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About Grow A Strong 

Family, Inc.

GASF is a social service agency which provides customized family life education services to 
the family members of those individuals with mental illnesses. 

Our primary mission is to offer a comprehensive menu of evidence-informed services to 
improve the health and wellbeing of our clients including but not limited to:

 Coaching services 

 Skills-based seminars/webinars/support group

 Pet Therapy

 Social Media presence on Facebook 

 Maintaining and updating our GASF webpage including providing free educational 
Blogs & Resources

 Collaborating with community-based agencies

This Webinar covers…

Basic Communication ie Talking, Listening

The 5 “I-Messages”

Active Listening

Curiosity

Reflection

The “7” Challenges

LEAP

Communication Venues

Talk     Text      Email      Tweet      Message

Communication can vary on many dimensions!   

It can be direct or indirect, formal or informal, clear or blurred, etc. 
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Communication: 

Passive? Aggressive? Assertive?

Passive Communication: Needs, feelings, preferences, wants are not 

expressed.  

Aggressive Communication: Needs, feelings, preferences, wants are 

expressed without regard to the Other.  

Assertive Communication: Needs, feelings, preferences, wants are 

expressed respectfully and collaboratively.

Talking

 Each time you say something, your message contains two parts:

What you say – the content 

 How you say it – the style

Talking

✓ Let’s take the word, “Fine.”  
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Basic Guidelines

1. Explain the kind of conversation you want to have before launching into the talk.

2. Say what you mean, mean what you say, DON’T say it mean!!!

3. KISS: Keep It Simple, Sweetie.

4. Speak from your own experience, “This is what I understand…”  Seek clarity.

5. Stay in the now!  The past is over and the future hasn’t happened yet.

6. Use the Five I Messages (see handouts)

The 5 I-Messages

1. When I saw/ 

heard…  What 

are you seeing, 

hearing, or 

otherwise 

sensing?

2. I felt…

What emotions 

are you feeling?

3. because 

I…(need, want, 

interpret, 

associate, etc.)

What 

interpretations or 

wants of YOURS 

that support your 

feelings?

4. and now I want 

(then I wanted)…

What action, 

information, or 

commitment you 

want now.

5. so that (in 

order to)…

What positive 

results will that 

action, 

information, or 

commitment lead 

to in the future?

When I saw the 

dishes in the 

sink…

…I felt happy… …because I 

guessed that you 

had come back 

from your trip to 

Mexico…

…and I want you 

to tell me all 

about the Aztec 

ruins you saw…

…so that I can 

liven up some 

scenes in the 

short story I’m 

writing.

When I saw the 

dishes in the 

sink…

…I felt irritated… …because I want 

to start cooking 

dinner right 

away…

…and I want to 

ask you to help 

me do the dishes 

right now…

…so that dinner 

will be ready by 

the time our 

guests arrive.

Active Listening

 How you listen has a measurable effect on the quality of information the other person 

expresses.



1/24/2018

5

Active Listening Skills

1. Is about observing

2. Inquiring: Who, what, where, when, how.  Stay away from, 

“Why!”

3. Listening is not about AGREEING!  It is about getting 

information, coming to understanding, connecting.

4. Use neutral words like, “…and then.”

Being Curious

1. Restate what you’ve heard so far to make sure you understand.

2. Paraphrase.

3. Ask open-ended questions.

4. Mirror the speaker’s feelings as they are speaking.

5. When a lull appears, summarize.

6. Appreciate the sharing!

7. Focus on what is presented., whether a problem, needs, interests, etc.

Examples of what Curiosity 

looks like

1. “This is what I am hearing.”

2. “So, to paraphrase…”

3. Open ended questions invite more discussion.  Who, what, where, when, and how are 

all good ones to start with.  Stay away from why.

4. Mirroring is identifying the feelings the speaker seems to be expressing.  It is helpful to 

name it.  Angry may be hurt, for example.

5. Let me summarize what you are saying so that I can make sure I understand.

6. “Thank you for being wiling to share your thoughts with me.” sharing!

7. So, it seems that there is a problem to be solved….
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Reflection

Restate in your own words, what you understand the other to have just said – both content 

and feeling. 

Do not judge, question, argue, or evaluate. 

6 Levels of Reflection

1. Repeating word for word.

2. Repeating, but changing “I” to “you.”

3. Repeating part of what is said but not summarizing.

4. Summarizing what is said in your own words.

5. Summarizing what is said and expressing feeling.

6. Interpreting what is said or felt, expressing a feeling of which the speaker may not be

aware.

Let’s Practice

“I feel like I’m doing all of the work around the house. I need you to help me clean and do the 

dishes more often.” 

Reflection:  

“I’ve been worried when you don’t answer your phone. I always think something might’ve 
happened to you.” 

Reflection: 

“I don’t understand what she wants from me. First she says she wants one thing, then another.” 

Reflection:  
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Tips

The tone of voice you use for reflections is important.

Use a tone that comes across as a statement, with a bit of uncertainty. 

Your goal is to express: “I think this is what you’re telling me, but correct me if I’m wrong.” 

Your reflections don’t have to be perfect.

If the other person corrects you, that’s good! Now you have a better understanding of what 

they’re trying to say. 

Tips

Try to reflect emotions, even if the person you’re listening to didn’t clearly describe them. 

You may be able to pick up on how they feel by their tone of voice or body language. 

Focus on reflecting the main point. Don’t worry too much about all the little details, 

especially if the speaker had a lot to say! 

Tips

Switch up your phrasing, or your reflections will start to sound forced.   Try some of these: 

“I hear you saying that…” 

“It sounds like you feel…”

“You’re telling me that…” 
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The Seven Challenges 

Workbook

Cooperative Communication Skills for Success at Home and at 

Work

A structured, intensive, exploration  of seven challenging skills for a 

lifetime of better communication in work, family, friendship & 

community.

Developed by Dennis Rivers, M.A.

Published by  www.NewConversations.net 

The Seven Challenges 

Workbook

1. Listening more carefully and responsively

2. Explaining your conversational intent and inviting consent

3. Expressing yourself more clearly and completely

4. Translating complaints and criticisms into requests

5. Asking questions more “open-endedly” and more creatively

6. Expressing more appreciation

7. Adopting the life-as-continuous-learning approach: make 

responding to the first 6 challenges an important part of your 

everyday living.

Challenge One: Listen more 

carefully & responsively

Listen first and acknowledge what you hear, even if you don’t agree with it, before 

expressing your experience or point of view.

Listening does not mean agreeing.

Acknowledging what you hear does not mean that you agree with what has been said.
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Challenge Two: Explain your 

conversational intent & invite consent

When you need to have a long, complex, or emotion-laden conversation with someone, it 

can make a GIANT difference if you briefly explain your conversational intention first and 

then invite their consent. 

Many successful communicators begin special conversations with a preface that goes 

something like: “I would like to talk with you for a few minutes about [subject matter]. 

When would be a good time?”

Challenge Three: Express 

yourself more clearly

This step is all about the previously 

discussed 5 I-Messages.

Challenge Four: Translate 

complaints/criticism into requests

In order to get more cooperation from others, whenever 

possible ask for what you want by using specific, action-

oriented, positive language rather than by using 

generalizations, “why’s,” “don’ts” or “somebody should’s.” 

Help your listeners comply by explaining your requests 

with a “so that…”, “it would help me to… if you would…” or 

“in order to… .”

Also, when you are receiving criticism and complaints from 

others, translate and restate the complaints as action 

requests. ….”.
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Challenge Five: Ask questions more open-

endedly and more creatively

Challenge Six: Expressing more 

appreciation

Satisfying relationships (and a happy life) require us to notice and respond to what is 

delightful, excellent, enjoyable, to work well done, to food well cooked, etc. 

It is appreciation that makes a relationship strong enough to accommodate differences and 

disagreements.

Challenge Seven: Adopting the “life-as-

continuous learning approach.”

Adopting the life-as-continuous-learning approach: make responding 

to the first 6 challenges an important part of your everyday living.

Practice, Practice, Practice.
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LEAP: Listen Empathize Agree (to 

disagree) Partner

1. LISTEN Reflectively to Delusions, Anosognosia, Desires.  Repeat back what you’ve 

heard without comment, defensiveness, contradiction. 

2. DELAY giving your opinion!  “I will tell you what I think after I hear more about 

____.”  “I want to hear more about this because I am learning a lot!  Can I tell you later 

what I think?”

LEAP: Listen Empathize Agree (to 

disagree) Partner

3. When you FINALLY give your opinion, use the three A’s:

a. APOLOGIZE: “I want to apologize because my views might feel hurtful or disappointing.”

b. ACKNOWLEDGE FALLIBILITY: “Also, I could be wrong.  I don’t know everything.”

c. AGREE: “I hope that we can just agree to disagree.  I respect your point of view and I hope 

you can respect mine.”

4. EMPATHIZE Strategically express empathy for delusional beliefs; her desire to prove 

she is not sick; her wish to avoid treatment.  

LEAP: Listen Empathize Agree (to 

disagree) Partner

5. AGREE

a. Discuss only perceived problems/symptoms

b. Review advantages and disadvantages of treatment

c. Reflect back and highlight the perceived benefits

d. AGREE TO DISAGREE

6. Partner: Move forward on goals you both agree can be worked on together.
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This Webinar covered…

Basic Communication ie Talking, Listening

The 5 “I-Messages”

Active Listening

Curiosity

Reflection

The “7” Challenges

LEAP

Resources

Passive, Aggressive, Communication Worksheet (2012) Retrieved on 6/4/17 from 

http://www.therapistaid.com/therapy-worksheet/passive-aggressive-and-assertive-

communication/communication/adults

Reflections: A communication skill. (2015)  Retrieved on 6/5/17 from 

http://www.therapistaid.com/therapy-worksheet/reflections-communication

Challenge three (2012).  Retrieved on 6/5/17 from 

http://www.newconversations.net/communication-skills-workbook/expressing-yourself-more-

clearly-and-completely/

Resources

LEAP Info Retrieved on 6/6/2017 from http://leapinstitute.org/wpadmin/books-dvds-and-

cds/

Retrieved on 6/6/17 from http://www.newconversations.net/ A Guide to Listening, Self-

expression, Creative Question Asking, Gratitude, and more. by Dennis Rivers, MA — 2012 

Edition — Free in PDF format

http://www.therapistaid.com/therapy-worksheet/passive-aggressive-and-assertive-communication/communication/adults
http://www.therapistaid.com/therapy-worksheet/reflections-communication
http://www.newconversations.net/communication-skills-workbook/expressing-yourself-more-clearly-and-completely/
http://leapinstitute.org/wpadmin/books-dvds-and-cds/
http://www.newconversations.net/
http://www.newconversations.net/#pdf-table
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When best laid plans fail!

 Stick to your “normal” routines as much as you can

 Eat and drink in moderation

 Plan on exercise; build in “nature” time.

 Make sure you have a Plan B and a Plan C in place for the unexpected

 Keep music that you love on hand and listen to it when needing to

 Prioritize your time, activities, and commitments (do what you want to and can)

 Take good, loving care of yourself!

Looking For More Information on Grow A 

Strong Family?

 Visit GASF online:

▪ http://growastrongfamily.org/

 Email: GASFInc@outlook.com

 Phone: 781-405-8376

Disclaimer

Take what you like and leave the rest.

We are not responsible for how the content or the presentation is used.  Viewers agree to 

hold harmless Grow A Strong Family, Inc., its staff and board of directors from any liability, 

loss, claim, cost or damage of any nature whatsoever which may arise from viewing or 

listening to the presentation.

http://growastrongfamily.org/
mailto:GASFInc@outlook.com

