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“Even a sheet of paper  

has two sides”  

Japanese Proverb Perspective 

View 

I’ve got it again Larry. An eerie feeling  

like there is something on top of the bed. 
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THE BASIC 

COMMUNICATION LOOP 
CODE DECODE 

CODE DECODE 

LISTENER 

LISTENER 

SPEAKER 

SPEAKER 



10/10/2011 

4 



10/10/2011 

5 



10/10/2011 

6 

Nonverbal  
Communication 

Attitude 

That‟s just great! 
 
 
 
 

Thanks for your concern Mom 

One size does not fit all 
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What do you think is one of 

the most important issues facing 

Foster Care in the next 5 years? 

 

  

  

  

Speaker 

(Instructor) 

  

Active Listener 

(Student) 

  

Speaker 

Continues 

  

  

  

Comments 

  

1 
 I had a terrible 

day today.  

What I hear you 

saying is you had a 

terrible day today.   

 Yeah, that's what I 

said.  Are you feeling 

OK today? 

  

  

Classic active 

listening. 

Uses introductory 

phrase. Exact words. 

  

2 
  

I had a terrible day 

today.  

  

... a terrible day?  

 Yeah, nothing went 

right, and then there 

was that thing with 

my dad. 

  

  

 Skips introductory 

phrase. Repeats a 

few of the exact 

words.  

  

3 
 My dad screamed 

at me about some 

work I was 

supposed to do.  

  

... blamed by your 

dad?  

  

 Yeah, he was going 

on and on about it.  

  

  

 Paraphrased, but 

still not a complete 

sentence. 

  

4 
 He was being 

unfair. I didn't 

even know what 

he was talking 

about. 

  

... unfairly blaming 

you?  

 No, actually it did 

turn out to be my 

fault. But he just 

didn‟t need to talk to 

me that way.  

  

  

Speaker corrects 

inaccurate active 

listener. 

  

5 
 How do you think 

you would feel if 

that happened to 

you?  

  

... you are very 

disturbed about this.  

 Of course I am. No 

one should have to go 

through something 

like that.  

  

  

Active listening used 

instead of answering 

the question. 

  

6 
 [if they go on and 

on and on and on 

and on] 

 Wait a minute! Let me 

see if I understand 

you correctly. 

  

  

  

  

Active listening is 

used to interrupt 

without offending. 

1996  $.03 Amazon 2004 $2 Amazon 

Hawaii State Library                  - At School in electronic too 
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-a collection of techniques to 
improve communication and reduce 
conflict. 
 

- will likely improve your life and 
those who share it with you. 
 

Tongue Fu 

 
Hear a Sam Horn's Tongue Fu presentation  
 
http://www.samhorn.com/audio/ 
or http://www.tonguefu.com 

Tongue Fu 

Kung Fu 

Chinese martial art 
emphasizing 
internal 
development 
 
to defuse, disarm 
and deflect  
 
physical attack. 

 

Tongue Fu 

Martial art of  
verbal self-protection & 

communication  
 

to prevent conflicts and 
resentment when you 
have good intentions. 

http://www.samhorn.com/audio
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Goals of Tongue Fu 
 

Change the way others react to 
your good intentions 

 

Protect yourself 

Assumption 

 

They & you have good intentions. 

 

 

If not, you will need other skills. 

 

 

It‟s not what you say, 

 

but how you say it 

(not 100% true of course) 

 "Smooth words  

make smooth ways" 

Japanese Proverb 
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The “System” 
 
 

Words to Lose     
 
Words to Use 
 

Certain words cause 
problems & conflicts 

Lose   
Fighting phrases   
 
Use 
Friendly phrases 

Avoid “trigger words” that create resentment  
instead, build rapport 

Sticks and stones  
can break my bones,  
 
but words  
can break my heart. 

- Robert Fulghum 
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Sticks and stones  
can break my bones,  
 
but words  
can break my heart. 

And make me really mad too! 

- Robert Fulghum 

 “But” out 

 Don‟t “should” on them 

 Avoid extremes 

 Stop defending yourself 

 Never say “No!” 

 Don‟t make excuses 

 If is your mistake 

 Make requests, don‟t give orders 

 See the issue 

 Get them under control 

 Who makes you mad? 

 Exit “no-win” disputes gracefully 

 Tongue Glue 

 Fun Fu 

 Fresh start 

 It‟s 5 p.m. now 

 

A few Tongue Fu tools 

But out  

http://www.samhorn.com/audio
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I‟m sure  

you‟re all really 

smart,  

but…  

I know you all think 

you are really 

helping foster kids, 

but…  

“But…” 

 

Cancels 

Hurtful word 

Anchors an argument 

 

“And…” 
 

Acknowledges 
Connects 
Advances 

 

“But” out 
 

Lose                  Use  

 

 

 Acknowledge, don‟t argue 
 
 
Connect, don‟t cancel 
 
 

http://www.samhorn.com/audio
http://www.samhorn.com/audio
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          You can‟t build a relationship 
 with a hammer. 

“AND” instead of “BUT” 

CONNECT instead of CANCEL 

BUT 
 

You did a good job, but 
you get defensive when 

someone gives you 

constructive criticism. 

 

That‟s a great idea, but 
we don‟t have the 

money for  it. 

 

AND instead of BUT 

BUT 
 
You did a good job, but you 

get defensive when someone 

gives you constructive 

criticism. 

 

 

That’s a great idea, but we 

don’t have the money for  it. 

AND 
 
You did a good job, and, 

when you can learn to accept 

some help, you’ll do even 

better and be an even more 

valuable team member. 

 

That’s a great idea, and I 

wonder how we can get it 

funded? 

         AND instead of BUT 

 

Needlessly offending people 
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Don‟t “SHOULD”  
on people 
 

You should have … 

You should have … 

You should have … 

You should have … 

You should have … 

You should have … 

You should have … 

You should have … 

 

Don‟t “SHOULD” on people 
 
Lose                  Use        

“You should have …”  

 

“You need to …” 

 
Can‟t change past 

Shames 

Lose face 

Resentment 

 

“Next time…” 

“From now on…” 

“In the future…” 

 
Coaches 

Respectful 

Shapes 

 

Coach instead of criticize 

“NEXT TIME”  
instead of SHOULD 

“Mistakes are like gold in the mine.”   

--- Juran 

 

SHOULD 
 
You should have given more 

thought to this before you did it.  

 

You should have had that 

document reviewed before 

sending it out to everyone. 

Next time  

In the future 

 
Next time, … 

 

 

In the future… 

NEXT TIME  
instead of SHOULD 

SHOULD 
 
You should have given 

thought to the complexity 

of this beforehand.  

 

 

You should have had that 

document reviewed before 

distributing it to everyone. 

NEXT TIME 
 

Next time, please plan and 

do risk analysis, before you 

execute. 

 

 

Next time, please have 

another pair of eyes review 

the document before 

sending it out to everyone. 
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Avoid EXTREMES  
be SPECIFIC 

“EXTREMES”: NEVER, 

ALWAYS, NO ONE 
 

You never attend my 

meetings. 
 

 

You always tell me you’ll 

be done on time, and 

you never are. 

“SPECIFICS” 
 

 

 

 

Extremes get the discussion off target 

Avoid EXTREMES  
be SPECIFIC 

“EXTREMES”: NEVER, 

ALWAYS, NO ONE 
 

You never attend my 

meetings. 
 

 

You always tell me you’ll 

be done on time, and 

you never are. 

“SPECIFICS” 
 

 

This is the second time this 
month you‟ve missed.  Is there 

a problem?  We need your 

area to be represented.  
 

Your work was late last week 

too.  Please let me know in 
advance if you‟re going to miss 

the estimates. 
 
 

Stop Defending 

Yourself  
Don‟t know what to say  
when you are accused?  



10/10/2011 

16 

You obviously don‟t care 
much about 
me or my real family!  

 

I can see that 
you don‟t care what happens 

to me or my brother. 

Don‟t really “say” anything. 
 

Find out the real issue 

Answer accusations 
 with questions 

 

Ask Questions 
“What do you mean?” 
 
“Why do you say that?” 
 
“What makes you think that? 

Careful about your tone of voice when you say these things 
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Answer Accusations  
with Questions 
 
Lose                         Use 

Defending or 
denying 
 

 

Clarify first  

 

– discover the issue 

Accuse someone  
near you 
 
then let them 
“draw you out” 
by asking questions 
 
 

Never say “No” 

NO 

No 

No No 

 Never say “No” or “Can‟t”  
 
Words to Lose    Words to Use 

“No” 

“You can‟t…” 

“You can‟t 
because…” 

 
 

 

 

“Sure, as soon as…” 

“Yes, right after…” 

 

Shuts the verbal door in the face 

Dead-end words 
Shifts the responsibility for getting what they want to you – not them. 

Send it back to them. 
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Don‟t make excuses 

When people complain 
 
 
Don‟t explain 
 
 
Take the “A” train 

Explanations Appear As EXCUSES 

If what they‟re saying is basically true, 
say “YOU‟RE RIGHT!” (magic words) 

 

    and take the AAA Train 

 

A= Agree:      “You are right.” 

A= Apologize: “I‟m sorry.” 

A= Act:          “I will …” 

           - sometimes you don‟t even have to act 

If it is your Mistake? 
 
Lose                         Use 

“No way! I 
didn‟t…” 
 

“You‟re right. I 
should 
have…” 

Just admit it, don‟t try to excuse it 
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Make Requests 
  
Don‟t give orders 
 

Make Requests,  
Don‟t give orders 
 
Lose                       Use 

“You‟ll have to…” 

“You need to …” 

 

 

 

Sounds like orders 

“If you would…?” 

“Could you 
please…?” 

“Would you like…?” 

 

         Use 
Requests  

Recommendations 

“PLEASE”  

instead of “HAVE TO” 

“PLEASE”  

instead of “HAVE TO” 

“Common courtesy isn’t.”  

– Tongue Fuism 

REQUEST instead of ORDER 

 HAVE TO 
 

You have to get your status reports 

posted on  by Friday. 

 

You have to complete a change 

request if you want that to be 

added to the project. 

PLEASE 
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“PLEASE”  

instead of “HAVE TO” 

“Common courtesy isn’t.” – Tongue Fuism 

REQUEST instead of ORDER 

 

HAVE TO 
 

You have to get your status reports 

posted on  by Friday. 

 

 

You have to complete a change 

request if you want that to be 

added to the project. 

PLEASE 
 

In order to avoid being on the 

compliance report, please post the 

status by Friday.  

 

In order that we may provide you 

with a valid estimate of the impact, 

please, submit a change request. 

Sense of Humor Helps! 

 The customer‟s always right! 

 Attitude is a choice!  We can‟t change 
people.  We can change our response 
to them.   

 Learning to respond, rather than 
react or ignore, takes practice!  

 Always keep your sense of humor. 

See the issue  

Dad,  
 
you are  
not listening to me  
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Eye Contact  

Kids know that your eyes show  

where your attention is focused 

 

So do adults. 

Get them under control 
 

by 

 Turn Ranting and 

Raving into Reporting 
by 

 
 

 

 

 

Taking Notes 

“Start at the beginning and 
tell me what happened.” 
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Repeating themselves? 

 

Say, “That‟s right, 

 I‟ve got that right here. 

  

What happened next?” 

 

Who makes you mad? 

No one can make you angry 
without your consent 

- story of the employee and boss 

- 9 am incident 

- fuming all day 

- told spouse that night 

 

- who is making you mad? 

- who did you give a ride home to? 

- who did you set a place for at the table? 

No one can make you angry 
without your consent 

- story of the employee and boss 

- happened at 9 am 

- angry all day 

- told spouse that night 

 

- who is making you mad? 

- who did you give a ride home to? 

- who did you set a place for at the table? 

Short Video by Sam Horn 
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No-win Disputes 

 

“Part of the happiness of life consists not in 
fighting battles, but avoiding them.” – 
Norman Vincent Peale 

 

 “To think is to differ.”- Clarence Darrow 

 

“We may not always see eye to eye, but we 
can try to see heart-to-heart. –” Sam 
Levenson 

 
No-win Disputes 

Let‟s agree to disagree on this one. 

 

You know what, we are both right. 

 

Hey, we need to remember we‟re on the same side. 

 

Just because we don‟t see eye to eye doesn‟t mean 
we have to be enemies. 

 

This is a no-win. Next subject. 

Tongue Glue 
Tongue Glue 

It is better to swallow words  
than to have to eat them later.  

– Franklin D. Roosevelt 
 

I never regretted a single thing I didn‟t say.  
– Calvin Coolidge 

 
There is much to be said for not saying much. 
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Don‟t take control,  
share control 

People are usually more convinced by reasons they 
discovered themselves than by those found by 
others. - Pascal 
 
It‟s coexistence or no existence. – Bertrand Russell 
 
We learn best through self discovery .- Socrates 
 
There is no such thing as fun for the whole family. – 
Jerry Seinfeld (vacation story) 

Fun Fu 

Find a humorous response to 
someone pressing you hot buttons. 

 
Steal their thunder. 

Tall man‟s T-shirt:  

 
Front side: No I‟m not a basketball player. 

 

Back side: “Are you a jockey?” 

It‟s 5 p.m. now 
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When to Tongue Fu „em 

Trivial? 

Persistent? 

Worth the consequences? 

Good timing? 

Good manners 

 

are made with  

petty sacrifices 

 

You can try to teach a 
pig to sing, 

 

You can try to teach a 
pig to sing, 

 

but it wastes your 
time, 

 

and annoys the pig 
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Make an Action Plan 

Pick one or two to change 

 

 

 

 

Tell the person next to you 

Difficult Conversations A difficult conversation is  

 

- anything we don‟t want to talk about 

 

Usually we worry what will happen if we do 

talk about it 

 

If we do talk about it, we usually think and feel 

a lot more than what we actually say.  

http://www.amazon.com/gp/reader/0312320221/ref=sib_dp_pt
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A difficult conversation is made 

challenging by one or more of the 

following: 

•Conflict 

•Fear, anger, or frustration 

•Anxiety, procrastination 

•Disagreement 

•Misunderstanding 

The key idea: 

 

shift to a 

 

Learning 

Conversation 

In a  

Learning 

Conversation,  

 

instead of wanting to win and 

get your way, 

1. You want to understand what 

has happened from the other 

person‟ point of view,  

 

2. Explain your point of view, 

 

3. [Share / understand feelings,] 

 

4. Figure out how to go forward 
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Mistake #1: We believe - we are 

right, and “they” are wrong.  

 

Mistake #2: We don't ask enough 

questions.  

 

Mistake #3: We start off wrong. 

Should start from the 3
rd

 side. 

Mistakes It takes a 

willingness to see  

and acknowledge 

 

 your own 

contribution  

 

to your  

difficult conversations 

The „What Happened‟ conversation 

is usually focused on 

Truth 

Intent 

Blame 

Don‟t  

1. The truth assumption – “I‟m right. 

You‟re wrong.” 

2. The “intention invention” -  we 

think we “know” the other‟s intention; 

we assume they have bad intentions 

(and ours is good) 

3. The “blame”game – We spend 

time trying to establish „blame‟ or 

„fault‟ which only creates anger, 

defensiveness, and frustration. 
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Shift “What Happened” 

• From “the truth”                  perceptions 

• What’s my story?             What’s their story? 

• From intentions                    impact 

• What assumptions am I making about their 

intentions? What is the impact on me? 

• From blame                         contribution 

• What have we each contributed to this situation? 

How can we fix things going forward? 

 

 

•Feelings make relationships 

enjoyable and satisfying 

•Feelings what make difficult 

conversations difficult 

The Feelings Conversation 

Ignoring (refusing 

to acknowledge and 
deal with) feelings 

– your own and the 

other person‟s – is 
the most common 

mistake made in 

dealing with 
difficult 

conversations. 

Have your feelings,  
or they will have you 
 

•The Identity Conversation 

(Difficult conversations can threaten our 

identity) 

 

•Am I competent? 

•Am I a good person? 

•Am I worthy of love? 

The Identity Conversation 

Difficult 

conversations 
are not just 

difficult 

because we 
have to face 

the other 

person, but 
because we 

have to face 

ourselves. 

Get a good start! 
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Where to begin? 

Start with „The Third Story‟ 

1. The Third Story 

2. Their Story 

3. Your Story 

Starting a Difficult Conversation 

The „Third Story‟ 

is not your story 
and it‟s not their 

story. It‟s the 

point of view of a 
third person. To 

discover the third 

story, think like a 
mediator. 

It’s like a mediator’s opening statement 

Start from the 3rd story –  

like a mediator‟s opening 

 

 

Put their point of view first 

How to start? 

You seem to think x, and I‟m thinking Y.  

Can we talk about this? 

 

I‟d like to talk about ___ with you,  

but first I‟d like to hear your point of view. 

 

I think we have different ideas about ___.  

I‟d like to hear your thinking on this. 
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A book about 

Conflicts  
in 

our closest relationships 
 

Family 

Friends 

 Co-workers  

 Spouses  

Significant Others 

At times, 

we treat family, friends, 

and people we live with 

 

 much worse  

than total strangers 

The Baby Self 

 
v. 

 

     The mature, Adult Self 
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The Baby Self 

No patience 

No self-control 

Self-centered, piggy, and clueless 

Lives for the present 

Accepts only perfection 

Has unrealistic expectations 

 

The Baby Self wants to control  

   everything and everybody, all the time. 

You simply say … 

 

 

“I’m sorry I’m late.” 

They have something more to say 

 

 

“You are always late.” 

You feel the need to answer back. 

 

 

“I’m not always late.” 
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They respond to your response 

 

 

“You are always late.” 

You respond again, and so do they 

 

 

You: “You’re exaggerating.” 

 
They: “No. What about last Thursday? What 

about when you said you’d meet me at 6 

p.m.?” 

Another example 

• “Please pass the shoyu.” – you say 

• “Why can’t you reach it yourself?” 

• “Why can’t I reach it myself?” 

• “Yeah, you are the one who wants 
the salt.” 

• What is your problem? Do you have to 
be difficult on purpose?” 

• “What is your problem?” 

• "You forgot to buy milk!"  

 

• "You never said anything about milk."  

 

• "Yes, I definitely did.  

 

• You never listen.“ 

 

•  "I do too listen. You never said milk."  

 

• "No, I did say “milk.” You just don't listen." 
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The “Shut Up”  approach 
You: “I’m sorry I’m late.” 

They: “You’re always late.” 

 

Do not defend yourself: 

 
 

At most, you repeat: “I’m sorry.” 

 

Then say no more. 

The result?  

 

Peace. Positive dialogue, and happier 

relationships all around 

 

even if, deep down, you know 

 

 

you are right! 

So, simply 

 

Shut Up! 
 

Disengage. Stop. Leave it alone 
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Advice 

 
The most you can ever do with advice 

  

is to give it. 

 

 

You can‟t be sure it‟s taken. 

The vast majority  

of arguments  

between close friends 

 or couples  

 

do not end with instant solutions  

 

(if they end at all)  

The Number One Warning Sign:  

 

The feeling that you absolutely must get 

them to see it your way.  
 

“I can't shut up, 

 I can't move on, and 

 I can't leave it alone”  

Guidelines 

 
• Think: Stop talking if there is nothing to be gained 

(and lots to be lost). 

 

• Don't repeat yourself. Make your point once (and sit 
down / shut up). 

 

• Don't take their bait. Don’t get sidetracked. Ignore it. 

 "You're just like your father" or "You always say that!"  

 

• Or, if you are giving advice, give your advice once 
and move on.  
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In Good Arguments 

1. Each person gets to make their point 

 

2. Each person gets heard by the other 

 

3. The argument ends 

If you must get “the last word” 

 

Do it the way introverts do, 

 

… 

 

in Your Own Head! 
Where to go from here? 
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Looking for additional reading or listening? 
John Barkai 

University of Hawaii Law School 


