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Objectives

1. Define what is meant by Assertiveness 
2. Describe the difference between Assertiveness and 

Aggression
3. Learn five ways to say No
4. Understand effective communication
5. Explain how body language and behaviour affects 

communication
6. Identify the skills required for active listening
7. Learn how to communicate effectively in teams
8. Devise your own action plan: Stop-Start-Continue
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ASSERTIVENESS
Assertiveness v. Aggression
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How to define Assertiveness?

• Assertiveness is …
– the ability to express your feelings, opinions, beliefs and 

needs directly, openly and honestly whilst not violating the 
personal rights and dignity of others

• To assert yourself is …
– to behave in a way that expresses confidence, importance, 

or power and earns you respect from others

Submission Aggression
ASSERTIVENESS
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Aggressive behaviour is …

• behaving in an angry and violent way towards 
another person
– standing up for your rights in such a way that violates the 

rights and dignity of others
– ignoring or dismissing the needs, wants, opinions, feelings 

or beliefs of others
– expressing your own needs, wants and opinions in 

inappropriate ways
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Aggressive behaviour …

• takes advantage of others
• may achieve goals, but at expense of other people
• is defensive, belligerent, humiliates others
• is explosive, unpredictable, hostile, angry
• intrudes on the choices of others
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Non-assertive behaviour is …

• failing to stand up for your rights
– or doing so in a way that others can easily disregard them

• expressing your needs, opinions etc. in apologetic or 
self-effacing ways

• failing to express honestly your own needs, wants, 
beliefs and opinions
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Assertive behaviour …

• you allow others to complete what they are saying 
before you speak

• you make decisions based on what you think is right
• you can spontaneously enter into a conversation using 

a moderate tone and volume of voice
• you try to understand the feelings of others before

describing your own
• you face problems and make decisions with 

confidence
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Key points when being Assertive

• Avoid aggression
• Avoid being submissive or apologetic
• Be careful with ‘Why …’ questions

• can lead to a defensive response

• Be confident
• Be specific
• Manage your body language
• Empathise
• Explain reasons why you are asking or refusing
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Key points when being Assertive

• Identify ‘win-win’ solutions
• Listen – ACTIVELY!
• Never display anger
• Reduce tension
• Share your feelings
• Show understanding
• State facts
• Stay calm
• Suggest alternatives
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HOW TO SAY NO
It’s an important part of being assertive
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5 ways of saying “No”

1. “Let me think about it”
• polite and professional way to ask for more time

2. “That sounds great! It’s just that …”
• start on a positive, followed by an honest reason as to why you can’t 

accept the request

3. “I can’t today. How about on …?”
• offer to re-schedule when you have more time

4. “I’m sorry, but I can’t” (+ optional “because …”)
• if you have no time (or have no interest), then a straightforward 

answer is best
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5 ways of saying “No”

5. The ‘broken record’
– a specific assertiveness technique that helps to make sure 

that you are listened to and that your message is received
– with this technique, it is important to keep on repeating 

your core message (whether it is a request or a refusal) 
until it can no longer be ignored or dismissed
• teenagers are EXPERTS at this! 

– you must use some of the same key words or phrases (i.e. 
the core) from your message over and over again in 
different sentences to reinforce your main message
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‘Broken record’ - example

• core message elements are in bold:

1. “As I’ve already explained, I have another meeting in 10 
minutes so NOW is not a good time to discuss this. I’m happy 
to discuss this tomorrow, but right now is not possible.”

2. “Look, right now is not possible. I’ve got another meeting in 
10 minutes, so NOW is not a good time to discuss this. Let’s
discuss this tomorrow.”

3. ”John, please listen to me. Right now is not possible. Let’s 
discuss this tomorrow when I have more time. Right NOW is 
not a good time as I’ve got another meeting in 10 minutes.”
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COMMUNICATION
Understanding what it means
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Communication

• Definition
– the exchange of thoughts, feelings, messages or 

information by speech, signals, writing, or behaviour
• What does good look and feel like?
• How can we ensure good all the time?
– plan beforehand
– use open & closed questions appropriately
– encourage; react; reflect; clarify; summarise
– use silence
– LISTEN! (with ears and eyes)
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COMMUNICATION
Understanding the Communication Process
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SENDER
has thoughts that 

become ideas

ENCODING
formulate ideas into 
words for sending

MEDIUM
transmission

e.g. by email, phone

DECODING
understanding of the 
‘language’ by receiver

RECEIVER
reconstructs the ideas

Feedback

Communication Process
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Communication

• Work is about relationships

• Relationships require communication

• Effective communication is the key to effective 
team relationships
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Communication

Communication in organisations can occur in four 
directions

• Upward

• Downward

• Lateral
• 360o
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80 % of all problems at 
work are related to 

communication issues *

* CEGOS UK study (2012)
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Effective Communication …

• clear & unambiguous
• appropriate to the situation
• delivered through the right medium
• interpreted by recipients as intended
• does not generate adverse effects
• creates / supports the desired outcome
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Effective Communication

• Without effective communication skills
– we are unable to let others know what we think, feel or 

want / need to accomplish

– We will find it very difficult to build partnerships, lead / 
motivate others, or resolve conflicts
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Effective Communication

• One of the quickest ways to alienate yourself from 
other people is to communicate ineffectively

• Effective communication empowers you to influence 
and persuade others  

• Your skill in using effective communication is often 
seen as an indicator of your ability, competence and 
potential
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SENDER
has thoughts that 

become ideas

ENCODING
formulate ideas into 
words for sending

MEDIUM
transmission

e.g. by email, phone

DECODING
understanding of the 
‘language’ by receiver

RECEIVER
reconstructs the ideas

Feedback

Barriers to Communication

BARRIERS
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Barriers to Communication

• Unfamiliar language: including dialects and accents

• Time: is the person distracted today?; rushed communication

• Environment: distractions; noise; comfort; privacy

• Attitudes: of both sender and receiver

• State of mind: distracted; tired; hungry; worried; stressed

• Differences: gender; age; culture; education; background

• Relationships: between sender & receiver; status e.g. boss / 
employee, parent / child; previous ‘history’
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Barriers to Communication

• Reluctance to communicate: communication is only truly 
effective when both parties share ideas & feelings openly

• Reluctance to listen: hearing is not the same as listening

• Unclear message: use of jargon; unfamiliar words; ambiguous

• Wrong medium: memo; email; phone; SMS, FB / WhatsApp

• Lack of sensitivity: communication doesn’t respect recipient, 
or doesn’t show an understanding of their needs and feelings

• Not directed: communication will be ineffective if not directed 
at the person / group you need to communicate with
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BODY LANGUAGE
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Body Language in Communication

– Content
• the actual words used

– Intonation
• the way the words are spoken (volume, tone, pace, pitch)

– Body Language
• facial expressions, eye contact, physical stance

• How effective is each in communicating meaning?
– Content = 7%
– Intonation = 38%
– Body Language = 55%
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7%

38%55%

How MEANING is communicated

Content Intonation Body Language

93% of meaning
is communicated

non-verbally!
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BODY LANGUAGE
How quickly is meaning communicated?
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Body Language – key points

• Learn and be aware of your…
– natural style of speaking (and when under pressure)

• tone, pace, pitch, volume, intonation

– own body language (and when under pressure)
• and that of others

– habitual reactions (and when under pressure)
• and those of others

• How might others be perceiving you, right now?
– what reactions are you receiving?

WHAT DOES THIS TELL YOU?
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Remember …

Perception = REALITY
for the person who is perceiving it

• Their perception is their REALITY regardless of how the sender 
intended the spirit and content of the message to be received

• We all interpret what we hear according to our own experiences, 
understanding and ‘unconscious bias’

• What we see and hear (PERCEIVE) are critically important
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BEHAVIOUR
Why does this matter in Communication?
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VISIBLE

HIDDEN

BEHAVIOUR ICEBERG
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BELIEFS
ATTITUDES
VALUES
Knowledge

Experiences, Emotions, Expectations

Memories, Motives, Motivation

SHORT     MEDIUM     LONG
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P = Politics, Agendas, Hidden Agendas, 
Personal Hidden Agendas
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ACTIVE LISTENING
Active v. Passive Listening
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Active Listening

• listener is fully engaged in what the speaker is saying
• two-way communication
• listener actively reacts and responds to the speaker
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Passive Listening

• different to Active Listening
• attention given by listener to speaker is lesser in 

comparison
• one-way communication
• listener does not react or respond to speaker
• is very useful as it gives speaker a ‘breathing space’ to 

vent emotions, strong feelings etc.
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Active Listening: SUMMARY

• listener is fully engaged in what speaker is saying
• listener reacts to the ideas presented by speaker
• listener gives regular cues to speaker
– nodding, smiling, facial expressions, eye contact
– open body language

• listener asks questions, clarifies ideas, comments on 
certain points

• listener analyses ideas of speaker, and evaluates and 
assesses them while listening
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GROUP EXERCISE

How to enable effective team 
communication?
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EFFECTIVE COMMUNICATION IN TEAMS
16 TOP TIPS for …
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Effective Communication in Teams

1. Ask for others opinions about a subject before you 
present your own 

2. Be prepared; think things out before speaking 
3. Address one issue at a time 
4. Use a positive or neutral tone of voice 
5. Focus on the issue, not the person 
6. Avoid blanket, know-it-all statements; loaded words 

and hyperbole 
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Effective Communication in Teams

7. Keep your cool and don't lose your temper
8. Show an interest in the other views and feelings 
9. Don't hide your feelings, but keep your emotions 

under control 
10. Present specifics instead of generalisations 
11. Observe body language, other non-verbal cues
12. Paraphrase, clarify, summarise
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Effective Communication in Teams

13. Back up your opinions with a few important key 
points 

14. Reflect back what seems like an ‘individual problem’ 
as a ‘mutual concern’ 

15. Avoid the potential to politicise an issue 
16. Find areas of agreement as the basis for 

collaboration
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Reflection & Action Plans

Take time now to think about what you have learned, 
and how you will apply this learning to your role

A good way to approach this is to ask yourself …
•What will I STOP doing?
•What will I START doing?
•What will I CONTINUE doing?

5 minutes
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