Name: ____________________________________ Date:_____________________

Chapter 5 Study Guide
1. What are the four basic elements included in the communication process? 

Communication Channels

Participants


Timing


Use of Space

2. What type of communication is used when you make facial expressions, gestures, and posture to send a message? Nonverbal Communication
3. Explain how the timing of a conversation affects true communications.  Choosing the right time to send a message affects how it’s received.
4. When you are communicating with a child do you want to be level with the child or looking down on them? Why? You want to be level with them because messages flow more freely when people feel they have equal status.
5. How does the use of space in a conversation determine its quality? ______________________________ There are times when it’s appropriate to speak closer to someone than others.  Shouting down the hall about something personal would not be appropriate.
6. How do the participants affect the quality of communication?  _________________________________

If only one person is doing the talking, there really isn’t a conversation, just a monologue.  Both people need to be involved.
7. The two types of listening skills are:  Active and Passive Listening
8. Define each type of the above listening skills and give an example of the response that goes with each type. Active listening requires the listener to be involved, respond and offer information or experiences to help the other person.  Passive listening requires the listener to pay attention, offering small comments to affirm the speaker, but they do not offer more information or experience.
9. List four techniques that can be used in learning to be a good listener. 

Use encouraging words and gestures


Don’t let your mind roam


Think of a reason to listen


Lean toward the speaker


Keep eye contact 


Don’t Interrupt 


Stay calm and positive 

10. When explaining speaking skills, what is the difference between an I-message and a You-message?  Give an example of each. (You-messages are not explained, but based on what the text tells you about I-messages, what do you think You-messages are?) I-messages are when the speaker states their feelings in a non-judgmental way so that the speaker understand, I feel ???? when you????.  You messages blame and are usually presented in an angry way.  They don’t usually accomplish anything.
11. When someone is upset and angry with someone else, which is the best option to use: “You” messages or “I” messages and why?  I-messages because they are more specific and non-threatening.
12. When you’re assertive, you communicate ideas firmly and positively. Why is this important?  
You speak up without being offensive or rude. You respect others opinions but don’t let them walk all over you.
13.  What is feedback and how does feedback help communication to come across more clearly? 
Indicates whether the message was understood correctly. 

14. What are the 6 problems in communication?  Name and explain each one.

a. Mind reading
b. Mixed messages
c. Interference
d. Avoiding subjects

e. Silence
f. Different outlooks
15. What are two examples of difficult subjects, and what is a specific example of a time when may they be inappropriate to bring up? 
Divorce – When all parties are calm and ready to listen.
Aging parents – Making sure their affairs are in order  
16. List three reasons for silence in a conversation. Afraid to speak, disinterest, hostility and/or boredom
17. Why is tact an important quality in a conversation? Being tactful is important because you don’t want to offend or make the other person feel bad about something. 
18. Explain the phrase, “Actions speak louder than words,” as it applies to conversation. A person can tell if you are not listening to them even though you say you are. If you turn on the television or constantly check your phone while someone is talking to you and you ask them if it is a bad time and they say no but continue to be distracted. 
19. Why is it important to consider someone’s point of view when communicating with him or her? Everyone has a different way of thinking or different perspective so it is important to understand  how the other person thinks so you can learn to get along. 
20.  What is one advantage and disadvantage to written communication? You may not read the message the way it was intended. It is common to read too much feeling or emotion into it when the person writing did not intend it that way.
21. How does sight affect communication?  Explain your answer. A person communicating may not be aware of how their body language or appearance is contradictory of the words they are saying. 
