Exercise #4
Face-to-Face “Communication Strategies” Skill Practice

In this exercise you will learn and practice important verbal skills that you can use to help calm
difficult library users.

The “head in the sand syndrome”: Good communication often depends more on what
people hear than on what they say. Accurate awareness of an individual’s emotional
surroundings allows one to anticipate danger and irrationality before it becomes explosive.
By clearly perceiving, and non-defensively responding to the communications of others,
one can effectively and decisively influence the immediate socia environment in a
positive way.

Resolving heated, conflict-filled situations requires a communication style that allows the
other person to see and feel that you understand what they are saying.

Work with theinstructor to practice the following verbal skills:

1. Make psychological contact

2. Becalm asyou speak - use relaxed breathing

3. Beempathetic and authentic

4. Respect people’ s feelings, beliefs, and emotions - we are concerned with behaviors
5. Mimesis

6. Demonstrate that you hear what is being said

7. Speak the person’s language

8. Reflect feelings and facts

9. Clarify and paraphrase

10. Ask open-ended questions

Oil on the Waters: Practical Techniquesfor Calming Difficult Library Users Spring 2005 - This material has been created by
Edmond Otis, MS., MFT, for the Infopeople Project [infopeople.org], supported by the U.S. Institute of Museum and Library Services
under the provisions of the Library Services and Technology Act, administered in California by the State Librarian. Any use of this
material should credit the author and funding source.




