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To be able to communicate effectively
not only with an audience,
but one to one, goes far toward
determining our own success in life.


— from the Foreword Norman Vincent Peale
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Foreword


I wish that I might have had access to this book as a young man starting out in life. In that case my proficiency in the art of communication would have been greatly enhanced. For The Art of Talking So That People Will Listen by Dr. Paul W. Swets is a masterpiece in the important skill of talking to people effectively and good personal relations. Indeed this book is one of the most complete and in-depth treatments of the subject that has come to my attention.


For a public speaker, or anyone who wants to communicate better, this book should be a must because one communicates through words, facial expression, gestures, body flow, and the intangible but powerful transmission of personality. Beyond that the speaker will either attract or set up resistance by the degree to which a subtle but real feeling of caring comes through to his audience.


Many years ago one of Hollywood’s greatest character actors made a comeback from failure to success when he began “loving the people in his audiences.” He told me that he could actually feel a deeper sense of rapport as he sincerely projected love.


He was utilizing a psychologically sound principle of communication in that by taking people to his heart he was reaching them better with his mind. When you send out love to a person, as that outflow reaches him it seems that understanding is stimulated. Hence the communication of thought attains a greater degree of exactness. Thoughts get across as intended and devoid of distortion because minds have become more completely attuned.


Communication of this high order is actually a scientific procedure and is, therefore, subject to formula or methodology. That is to say, there are definite laws and skills in communication that must be learned as in any science.


And surely to be able to communicate effectively not only with an audience, but one to one, goes far toward determining our own success in life. Therefore, a book that outlines procedures of communication with the completeness of Dr. Swets’ study becomes a working manual that can be invaluable. And I do not know of a book that more comprehensibly covers the entire subject of communication. Moreover the author himself communicates in a clear and understandable manner.


Dr. Swets not only writes clearly about communication, he also communicates clearly. He knows how to write so people will understand, how to talk so people will listen.


It gives me pleasure to commend this book to your reading and study. I am sure that you will be helped thereby as I have been.


Norman Vincent Peale




Preface


Communication should be easy. We’ve been practicing it since birth. And practice makes perfect. Right? Wrong!


We have learned to put words together so they make sense. We know what most words mean. Yet we soon discover that not everyone understands the meaning we intended. In fact, our words sometimes drive people away from us, even when we really want our words to draw them close.


After twenty years of marriage, Debbie came to my office for counseling because she felt the only alternative to the progressive disintegration of her marriage was a divorce. Her problem, she said, was a total inability to communicate with her husband. Debbie’s problem is not uncommon. Countless marriages, families, and businesses break up because people practice a form of communication that separates them from others instead of creating understanding and a sense of togetherness.


Person-to-person communication is a problem for so many of us because we actually have never been trained in the art of getting through to people. Vocabulary and grammar training provide us with only the artist’s canvas and paint. That training is totally inadequate in showing us how to put the two together so that people will see the picture we want them to see. The Art of Talking So That People Will Listen fills that void in our training.


You and I can talk so that people will understand. And we can learn to listen so well that people will enjoy talking with us. The key is knowing exactly what we want to happen when we communicate and how to make it happen.


Setting clear communication goals helps us to make small yet significant adjustments in what we say and how we listen. Making the right adjustments at the right time truly is an art, but taken one step at a time that art is simple enough to be mastered by anyone. Each chapter in this book guides your steps by presenting a clear goal to work on. Self-assessment tests, practical strategies, and plans of action ensure that you know where you want to go and that you make progress toward your goal.


As you achieve success in reaching each communication goal, you will:

 	Gain control of the complexities in the communication process.
 	Know how to create intimacy with those you care about.
 	Discover what builds communication barriers between people and what you can do to tear them down.
 	Win the attention and cooperation of friends and business associates.
 	Feel that you present yourself clearly and effectively in social situations.
 	Experience success in reaching your personal and professional goals.
 


In this book, I present a particular point of view about communication and interpersonal relationships. I am convinced that intimidation and manipulation of people do not produce meaningful relationships. Any power or control gained by such techniques is eventually offset by the loss of honest and open communication. To experience a real winning effect, we need to move from egocentric tendencies toward patterns of understanding and cooperation in our talks with one another.


My viewpoint has evolved from my training in psychology, theology, and rhetoric, but it also has been tried and tested in my own experience. I know the agony of trying to get through to someone and failing. I also know the immeasurable joy of having a heart-to-heart talk and experiencing the pleasure not only of being understood, but also of understanding.


It was during such a heart-to-heart talk with my son that I asked, “Do you think we should pray that this book will be a best-seller?” He answered, “No, Dad. We should pray that it will help people.” So let it be!
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 	George Froehlich, who read and corrected my manuscript more times than he can remember and provided positive support throughout the process; 
 	Blaise Levai, Kate Sampson, and Venila Van Voorthuyzen, who offered many helpful suggestions;
 	Becky Robertson, Anna Koopmans, and Mary Vander Kamp, who cheerfully typed and retyped countless pages;
 	Mary Kennan and Alberta Boddy, my editors at Prentice-Hall, who fortified my resolve through their belief in this endeavor;
 	Janiece, Jud, and Jessica, who supplied more than enough love and creative diversion to cheer my writing on; and
 	Norman Vincent Peale, who has demonstrated for me the persuasive power of enthusiasm, the practical power of a positive mental attitude, and the life-changing power of putting one’s faith to work.

 




1
Play the
communication
game to win



You can if you think you can.1


NORMAN VINCENT PEALE


One of the greatest discoveries of our time is that an individual can control what he says and what he does by the way he thinks. Unfortunately, many people assume that they can’t control the way they express themselves. Day after day they go on making the same conversational blunders. But the fact is that anyone can match wits against the “opponents” of successful communication and win. Assuming that you have the desire to win, the principle so aptly expressed by Dr. Peale applies to you: “You can if you think you can!”


To reach new heights of conversational effectiveness, you will need to set some clear goals that define what you want to achieve. Your mind then acts as a “steersman,” guiding you with an awareness of the slight adjustments necessary to reach your goal. When NASA sent Apollo 17 and its crew to the moon, slight adjustments were needed throughout the flight in order to keep the rocket on track and enable it to reach its goal. If these adjustments had not been made at precisely the right time, the rocket would have strayed millions of miles from its target. Winning communication is the result of making small, significant adjustments in what you say and in how you say it in order to reach your goal.


THE ECSTASY OF WINNING


Communication that wins a positive response from others can provide you with a new way of life. Nothing is more essential to success in any area of your life than the ability to communicate well. Nothing can compare to the joy of communicating love, of being heard and understood completely, of discovering some profound insight from another’s mind, or of transmitting your own thoughts to a rapt audience. Self-concepts are enhanced, attitudes broadened, beliefs deepened, perspectives clarified, hopes restored, frustrations dissolved, hurt feelings healed. This is what Reuel Howe calls “the miracle of dialogue.” Therapists have seen such miracles occur in the midst of their counseling. Perhaps you too have experienced such miracles when your own communication has been successful. And when you play the communication game to win, a big part of the payoff is that your partner in communication wins, too!


THE AGONY OF DEFEAT


Our communication is not always successful. When Pope John Paul II visited the United States in 1979, it was rumored that a news reporter rushed up to him and asked what he thought of the go-go girls in New York. Having been warned by an aide that some journalists might distort his words, the pope hesitated, then asked cautiously, “Are there go-go girls in New York?” As the story goes, the next morning a front-page news article read, “The first question the pope asked upon his arrival here was ‘Are there go-go girls in New York?’”


Whether the story was apocryphal or not, it does demonstrate that no one is free from being misunderstood—not even the pope. Miscommunication has caused nations to go to war, businesses to go bankrupt, families to break up. Although communication technology has enabled us to penetrate outer space and make of our world a global village, we have failed to penetrate adequately that inner space of the human mind and heart.


Instead of creating understanding and closeness, our words sometimes produce the very opposite effect of what we intended. We hurt another—s feelings, provoke anger, and create psychological distance even when what we really desire are understanding, intimacy, and companionship. Instinctively we try to avoid these painful situations. We tend to “freeze up” in our conversations to prevent the recurrence of miscommunication. Topics of discussion become limited. Feelings are repressed or redressed to sound more attractive. But when true feelings are not expressed, the passions in our relationships die. Gradually even the quantity of conversation becomes less until in some cases there is only the agony of cold silence.


Somehow we must break this vicious cycle. We need a way to look objectively at our mistakes and learn from them.


INSTANT REPLAY


In the sports world, players and coaches study game films again and again to help them eliminate their weaknesses and capitalize on their strengths. The function of this book is similar to that of a game film or instant replay. It can help you to examine your conversations as objectively as possible and take a second look at what worked and what did not work. Through examined experience you can make the adjustments necessary to play the communication game and win.


THE PRINCIPLES OF THE GAME


Can we increase the number of times when thoughts are transferred from one to another freely and well? Can we isolate that which promotes communication and that which breaks it down? Can we change our attitudes, our choice of words, our very selves? Yes! Effective communication on a consistent basis is possible.


Three important principles in this book tell you why this is possible. First, communication is a learned behavior. If you have learned negative communication patterns, perhaps by default, you can also learn positive patterns, provided you know what a positive communication pattern is and how to develop it. Second, you can make a significant difference in the quality of your interpersonal communication. Although you cannot control how another person talks to you, you can control your own response to that person and greatly influence the results of your conversation. Third, when you act on new insights, you achieve understanding. The adage about learning is still relevant:


I hear—I forget.


I see—I remember.


I act—I understand.


Strategies are included in each chapter for putting your knowledge into action.


A word of caution: there simply is no such thing as instant success in communication. But if you commit yourself to the principles described in this book and apply the recommended strategies, you can expect positive results. You will begin to:


Examine your communication experiences more objectively, seeing strengths and weaknesses.


Listen with understanding.


Develop skills for solving communication problems instead of being immobilized by fear, anger, or hurt feelings.


Assert yourself, speaking your ideas and sharing your feelings with confidence.


Learn how to say no when you want to say no, and say yes when you want to say yes.


Establish mutual respect when talking with children.


Enjoy a new intimacy with family and friends.


Initiate meaningful conversation in social settings.


Persuade people to cooperate with you.


If while reading this book you sense occasional repetition, it is a good sign that you are assimilating the concepts well. Deliberate repetition is built into the structure of this book. Research shows that retention of concepts is significantly increased when the concepts are presented several times. “Progressive redundancy” allows the mind to apply a concept or strategy more accurately and in a greater number of situations.


SKILLS TO WORK ON


If we have difficulty understanding or being understood, it is likely we have ignored some part of the communication process. It is up to us, individually, to try to find the problem and correct it. This is not an easy thing to do.


The following self-evaluation can help you assess your particular areas of need and interest and provide you with a standard by which you can measure your progress. Circle the number that best represents the frequency of each item in your experience (1 = seldom, 2 = sometimes, 3 = often, and 4 = usually).


Self-Evaluation






	1


	2


	3


	4


	1. People understand my thoughts and feelings.







	1


	2


	3


	4


	2. When communication problems arise, I am determined to solve them.







	1


	2


	3


	4


	3. I know the major causes of communication breakdown.







	1


	2


	3


	4


	4. I demonstrate personality qualities to which people are attracted.







	1


	2


	3


	4


	5. In difficult situations, I consciously choose how I express myself.







	1


	2


	3


	4


	6. The tone of my voice and the words I say communicate precisely how I feel about my conversational partner.







	1


	2


	3


	4


	7. I am able to listen deeply to the feelings expressed by my spouse and friends.







	1


	2


	3


	4


	8. My friends tell me I am a good listener.







	1


	2


	3


	4


	9. I can tell whether a communication problem is basically caused by the one speaking, the message itself, or the listener to the message.







	1


	2


	3


	4


	10. I am able to analyze accurately the thoughts and feelings of the person talking to me.







	1


	2


	3


	4


	11. When I talk, people listen.







	1


	2


	3


	4


	12. People tell me I am a good conversationalist.







	1


	2


	3


	4


	13. I say no when I want to say no.







	1


	2


	3


	4


	14. I assert myself because I value my own opinions as well as the opinions of others.











	1


	2


	3


	4


	15. I handle hassles with children effectively.







	1


	2


	3


	4


	16. I talk with children the way I want them to talk with me.







	1


	2


	3


	4


	17. I allow loved ones and friends to know me as I really am.







	1


	2


	3


	4


	18. I am able to tell people close to me how much I really care about them.







	1


	2


	3


	4


	19. When I experience a conflict with someone, I know how to resolve it.







	1


	2


	3


	4


	20. I know what to say in tense situations.







	1


	2


	3


	4


	21. I know how to gain the cooperation of others.







	1


	2


	3


	4


	22. When I ask people to do something that I want them to do (within reason), they do it.







	1


	2


	3


	4


	23. I enjoy the highest level of communication with family, friends, and business associates.







	1


	2


	3


	4


	24. Because I know the value of successful communication, I look for ways to improve my communication skills.








Here is a scoring guide to help you with your self-evaluation. Find your score by adding each of the numbers you circled; then check your total points with the following:






	92-96


	Excellent.


	You are undoubtedly a “peak” communicator. Give this book to a friend.







	78-91


	Good.


	You are well on your way. Focus your attention on the areas where you feel you need to refine your skills.







	50-77


	Fair.


	You are missing a significant amount of satisfaction which could be experienced through better communication. With concentrated work on the communication goals suggested in this book, you will achieve greater rapport with your family, friends, and business associates.







	24-49


	Poor.


	Relax! Perhaps you are setting your standards too high and see things worse than they are. By committing yourself to the goals and strategies in this book you will notice gradual improvement in your communication skills. Keep going. You are on your way to the top. You can do it!








Effective communicators are like good athletes: They work at it. A disposition is cultivated, fundamentals are learned, principles practiced, skills developed. Professionals know that no matter how talented they may be, they can improve their skills … if they make the effort. But that, of course, raises the question for you: Is winning communication worth your effort?


Communication problems not only can be but must be solved. Since communication is the medium for every human activity—marriage, work, parenting, governing, diplomacy, you name it—the quality of our lives and perhaps even our future existence depend on communication that works.


When a friend learned that I was writing a book about communication, he exclaimed, “That’s what I needed ten years ago!” We cannot undo the past. But we can make the best use of our present moments to understand another and make ourselves understood.


The purpose of this book is to coach you in playing the communication game … and help you win!


ACTION STEPS FOR
WINNING SELF-DIRECTION


Each chapter concludes with Action Steps—brief guides to help you put the chapter’s principles and strategies into practice and win the communication “game.” To receive maximum benefit from this book, keep paper and pen handy to help you work your way toward your communication goals.

 	List the names of key people (family, friends, and business associates) with whom you would like to improve your communication.
 	Write a goal concerning your communication with one or more of the persons you listed. Begin this way: To improve my communication with ___________________________, I will do the following: (list here specific steps you believe you need to take). 
 	Think about the benefits you will gain from improved communication with the persons you named. Jot down as many of these benefits as possible. Let them motivate you to play the “game” to win. “You can if you think you can!”

 




2
Express your best self



What lies behind us and what lies before us are tiny matters compared to what lies within us.1


RALPH WALDO EMERSON


You are someone special! Of course, everyone has faults. But when you choose to express your best self—that self that is open, humorous, interested in other people, willing to share thoughts and feelings, eager to learn, able to listen deeply—when that person talks, people listen.


THE PERSON PEOPLE LISTEN TO


Those moments when you do express your best self prove that you can talk so people listen. And they also show that if you want to improve the quality of your communication, you must begin with yourself. Who you are determines how you come across to people. Emerson said, “Who you are stands over you … and thunders so I cannot hear what you say to the contrary.”2 Who you are speaks louder than your words.


Attempts to improve the way you express yourself may make you feel uneasy. As you compare your best moments in communication with your worst, you may tend to blame yourself for not doing better. But blaming yourself (or another person) is counterproductive. Discovering ways to improve yourself (and thus your communication) is to take the path that leads to satisfying relationships. In I’m OK—You’re OK, Thomas Harris comments:


It has been said that blaming your faults on your nature does not change the nature of your faults. Thus, “I’m like that” doesn’t change anything. “I can be different” does.3


If we adopt the “I can be different” attitude, we put ourselves in a most favorable position to look at our communication problems and overcome them.


CAUSES OF
COMMUNICATION BREAKDOWN


Our most troublesome problems in communication are personal; they are manufactured within us. It would be more comfortable to discuss external barriers to understanding (such as other people, time pressures, and frustrating situations), but it would not be more profitable. When we allow the internal causes of communication breakdown to go unnoticed, they produce persistent failure—failure to reach the top of our potential, failure to feel really good about our relationships, failure to bridge the psychological distance we sometimes feel between ourselves and another. To express our best selves, we need first to identify the real enemies of satisfying communication and then eliminate them. Our major adversaries can be identified as follows:


F - Fear
A - Assumptions
I - Insensitivity
L - Labeling
U - Uncertainty
R - Resentment
E - Egotism


1. Fear. Mark Twain may have spoken for many besides himself when he said, “I don’t believe in ghosts, but I’m afraid of them!”4 Even when we know our fears are not valid, we sometimes still allow them to isolate us from another person.


Certain fears are, in fact, necessary for survival, such as a fear of driving at an unsafe speed. But the fears we want to focus on here are those which prevent us from being our best selves and relating comfortably with other people. Here are some immobilizing fears many people wrestle with:


Fear of people, crowds, new situations


Fear of being judged negatively, of not measuring up to some arbitrary standard, of failing to meet someone’s expectations
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