
aggressive
anxious
arrogant
beautiful
cautious
confident
content
determined
disappointed
disgusted

energetic
enthusiastic
envious
exasperated
exhausted
friendly
funny
grumpy
gullible
happy

handy
healthy
hyper
interesting
intuitive
jealous
lonely
lucky
mischievous
miserable

obstinate
optimistic
paranoid
pessimistic
regretful
relieved
sad
satisfied
smart
talented

Make a list of ten words to describe yourself.
_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

_______________________
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Ask a friend to write a list of ten words to describe you.
_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

_______________________

Is the list that your friend completed the same as your list?

YES or NO

People find that they are much harder on themselves than their friends are. It
may be helpful to take a good look at the words listed by your friend to gain a
better understanding of yourself and how other people see you.
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LESSON #6
What do I Expect?
A self-fulfilling prophecy is something that comes true because that is what
you expect. Attitude can make a big difference. The way we feel about ourselves
can become a self-fulfilling prophecy.
Our self-concept may affect the way we behave. When people have good
self-concepts, they have a good time with
other people.

If they have weak self-

concepts, they may not believe how other
people see them. For example, some people
do not know how to accept compliments.
They may think that the compliment is just a
cover-up for a "real" fact. For example, they
believe that the person really dislikes the
way they look or the work they have done,
no matter what is said.

What do they really think of me?
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Another way a self-fulfilling prophecy can affect our self-concept is when
others expect certain things from us. For example, someone says that you are not
smart enough to pass a test. With this in mind, you may lose confidence and fail the
test. If you understand "self-fulfilling prophecy," you may be able to overcome
negative feelings about yourself.
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EXERCISE #6
Fill in the Blanks
1.Self-fulfilling prophecies may affect the way we
2. When you can accept a

.

it shows that you have a good self-

concept.
3.If you have a

self-concept you may be wrong in your belief

of how other people see you.
4. If you understand "self-fulfilling prophecy," you may be able to overcome
negative

about yourself.

When you do well at something
(sports, school, job) to what do
you give the credit?

_________________________________________
_________________________________________
_________________________________________

_________________________________________
When you fail at something,
what do you blame?

_________________________________________
_________________________________________
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LESSON #7
Changing Your Self-Concept
Changing how you feel about yourself can be difficult. You may change
your behaviour and your attitudes and still feel the same way about yourself. When
this is the case it is difficult to be patient and give yourself time. You need to
remember that learning and growing happens over a lifetime. Changing things that
you have been doing and thinking for years is not easy.
There are some things you can do to move closer towards your goals. Do not
be too hard on yourself. It is difficult to live up to high expectations. Keep your
hopes of how you would like to behave or react in perspective. You can judge
personal changes by comparing yourself to the way you were before.

Don't

compare yourself to other people. You cannot expect yourself to be perfect. ALL
people make mistakes and have imperfections.
This leads to the problem of keeping a "correct" picture of yourself.
Changing your self-concept is only possible if you see yourself properly to begin
with. Talk with someone else about what kind of person you think you are. People
tend to be very critical of themselves and a friend may be able to identify some of
your strengths that you may not see in yourself.
John Howard Society of Manitoba, Inc.
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Another way to move toward your goals involves taking responsibility for
making the changes.

No one else can bring about changes in how you

communicate, behave or feel. It is important to remember that you can change if
you are willing to try.
One other way is to gain the skills that will help you to change your selfconcept. Some ideas are: Attend school or adult literacy programs. Read books
from the library. Speak with a counsellor. Watch those people whose behaviour
you respect. Give yourself compliments whenever you do something well. If you
make a mistake don’t put yourself down. Say to yourself: “Next time I’ll try a
different way of doing it.” Lastly, you can continue to work through this workbook
to gain new information.
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EXERCISE #7
Write one experience for each statement: I felt really good about myself...

1.

When I made a tough decision about.

__________________________________________________________________
2.

When I had a fun time at

__________________________________________________________________
3.

When, even though it was hard, I was honest about

__________________________________________________________________
4.

When I showed skill in

__________________________________________________________________
5.

When with my family I

__________________________________________________________________
6.

When I remember that not long ago I

__________________________________________________________________
7.

When in school I

__________________________________________________________________
(from Life Skills Me and Others, Dennis & Almut Hooker, 1986)
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LESSON #8
What are Emotions?
The way in which we communicate is often affected by our feelings or
emotions. Emotions cause changes to the body. For example, these changes may
occur when a person is afraid. The body may experience an increased heart rate,
rise in blood pressure, and enlargement of the pupils in the eyes. Sometimes the
reactions can be less obvious, such as a blushing face.

People can learn to

recognize what reactions they have when they are feeling a certain way.
There are two types of emotions: primary and mixed. Primary emotions
involve feelings of joy, fear, surprise, sadness, and anger. Mixed emotions involve
combinations of two or more primary emotions. For example, anxiety is fear and
anger, nervousness is fear and surprise, and jealousy is anger and fear.
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EXERCISE #8
Describe times where you may feel primary emotions of:
1.

Joy __________________________________________________________

___________________________________________________________________
2.

Fear _________________________________________________________

__________________________________________________________________
3.

Surprise ______________________________________________________

__________________________________________________________________
4.

Sadness ______________________________________________________

__________________________________________________________________
5.

Anger________________________________________________________

__________________________________________________________________

For each situation, write one way that your body changes. ( Example: My
heart beats faster.)

1. JOY ____________________________________________________________
2. FEAR ___________________________________________________________
3. SURPRISE _______________________________________________________
4. SADNESS _______________________________________________________
5. ANGER _________________________________________________________
John Howard Society of Manitoba, Inc.
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LESSON #9
Communications and Emotions
Our emotions can affect the way in which we communicate with others.
People can learn to express their emotions in a way that still allows them to talk
with and listen to people in a healthy way.
You may find that while growing up you were taught that it is not right to
express your emotions. You may have learned that you should not cry, get angry or
show any other negative emotion in front of the other people. Instead the emotions
are saved up inside of us and after a while build up to much stronger feelings. At
some point you may no longer be able to hold the emotions back. The stored up
emotions may be taken out on someone who is not aware of these emotions.
Learn to recognize when your emotions are building up. At this point you
can begin to let go of these emotions in a safe way. Some ways to express your
emotions may be to: Talk to someone you trust. Write down your feelings. Go for
a walk, or exercise. Take some time for yourself.
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EXERCISE #9
List 5 emotions that you
let build up inside you.

List 5 emotions that you
express right away.

1.__________________

1.__________________

2.__________________
3.__________________

2.__________________
3.__________________

4.__________________

4.__________________

5.__________________

5.__________________

Write five ways that you can express your feelings
before they build up inside you.

1._________________________________________________________________
2._________________________________________________________________
3._________________________________________________________________
4._________________________________________________________________
5._________________________________________________________________
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LESSON #10
Expressing Your Emotions
It is suggested that you deal with emotions as they arise. You may want to
talk about your emotions when you feel them. When you do this the emotions may
become more real and less frightening.
One way to do this is to take a minute to gather your feelings. Take a couple
of deep breaths and share with another person the way you are feeling. A good way
way to communicate your feelings accurately with the other person is to describe or
name the feeling. For example, you might say "I feel angry that you do not want to
help me with the laundry," or "I was disappointed when you did not ask me to go to
the movie with you." Learning to know and express your emotions are valuable
communication skills. It may also lead you to work through the issue that caused
the emotions in the first place.
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EXERCISE #10

Read each sentence and choose the emotion that best describes it. Write your
answers in the blanks, choosing words from the list below.

Pleading
Frightened
Determined
Annoyed
Caring

1. Are you feeling all right? You look a little down._________________________
2. I told you that I would call you when I had the answer._____________________
3. Who's there?______________________________________________________
4. It won't be easy but I can do it.________________________________________
5. Say something, please.______________________________________________
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LESSON #11
Body Language
Nonverbal communication, or body language, is a message that is sent
without words. Our bodies speak a language of their own that can be seen in little
ways. The movements we make with our hands and bodies often have meanings.
Even the volume, pitch and tone of voice that we use say something. When body
language and verbal language don’t match the result is poor communication.
There are many ways in which people communicate with nonverbal
language. Emblems are a form of nonverbal communication that represent ideas or
words. For example, the hitchhiker’s "thumbs-up" sign means that the person is
looking for a ride.
The ways that people behave, called illustrators, go along with the words
they speak. A good example of this is when you say yes and nod your head up and
down. People are not always aware of illustrators and sometimes they must be
brought to our attention.
The expressions on our face often tell people how we are actually feeling.
These are called after displays. People do not always do them on purpose, but they
can be used to help us express our feelings of anger, sadness or happiness.
Regulators are the movements of our bodies such as making eye contact,
nodding our heads, or making sounds like "mm, mmm." We use these nonverbal
behaviours to take turns in speaking.
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EXERCISE #11
Use the clues to complete the puzzle:
1

2

3
4

6

5
7
8

10
9
11
12

ACROSS
1. To ___________ is to send messages back and forth.
4. Movements of the body that can go along with words
5. Facial expressions that often say what we are feeling
7. Communication without words
8. Your _____ has a language of its own that can be seen.
10. Wait for your _____ to speak!
11. If words and body language don’t match, communication is _______.
12. You don’t always need words to send a ____________.
DOWN
2. Nonverbal behaviour that goes along with words
3. Emblems can represent ______ or words.
6. __________ like “mm, mmm” can keep a person talking.
7. We ____ our heads to say yes.
9. ______ of voice can let people know if we are angry.
John Howard Society of Manitoba, Inc.
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LESSON #12
Nonverbal Communication and Culture
Something to remember is that nonverbal communication may vary from
culture to culture. What one person may think is normal, another person may find
offensive. For example, looking someone straight in the eyes when speaking or
listening is considered bad manners in some cultures.
The following is a list of nonverbal communication, in our society, that lets
the speaker see that you are listening.
• focus with eye contact
• lean towards the speaker
• legs and arms that are not crossed
• recognize the emotions of the speaker
• nod
• ask questions that help you understand
You can only speak and listen to someone with the skills you have learned. If
someone appears uncomfortable, the best thing that you can do is change your
nonverbal communication. You may also want to ask the person if you are making
them uncomfortable.
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EXERCISE #12
Write one way to improve communication in each story.

1. You are talking to your little brother, who is really excited about his new video
game. You notice that he keeps looking up at you after each sentence. What can
you do to let him know that you are listening, without interrupting?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________

2. You just finished reading about non-verbal communication. Your friend starts
telling you about his new girlfriend, so you try to be a great listener. You notice he
keeps backing away from you. What might be going wrong?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________

3. You tell your partner where you were after work and she doesn’t believe you.
You haven’t lied to her before, and you aren’t lying now. How can you change
your body language to show your honesty?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
John Howard Society of Manitoba, Inc.
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4. Your sister calls to tell you about how terrible her day was. It began when her
washing machine broke down. It left a lake of dirty water all over her floor. To
help you better understand, you interrupt and ask, “Didn’t I tell you to fix that last
week?” She starts crying. How could you have avoided this?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________

5. You are watching the hockey game and your partner comes home very excited.
Without taking your eyes off the set, you listen as she tells you that she got a great
deal on the shoes that she needed. When the commercials start a few minutes later,
you turn and say “How much did they cost?”. She won’t tell you because “It is
obvious that you don’t care.” How could you have shown her that you were
listening?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
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LESSON #13
Why Do People Listen?
Most people think that hearing and listening are the same thing. This is not
true. Hearing is the way the ear receives sound. Sound vibrates within the ear and
it is translated into a message.
Listening is an activity which we decide to do. It is the step that comes after
hearing. In this step, meaning is added to the sound waves. In order to listen to a
message, listeners must turn their attention to the person speaking.
Some good reasons for listening:
• to hear what the person is saying
• to understand what the person is trying to say
• to evaluate what the person means
• to apply his/her experience to my life
• to learn about the person who is taking
• to follow his/her example when it happens to me
• to remember what I can do to help
• to be helpful
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It is impossible to listen all of the time. Sounds, voices, and noises are always
around us. It is hard to listen carefully for long periods of time. There are many
reasons for this.
Message overload refers to the large amount of messages (up to 5 hours a day)
sent to us by the people we meet. We must choose the message we want to focus
on. We do not always listen carefully because we are busy with our own thoughts,
or thoughts that may be more important to us.
Listening carefully takes a lot of effort. You will notice that it can make you
tired! Effective listening can be difficult if there is noise going on around you
which is loud and distracting. This may make interpreting messages sent more
difficult.
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EXERCISE #13
Fill in the blanks using the information from lesson #13.

1. Hearing is the way the ear receives ____________.
2. The sound vibrates in the ___________ which is then translated into a message.
3. Listening is an ____________ which we decide to do.
4. Three reasons that it is good to listen are ____________, ____________,
____________.
5.It is impossible to listen all the time because voices and ____________ are around
us all the time.

Name a few things that distract you from listening.
Example: a ringing telephone

___________________________

___________________________

___________________________

___________________________

___________________________

___________________________

___________________________

___________________________
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LESSON #14
What Are The Different Ways To Listen?
There are two types of listening: passive and active. Passive listening is
when we do not listen carefully to someone or something. We often listen passively
for entertainment, fun or escaping from a hard day. We may do this by listening to
music or watching TV. Active listening means that we listen with interest. We
actively listen to someone to gain information, to get directions, or to learn how
someone is feeling. Active listening also means that we will pay attention to the
nonverbal and verbal behaviour.

That is, the listener will “watch” the words,

feelings and actions of the sender. The listener then tries to understand the message
from the sender.
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EXERCISE #14
1. What is passive listening? Give one example.
___________________________________________________________________
___________________________________________________________________
2. What is active listening? Give one example.
___________________________________________________________________
___________________________________________________________________
Go to friends or family. Find out how they are doing. See how you listen to
your friends or family. What listening skills do you use? What nonverbal
communication do you use?

3. Write a paragraph about the above experience.
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
_____________________________________________________________
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LESSON #15
Can Learning To Listen Help?
Positive listening skills include:
• Giving the other person the chance to speak.
• Making sure that you can hear the talker. You might possibly ask the sender
to speak up (Example: "I am having a hard time hearing your voice. Would
you speak a little louder?")
• Turning to face the sender of the message so that you can hear and see the
expression on their face, and other body language.
• Listening for the main ideas of the message.
• Trying to put yourself in the sender's place.
• Being aware of your own feelings and your own opinions.
• Waiting for the sender to finish their message.
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To make certain that you (as the listener) understand the message, or if you need
help with understanding, try these ideas:

• Suggest to the speaker that they keep talking (Example: "Go on ...." or "How
did you feel about that?")
• Ask questions (Example: "What did you mean by....?" "Could you say more
about.....?")
• Use your own experience to relate to what is being said, but wait for another
time to tell about it.
• Let them know what you think of their message. (Example: I can tell that you
really care about this.)
• Provide positive responses (Example: "yes, I see" or "I understand.")
• Allow the person to speak without interruptions.
• Repeat the message in different words to show that you understand it. This is
called paraphrasing. (Example: What I am hearing you say is...)
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EXERCISE #15
The next time you have a conversation with someone, make note of the way
that you listen. Write about the conversation.
(Try some suggestions from Lesson 15.)
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
_______________________________________________________________
List five skills from Lesson #15 that you used, or tried to use.
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
_______________________________________________________________
___________________________________________________________________
List four ideas from Lesson #15 that you may try to use the next time that you
listen to someone.
___________________________________________________________________
___________________________________________________________________
_________________________________________________________________
_______________________________________________________________
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LESSON #16
Relationships
Relationships do not just happen. When you are attracted to someone, just
finding the right thing to say can be difficult. You can be attracted to many people
before finding the “right” one.

This lesson breaks down the stages that a

relationship goes through. It just might help you understand what is going on!
A relationship usually begins with people being attracted to each other. After
attraction there are five stages that people will pass through if their relationship
grows. These are initiating, experimenting, intensifying, integrating and bonding.
During the initiating stage, communication is limited. Conversations are
short. You talk about "safe topics" such as the weather. The goal of this stage is to
show the other person that you are interested in getting to know them.
Experimenting is the stage in which you begin to look for things that you
may have in common. In this stage, small talk is a valuable tool to use (see lesson
#23). You may find that you have similar interests. At this point you know
whether it is worth starting a relationship.
It is in the stage of intensifying that the communication between you and the
other person will change. Communication becomes less formal. You begin to see
John Howard Society of Manitoba, Inc.
1994©

45
yourselves as a couple. Feelings of commitment begin to come out. As a result,
couples often say that they like spending time together.
The next stage of integrating is the time that the couple is seen by other
people as a "couple." The couple may live together and share their belongings.
Some people see this stage as a time when couples give up some of themselves as
well as change.

At this point, it is important that the couple knows how to work

through conflict by negotiating and compromising. (See Lesson #22)
Bonding is the stage in which couples make their relationship official in the
eyes of society. This may be in a business contract, a marriage, or by moving in
together. The goal of this stage is commitment. This is the time when the partners
begin to assume things about each other. This often leads to more conflict between
them. (See Lesson #21)
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EXERCISE #16
Fill in the blanks using information from Lesson #16.

1.____________ is the stage in which couples make their relationship official
(Example: marriage.)
2. ____________ is the stage when you first get to know a person.
3. The ____________ stage is when couples begin to share many parts of their life
(Examples: money, home, time together.)
4. Small-talk is one way to find common interests in the stage of ____________.
5.In the stage of ____________ individuals begin to see themselves as a couple.

Place these words in the
correct order.

_________
_________
_________
_________
_________

Write the correct spelling
for each word.

bonding
intensify
initiating
integrating
experimenting

ignitaitin
ingbngoind
gnitnemirepxe
fyiningtensi
tegintingra

____________
____________
____________
____________
____________
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LESSON #17
“This is Me”
It is the first time you have met someone. You begin to talk to them in order
to get to know them. At the same time, talking lets the other person get to know
you. This process is known as self-disclosure. It is when a person tells someone
else how they are feeling about something.

This is often very difficult to do

because it is not something that is encouraged by society. Self-disclosure is the
sharing of your thoughts, hopes, opinions, and feelings with someone. There is
always the chance that people will misunderstand you, feel uncomfortable, or use
your honesty against you. Each time you communicate with someone you are
revealing yourself.
Even though there is some risk in self-disclosure, it is important to remember
that you cannot form a close relationship with another person without it.

A

relationship develops between two people as they become more open about
themselves.

Self-disclosure is a slow process that is encouraged by trust and

confidence in the relationship. Too much self-disclosure too quickly may frighten
the other person and bring an end to the relationship.
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Self-disclosure is a good idea when:
It is part of an on-going relationship and not when you first meet someone.
It is returned by the other person in the relationship.
The thought, feeling or hope that you are sharing is part of the topic of conversation
and is happening in the present. Bringing things from the past sometimes has a
negative effect.
The disclosure will improve the relationship.
You take into consideration how the other person may feel about the disclosure. It
will mean that the relationship will move to a different level of intimacy.
Self-disclosure goes back to knowing your feelings (Lesson #7). You may
recognize your feelings by identifying changes to your body, knowing your nonverbal behaviours (Lesson #9) and recognizing thoughts and verbal messages sent
by other people.
Self-disclosure also involves choosing the best language for communicating.
For example, you could begin your sentences with "I feel ....." .
Lastly, recognizing mixed feelings as discussed in (Lesson #6) may be
helpful in self-disclosure.

John Howard Society of Manitoba, Inc.
1994©

49
EXERCISE #17
For each of the following examples decide if there is too much, too little, or the
right amount of self-disclosure. Give a brief reason for your answers.

1. You are at a social and your cousin introduces you to a friend of hers. There is a
large group of people at your table. You spend an hour talking to your cousin’s
friend about where you are from, friends that you have in common, and your
favourite music. At the end of the night you exchange telephone numbers, planning
to get together again.
Too much, too little, or the right amount of self-disclosure? ___________________
Why? ______________________________________________________________
___________________________________________________________________

2. Carol is at a party with her friend, who is in nursing school. Everyone there is
having a good time, but the things they are talking about make no sense to Carol.
She sits on a chair just listening to people. A guy comes up to talk to her, and she
tells him her name, but then asks him about school. For awhile he talks about his
classes, then gets up, saying it was nice to meet her.
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Too much, too little, or the right amount of self-disclosure? ___________________
Why? ______________________________________________________________
___________________________________________________________________

3. Mark has just broken up with his girlfriend. They had been together for two
years. He goes to the bar with his friends and they get him to talk to a good looking
woman. He buys her a drink and they start talking. He tells her all about his exgirlfriend, and how they broke up. Some of her friends come by, and she excuses
herself to go dance with them.
Too little, too much, or the right amount of self-disclosure? ___________________
Why? ______________________________________________________________
___________________________________________________________________
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LESSON #18
What I Need for Building Relationships
Trusting others, taking risks, caring for each other and good communication
skills are all needed to bring about open communication. Trust is shown when
people in a relationship take part in "high-risk" behaviours such as not repeating
what they are told (confidentiality), and self-disclosing.
As you share more personal and intimate details with someone, the amount of
shared trust between you will increase. When you provide more personal details
about yourself, you are taking a risk that these details may increase or decrease the
trust and openness in your relationship. Communication skills will also allow you
to show the other person you are trying to understand how they feel.
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EXERCISE #18
Answer the following questions:

What kinds of things do you share about yourself with someone you have just met?
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________

What kinds of things do you share with someone that you have known for awhile?
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________

Write about how it feels to tell someone about yourself and have them show no
interest, or tell others what you have told them.
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
__________________________________________________________________
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LESSON #19
Conflict
Poor communication may lead to conflict within any relationship. Conflict is
a normal and sometimes unavoidable part of life. It may occur in many different
relationships with friends, family, or people that work together. When managed
well, conflict can become a positive part of communicating with other people.
Conflict occurs in a cycle. The reactions to each stage will be different for
everyone.

BELIEFS AND
ATTITUDES

CONSEQUENCE

CONFLICT

RESPONSE

Each stage is explained on the following page.
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Beliefs and Attitudes - are based on your values and life experiences.
Conflict - occurs when there is disagreement in your beliefs and attitudes.
Response - is what we do when conflict occurs. For example: pretend nothing is
wrong, hit someone, go to an authority or use the silent treatment.
Consequence - Is what comes out of the response. For example, you may feel stress
or relief or the conflict might be resolved.
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EXERCISE #19
List topics that create conflicts between you and other people.
Example: You may disagree with your partner over how to discipline children.
1._________________________________________________________________
2._________________________________________________________________
3._________________________________________________________________
4._________________________________________________________________
5._________________________________________________________________
Circle the responses you may use while in conflict.
pretending nothing is wrong
the silent treatment
go to the police
go to a friend
hit someone
become defensive
yell, scream, shout
cry
try to relax, take deep breaths
continue to listen to the other person's point of view
List some consequences you have experienced when you have not responded
well to conflict. Example: Your relationship ends.
1._________________________________________________________________
2._________________________________________________________________
3._________________________________________________________________
4.__________________________________________________________________
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LESSON #20
Ways To Deal With Conflict
There are five ways to deal with conflict. These are competing, avoiding,
accommodating, compromising, and collaborating. Each of us will use any of these
styles at some point, although we usually prefer one style. An important part of
conflict management is to decide what would work best to resolve the conflict.
Sometimes we need to try new ways.
Competing is the style in which people have power from having more
money, experience, or authority. They use this power to end a conflict. This may
be a good style to use in emergency situations or when two people have accepted
that this method will be used.
Avoiding is the style a person may use if he/she does not want to recognize
or resolve the problem. This may be a suitable style if the issue doesn’t matter very
much to anyone.
Accommodating is a style used to please the other person. One person
decides to ignore, hide or let go of his/her own interests. This style works best
when maintaining the relationship is more important, or the issue isn’t important.
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Compromising is the style in which each person must give up something in
order to find common ground for resolving the conflict. This may be seen as a winwin situation even though each person may also lose something in the process.
Collaborating is the style in which all those involved in the conflict try to
address and satisfy the interests of each other. The group needs to understand the
values, interests and demands of everyone. This style is a good method to use if the
people involved want to settle the dispute together.
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EXERCISE #20
Use the clues to complete the puzzle:
1

2
3
4

5

6

7

8

ACROSS
1. When one person uses his/her's power over the other person
2. One person will leave his/her own goals out to bring an end to the conflict
4. The style in which both people involved try to deal with and please the other
person's concerns
7. Choosing one of the five styles to deal with conflict
8. One way of doing things
DOWN
1. Losing some of each person's goals are part of this conflict resolution
3. This can come from position or authority
5. This style involves pretending that there is no problem
6. A disagreement between two people
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LESSON #21
But I Thought...
An assumption is what I believe to be true, even when there is nothing to
back it up. Assumptions that people make can lead to communication problems.
Assumptions are made when the person receiving the message misunderstands the
words and nonverbal behaviours.
Stress in a relationship often leads to more assumptions. You react to the
message sent to you. You might assume that the person meant for you to react in
the way that you did. However, you need to remember that your reaction is based
on how you interpreted the message. For example, one morning Cara tells Joe that
she is feeling sick and thinks that she is going to throw up. Joe assumes that she
must be pregnant. He covers his face with his hands and groans, “Oh no, just when
we were starting to save some money!”
It is the same for the sender, Cara, because she may assume that Joe is
receiving and interpreting the message correctly. Effective communication needs
clear messages. Be aware that both the sender and receiver may make assumptions
when communicating.
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EXERCISE #21
Write down what you immediately assume about the people in each situation.
For example: You see someone sleeping in a box on the street. You assume that
they are homeless.
1. You are watching T.V. and you see that a seventy year old millionaire has
married a twenty-three year old woman. You assume: _______________________
___________________________________________________________________
2. Your cousin has been living with his new girlfriend for five months. He tells you
that they have decided to get married in a few weeks. You assume: ____________
___________________________________________________________________
3. While taking the bus through a strange neighbourhood, you see a girl standing on
the street corner. She is wearing a tight shirt and a short skirt. You assume:
___________________________________________________________________
4. A girl at work introduces you to her friend Mark. He is a hairdresser, is wearing a
pink shirt, and just LOVES watching Oprah. You assume:____________________
___________________________________________________________________
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LESSON #22
Finding Common Interests
Coming to the end of a conflict in which those involved get to a "win/win"
solution can be very difficult. A "win/win" solution is one in which people have
made compromises (or come half-way) and can agree upon their decision.
Each person will have a "position" in the conflict. Your "position" is your
feelings and ideas during the conflict. For example, your house-mate may take the
position that he wants his music to be loud. Your own position is that you would
like some peace and quiet.
Moving from having positions to sharing common ground will help come to
a "win/win" solution.

Your common interest is that you both want to have a

relaxing evening and forget about work. Both of you like to play cards so your
house-mate agrees to turn down the volume if you’ll play cards with him.
Good communication involves trying to be non-judgmental towards other
peoples' "positions." You want to listen to the other person's "interests" and work to
find something you can agree on.
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EXERCISE #22
After each paragraph, decide if WIN/WIN, WIN/LOSE, or LOSE/LOSE
situations are being described.

1. You and a friend have made plans to go out for the night. Your friend wants to
go to a party. You want to go to the bar. After talking about it, you decide to go to
the party for one hour and then go to the bar for the rest of the night.
__________________________
2. You get a job in Northern Manitoba. Your partner already works in Winnipeg. It
will be difficult for her to find a job in Northern Manitoba. After talking about it,
you decide to move your family up North._______________________________
3. You are playing hockey and someone cross-checks you. The referee comes over
and kicks you both out of the game.__________________________________
4. You are trying to decide what to have for dinner. You want a hamburger and
your friend wants chicken. You end up making hamburgers for dinner.
______________________
5. You have decided to fix up the house. You think that you should paint the
kitchen. Your friend thinks that the bathroom should be wall-papered. You decide
to buy a couch that you both like for the living room._________________________
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LESSON #23
Communication in the Relationship
Getting acquainted is the first stage in any new relationship. Giving a first
impression is often one of the most important communication skills you will learn
when meeting new people. Getting started on the right foot is important.
You have two responsibilities when you open a conversation with a stranger.
The first responsibility is to be pleasant. The second responsibility is to make sure
that your "first impression" of the other person is accurate.
Our first impressions are made up of what we expect from the meeting, what
the other person looks like and what we have in common with each other. Our
expectations of how a meeting with the other person will go will affect our first
impression. An example is how most people expect not to like someone that their
parents want them to date.
How the person looks will affect our first impression. Is the person tall or
short, clean shaven or rough looking? It is hard to ignore these things.
When you have something in common, the first impression will be different
than when you have nothing in common. People tend to like those who share the
same interests, attitudes, experiences and beliefs as themselves.
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EXERCISE #23
What do you do to make a good first impression?
___________________________________________________________
___________________________________________________________
___________________________________________________________

What have you done or seen in the past that has not made a good first
impression?
___________________________________________________________
___________________________________________________________
___________________________________________________________

Have you had a first impression of someone that you found out later was not
accurate? Describe what happened.
___________________________________________________________
___________________________________________________________
___________________________________________________________
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LESSON #24
Suggestions For Speaking With People
To feel more comfortable when speaking with a stranger, it is suggested to be
polite and take turns. There may be cultural differences in what is considered
polite. General ideas to follow in the beginning of a relationship will be in keeping
with the predominant culture. These can include:
• Looking at the person with whom you are speaking.
• Keeping eye contact with each other.
• Being careful of the language you use and the way you word your messages.
For example, avoid swearing or being cynical when speaking.
• Being polite. For example, by saying "please" and "thank-you."
• Giving respect to people, no matter how young, old, or different they are
from yourself.
Taking turns is another rule that may be followed in conversations with other
people. This rule is similar to a game of checkers. You speak when it is your turn.
When it is not your turn, you wait until the other person has completed his/her turn.
While you are waiting, you may be practising your listening skills.
Conversations also follow patterns. The beginning involves the greeting
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(Example: hello). This is often followed by "It’s nice to meet you" or "How are
you?" If the person is a stranger, you now may have to carry on the conversation.
This is often called small talk. It is not unusual to become uncomfortable at this
point. We may wonder where the conversation is going. If the meeting has a
specific goal, small talk often moves towards this goal. During conversations that
do not have a specific goal people sometimes find themselves wondering what
he/she should say next. General questions about the weather often help. Looking
for areas that you have in common with the other person is another suggestion.
This is when you "get to know the other person." By the end of the conversation,
you often know if the relationship will continue. Finishing the communication
often includes comments like: "It was nice talking with you" or " Talk to you
later."
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EXERCISE #24

Try these suggestions. Write down your reactions & the other person’s
reactions. This will allow you to learn from your positive experiences.

1. Introduce yourself to someone you have never met. Keep in mind the
importance of a positive first impression.
___________________________________________________________________
___________________________________________________________________
______________________________________________________________
2. The next time you are listening to someone, try to simply nod your head and
agree. What happens with the person speaking? How does it feel to listen in
this way?
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
3. The next time you are in conflict with another person, try to change the way you
deal with the conflict (For example, instead of forcing the person to agree with
you, try to compromise or see their side of the story). Write about your
experience and what it was like to try a new method of resolving conflict.
___________________________________________________________________
___________________________________________________________________
_________________________________________________________________
___________________________________________________________________
___________________________________________________________________
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GLOSSARY
LESSON #1
COMMUNICATION -(ka-myoo-nah-KAY-shun), the exchange of information
between people using words or behaviour.
LESSON #2
INTERPRET -(in-TUR-pret), to put meaning to something.
LESSON #3
ACCURATELY -(AK-yoor-ret-lee), correctly.
HONESTLY - to be truthful, fair and sincere.
LESSON #4
EMPATHY -(EM-pa-thee), to be able to take part in another person's feelings or
ideas.
EQUALITY -(ee-KWOL-it-tee), being equal with someone or having the same
rights or status with someone.
OPENNESS - to share thoughts and feelings accurately.
SUPPORTIVENESS - to encourage, give strength, and give help.
POSITIVENESS - to not be negative, to be confident .
LESSON #6
SELF-CONCEPT - is your self-image and self-esteem.
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SELF-IMAGE - how you see yourself.
SELF-ESTEEM - how you feel about yourself.
LESSON #7
PERSPECTIVE -(pur-SPEK-tiv), your way of seeing things and what is important
to you.
LESSON #8
PRIMARY - the first.
LESSON #11
EMBLEMS - nonverbal communication which stands for ideas or words.
ILLUSTRATORS - nonverbal behaviour that goes along with words.
AFTER DISPLAYS - the expressions on our face that often say what we are
feeling
REGULATORS - movements of the body that can go along with words
LESSON #13
TRANSLATE - to express the meaning of a word or a message in simpler words or
in another way.
LESSON #14
PASSIVE - to be not active.
ACTIVE - to be involved, to have energy.
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LESSON #15
PARAPHRASING -(PAIR-a-fray-zing) rewording the content of the speaker's
message, using the speaker's key word and ideas.
LESSON #16
ASSUMPTIONS -(a-SUMP-shins) to understand something as being true without
having facts to back it up.
LESSON #18
CONFIDENTIALITY -(kon-fid-DENT-she-AL-lit-tee), to keep something a
secret.
LESSON #19
ATTITUDES - a way of looking at something based on your experiences.
CONSEQUENCE -(KON-sa-kwens), the result from one's choices or actions.
LESSON #20
COMPETING (Compete) - to take part in a contest, race or to be against someone.
AVOIDING (Avoid) - to keep away from.
ACCOMMODATING (Accommodate) - to do a favour for or oblige.
COMPROMISING (Compromise) - to settle a disagreement by both agreeing on
the end result.
COLLABORATING (Collaborate) - to work together.
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LESSON #22
INTERESTS - someone's concerns
NON-JUDGMENTAL - to not form a negative opinion/idea about something
LESSON #23
ACQUAINTED - to become familiar with someone or something
IMPRESSION - the effect or influence you have on someone's feelings or ideas
about you
INFLUENCES - to affect someone's opinion/impression of you
LESSON #24
PREDOMINANT -(pre-DOM-min-nent), the main element or culture.
CYNICAL -(SIN-nik-kal), ready with a negative, distrustful comment about people
and/ or their motives.
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What do you think of this Workbook?
What is the title of this workbook?
______________________________________________________________
Did you find this workbook useful? Yes__ No__ Why or why not?
______________________________________________________________
Did you learn things that you wanted to know about? Yes__ No__
Example:_______________________________________________________
Do you think that you will use any of the ideas in your everyday life? Y__N__
How:__________________________________________________________
Was the reading too easy__ just right__ or too difficult__?
Was the reading boring__ or interesting__?
I suggest:_______________________________________________________
Were the exercises too easy__ just right__ or too difficult__?
Were the exercises boring__ or interesting__?
I suggest:_______________________________________________________
Which other workbooks, if any, have you completed?
______________________________________________________________
What other topics would you like to learn about in a workbook?
______________________________________________________________
Do you think the workbooks are a good way to learn about these topics?
Yes__ No__
Do you think there are other ways to learn about these topics? Do you have any
suggestions for us? ______________________________________________
______________________________________________________________
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