
COMMUNICATION SKILLS 
 

Effective communication is the key to success for any Service Unit.  This Service Team 
Resource will provide you with information to insure you are on the right track when 
communicating with other volunteers, girls, parents, community partners, etc. 
 
Communication can be defined as a two way action that is both verbal and non-verbal. 
Communication includes body language such as your stance, crossing your arms and facial 
expressions. 
 
Barriers to Communication 
 

• Using jargon, acronyms or other words that may mean different things to different 
people 

• Prejudging what the other person will say. 
• Displaying inappropriate body language, gestures and tone of voice. 
• Answering before understanding the statement or question. 

 
Questions to Help Others Find the Answers 
 
To solicit Participation 

• What do you think is needed to resolve the situation? 
• What would you like to accomplish 
• What resources and support will be available 
• What difficulties do you anticipate? 
• How can we overcome these obstacles? 

 
To Open Discussion 

• What do you think of this situation? 
• What has been your experience in dealing with this problem? 

 
To Broaden Participation 

• How do you feel about what we have discussed? 
• What else do you think we should be exploring? 

 
To Evaluate 

• Can we review what we’ve discussed? 
• Do we agree on this? 

 
 
 
 
 
 



COMMUNICATION STYLES 
 
There are four basic communication styles. 
 
THE INTUITOR  Would rather solve problems than implement solutions 
 
THE THINKER   Frequently sought out by others for her/his objectivity and cool   
    thinking under pressure. 
 
THE FEELER   Enjoys contact with other people.  Tries to understand her/his  
    emotions as well as the emotions of other people.  Likes to read  
    between the lines. 
 
THE SENSOR   Action oriented.  Thrives on getting things done here and now. 
 
 
With your Service Team, talk about these four communication styles by reading their positive 
factors.  Then list possible negative factors.  Are there times when one style may be more 
effective than the others?  Why? 
 

THE INTUITOR– Occupations – Artists, Researchers, Professors 

Positives Negatives 

Future Directed  

Innovative  

Idea Oriented  

Creative  

Comfortable with Abstraction  

 
 

THE THINKER – Occupations – Scientists, Engineers, Accountants 

Positives Negatives 

Linear time Perspective  

Interested in Precedents  

Seeks to Project Consequences  

Organized  

Systematic  

Analytical  

 
 



THE FEELER – Occupations – Psychologists, Nurses, Ministers 

Positives Negatives 

Focused on the Past  

Spontaneous  

Nurturing  

Friendly  

In Helping Professions  

 
 
 
 
 

THE SENSOR – Occupations – Pilots, Professional Athletes, Small Business Owners 

Positives Negatives 

Goal Oriented  

Risk Takers  

Decisive  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



ONE WAY AND TWO WAY COMMUNICATION 
 
One way communication frustrates people.  Two way communication helps people 
understand problems, discuss ideas and reach conclusions.  Here are a couple of exercises 
to try with your group. 
 
One Way Communication 
 

1. Choose someone to be the communicator.  It should be someone who can explain 
things clearly but who will not mind being the target of some criticism. 
 

2. The communicator describes to the others one of the designs below.  From her/his 
word description, the others must draw the design on paper. 
 

          
          
           
           
 

Ground Rules 
 

• The communicator has her/his back to the group and may not look to see how 
the others are doing. 

• The others work silently and may not ask questions 
• The communicator may not use her/his hands or show the others the design. 
• Allow three minutes. 

 
After the exercise, ask how the communicator and participants felt during the activity – 
about themselves and toward the communicator. 
 
Two Way Communication 
 

1. Choose another communicator or use the same one. 
2. Repeat the design experiment, using the same ground rules with the following 

changes: 
• Use a different drawing 
• The others may ask the communicator all the questions they wish. 
• The communicator must not continue the description until the others feel the 

directions are absolutely clear. 
 
Again, ask how everyone felt during the activity 
 
Discussion Questions: 

1. Were the drawings more accurate when there was one way or two way 
communication? 

2. Which took more time?  Which got better results? 
3. What are the advantages and disadvantages of both methods of communication? 



RESPECTING INDIVIDUALS 
 
When communicating with others, it is important to show respect during your conversation. 
 
How would you react to these remarks if they were made to you by another person?  Indicate 
your reactions by a plus or a minus.  In some cases you may want to put both a plus and a 
minus because you see both positive and negative possibilities. 
 
_______ It’s all in the book. Just read it. 
 
_______ What’s your opinion Mrs. Pinetree? 
 
_______These are the rules for awarding badges. 
 
_______ That’s very interesting. 
 
_______ It’s all organized. 
 
_______ Let’s take a moment to discuss it. 
 
_______ What did the girls think about it? 
 
_______ Now let me tell you. 
 
_______ What a good idea! 
 
_______ If you call Mrs. Oak, she might have the key. 
 
_______ Why don’t you try it and see what happens? 
 
_______ Just listen a minute…… 
 
_______Who can tell Mrs. Pinetree what her mistake was? 
 
_______ We’ll get to that later. 
 
 
Work in small groups for about ten minutes.  Compare reactions.  Which statements may not 
show respect?  Why?  How might those questions be reworded to be more respectful? 
 
What questions does this raise about effective communication? 
 
 
 
 
 
 
 
 



IMPROVING YOUR LISTENING SKILLS 
 

1. Listening is a vital form of communication.  Part of the technique of good listening is to 
watch for behavior that gives us a clue as to how a person is feeling.  What are some 
ways besides talking that person uses to communicate feelings?  What could happen 
if you are not sensitive to these clues? 
 

2. How would your feelings at a meeting be affected by the following circumstances? 
• The speaker is in favor of an issue you are against. 
• You have a hair appointment fifteen minutes after the meeting is to end. 
• The topic is one of great interest and concern to you. 
• You think you have accidently left the burner on under the coffee pot at home. 
• You are attending the meeting from a sense of duty. 
• You are hungry. 

 
 How might each of these scenarios affect a Service Unit meeting? 
 

3. How might you handle the following negative and positive listening practices during a 
meeting? 

• A person is talking too much and not listening. 
• A person is not talking or asking questions and appears to not be “present” 

during the discussion. 
• A person is listening intently and asking good questions. 

 
4. Talk to someone about a controversial subject. Then stop for a moment.  Suggest that 

both you and your “adversary” adopt a ground rule.  Before either can make a point or 
express and option, you must state aloud the previous point or opinion of the other 
person. Restate it in your own words – simply parroting does not count.  You must 
prove that you have understood not merely heard the words.  The restatement must 
be accurate enough to satisfy the first speaker before the listener is allowed to speak. 

 
 What changes do you notice in the quality of the discussion when you try this? 
 

5. Try this with the group to test their listening skills.  While the group listens, have one 
person read the following: 

• In the list of names, Donald, John, David, Carl, and Kent, which begins with J? 
• Answer True or False to the following:  In the list of words bee, see, free, glee, 

me, the second word mentioned is free. 
• Mary asked her husband to bring home meat, milk, cheese and bread.  He 

brought milk, peas, bread and meat.  Which item did he omit? 
• Go to room 431 and look in the lower right hand drawer and bring all the boxes 

of envelopes that are left.  Were you told to look in the left or right hand 
drawer?   Were you told to go to room 341, 431, or 134? 

 
After sampling some of these activities on this page, discuss ways to 

improve your listening skills. 



ASKING QUESTIONS 
 
“Questioning and listening are inseparable.  The asking of good questions represents listening 
on its highest plain.  It’s the quality of attention that makes all the difference.” – Dr. Harry 
Emerson Fosdick, quoted by Nardi Reeder Campion in “Ask, Don’t Tell.” 
 
Try the following exercise. 
 

A Question Questionnaire 
 

Some questions seem to close more doors than they open, while others lead to real dialogue.  
Test yourself on this list by checking the good ones and marking the poor ones zero. 
 

1. ______ What did you do today? 
2. ______  Would you explain that to me? 
3. ______  How was the game? 
4. ______  How do you feel about that? 
5. ______ Is something the matter? 
6. ______  What would you have done? 
7. ______  Do you love me? 
8. ______  Why did you say that? 
9. ______  Oh, really? 
10. ______  For instance? 

 
The odd number questions are poor because they are conversation stoppers, usually 
answered by one or two words.  The even-numbered questions are good because they call 
for thought provoking answers that can send the   conversation stone rolling. 
 
Practice using questions that help people clarify their thinking and see their concerns in a 
different light: 
 

• Open ended Questions – Example:  “How do you feel about….?” 
• Rephrasing – Say in different words what the person has just state to s how you 

understood what she or he meant.  Then ask if the person accepts your 
interpretation. 

 
Asking productive questions can open doors to learning and creative problem solving.  
Practice with each other asking questions without putting in a solution.  Example: 
 

“How can we stimulate interest in outdoor program?” 
 

rather than: 
 

“How can we get people to go to a workshop on outdoor program?” 
 

 
 
 



AIDING COMMUNICATION AND INTERACTION 
 

1.   Discover the unifying factors in a group. 
 
Regardless of the size of the group, communication will be better if the group members 
recognize what they have in common.  Try this exercise. 
 

• Join one of the following buzz groups.   
 

 Mothers with no Girl Scout experience 
 Former girl members 
 Leaders 
 Persons active in other community organizations 
 

• Interview  as many  members of the group as time allows, seek answers to the 
following questions: 

 
 How long have you lived in this community? 
 In what states or countries have you lived or traveled? 
 What jobs have you held? 
 What community activities do you participate in? 
 What hobbies do you have? 
 What is your Girl Scout experience? 
 What has been your most interesting, amusing or unusual experience? 
 What do you hope will happen while you are here? 
 
What do you think each person could contribute to the group from their experience?  What 
would be some unifying factors? 
 
2.   Dealing with individual uniqueness. 
 
Think about groups you have been in.  What effect did the following persons have if they were 
in the group? 
 

• One who commented on everything everyone said 
• One who was already knowledgeable on the subject 
• One who discussed personal experiences 
• One who was negative 
• One eager for new suggestions 
• One who came through obligation rather than desire 

 
Talk about ways to deal with unique individuals. 
 
 
 
 



PROBLEM SOVLING 
 
How to Avoid Problems 
 

• Get to know the leaders in your Service Unit.  The better you know them, the less 
chance for problems to occur 

• Keep up with the leaders and periodically check in with them to see if any questions or 
concerns have arisen. 

• Be a leader, not a boss – you are there to support. 
 
 
Helpful Steps in the Resolution of Problems: 
 
  Gather the facts and share with involved parties the information in factual 
   terms.  If the conflict is between you and another party, objectively state the 
   words you heard or behavior you observed. Focus on the issue, not the 
   person. 
 
   Indicate if this problem can be resolved with those involved or is another 
   resource or process needed.  If all parties agree, initiate discussion that reveals 
   both parties’ assumptions, interest, positions, expectations and needs.  Look    
   for common ground to agree on. 

 
   Have a frank, confidential discussion with all parties involved: 

• Listen carefully to understand all sides of the issue; 
• Come to consensus in defining the issue/problem; 
• Take notes on common interests to use as base for resolution )and your suggested 

resolution, if one is made) 
• Then, leave the problem behind. 

 
   Recommend possible solutions together and decide on a new plan of action.  
   Jointly seek many approaches before reaching an agreement on a solution. 
 
 
   Leave the discussion with the same understanding about next steps.  
   Summarize what was heard and agreed to.  Make sure to write it down. 
   Develop a written plan of action with those involved, including a time frame for  
   resolution. Give a copy to each party. 
 
 
   Signify that the issue is resolved and decide whether or not to check in at a  
   later date.  Document outcome in writing. 
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Remember: 
 

• Be on the lookout for ‘red flags’.  Problems which are resolved before they escalate 
are resolved more quickly, easily, and involving the fewest individuals. 

• Every Problem is unique. 
• The Service Unit Manager does not “own” every problem.  When appropriate, or if 

unable to resolve using the model, refer problems to the expert on your service team 
or contact your Membership and Community Development Specialist. 

• Bring the following issues to the attention of your Membership and Community 
Development Specialist: 

- Situations involving girl safety; 
- Situations involving inappropriate use of funds; 
- Cases where immediate termination is indicated; 
- Situations which may escalate, resulting in call/letters to GSCM 
- Problems that you consider “too big’ to resolve on your own, or where you like 

advice before rendering a decision. 
 
 
RESOLVING CONFLICT EFFECTIVELY 
 
Basic Thoughts  About Conflict: 

• Conflict is unavoidable 
• Conflict cannot and should not be avoided 
• Conflict may be positive or negative depending on how it is handled 
• Conflict results from differences between people because people are unique; 

conflict is inherent 
 
Beneficial Effects of Conflict 

• Energizes us 
• Helps focus us on something needing resolution 
• Helps us see other viewpoints 
• Assist with identifying new approaches 
• Promotes personal growth 

 
How People React to Conflict 

• Withdrawal/Avoidance 
• Smoothing/Accommodation 
• Aggression/Forcing 
• Bargaining 
• Collaboration 

 
 
 
 



Possible Outcomes to Conflict 
• No Win 
• Win – Lose 
• Win – Win 

 
Tips to Keep Conflict Positive 

• Identify what is occurring 
• Realize the other person is entitled to be different 
• Focus on issues, not personalities 
• Don’t become defensive 
• Don’t dredge up the past 
• Agree to disagree 
• Don’t create avenues for conflict 
• Equalize the power to distribution 
• Reframe problems into opportunities 

 
Steps for No Lose Negotiating 

• Define problems in terms of the needs of both parties 
• Generate possible alternative solutions 
• Evaluate the possible alternatives 
• Decide on a mutually agreeable solution for both parties 
• Implement the solution mutually 
• Evaluate/follow-up the solution 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



HOW I ACT IN CONFLICTS 
 
The proverbs listed below can be thought of as descriptions of some of the different 
possibilities for resolving conflicts.  The proverbs reflect traditional wisdom for resolving 
conflicts.  Read each of the proverbs carefully.  Using the scale given below, indicate how 
typical each proverb is of your actions in a conflict. 
 
 5 – Very typical of the way I act in a conflict 
 4 – Frequently typical of the way I act in a conflict 
 3 – Sometimes typical of the way I act in a conflict 
 2 – Seldom typical of the way I act in a conflict 
 1 – Never typical of the way I act in a conflict 
 
_____1. Soft words win hard hearts. 
_____2. Come now and let us reason together. 
_____3. The arguments of the strongest always have the most weight. 
_____4. You scratch my back, I’ll scratch yours. 
_____5. The best way of handling conflicts is to avoid them. 
_____6. When one hits you with a stone, hit him with a piece of cotton. 
_____7. A question must be decided by knowledge and not by numbers if it is to have a      
 right decision. 
_____8. If you cannot make a person think as you do, make him do as you think. 
_____9. Better half of a loaf than no bread at all. 
____10. If someone is ready to quarrel with you, he isn’t worth knowing. 
____11. Smooth words make smooth ways.  
____12. By digging and digging, the truth is discovered. 
____13. He who fights and runs away, lives another day. 
____14. A fair exchange brings no quarrel. 
____15. There is nothing so important that you have to fight for it. 
____16. Kill your enemies with kindness. 
____17. Seek till you find, and you’ll lose your labor. 
____18. Might overcomes right. 
____19. Tit for tat is fair play. 
____20. Avoid quarrelsome people – They will only make your life miserable.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



SCORING: HOW I ACT IN CONFLICTS 
In each block, enter the score for that # question.  

 
Withdrawal 
Lose/Lose 

Forcing 
Win/Lose 

Smoothing 
Lose/Win 

Compromise 
Lose/Win 

Confrontation 
Win/Win 

5.  3. 1. 4. 2. 

10. 8. 6. 9. 7. 

15 13. 11. 14. 12. 

20. 18. 16. 19. 17. 

Total Total Total Total Total 

 
The higher the score for conflict strategy, the more frequently you tend to use that strategy.  
The lower the score for a conflict strategy, the less frequently you tend to use that strategy. 
 
Withdrawal- Withdrawing from a conflict fulfills neither the personal nor the relational goals.  
Essentially it is a lose/lose approach to conflict resolution since the individual gives up 
whatever goals they had and does not try to maintain the relationship. 
 
Forcing – Personal goals are achieved at any cost. The cost is often to give up a personal 
relationship with another. This is a win/lose approach to conflict resolution; their personal 
goals win and the relationship loses. 
 
Smoothing – Smoothing over the conflict gives highest priority to maintaining the 
relationship, often at all costs, including personal goals.  This conflict resolution strategy is 
considered a lose/win approach; the individual loses their personal goals for the benefit (win) 
of the relationship. 
 
Compromise – Both parties sacrifice a part of their personal goals in an effort to preserve the 
relationship.  This is a lose/win situation; personal goals are sacrificed for the good of the 
relationship. 
 
Confrontation – This is a solution-oriented method of conflict resolution.  Disputants 
participate in direct communication about the conflict and attempt to find a solution by 
integrating the needs of both conflict parties (McFarland, 1992). Input is encouraged from 
each member of the group and embodies the spirit of teamwork.  This is a win/win approach; 
each person maintains their personal goals and the relationship is preserved. 
 

 
 

 


