Day 2–Module 9

INTERPERSONAL SKILLS & UNDERSTANDING HUMAN BEHAVIOR

Understanding Participants’ Needs

Many people have learned to get along by accident but don’t know exactly how they did it. This module will clarify what they may already be doing or what they have never known into terms that are easily understood and approaches that are easily applied.


Module Introduction

Interest in behavioral styles goes back at least as far as Hypocrites.  This first-century Greek—dubbed the father of modern medicine—also took an interest in the psychology of behavior and came up with four basic classifications: by his definition, people tended to be, choleric, sanguine, phlegmatic, or melancholy—very unflattering labels, and ones that were somewhat arbitrarily determined (identified by the color of a person’s blood, their bile, and so on), but ones that stuck because they did somehow correspond to reality.  His terminology even experienced something of a revival during the nineteen seventies, a reflection as much on people’s interest in understanding behavior as on the appropriateness of his nomenclature. 

The next major influence came in the early part of the twentieth century when Swiss Physician and Psychologist Carl G. Jung propagated the notion that whatever the impact of the environment we are raised in, we still have innate preferences that we are born with.  In the early 1920s, a schoolteacher, Katherine Briggs, began a study of his concepts – a study that was continued by her daughter and evolved into a self-assessment instrument that became known as the Myers-Briggs Type Indicator, typically referred to as the MBTI 

The next major impetus came from the dramatic rise in demographic mobility that took off in the fifties.  Employers started asking for objective measures to predict behavior, and several universities took up the challenge, in particular David Merrill at the University of Minnesota.  He concluded that you could predict behavior if you measured people on two scales: responsiveness and assertiveness.  

These two scales, or spectrums, were used to identify four different basic behavioral styles, and with time, gave birth to instruments to measure these individual behavioral styles.  The best known of these instruments was the DISC Personal Profile System(, and several others have used the same concepts identified and developed by David Merrill.

We’ll look at an easy-to-apply version in this module. 
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Objective

·  To link interpersonal skills and the image that we project

Thinking Behind the Page

This page should get participants thinking about the image that they project and its relationship with their interpersonal skills. 

Teaching Tips

Be careful not to embarrass anyone while discussing this page. It is usually safer to use yourself as an example. You might say:

· “What if I'd come in this morning with my shirt sticking out?"  

· "What if I'd come in with my hair a mess?" 

· “How would you have felt if my clothes didn't fit?"

· “If I had used incorrect English, would I have had credibility first thing this morning?”

· “If I had asked you questions, but not listened to your answers, would I have been credible first thing this morning?”

· “If my voice was extremely high or extremely low, would you have found that distracting this morning?”

Your positive answer to any of these questions underscores that your image can impact your interpersonal skills and success with others.

Ask participants:

What types of things impact the way I look?

What are positive, image-enhancing sounds from others?

How do I show you I’m listening? (Module 10 will give additional information.)

What words can I say that add credibility to my image?

Discuss each of these items until you’re satisfied that they’ve gotten your points.

Overheads/PowerPoint

· Yes

Transition

We know that the way we look is part of the image we project. Let’s look more closely at the way we look—in fact, the way we physically speak—let’s look at body language.  
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Objectives

· To clarify how body language affects how we look and therefore, our image

· To teach some of the basics about body language and reading it in others

Thinking Behind the Page

Any preparation of interpersonal skills and our success in working with others would not be complete without a discussion of body language. This page gives an overview of some of the positive and negative body language gestures and discussion of the percentages of our communication which studies have indicated as coming through words, tonality (tone in our speech), and body language (gestures).


                          Studies indicate that our communication is conveyed by:

	Words =

Tonality =

Body Language =
	7

38

55
	%


The above statistics are for non-technical communication. It becomes very obvious that our body plays an important part in communication, so it makes sense to manage it!

Activities

Get a volunteer to stand and work with you. As you are talking to them, approach directly and quickly to see if they either lean back or put up their hand as if to stop you. Make the point that body language includes the distance from us to others. Some people get too close and some don’t make eye contact. All of these factors affect our relationships. Let’s first, be aware; second, control our own; and third, read the body language of others.

Transition

We look at our image, we've investigated body language, so now let's look at observable and manageable behavior. 
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Objectives

· To introduce the idea of being people-smart

· To introduce the two dimensions of classification: openness and directness

Thinking Behind the Page

Participants need an introduction to behavioral styles to be mentally ready for what is to follow. Participants can either read this page or you can share highlights, as you deem appropriate. 

PowerPoint

· Yes

Transition

Now let’s look at some details that will help us apply openness and directness to improve our interpersonal skills. 
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Objectives

· To magnify the continuum of open or self-contained behaviors. 

· To give examples of the behaviors of each preference.

Thinking Behind the Page

This is an easy-to-understand synopsis of open and self-contained behavior. The descriptions give participants additional help in discerning open or self-contained behavior and the scale of 1-4 allows varying degrees of either preference. 

Teaching Tips

How many of you know people who will talk to you about anything and everything?  For example, they will tell you exactly how much money they make and then ask you how much do you make.  This is the kind of person who would describe an operation and, in doing so, they would tell you all the details. You’d be thinking to yourself “all I really needed to know was that you had an operation.” Perhaps you know someone that can go to the grocery store, stand in line, and meet people. They are talking to them as if they had known them forever and on the way out you ask how long they have known that person. They say they just met them and you're wondering to yourself ”How did they do that?” These are what we call open people.

Have any of you walked into someone's office and said, “Did you see that game last night?” and have them look up and say “no.”  “Look the reason I asked you to come by was  . . . ” Maybe you’ve had a person to become upset with you because you didn’t share enough detail and you were thinking it was way too much! Perhaps it’s a team member that doesn’t seem to tell you much, that never seems to “open up.” Have you ever worked with someone that seemed monotone in speech, below average in enthusiasm, a bit too uptight at times? If any of these sound familiar you’ve probably met a self-contained person. 

There are only two questions that you need to ask yourself to determine the preferences of another. Being able to do so will improve your ability to work on a personal level with all people no matter their preference. The questions should always be asked in the here and now. The way a person behaved on Friday night while you were having pizza may give you an indication, BUT people behave differently according to circumstances, level of confidence, experience, and what is immediately going on in their lives. The first of the two questions you need to answer is this—Are they more OPEN or SELF-CONTAINED in their behavior? 

Activities

Openness in People You Know

Now, use your own USAF relationships and experiences to practice classifying your observations. Think about two people that you work with and know well. One should represent the “model” of open, and the other, the “model” of self-contained behaviors.

In margin of page 9-5, write a few descriptive words that represent their behaviors; their communication traits that ease your relationship with them; and their characteristics that can make interaction challenging or difficult.





Overheads/PowerPoint

· Yes

Transition

Asking and correctly answering the question, “Are they more open or self-contained?” makes us better at working with others. Let’s take it a step further by asking a second question. 
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Objective

· To give the indicators of the second question we must ask when working with someone else: “Are they more indirect or direct?”

Thinking Behind the Page

See 9–5

Teaching Tips

Who knows a person that never seems to make a decision -- someone who will procrastinate and put it off until the last moment? Have you ever gone to lunch with someone and wondered if they would ever decide what they were going to have? Maybe you’ve tried to get this person to give you a high-level estimate on something and they wouldn’t until they had a chance to conduct research. You may have seen them as the person who seems to move a little slower than others, one who never seems to be in a BIG hurry. These people, we’ll call indirect.

The opposite of that indirect person is the one (direct person) who walks, talks, and makes decisions quickly. The person who cuts to the chase gets to the bottom line and wants things now! This person doesn’t seem very diplomatic, but he does seem to get things done. It’s also interesting that he makes mistakes but seems to be quickly forgiven.  He just moves on and makes another decision to get past it.  

The second of our two questions that you need to ask yourself (to determine the preferences of someone you might be interacting with) is, “Are they more INDIRECT or DIRECT in their behavior?”

Activities
Directness in People That You Know

Now, use your own USAF relationships and experiences to practice classifying your observations. Think about two people that you work with and know well. One should represent the “model” of indirect, and the other, the “model” of direct behavior.

In the margin of page 9–6, write a few descriptive words that represent their behaviors; their communication traits that ease your relationship with them; 

and their characteristics that can make interaction challenging or difficult.




PowerPoint

· Yes

Transition

Now lets look at open/self-contained and indirect/direct behaviors charted in quadrants.
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Objectives

· To offer names for each of the four preferences in communication style

· To give participants and easy to remember visual of how to work with each preferences

Thinking Behind the Page

The two previous pages gave details and segmented information that led to this one-page overview. Now participants can get a one-page overview that tells them all they need to know to better work with styles that are different from them IF they choose to make adjustments in the way they communicate.

Teaching Tips

· Try skill play exercises with the group. Here are some examples:

· OK, I’m at a department meeting with you and I’m new to your base. I appear genuine and relate to you as a person. Which one of these people might I be? (Relater or Socializer)

· The same person becomes the live of the meeting and tells their opinion on several topics . . .who do you think they are now? (Probably Socializer)

· You join a new project team and there is one person that begins to take over and tell others what to do—what is their preference style? (Director)

· The next person to speak is monotone in voice and very logical in their presentation of data and supporting documents—what can you do to best work with this person? (Anything listed in the thinker quadrant)

Transition

Now that we have a better idea of techniques we can use to improve our interpersonal skills, let’s look at making our net actually work!
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Objective

· Give additional tips for building interpersonal relationships in real-world situations.

Thinking Behind the Page

The previous pages were filled with information that most participants will find interesting and helpful. This page is an opportunity to continue the most important skill—application—in a safe “laboratory environment.

Teaching Tips

Work the room

· If you’re shy, position yourself near the food or at a light source like a window. Don’t look out the window but instead have it behind you as you look towards the crowd. Either of these ideas will attract people toward you.

· Learn to focus on other people. Ask questions about them and listen. This sets a comfortable tone.

· When making small talk ask unusual questions. What do you hope to achieve at this party? Who invited you, and why did you decide to come? How did you meet the person that invited you? Whenever we go somewhere, we usually have preset expectations . . . What has surprised you most about this event? Any of these questions would likely be better than, “Wow. We’ve sure had a lot of rain lately!”

· Stop and move on: Be ware of “clingers” at gatherings. If you have someone that is talking you to death consider grabbing someone nearby and saying something like, “Hey Bill I want you to meet (Jane). Jane was just telling me about. . . .  Tell Bill about the part where . . . As they begin talking, walk away or excuse yourself.

And what about…

· If at all possible, do not play the waiting game. Why be at the mercy of those that approach you rather than being the one to make the approach?

· Playing it safe is keeping to yourself. Decide on a conversation starter that you like and begin!

Assertive, thoughtful correspondence

· Thank-you notes should be handwritten for the most effect.

· Discuss special occasions and gifts, as appropriate.

Transition

Let me remind you of what we’ve covered in this module.
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Check Yourself!

1. What are some simple ways that you can project a professional image?

You should look for anything to do with Look, Sound, Listen, Say from page 9–2.

2. Determine your instructor’s style.

Let them practice this as table teams and see if they come up with the same style. If yes, great. They have done well at discerning the differences and can now see how easy the application is. If no, they all are different, it could be an indication that you’ve done a good job in exhibiting the four preferences.

3. How can you adjust your behavior for each of the four preferences? 

Any of the ideas from page 9-7 are acceptable.

4. Draw a plus sign (+) on your name tent and indicate with an “X” where your preference is.

EXAMPLE:
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END DAY 2 PROFESSIONAL DEVELOPMENT PROGRAM

Remind participants that changing habits requires effort and also requires changing or stopping a previous habit. In order to carry day two’s learning forward, they need to set goals in the areas already covered.

Turn to page 9–10 and for each category please make a commitment of something that you will start doing, and . . . something you will stop doing.

Close the day with a reminder look at day 2 PowerPoint slide #31. Remind supervisory participants that this is the focus; this is the picture of what they support. Then ask them to pack their belongings and to get out two sticky notes. On one sticky note write, “The most important point I learned today.” Then ask them to write down their answer. On the second sticky note ask them to write, “The one thing that has not been covered to my satisfaction.” Ask them to write down what that is.  Have them post the sticky notes on the door as they leave.

Preparation for day 3:   

Take the sticky notes and group them by topic. Look them over. For the second sticky note (“The one thing that has not been covered to my satisfaction”), consider how you might make sure that the listed areas are covered again—that participants have an opportunity to get answers. 

According to the feedback, you have options. If the list is small you might cover it yourself from the front of the room. If the list is long you might write on board/flip-chart and assign for discussion to different groups of two to five people. Have them report to the whole team their answer (or opinion) to (“The one thing that has not been covered to my satisfaction”). Tell each team that it is their job to either defend how and where it was covered or that requires clarification and input to what was covered in an attempt to satisfy the person that posted the question.







AN INDIRECT PERSON YOU KNOW





Name 		_______________________________________________________





Describe their behavior characteristics: _________________________________





Behaviors that help the relationship: ___________________________________





Behaviors that hinder the relationship: _________________________________





A DIRECT PERSON YOU KNOW





 Name 	_______________________________________________________





 Describe their behavior characteristics: ________________________________





 Behaviors that help the relationship: __________________________________





 Behaviors that hinder the relationship: ________________________________





Objectives of this module are to:





Help you project a successful, professional image;


Clarify how people communicate differently;


Teach how to determine a person’s style quickly and easily; and


Give an opportunity for participants to mentally apply topics discussed here to situations in their workplace.








Upon completion you will be able to:





Determine a person’s preference based on clues; and


Adjust your style to improve interaction and rapport. 





Negative Body Language





Crossed arms (maybe)


Frown (maybe)


Looking away


Leaning away from you


What else?
































Positive Body Language





Open gestures


A smile


Interested look on face


What else?








AN OPEN PERSON YOU KNOW





Name 		_______________________________________________________





Describe their behavior characteristics: _________________________________





Behaviors that help the relationship: ___________________________________





Behaviors that hinder the relationship: _________________________________





A SELF-CONTAINED PERSON YOU KNOW





 Name 	_______________________________________________________





 Describe their behavior characteristics: ________________________________





 Behaviors that help the relationship: __________________________________





 Behaviors that hinder the relationship: ________________________________
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