Empathic Communication 2: Responding to a "no" 
(with roleplay)

Aim: continues the introduction to the idea of jackal and giraffe language, and gives the participants practice in responding to a negative answer/ refusal.
Level: middle and advanced

Time: 45 minutes

Equipment: a copy of the first part of Marshall Rosenbergs article "Compassionate Communication Part 2" (attached, see p.2) for each participant

Method: 
Give out the first part of the article by Marshall Rosenberg, and give the participants time to read down to the end of the section on "Stating a Request Clearly" (5-10 minutes). 

Divide the participants into small groups. Tell them to take turns in describing to each other a situation at home or at work where they have to ask somebody to do something that nearly always gives rise to a refusal, giving rise to a conflict. The other members of the group are to help them to arrive at a new way of responding to the refusal, using the following rules:
· Describe the situation
· Guess the other person's feelings.
· Guess the reason for that feeling, together with the unmet need; then let the person verify whether you have correctly understood.
· Clarify the unmet need.
Ask them to pick out one of the situations that has arisen in the group, and play this as a role play for the other participants:

a) first with the usual (negative) chain of events and outcome

b) then using giraffe language. 
Compassionate Communication By Marshall Rosenberg 
Part 2: RESPONDING TO A "NO"

Responding to a refusal is a four-part process rooted in empathy:
1. Describe the situation
2. Guess the other person's feelings.
3. Guess the reason for that feeling, together with the unmet need; 
then let the person verify whether you have correctly understood.
4. Clarify the unmet need.

When people say no in a nasty way, what they invariably want is to protect their autonomy. They have heard a request as a demand and are saying, in effect, "I want to do it when I choose to do it, and not because I am forced to do it." Sighing, sulking, or screaming can likewise reflect a desire to protect one's freedom of choice, one's need to act from a position of willingness. If people scream at us, we do not scream back. We listen beneath the words and hear what they are really saying-that they have a need and want to get their need met.

If a mother has asked her daughter to please do her chores and she has refused, the Giraffe dance may go something like this:

Parent: Are you feeling annoyed right now because you want to do your chores at your own pace rather than being forced to do them?

Child: Yeah, I'm sick and tired of being a slave. (Note the defensive mode, indicating a need to be listened to.)

Parent: So, you really want to do things when it feels good to do them, and you're not just avoiding them altogether?

Child: You order me around! (The child still needs to be listened to. The parent must keep guessing what the child is saying about feelings and wants.)

Parent: So, it's frustrating when I seem to be ordering you around and you have no choice about when to do your chores.

Child: I don't want to do chores! They're stupid. If you want them done, you do them.

Parent: You really hate doing chores and you would like me to do all of them?

Child: Yeah.. no.. I don't know. I just don't feel like being bossed around. (The child is becoming vulnerable and starting to open up because she's feeling heard without judgment.)

If we have been Jackalish and demanding in the past, the people close to us may need a lot of empathy at first. So we listen and listen, reflecting back with guesses about what they are feeling and wanting, until they feel heard and shift out of being defensive. We don't take anything personally, for we know that upset, attacking, defensive statements are tragic expressions of unmet needs. At some point, the person's voice and body language will indicate that a shift has occurred.

At a meeting I attended at a mosque in a refugee camp near Jerusalem, a man suddenly stood up and cried, "Murderer!" As a Giraffe, all I heard was "Please!"-that is, I heard the pain, the need that wasn't being met. That is where I focused my attention. After about 40 minutes of speaking, he did what most of us do when we sense we have been accurately heard and listened to: he changed. The situation was immediately defused of all tension.

In international disputes, as well as in relationship, business, classroom, and parent-child conflicts, we can learn to hear the human being behind the message, regardless of how the message is framed. We can learn to hear the other person's unmet needs and requests. Ultimately, listening empathetically does not imply doing what the person wants; rather, it implies showing respectful acknowledgment of the individual's inner world. As we do that, we move from the coercive language we have been taught to the language of the heart.

Speaking from the heart is a gesture of love, giving other people an opportunity to contribute to our well-being and to exercise generosity. Empathetically receiving what is going on in others is a reciprocal gesture. Giraffes experience love as openness and sensitivity, with no demands, criticism, or requirements to fulfill requests at either end of the dispute. And the outcome of any dialogue ruled by love is harmony.

In the end, Jackals are simply illiterate Giraffes. Once you've learned to hear the heart behind any message, you discover that there's nothing to fear in anything another person says. With that discovery, you are well on your way to compassionate communication. This form of dialogue, although offering no guarantees of agreement between disputing parties, sets the stage for negotiation, compromise, and most importantly, mutual understanding and respect.

Dr. Marshall Rosenberg, founder of the international nonprofit Center for Nonviolent Communication, has taught these empowering skills for over 30 years to the general public as well as to parents, diplomats, police, peace activists, educators, and managers. Based in Switzerland, Dr. Rosenberg travels worldwide in response to communities that request his peacemaking services and skills. He has provided mediation and training in over two dozen countries, including war-torn Rwanda, Croatia, Palestine, Sierra Leone, and Ireland.

For more information: 
Center for Nonviolent Communication
2428 Foothill Boulevard, Suite E
La Crescenta, CA 91214 USA
Tel: +1 818 957 9393 from anywhere
-or- +1 800 255 7696 for US orders
Fax: +1 818 957 1424
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