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Encouraging Communication Through Mutual Respect

NM Alternative Dispute
Resolution (ADR) Bureau

We are a state Risk
Management program that
works with state employees
and their agencies to access

workplace mediation,
communication-based
training and offer alternative
resources to workplace
conflict. Our goalis to
provide state employees an
early resource to resolve
conflicts in the workplace.

Visit our website at:
http://adr.gsd.state.nm.us

Contact us at:
adr.bureau@state.nm.us

Mary Jo Lujan
Bureau Chief
(505) 827-0444
maryjo.lujan@state.nm.us

April McClellan
Mediation Coordinator
(505) 827-0421
april.mcclellan@state.nm.us

Stefanie Ortega
Management Analyst
(505) 827-0576

stefanie.ortega2(@state.nm.us

ADR also means “A Dialogue Resource”

NWM ADR Symposinm
Two-day trainivg in Savta Fe: October 4 &10, 2019

This FREE awvunal event is filled with presentations,
workshops and professional development opportunities
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Click here for wore information here to help.
Try us.

Is CONFLICT getting in
the way with your
colleague, your
supervisor, or your

ADR TRAINING COMING SOON

Conflict, Communication and Change
1 %-day training in Raton: September 18-19, 2019 Click here to register

Mediator Practice Series
%-day training in Santa Fe: September 26, 2019 Renew key skills in this small
group, highly interactive practice session (for our program volunteer mediators only).

Conflict, Communication and Change
2-day training in Santa Fe: October 29-30, 2019 Click here to register

40-hour Beginning Mediation Certification
5-day training in Roswell: November 18-22, 2019 Graduate
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GENERAL SERVICES DEPARTMENT

as volunteer mediators in our program in Roswell and the SE p
Interested in this or a future class? Complete the following f
Participant Commitment/Organizational Approval For =
Training and e-mail to adr.b

Classes above are FREE to state employe
If you would like to be considered fo

or need more information, please e-mail us
with your contact information anc
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10 Tips for Effective Communication by Liz Kingsnorth

LIZ KINGSNORTH explores the ways we can improve our
relationships with others at home, at work and with

friends, by improving the way we communicate.
1. An intention for connection.

Aim for a respectful and compassionate quality of
connection, so that everyone can express
themselves, be heard and understood. Trust that the
connection is more important and more nourishing
than being right, or even just having your say.

Connection means to try to be open and stay in touch

with what matters to the other person — and to
yourself — in each present moment.

2. Listen more than you speak.

We have two ears and one mouth — a reminder of
what is important! Listening is key to a healthy
relationship. Often we are only half listening, waiting
for our chance to speak, wanting to make our point.
When our attention is with our own thoughts, we are
not listening. Listening means to enter into the world
of the other person, to intend to understand them,
even if we disagree with what they are saying.

3. Understand the other person first.

When another person feels you understand them,
they are far more likely to be open to understanding
you. Willingness to understand involves generosity,
respect, self-control, compassion and patience. Be
‘curious instead of furious’ about how others are
different from you.

4. Understand needs, wishes and values.

Everything people say and do expresses an
underlying need, longing or value. We can learn to
identify and ‘hear’ these needs, even when they are
not expressed explicitly. Because all human beings
share these needs, they are our magic key to
unlocking mutual understanding. For example, if
someone says, “You are so selfish, you never do
anything to help at home,” they are indirectly
expressing a longing for consideration and support,
but it is coming out as blame and judgment. If we
can empathise rather than react, we will connect
and the person will feel understood.

5. Begin with empathy.

Refrain from:

Immediately telling your own similar story
Interrogating with lots of data-type questions
Interpreting the other’s experience

Giving advice

One-upping e.g. “if you think that’s bad wait till you
hear about what happened to me!”

Dismissing the person’s feelings e.g. “Oh don’t be
angry.”

Dismissing the person’s experience, or telling the
person that this experience is actually good for
them!

Generally people appreciate receiving empathy
more than anything else.
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6. Take responsibility for your feelings.

What someone else says or does is not the cause for
how we feel, it is the trigger. Our feelings are
stimulated by what’s happening. For example, if
someone does not do what they say they will do, we
might tell them, “You make me so angry, you are so
unreliable!” This inflammatory accusation could be
rephrased as, “I feel frustrated because it’s
important to me that we keep to agreements we
have made.”

7. Make requests that are practical, specific
and positive.

Make requests that will help fulfil our needs. This
stops us just complaining, and allows the situation
to change. Don’t ask things of others that are too
vague or too big, or are expressed as a negative
request, e.g. “Stop making so much noise.” Be
positive and specific, e.g. “l am working. Can you
please use the headphones while playing video
games?”

8. Use accurate, neutral descriptions.

When we are upset, we often interpret what has
happened, using judgmental language, rather than
accurately describing what has triggered us. This can
get us into a fight immediately! For example, instead
of simply stating, “You didn’t call me,” we might
interpret and then accuse, “You don’t care about
me!”” First describe the situation in a neutral,
accurate way, free of judgments or blame. Then the
communication can continue with sharing feelings,
needs and requests. For example, instead of saying,
“That’s a really stupid idea!” you might say, “If we all
go to a movie which ends at midnight [neutral
description], ’'m worried [feeling], because the
children need to get a full night’s sleep [need]. Can
we go to the 2 p.m. show instead [specific
request]?”’

9. Be willing to hear “No”.

Even with these guidelines, our carefully expressed
requests might still elicit a “No” from the other
person. Why would this upset us? Is it that our
request was actually a demand that we expect the
other person to fulfil? We have a choice in how we
hear that “No”. It could be that something else is
important to the other person; that they had a
different need or value alive in that moment. Maybe
the “No” is their request for something else to
happen. And then we are into the dance of giving
and bending! “No” is not as threatening as we might
imagine.

10. Ways we communicate other than
words.

Everything that is in our heart and mind is expressed
through our body, our facial expressions, the tone of
our voice, and the vibrations that emanate from us.
All these are intuitively picked up and understood by
others. Are our words in harmony with these subtler
elements? We are manifesting our consciousness at
every moment. To have connection, understanding
and harmony in our relationships, we need to
nourish those aspects deeply within ourselves.

Useful references:
Nonviolent Communication: A Language of Life by
Marshall Rosenberg

http://www.dailygood.org/story/1366/10-tips-for-
effective-communication-liz-kingsnorth/
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