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DISCLAIMER: The principles and suggestions in this handout and the ASSERTIVE COMMUNICATION SKILLS FOR MANAGERS webinar are presented to apply to diverse personal and company situations. 
These materials and the overall seminar are for general informational and educational purposes only.  The materials and the seminar, in general, are presented with the understanding that CareerTrack is not 
engaged in rendering legal advice.  You should always consult an attorney with any legal issues.
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Passive Assertive Aggressive
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MODULE 
ONE

Different Communication Styles

You’re not okay

You don’t have rights

Does not respect others

Diminishes self-esteem  
in others

Blames others

Expresses own 
negative feelings

Let’s it all hang out

I win –You lose

Hostile

Controls others

I’m not okay

I don’t have rights

Does not respect self

Exhibits low  
self-esteem

Blames others

Denies or does not  
express feelings

Keeps it all in

I lose – you win

Closed

Controlled by others

Passive Aggressive 
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MODULE 
ONE

Case Study: Susan
Susan is the leader of a team of six people. She knows that for the most part, her team’s workload is about 
maxed out. She also suspects that not everyone is managing their time as efficiently as they can. Susan 
has let it slide over the past six months, because she didn’t want her team to get mad if she imposed a 
bunch of new rules and processes. However, things are about to get a little bit tougher for Susan and her 
team. Susan’s boss took another position and now Susan reports to a new manager, William. William has 
made some changes, effective immediately, which will place an administrative strain on Susan’s team. She 
dreads telling the team about their new responsibilities. She fears that they will think she has given up on 
them or that she’s not on their side. If Susan is going to handle this situation in an assertive manner, which 
of the following things might she do? 

Circle all answers that apply:

 1.   Susan should explain to William that her team can absolutely not take on any more administrative 
work.

 2.   Susan should explain to William that her team is a bit overloaded with projects and that all this 
change at one time might de-motivate them. Susan might propose a different solution to William, 
such as rolling out the changes one-at-a-time, to alleviate the mass stress it will place on the system.

 3.  Susan should tell her team that this was all William’s doing and that she is just the messenger.

 4.   Susan should sit down with her team and talk about the impending changes, letting them know that 
they are just going to have to get on board, because change is inevitable.

 5.   Susan should sit down with her team and talk about the impending changes. She should let them 
know that she realizes that they are overloaded right now. She is trying to work on a plan that will 
alleviate some of the work, but she doesn’t have all the answers. She should ask for input from the 
team.

 6.   Susan should be very clear that they will need to take on this extra work, in some manner, and that 
she really needs the team’s support on this so that they can all accomplish their goals for the year.
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MODULE 
TWO

Four R’s of Assertion

R

R

Suggestions For Increasing Self-Respect And Self Esteem

  Reject perfectionism

   Have realistic expectations

   Limit TV viewing 

   Concentrate on strengths, not weaknesses

   Engage in positive self-talk

   View your employment role positively

  Engage in life-long learning

   Avoid the “tyranny of the should’s”

   Exercise.

   Reject “better than” thinking

Ten Basic Personal Rights
Taken from the book Your Perfect Right by Alberti and Emmons.

 1.   To express your beliefs, opinions, needs and feelings while not violating the personal rights of others

 2.  To be in charge of your own life

 3.  To change

 4.  To be less than perfect

 5.   To act, think and feel without explaining or justifying

 6.   To decide if it is your role to solve others’ problems

 7.   To choose your own behavior, thoughts, feelings and attitudes

 8.  To make your own decisions

 9.   To evaluate yourself independently of how others evaluate you

 10.   To refuse to worry about those things you cannot control
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MODULE 
TWO

R

Right: 
  To go ahead with my own job in my own way 

once objectives and constraints have been 
clarified.

Responsibility: 

 
Right:
  To have a role in selecting the people I am to 

manage. 

Responsibility:

 
Right:
 To make mistakes sometimes. 

Responsibility: 

A = 

B = 

C =  

R
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MODULE 
THREE

Non Verbal Body Cues

   Facial expression

   Gestures

   Eye contact

   Posture and stance

   Distance

   Eye-level relationship

   Appearance

   Stride

   Touch

Words To Avoid

 1.  Little

 2.  Kind of

 3.  Sort of

 4.  Perhaps

 5.  You are

 6.  I disagree

 7.  Yes, but…

 8.  You don’t understand

9.  Should

10.  Make

11.  Never

12.  Always

13.  Can’t

14.  Just

15.  Must

Effective Communication Skills
You vs. I Statements
What are the “I” messages behind these “You” Messages?

 1.  You just don’t understand

 2.  You make me angry.

 3.  You are not doing your share.

 4.  You expect too much of me.

 5.  You must stop interrupting.

 6.  You don’t keep me informed.

 7.  You don’t listen.

 8.  Don’t speak to me like that.

Statements vs. Questions
What are the “I” statement behind these questions? 

 1.  Why do you always arrive late?

 2.  Can’t you see that I am busy?

 3.  How can you expect me to do all of this?

 4.  Why do you wait until the last minute?

 5.  Could you do this by noon?

 6.  Why am I always the last to know?
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MODULE 
FOUR

Listening Skills
Communication = Sender + Receiver
 One thing at a time:

 Listening is a full-time job:

 Listen for feelings as well as facts:

 Listen for main ideas, disregarding sidetracks:

 Listen without interrupting:

 Prepare feedback and paraphrase:
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MODULE 
FIVE

Three Part Model for Assertive Communication
Acknowledge the Other
   What I hear you saying…

   What I see happening…

Making “I” Statements
   I feel…

   I think…

   I know…

   I want…

   I need…

   I believe…

Invite Feedback
   I’d like to hear how you feel.

   Do you have any suggestions?

   Are there any other options?

   Tell me what you think.
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FIVE

Practice Scenarios
Scenario #1: Saying No
Michael, an employee in your department wants Friday off for personal reasons. It will cause the rest of the 
team great inconvenience. 

 You say:

Scenario #2: Setting Limits
An employee, Abby, is late for the third time this week. 

 You say:

Scenario #3: Receiving Criticism
Stuart, a supervisor in your department, has accused you of never listening to his ideas. 

 You say:


