IO3 SUPPLEMENTARY MODULE
COMMUNICATION AND
CONFLICT RESOLUTION
.

ERASMUS KA2 COOPERATION
FOR INNOVATION AND THE EXCHANGE OF
GOOD PRACTICES STRATEGIC
PARTNERSHIPS FOR VOCATIONAL EDUCATION AND TRAINING
PROJECT N 2019 1 DE02 KA202 006171
+

–

–

°

-

-

-

-

This work is licensed under a Creative Commons
Attribution-ShareAlike 4.0 International License.

The European Commission s support for the production of
this publication does not constitute an endorsement of the
contents which reflect the views only of the authors and
the Commission cannot be held responsible for any use
which may be made of the information contained therein
'

,

,

.

Project Information

Project title

Reach YOUth

Project acronym

Reach YOUth

Project number

No. 2019-1-DE02-KA202-006171

Beneficiary
organization
Sozialwerk Dürener Christen, Germany
(Project Coordinator)
Project Partners

•

Asociación Caminos, Spain

•

Center for Social Innovation - CSI, Cyprus

•

CESIE, Italy

•

Bimec, Bulgaria

Document Information

Document title

Supplementary
Resolution

Module

Communication

Document author

Liubov Kirilova; Valia Dankova

Version

1.2

Date

16.7.2020

and

Conflict

1

TABLE OF CONTENTS
PROJECT INFORMATION

1

DOCUMENT INFORMATION

1

INTRODUCTION

3

HOW TO WORK WITH THIS HANDBOOK

7

PART 1: SELF-AWARENESS – UNDERSTANDING OUR
OWN FEELINGS

OBJECTIVES
THEORETICAL BACKGROUND
DEVELOPING SKILLS

PART 2: SELF-MANAGEMENT – EMOTIONAL SELFREGULATION

OBJECTIVES
THEORETICAL BACKGROUND
DEVELOPING SKILLS

PART 3: SOCIAL AWARENESS – EMPATHY AND
CHANGE OF PERSPECTIVE

OBJECTIVES
THEORETICAL BACKGROUND
DEVELOPING SKILLS

PART 4: DEVELOPMENT OF SOCIAL COMPETENCES

8

8
8
14
21

21
21
28
37

37
37
42

(RELATIONSHIP MANAGEMENT)

56

BIBLIOGRAPHY

74

OBJECTIVES
THEORETICAL BACKGROUND
DEVELOPING SKILLS

56
56
65

2

INTRODUCTION
Reach YOUth project is rooted in the experience of youth social work, which shows that
disadvantaged young people tend to listen to anti-democratic groups and are influenced by
populist tendencies. Our goal is to reach these young adults and win them over to democratic
action and thinking, while preventing radicalisation. The aim of the project is to identify the
most effective intervention instruments for anti-democratic tendencies in the partner countries
and to bring them together in a training set. This "Democracy Intervention Set" (IO2 of the
project) is to be used throughout Europe by youth social workers, providing them with a new,
activating and interculturally designed training set for their work.
The current Module - Supplementary Module Communication and Conflict Resolution -,
developed under IO3 of the project is a supplementary module to the Democracy Intervention
Set and is focused on communication and conflict basics.
Since dealing with values and a political attitude is very personal, it is essential to deal with
each other in an appreciative way. For this reason, the supplementary module provides support
for self-reflection. Through self-reflection, it is possible to confront and deal with one's own
feelings and create the basis for a constructive exchange on a controversial topic. This is
particularly important in a political context, both for trainers and for the final target group.
Trainers receive assistance in training disadvantaged young people in emotional management,
self-reflection, change of perspective, appreciative communication, acceptance of others, away
from the question of guilt or confrontation and towards constructive cooperation.
Methodically, we have taken a 4-step approach to promoting personal, communicative and
emotional competencies:
1) Development of self-awareness - the ability to recognise and understand our own
feelings. We begin by building vocabulary for emotions, recognising the physical and
behavioural aspects of these emotions, how they affect us and with what consequences.
This will help both youth workers and disadvantaged young people avoid the pitfalls of
negative emotions and use the power of positive emotions.
2) Development of self-management. Disadvantaged young people will learn how to
manage their emotions more successfully. They will achieve better emotional self-
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regulation and be able to better deal in situations of different opinions, values, opposing
views and conflicting values.
3) Development of social awareness. In this step, disadvantaged young people get to know
the social environment - how social contexts and groups influence people's behaviour
and understand the underlying emotions and motivations of other people. They will
acquire the ability to change the perspective and understand the viewpoint of other
people.
4) Development of social competences (relationship management). Disadvantaged young
people will improve their communication and conflict resolution skills. This will lead to
appreciative communication, acceptance of others, away from guilt and confrontation
and towards constructive communication.
TARGET GROUPS of the Supplementary Module Communication and Conflict Resolution are
professionals in youth social work who work with disadvantaged young people and the young
people themselves. The youth workers can use the self-reflection tools in the Module for
improving their own emotional intelligence, communication and conflict resolution skills. They
can use the whole Module content (theoretical background and activities) to develop
interventions for improving the communication and conflict resolution skills of disadvantaged
young people.
Literature and empirical experience suggest that radicalization and the appeal of
antidemocratic narratives can be lessened by facilitating an individual’s normal developmental
pathway towards value pluralism.1 That is why we have put a strong emphasis in this Module
on working with values and developing value pluralism.
As a starting point both youth workers and young people should be familiar with the
democratic values of the EU. According to article 2 of the Treaty of the European Union “The
Union is founded on the values of respect for human dignity, freedom, democracy, equality, the
rule of law and respect for human rights, including the rights of persons belonging to minorities.
These values are common to the Member States in a society in which pluralism, nondiscrimination, tolerance, justice, solidarity and equality between women and men prevail.”
Jose Liht, “Preventing Violent Extremism through Value Complexity: Being Muslim Being British”, Journal of
Strategic Security, Vol. 6, 2013

1
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According to the REFERENCE FRAMEWORK OF COMPETENCES FOR DEMOCRATIC CULTURE
(Council of Europe, April 2018) there are three sets of values that are crucial for participating in
a culture of democracy:






Valuing human dignity and human rights: This first set of values is based on the general
belief that every individual human being is of equal worth, has equal dignity, is entitled
to equal respect, and is entitled to the same set of human rights and fundamental
freedoms, and ought to be treated accordingly.
Valuing cultural diversity: The second set of values is based on the general belief that
other cultural affiliations, cultural variability and diversity, and pluralism of perspectives,
views and practices ought to be positively regarded, appreciated and cherished.
Valuing democracy, justice, fairness, equality and the rule of law: The third set of values
is based on a cluster of beliefs about how societies ought to operate and be governed,
including the beliefs that: all citizens ought to be able to participate equally (either
directly or indirectly through elected representatives) in the procedures through which
the laws that are used to regulate society are formulated and established; all citizens
ought to engage actively with the democratic procedures which operate within their
society (allowing that this might also mean not engaging on occasions for reasons of
conscience or circumstance); while decisions ought to be made by majorities, the just
and fair treatment of minorities of all kinds ought to be ensured; social justice, fairness
and equality ought to operate at all levels of society; and the rule of law ought to prevail
so that everyone in society is treated justly, fairly, impartially and equally in accordance
with laws that are shared by all.

The Module is also based on the Emotional Intelligence concept. Emotional intelligence (EI) is
the capability of individuals to recognize their own, and other people's emotions, to make the
difference between feelings and label them appropriately, to use emotional information to
guide thinking and behaviour, and to manage and/or adjust emotions to adapt to environments
or achieve one's goal(s). 2
We must have all met people who are really good listeners. In whatever situation, they always
understand what we want to say and always know what and how to answer in order not to
offend or upset us. We must also have met people along the way who are very good at
managing their emotions. In stressful situations they seem to be able to calmly consider all the
2

https://en.wikipedia.org/wiki/Emotional_intelligence (accessed 18 May 2020)
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odds and react, based on rationalization and not on emotional triggers. These are also the
people who are better able to find solutions in difficult situations. Besides managing their own
feelings, they can understand and respectfully react to the position of the other side in
communication and especially in conflict situations. People like this have a high degree of
emotional intelligence, or EI. They know themselves very well, and they're also able to sense
the emotional needs of others. These would also be the people that we would evaluate as
having high level of communication and conflict resolution skills.
The “father” of the concept of Emotional Intelligence is Daniel Goleman, an American
psychologist, who developed in his book “Emotional Intelligence – “Why It Can Matter More
Than IQ"3 the framework of competences that define emotional intelligence:
 Self-Awareness
 Self-Regulation
 Social Awareness
 Empathy and Social Skills

3

Danaiel Goleman. Emotional Intelligence: Why It Can Matter More Than IQ. New York: Bantam Books, 1995.
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HOW TO WORK WITH THIS HANDBOOK
This handbook is divided into four chapters:
1. Development of self-awareness
2. Development of self-management.
3. Development of social awareness.
4. Development of social competencies (relationship management).
Each chapter is divided into 2 sub-categories:
 Theoretical Background – here youth workers can find the theoretical background for
the communication and conflict resolution training.
 Developing Skills – here youth workers can find activities and self-reflection tools for
developing the related skills.
Youth workers can use this guide in order to improve their own communication and conflict
resolution competences as well as for designing training interventions on these topics for
disadvantaged young people.
Ideally the module would be delivered in its entirety as a Communication and Conflict
Resolution Training in 2 training days with 8 training hours of 45 minutes each (a total of 12
hours). This Guide places an emphasis on self-reflection and skills development. There are
suggested activities in it for about 9 hours and 20 minutes. The rest of the training time should
be devoted to group dynamics (ice breaking and building trust) and presenting the theoretical
background.
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PART 1: SELF-AWARENESS – UNDERSTANDING OUR OWN FEELINGS
Objectives
This chapter is focused on the ability to recognize and understand our own feelings and
emotions. We work on building a vocabulary for feelings and emotions and linking it to
recognizing their physical and behavioural aspects, how they affect us and with what
consequences. Then we go into working with our values and how our values can affect our
feelings and behaviour in different situations.
Educators and youth workers should be able to “reflect about their own views, attitudes,
prejudices and verbal and non-verbal communication styles: educators need to be aware about
their attitudes and presumptions, and their possible impact on students. Educators do not act
in a void; they echo public discourses and might themselves engage in stigmatising and
discriminatory practices.”4 That is why the chapter provides self-reflection tools that can be
used by youth-workers for their own personal development.
Theoretical Background
Self-Awareness concerns knowing one’s internal states (feelings and emotions), one’s
resources (strengths and weaknesses); one’s preferences (drives, values, prejudices) and one’s
needs and impact on others. When working in the field of democratisation and antiradicalisation it is extremely important to understand values and prejudices and how they
affect our feelings and emotions and our behaviour.
Disadvantaged young people who have experienced difficult phases in their lives and/or border
violations often have little contact with their own feelings. They have 'locked away' a part of
their own feelings and cut off access to them (often a necessary survival mechanism, as the
feelings would have made them unable to act and live).
In practice, this often manifests itself as follows: if you ask these young people about feelings
they know, they will answer for example: normal, good, bad - they cannot name other feelings
even after further inquiry. When working with them, it is important to deal with the topic of
feelings in a variety of ways.
Those who learn to feel and name their own feelings more easily can also develop empathy and
recognize, resonate and empathize with their own feelings.
“Preventing Radicalisation to Terrorism and Violent Extremism; Educating Young People”, RAN (Radicalisation
Awareness Network) Collection of Approaches and Practices, 2019 Edition.
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Feelings/Emotions
According the APA Dictionary of Psychology:
 an emotion is “a complex reaction pattern, involving experiential, behavioural, and
physiological elements, by which an individual attempts to deal with a personally
significant matter or event. The specific quality of the emotion (e.g., fear, shame) is
determined by the specific significance of the event. For example, if the significance
involves threat, fear is likely to be generated; if the significance involves disapproval
from another, shame is likely to be generated. Emotion typically involves feeling but
differs from feeling in having an overt or implicit engagement with the world.” 5
 a feeling is “1. a self-contained phenomenal experience. Feelings are subjective,
evaluative, and independent of the sensations, thoughts, or images evoking them. They
are inevitably evaluated as pleasant or unpleasant, but they can have more specific
intrapsychic qualities, so that, for example, the affective tone of fear is experienced as
different from that of anger. The core characteristic that differentiates feelings from
cognitive, sensory, or perceptual intrapsychic experiences is the link
of affect to appraisal. Feelings differ from emotions in being purely mental, whereas
emotions are designed to engage with the world.; 2. any experienced sensation,
particularly a tactile or temperature sensation (e.g., pain, coldness).6”
There are many classifications of feelings and emotions also different levels of differentiation
between them, which is more a concern of psychology. For the purposes of helping young
people understand better their emotions and feelings, the youth workers should know and
make young people understand that:
1. It is extremely important to understand what you are feeling in order to be able to work
with it: for example, manage your behaviour. For example, how is a person going to
know that they have to take their coat off if they do not know that the physical
sensation that is bothering them at the moment is the feeling of heat? And while it
seems ridiculous that somebody wouldn’t know that they feel hot, it is very often the
case that people don’t recognize the feelings that they experience and even more so,
the deeper emotions that provoke them. For example, someone might feel angry at
opposing team winning the game, because their need for belonging is satisfied through
their allegiance to their favourite team, but if it continues to lose games the person’s
need for significance (through belonging to the winning team fans) is endangered.
5
6

https://dictionary.apa.org/emotion, (accessed on 01.05.2020)
Ibid, 8
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2. People’s feelings and emotions can be properly named, for which people need to
develop their emotional vocabulary and feelings and emotions also have physical and
behavioural aspects that help recognize them. Being able to name (label) feelings and
emotions is an essential step towards managing them.
The first attempts to classify emotions are thousands of years old (ex. the Book of Rites, a firstcentury Chinese encyclopedia that identified seven “feelings of men”: joy, anger, sadness, fear,
love, disliking, and liking). In 1970s Paul Ekman identified six basic emotions (anger, disgust,
fear, happiness, sadness, and surprise) and later Robert Plutchik defined eight basic emotions,
which he grouped into four pairs of opposites (joy-sadness, anger-fear, trust-distrust, surpriseanticipation).
Here is some insight into the basic emotions as per Paul Ekman and how people express and
recognize them:
Happiness has many definitions, one of which is “the joy we experience from striving towards
our potential”. Happiness as an emotion is associated with the states of contentment,
satisfaction, pleasure or joy. Happiness is one of the most popular emotions, and it has been
studied throughout different philosophical, religious, and biological approaches. All of these
studies try to define the source of happiness. The main physical expression of happiness is the
smile.
Disgust is an emotion associated with things that are unclean, inedible, infectious, or offending.
It is related to something revolting (causing the desire to vomit) in terms of taste, smell or
touch. The facial expression of disgust is raised upper lip, wrinkled nose, raise cheeks and
eyebrows pulled down. Disgust is one of the emotions that decreases the heart rate.
Anger is a strong feeling of displeasure and usually of antagonism. It can be experienced within
the range of irritation to rage. Physically when we are angry, we experience increased heart
rate, higher blood pressure a surge of adrenaline and noradrenaline. It is often associated with
the fight or flight response to threat. Anger is characterized by lowered eyebrows, pressed lips,
eyelids pulled up.
Fear: we experience fear when we encounter threatening or dangerous stimuli. It occurs in
response to threatening presence, such as a pain or threat of pain. When we are afraid, we try
to escape or avoid the situation. When experiencing fear, we raise our brows, open our mouth
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slightly, and our eyes go wide open as well as our nostrils. Our heart beats fast and we may
experience cold sweat.
Surprise is the emotion that is experienced for the shortest time. It appears when we
encounter an unexpected event. Unlike the other emotions it is not always negative or always
positive. It may be neutral, pleasant, and unpleasant. The way we express surprise is similar to
the way we express fear: raised eye brows (but not drawn together); upper eyelids raised;
lower eyelids neutral; jaw dropped down.
Sadness results from a loss of something or someone important. Sadness can be from mild to
strong starting from disappointment and going through grief, sorrow, melancholy… It is the
longest lasting of emotions. It is characterized by lowered the corners of the mouth, raised
inner part of the brows, upper eyelids dropped and eyes looking down.
A more recent study (2017)7 captured 27 categories of emotional experiences, which don’t
even include some of the original ones (anger, happiness and surprise). Here they are8:
 Admiration - a feeling of respect and approval
 Adoration - to regard with loving admiration and devotion
 Aesthetic Appreciation – appreciation and admiration of beauty
 Amusement - pleasantly entertained or diverted (as by something funny)
 Anxiety - apprehensive uneasiness or nervousness usually over an impending or
anticipated ill: a state of being anxious
 Awe - an emotion variously combining dread, veneration, and wonder that is inspired by
authority or by the sacred or sublime
 Awkwardness – feeling of lacking ease or grace (as of movement or expression) or
lacking social grace and assurance and causing embarrassment
 Boredom - the state of being weary and restless through lack of interest
 Calmness - a state of tranquillity
 Confusion - being perplexed or disconcerted
 Craving - an intense, urgent, or abnormal desire or longing
 Disgust (already described above)
 Empathetic pain - deep sense of distress and sadness, evoked by observing someone
else’s pain
Alan S. Cowen, Dacher Keltner, “Varieties of reported emotional experience”, Proceedings of the National
Academy of Sciences Sep 2017, 201702247; DOI: 10.1073/pnas.1702247114
8
Most definitions are from Merriam-Webster dictionary
7
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Entrancement – a state of being into a trance
Envy - painful or resentful awareness of an advantage enjoyed by another joined with a
desire to possess the same advantage
Excitement - heightened state of energy, enthusiasm, eagerness
Fear - (already described above)
Horror - painful and intense fear, dread, or dismay
Interest - a feeling that accompanies or causes special attention to something or
someone
Joy - the emotion evoked by well-being, success, or good fortune or by the prospect of
possessing what one desires, the experience great pleasure or delight
Nostalgia - a wistful or excessively sentimental yearning for return to or of some past
period or irrecoverable condition
Romance - an emotional attraction or aura belonging to an especially heroic era,
adventure, or activity
Sadness - (already described above)
Satisfaction - the feeling experienced when one's wishes are met
Sexual desire – a desire for sexual intimacy (there is a debate in psychology if it is an
emotion or a biological urge like hunger)
Sympathy - the capacity to feel sorrow for another's suffering or misfortune
Triumph – a feeling of great satisfaction and pride resulting from a success or victory

It is important to help young people develop their emotional vocabulary and also the skills to
recognize their own feelings. Tools for this can be found in the skills development section.
Values
Values are principal beliefs of what is important to us. They guide our behaviour and describe
the personal qualities we choose to develop and the sort of person we want to be. They govern
our interaction with the world around us. Our family, education, community, religion,
experiences contribute to developing our set of values. Values influence our judgments and the
way we communicate to other people. It is important to develop self-awareness in terms of
values, since otherwise we risk to make decisions that tread on hidden values and thus create
dissatisfaction, anger and other negative emotions.
It is also important to understand that the life situations are not so simple and we often have to
prioritize one value over another. Every person has his/her own set of values (or value
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hierarchy) and they even change with time. The differences between the value hierarchies of
individuals and/or of groups often lead to conflict, unless people are able to accept the validity
in the different value priorities of others. That is why in order to improve our communication
and to avoid and manage conflicts we should first be able to understand our own values and
second understand the values of others and accept that they have the right to different set of
values.
The research of Schwartz & Boehnke (2004) 9 has identified ten universal values (1) power, (2)
achievement, (3) hedonism, (4) stimulation, (5) self-direction, (6) universalism, (7) benevolence,
(8) tradition (which includes religion), (9) conformity, (10) security, which can be integrated into
two dimension continua that represent the tensions between values: (a) Conservation of
tradition vs. Openness and (b) Self-enhancement vs. Self-transcendence. This is the reason why
integration between different cultures or groups may be quite a challenge and may be
accompanied by many conflicts. It is important that both youth workers and young people
develop an awareness of what their value hierarchies are. It is also important that they
understand that values underpin their beliefs and beliefs determine behaviour.

Schwartz, S. H., & Boehnke, K. (2004). “Evaluating the structure of human values with confirmatory factor
analysis”. Journal of Research in Personality, 38(3), 230–255.

9
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION

Self-awareness – understanding our own feelings

Exercise name: My Feeling
Methods: self

-

reflection sharing with others brainstorming discussion
,

,

,

Duration: 20 minutes
Material: flipchart or whiteboard
Nr of participants: 8

-

,

blank cards markers
,

24

Introduction:

Knowing how we feel is part of our self awareness The more we are aware of our
feelings the better we can control our behaviours and understand those of
others This exercise helps participants to become more aware of their emotions
and learn to describe them It also encourages them to think of ways to get to a
target emotion such as happiness
-

.

,

.

.

,

.

Directions:

Run this exercise at the beginning or after a break as you are about to start a
session When the participants come in ask them How do you feel Invariably
most people would say they are fine as if we have asked a closed question Once
everyone is seated explain that you just asked everyone how they felt and they
answered as if we have asked them if they were fine Ask Why do we almost
always say we are fine even when we are not Then ask again but this time
prompting for a more specific answer for example what are you feeling right
now Expand the conversation based on the responses you get Use the
following as example questions
Do you find it easy to talk about your feelings
What makes it hard to talk about your feelings
Can you consciously shift your feelings from one to another
Brainstorm with the participants and make a list of as many emotions and
feelings as possible You can ask the participants to write down the emotions on
blank cards to be used for the next exercise
.

,

“

?”.

,

.

,

.

,

,

“

?”.

,

“

?”.

.

:

?

?

?

.

.

Discussion and debrief:

Explain that it is beneficial to know the range of feeling a person can experience
so you are aware of how else you can feel and how others might be feeling at any
given moment You can then take steps to change the way you feel Questions
Do you think you came up with many emotions Was it easy Are you surprised
there are so many emotions Was it easy to switch from one emotion to another
For youth workers and educators Ask yourself do you ask more open or closed
questions Do you ask questions that require more specific and broader answers
.

.

?

?

?

?

:

?

:

,

?
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION

Self-awareness – understanding our own feelings

Exercise name: Express a Feeling
Methods: self

-

reflection role play discussion
,

-

,

Duration: 30 minutes
Material: chairs in circles
Nr of participants: 8

-

,

cards with feelings emotions
/

24

Introduction:

This exercise is about learning the non verbal expression of feelings
-

.

Directions:

Participants sit in a circle Ask one volunteer to express a feeling nonverbally to
the one next to him her The second person has to guess the feeling emotion and
the group can help them Then they pass on to the next and so on until it goes
all around the circle Several rounds and variations of the exercise may be tried
You can use the cards with feelings emotions from the previous exercise and give
one to each participant and every one can act out according to the
feeling emotion they have received You can also decide to use the list of the
feelings emotions from the theoretical part of this module printed out
.

/

.

/

.

,

.

.

/

/

.

/

.

Discussion and debrief:

What was easy to communicate without words Hard
What part of your body did you use most
Did you learn any ways to improve your nonverbal communications or to
make your meaning clearer
Did you find yourself exaggerating your usual expressions or adding new
ones

"

?

"

?"

?"

"

?"

"

?"
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION

Self-awareness – understanding our own feelings

Exercise name: What Do You Believe about Yourself and Others
Methods: self

-

?

reflection on beliefs and attitudes discussion
,

Duration: 40 minutes
Material: worksheet

“

Nr of participants: 8

What I Believe

-

”

24

Introduction:

This exercise helps participants discover their learned beliefs and attitudes

.

Directions:

The instructor reads to the participants the following text

:

How Baby Elephants Are Trained

Elephants in captivity are trained at an early age not to roam One leg of a baby
elephant is tied with a rope to a wooden post planted in the ground The rope
confines the baby elephant to an area determined by the length of the rope
Initially the baby elephant tries to break free from the rope but the rope is too
strong The baby elephant learns that it can t break the rope When the
elephant grows up and is strong it could easily break the same rope But because
it learned that it couldn t break the rope when it was young the adult elephant
believes that it still can t break the rope so it doesn t even try
,

,

.

.

.

,

.

"

"

'

.

,

"

"

.

'

,

'

,

'

!

Discussion and debrief:

Humans operate in a similar way We learned something about ourselves at an
early age and still believe it as an adult Even though it may not be true we
operate as if it is Fortunately humans are born with the ability to make conscious
choices an important step in changing how you perceive yourself Now use the
worksheet What I Believe to uncover the beliefs you learned when you were
young that continue to influence your behavior Then ask yourself if these beliefs
support or hinder you in increasing your self esteem
.

.

.

,

,

-

.

"

”

.

.
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION

Self-awareness – understanding our own feelings

"WHAT I BELIEVE" WORKSHEET
Instructions:

Complete the What I Believe worksheet to identify your beliefs
Identify the beliefs that might lead you to conflicting behavior Identify possible
changes

-

"

"

-

.

.

.

Write the beliefs you learned about yourself when you were young from
your:

a Mother
.

:

b Father
.

:

c Siblings
.

d Friends
.

:

:

e Teachers
.

f Others
.

:

:

Which of these messages continue to dominate your thoughts today?

Write the beliefs you learned about people who are different from you in
terms of:

a Nationality
.

b Religion
.

:

:

c Gender
.

:

d Social status
.

:

e Other
.

f Other
.

……………………………:

……………………………:
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION

Self-awareness – understanding our own feelings

"WHAT I BELIEVE" WORKSHEET
Which of the beliefs about you or other people may lead you into
conflicting behavior?

Are they truth or simply a belief (a thought that has been thought so
often that you believe it is truth)?

Which of them do you want to change to improve your communication?
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION

Self-awareness – understanding our own feelings

Exercise name: My Heroes
Methods: self

reflection on values and beliefs
Duration: 40 minutes
Material: print out of the My Heroes worksheet
Nr of participants: 12 24
-

-

"

"

-

Introduction:

This exercise helps participants discover their values The moderator has to first
debrief the participants on what values are on common values and value types
.

,

.

Directions:

Spread out to the participants the worksheet My Heroes Ask them who their all
time 3 favourite heroes are Tip to come up with these names participants may
wish to first write down 10 or so heroes and select the top 3 from them Note
that the heroes may be dead or alive men or women or even animals or plants
Indeed they could even be cartoon characters They could also be a child They
do not need to be famous or powerful or rich The participants should use the
boxes to draw the face of the heroes or a symbolic representation e g a sword
They should use the lines to write their top most admired qualities Based on
the qualities the participants most admire in their top 3 heroes they should
come up with a list of their top 3 values Tip first make a list of all the qualities
admired in the heroes and then select the ones that the participants believe to
be the 3 qualities that they would most desire for themselves
“

? (

”.

-

:

,

).

,

—

,

.

!

.

.

(

—

—

-

.

.,

).

.

,

. (

:

,

,

).

Discussion and debrief:

The exercise could be done as only self reflection but it could also be followed by
a discussion In the discussion the following questions should be asked Were the
participants surprised by the values they discovered or these were more or less
expected this could be an indication about the level of their self awareness Did
they have problems in defining which their top 3 values were and if yes could
that be an indication of conflicting values The instructor may also ask the
participants to reflect about the negative side of every value If taken to the
extreme every value can have negative impact on the person having it or on the
people around him For example people valuing honesty can sometimes be
perceived as blunt and rude by other people Let each participant figure out at
least one negative side of their 3 top values Now ask the participants discuss on
how this can lead to conflicts with other people
-

.

,

,

:

(

-

)?

,

?

(

.

).

.

.
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Self-awareness – understanding our own feelings

"MY HEROES" WORKSHEET

Who are your 3 all time favourite heroes Tip To come up with these names you
may wish to first write down 10 or so heroes and select the top 3 from them
Note that your heroes may be dead or alive men or women or even animals or
plants Indeed they could even be cartoon characters They could also be a child
They do not need to be famous or powerful or rich
-

? (

:

,

).

,

.

—

,

!

.

.

HERO Nº1
__________________________________________________
__________________________________________________
__________________________________________________
__________________________________________________
__________________________________________________

HERO Nº2
__________________________________________________
__________________________________________________
__________________________________________________
__________________________________________________
__________________________________________________

HERO Nº3
__________________________________________________
__________________________________________________
__________________________________________________
__________________________________________________
__________________________________________________

Use the box to draw their face or a symbolic representation e g a sword Use
the lines to write their top most admired qualities Based on the qualities you
most admire in your top 3 values come up with a list of your top 3 values Tip
first make a list of all the qualities that you admire in your heroes and then
select the ones that you believe to be 3 qualities that you would most desire for
yourself Use the space below to list your top 3 values
1
2
3
(

—

—

-

.

.,

).

.

,

. (

,

:

,

).

:

. ___________________________________________________________________
. ___________________________________________________________________
. ___________________________________________________________________
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PART 2: SELF-MANAGEMENT – EMOTIONAL SELF-REGULATION
Objectives
This section is focused on improving emotional self-regulation. Youth workers and
disadvantaged young people will learn how to manage their emotions more successfully. They
will learn techniques to help control their behaviours in highly emotional situations in order to
be able to better deal in situations of different opinions, opposing views and conflicting values.
We have also included activities, based on positive psychology, which help build self-control in
the long term, by contributing to the physical and emotional well-being of the target group.
Theoretical Background
Emotional Self-Regulation (also called self-control or internal control) - This is the ability to
control our behaviour based on managing our thoughts and emotions as well as by improving
our physical and emotional well-being. People who have internal control typically do not act on
their impulses and do not give way to anger, jealousy, fear panic or other emotions to
negatively influence their decisions and behaviour. Emotional self-regulation improves
communication, helps avoid conflict and also improves the sense of well-being.
In communication, having emotional self-regulation means to be able to respond to what
happens in our life flexibly, both permitting spontaneous reactions as well as delaying them,
when needed, so that to achieve a socially acceptable way of dealing with the situation. Daniel
Siegel defines self-regulation as “the way the mind organizes its own functioning…
fundamentally related to the modulation of emotion…Emotion regulation is initially developed
from within interpersonal experiences in a process that establishes self-organizational
abilities.”10
The ability to regulate emotions is closely related to autonomy. This is the ability to make our
own decisions without being controlled by anyone else. Developing autonomy is important for
young people in order to help them resist antidemocratic tendencies and avoid radicalized
groups.
The process of learning to self-regulate starts very early in life. Every time the mother or the
person that takes care of a child responds appropriately to its cries, vocalizations, gestures, eye
10

Daniel J. Siegel The Developing Mind: Toward a Neurobiology of Interpersonal Experience. New York: Guilford
Press, 1999.
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contact or other nonverbal communication, the child is learning cause and effect. It also learns
to modify its behaviour so that its basic needs are met. Self-regulation is an “executive
function” of the brain. Some people with neurological conditions or brain injury may find
difficulty with self-regulation. Self-regulation goes hand in hand with the emotional
development of the person. With time children learn how to soothe themselves and later also
they learn when it is appropriate to express or not certain type of emotions, related to social
situations. Most importantly self-regulation is a learning process. We can constantly improve
our self-regulation by changing our thoughts, behaviours, habits.
The good news is that we don’t stop at the level of emotional control that we have achieved at
the age of 18. We can improve it all our lives. We can actually rewire our brains and achieve
better self-regulation.
Self-regulation starts from taking care as first and foremost of our own physical well-being. In
order to be able to effectively self-regulate we need to be in good physical, mental and
emotional condition. That is why young people and youth workers need to understand that
effective self-regulation starts from a healthy life-style: eat right, move more, sleep better.
Perhaps everyone has noticed that lack of enough sleep leads to nervousness and getting angry
very quickly and over minor problems. Regular physical activity is a major mood booster and
also leads to much better ability to control our emotional reactions.
An important aspect of self-regulation is recognising the ways in which emotions can be
communicated non-verbally. Non-verbal communication is also known as ‘body language’ and
can communicate the way we feel as powerfully, if not more powerfully, than the words we
use. It is extremely important to know that our non-verbal communication affects both the
emotions of other people as well as our own emotions.
Communication characteristics
According to Merriam-Webster online dictionary communication is: “the act or process of using
words, sounds, signs, or behaviours to express or exchange information or to express ideas,
thoughts, feelings, etc., to someone else11”.
The communication process:


11

A Sender – the person who has a “First Thought” that he/she wants to share with the
other person/s;

http://www.merriam-webster.com/dictionary/communication (accessed on 18.05.2020)
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A Message – which is the result of the Sender Coding his Thought in words, gestures,
tone of voice and so on;
A Medium – the way the Message is delivered (written, by phone, personally....);
A Receiver – the person who receives and Decodes the message into a “Second
Thought”;
Feedback – the information that the Receiver returns to the Sender, related to the
Message.

In communication words convey the main part of the message, when it is in written form.
When the communication is in person, an important part of the message is conveyed also
through non-verbal communication.
Verbal communication
Words are the main element of verbal communication. The words we use depend on our
vocabulary, experience, personal understanding of the world. For example, the word
“dangerous” would mean one thing to a person that likes driving racing cars and climbing high
mountains, but completely another thing to a person who tries to avoid all possible risks.
We must be very careful in choosing our words and sentences, communication structures. The
language we use must be understandable for our communication partner. Words that are not
familiar should not be used, or they should be explained first. Jargon (even professional) should
be avoided. Shorter sentences should be used, especially in verbal (not written)
communication. The longer the sentence is, the bigger are the chances to misunderstand it.
Non-verbal communication is extremely important in cases of face-to-face communication.
Nonverbal communication (vocal aspects and body signals) is the basis of trust because:



it either confirms or disconfirms the message. The receivers decide if truth is being told
mainly by subconsciously judging the non-verbal communication of the counterpart;
it shows how confident people are.

And remember: It is the SENDER’S responsibility to formulate a clear message and deliver it in
an understandable way.
Nonverbal communication consists of:


facial expressions (better smile than frown);
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•
•
•
•
•

•
•
•
•

movements of hands and body (use open gestures, avoid crossing legs and hands, avoid
hiding hands in pockets or behind the back);
body posture (stand or sit with erect body – in this way you will look more confident and
your voice will sound better);
orientation of the body (always face the people you are talking to);
eye contact (try to have eye contact with all your trainees/mentees, but avoid staring);
body contact (a pat on the shoulder or the hand can show empathy and understanding,
but it may be also misunderstood or may not be acceptable according to the cultural
background of the trainees/mentees);
distance (the appropriate distance between speaker and listeners also depends on the
cultural context);
head-nods (use head-nods to show that you are paying attention, that you listen or
agree)
appearance (clean, well-groomed, appropriate clothes);
the sound of the voice (voice tone and variations, speed of the speech, stress and so
on).

Non-verbal communication conveys emotions and attitudes towards others more effectively
than words. For example, we can say something very positive to another person, but if we do it
with a raised or agitated tone of voice for example, the other person is very likely to get
offended. That is why it is very important to recognize how emotions influence our nonverbal
communication and to learn to regulate it.
What is even less known and recognized is the influence of non-verbal coding on a person’s
own feelings. If you take a posture that is typical for expressing confidence and feeling of
success, very soon you are going to start to feel more confident and optimistic. If you make
gestures of power and self-confidence very soon you are going to feel more self-confident.
Thoughts
There is an Indian story called "The Two Wolves." It starts with an old Cherokee telling his
grandson about a battle that often goes on inside people. He says, "My son, the fight is
between two wolves. One is evil. It is angry, envious, jealous, sorrowful, regretful, greedy,
arrogant, self-pitying, guilty, resentful, inferior, dishonest, proud, superior, and egotistical. The
other is good. This wolf is joyful, peaceful, loving, hopeful, serene, humble, kind, benevolent,
empathetic, generous, truthful, compassionate, and faithful". His grandson thinks for a while,
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and then asks: "Which wolf wins, Grandfather?" The old Cherokee simply replies, "The one you
feed".
One of the paths towards emotional regulation is the way we steer our thoughts. Emotions are
very often provoked by thoughts. Learning to control the way we think helps us regulate our
emotions. Usually we cannot control the events that happen in our life or the people that we
have to interact with. But we can control the way we think and talk to ourselves about these
events. This is our self-talk, our inner voice or mental chatter. Very often this mental chatter
occurs without us even realizing it. Helpful self-talk is a very important skill critical to build
emotional control. The way we think and talk to ourselves can directly affect the way we feel
and, consequently, the actions we take or don’t take. Therefore, if we get into the habit of
challenging unhelpful thoughts and generating alternative ways of thinking we can gain greater
control over our thinking and related emotions. For example, instead of thinking of homework
as a chore, think of how good you feel when your homework is done and you are prepared for
class.
Emotional Hijack or Amygdala Hijack and how to control it
Amygdala hijack is a term created by Daniel Goleman in his 1995 book Emotional Intelligence:
Why It Can Matter More Than IQ.12 . Goleman uses the term to describe emotional responses
from people, which are immediate and overwhelming and out of measure with the actual
stimulus because it has triggered a much more significant emotional threat.
Emotional hijacking happens when our rational mind is overpowered by our emotions. It is
easiest to recognize when we are in a state of fear or anger. Remember a time when you
suddenly and uncontrollably felt angry at someone or something and started shouting for
example. Why this happens and why it is hard but possible to control is explained by psychology
and neurobiology.
First of all, we must start by saying that this is completely normal and biologically encoded in
our brains and bodies. From the times that people were still living in wild nature under constant
danger, our bodies developed a mechanism to provide us with speed of action and thus save
our lives. For example, when a person is in danger (which is perceived by our sensory organs,
ex. eyes) the signal for the danger goes faster to the amygdala (part of our limbic system) than
to the neocortex (our rational mind) and triggers the so famous “Fight or Flight” response. In

12

Danaiel Goleman. Emotional Intelligence: Why It Can Matter More Than IQ. New York: Bantam Books, 1995
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this way it saves time, but also in order to do this it overrides our rational mind. It happens in
an instant and our emotions seize power over our actions.
Although this could save our lives in a situation where we are facing a lion for example, in our
nowadays lives this brings us more trouble than benefit. This response is triggered any time we
feel threatened, which happens very often in social situations. For example, somebody says
something offensive about us. We get emotionally hijacked and start shouting back. But does
this reaction save our life now or cause us more trouble? Usually aggressive behaviour
provokes more aggression on the other side and we go into a downward spiral of fighting. That
is why it is worth learning to recognize and control this state. But how?
As it turns out, it is an easy job: just give time for the neocortex (our rational mind) to take back
control and start thinking. All our brain needs is a few seconds. If we manage to control
ourselves for a few seconds, we win.
Maybe you've heard that we should count to ten when we're angry, but if we're extremely
angry, we should probably count to a thousand. This is an extremely intelligent strategy,
because when we start to count, we activate our cortex, the frontal and logical part of our
brain, which, as we have already said, is switched off during the amygdala hijack.
So as soon as you start counting, when an intense feeling caused by stress comes up inside you,
you can distance yourself from it, give yourself space and understand what is happening in that
moment. You can then use the logical part of your brain again to avoid these impulsive
reactions during an amygdala hijack.
Another strategy, which usually works well, is to consciously focus on your breathing, which is
also known as the element of mindfulness. By focusing on your breathing, each time you inhale,
you bring yourself back to the present and remain calm. This activates your parasympathetic
nervous system, which inhibits the sympathetic nervous system that is activated during an
amygdala hijack.
In order to escape the amygdala hijack when it is activated by an important stress factor, you
must therefore put distance between what happened and the present moment. It is highly
recommended that you engage in activities that activate the logical part of your brain, or
others, such as mindfulness exercises, which will make you focus on the present and show you
new ways to experience the emotion you are feeling at that moment.
Here are some strategies to take back control over our emotions:
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•

Breathe – first thing we should do is take a few deep breaths (7 - 10) and concentrate
our mind on the breath. Very often this will be enough, because it will give us the
necessary time.

•

Mentally or physically gain distance and time, for example by doing some of the
following:

•

•

•
•

o step back or step aside (and breath and focus on breathing)
o evaluate: how angry/disappointed I am on the scale from 1 to 10
o use your imagination: mentally going outside the situation by for example giving
animal names or theater roles and evaluating how well they play it
Distract yourself - in situations like this, watching television or listening to music can
help in distracting us from anger provoking thoughts. Sports, talking or phoning, can also
be of help.
Label – just the simple act of finding a name for the way we feel provokes our rational
mind to take over. Think: What do I feel now? For example, “I am angry”. This is a
powerful tool to lower the strength of the feelings and emotions in order to be able to
better control your behaviour.
Try hearing with different ears: e.g. the self-generating ear: what does the sender reveal
about himself/herself? Is he or she bored, just wants to provoke, unhappy?
Muscle Relaxation – try to progressively relax your muscles. Remember that the way
you behave influences your feelings. Unclench you jaw and fists, stop the nervous
thumping with your leg. Relax your brows, stop frowning. Relax your shoulders and
neck.
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Self-management – emotional self-regulation

Exercise name: Breathing
Methods: breathing practice
Duration: 15 minutes
Material:

-

Nr of participants: any number of people
Introduction:

Breathing is the first emotion regulation technique that is to be learned
Breathing helps to balance the sympathetic and para sympathetic nervous
system very fast In situations of emotional highjack the sympathetic nervous
system is activated In order to gain control of the emotional reaction in this
situation breathing techniques are very powerful
.

.

,

.

.

Directions:

Balancing breathing breathe in at 4 counts and breathe out at 4 counts Do
this 10 times This breathing will help balance your emotions
Calming breathing in case of emergency if you feel you are getting into panic
or also if you need help falling asleep breathe in at 4 counts and breathe out
at 8 counts
:

.

.

.

:

,

:

.

Discussion and debrief:

Be careful you can do the balancing breathing anytime but you have to be
careful with the calming breathing because it will lower your heart rate and may
cause you to fall asleep and your energy to drop down That is why it is to be used
only in situations of emergency and or when you are going to sleep
,

,

,

.

/

.
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Exercise name: Influencing our own emotions

Self-management – emotional self-regulation

coding

,

by taking the right non verbal
-

Methods: learning by doing
Duration: 15 minutes
Material: pens
Nr of participants: any number of people
Introduction:

After explaining the theoretical background on how our nonverbal
communication influences our own feelings explain that we are going to now
experiment and feel this influence on ourselves and also practice boosting our
self confidence via nonverbal gestures
,

-

.

Directions:

All participants exercise
Taking the right posture associated with self confidence the body is straight
shoulders back legs apart at the level shoulders head is up looking straight
ahead
Walking with confidence while maintaining the confident posture walk
briskly with large confident steps
Smiling the group may try the false smile exercise hold a pen between the
lips forcing a false smile and report how they feel after forcing a false smile
for 60 seconds
Open and confident hand gestures
:

-

,

–

,

,

.

–

.

(

“

”

–

,

).

.

Discussion and debrief:

Ask the participants how they felt before the exercise and how they feel after it
Did something make a particular impression on them Which of the non verbal
cues was most powerful posture walk gesture or smile How they felt while
doing it

.

?

:

,

,

-

?

?
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Exercise name: Reframe the situation*
Methods: learning by doing, self-reflection
Duration: 45 minutes
Material: paper, pens
Nr of participants: 8-24
Introduction:

You’re experiencing life and all that happens to you, based on your subjective
interpretation of reality. This is called subjective reality. Your subjective reality
comes from your beliefs, values, past experiences, expectations. They are like your
personal lens through which you see the world. As a result, no two people
experience or react to the same event in completely the same way. For example,
when two people see a homeless dog on the street, one gets scared and tries to
avoid the dog, while the other runs straight to the dog and starts to pat him and
show him love. Reframing is by changing a little bit the lens to be able to steer
your emotions in a positive direction. You take a specific situation from your life
and you develop a more positive view on it – with that, you influence your
thinking pattern and feelings about that particular situation, but you also change
your subjective reality in a more positive way.
Directions:

The moderator gives step by step the following instructions to the participants.
- Step 1: Think of an event or life situation that bothers you and causes you to
experience negative feelings. As accurately as possible describe this negative
event or situation. The event that bothers you and leads to dysfunctional thinking
is called an activating event.
- Step 2: Identify your beliefs about the event or situation. Try to identify as many
as possible. The following questions can help you:
What caused the situation to happen?
What do you think should happen and why?
What does the event say about you?

The level of difficulty should be adjusted to the group with the help of changing the helping questions at each step

*
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What are the thoughts and feelings that you experience as a result of
this event
Write down all of your automatic thoughts this person is so mean
Identify all the unpleasant feelings that the situation causes you to feel Write
down the feeling and intensity on a scale from 0 to 100 for example
Anger 80
What s your automatic behavioural reaction on the situation I get into a fight
- Step 4: Now challenge your thoughts and beliefs Find a better frame personal
lens that helps you to neutralize the situational emotions and act more
rationally The following questions may help you
If the same thing happened to your best friend or someone you love what
would be your interpretation of the event then
How would enter the name of someone you admire as a role model interpret
this situation
What are other potential explanations besides the other person being mean
What was under your control and you could have done better and what was
completely out of your control
What are all the counterarguments to your underlying beliefs
What s the worst thing that could realistically happen as a result of the
situation and how bad would that be
What difference will this one time event make in a month a year or a decade
List all the moves you can make to get yourself in a better position without
getting into a fight
Is thinking this way helping the situation or making it worse
- Step 5: The new frame
What is the most positive and constructive interpretation of the event or
situation that you can think of Write it down
- Step 6: What is the final effect It should be a more accurate view of the
situation with more positive thoughts and feelings and an action plan for
performing better
Write down all of your new thoughts about the event
Write down your new feelings about the event feeling intensity
Write down the action plan you will put in motion
- Step 3

:
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Discussion and debrief:

Ask the participants if the exercise was difficult to do and if they felt positive
effect from it Discuss with them that the more often they do it the easier it will
get for them to do it The goal is to be able to use this technique quickly in their
minds in cases of urgent need to calm down
.

.

.
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Exercise name: The ABC of behaviour

Self-management – emotional self-regulation

:

Methods: self

-

behaviour starts in the head

reflection

Duration: 45 minutes
Material: paper

,

pens

Nr of participants: any number of people
Introduction:

This exercise shows that you are always responsible for your own actions and not
others or the circumstances that evaluations of situations are very versatile and
the exercise gives you guidance on how to keep control of your behaviour in
difficult situations It will help you to understand how your thoughts determine
your emotions and behaviour and how by developing positive thoughts and
goals you can regulate your behaviour and master difficult situations
;

.

,

,

.

Directions:

The facilitator talks to the young people about difficult situations They need to
think about a specific difficult situation conflict It can be helpful if they decide to
work on a recurring difficult situation for example something that always
triggers strong emotional reactions such as anger The facilitator guides them
through the following steps of situation analysis
- Step 1: A Actual situation What is the difficult situation event conflict Report
in small steps from the beginning Where do you think the conflict difficult
situation started Freeze this situation in your mind at this point A
- Step 2: B Evaluation the evaluation consists of one thought and one feeling
what are the thoughts and feelings you perceive at the frozen time A an
extension here is the question what are the underlying beliefs that caused these
thoughts and feelings but this question should mostly be better asked in a
reflection Example
A man comes towards you on the street he looks grimly sees you and stops in
front of you at a distance of 2 meters Freeze this situation A what do you feel
For example fear what do you think For example the poor man he had a bad
day or why is he looking at me so stupidly he wants trouble or
:
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C Consequences What were the consequences What happened
How do you evaluate the consequences Do they like them or do they want to
change them
- Step 4: Change Then they should consider where they can break this cycle This
can be done at first with the thought They should develop helpful thoughts
these are usually formulated positively so that they can make the situation
successful for themselves next time
- Step 3:

:

.

?

?
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Discussion and debrief:

Ask the participants to make a commitment to remember the helpful thoughts
and do their best to use them next time they face a similar situation
.

33

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION

Self-management – emotional self-regulation

Exercise name: Emotional Hijack
Methods: learning by doing

,

self reflection group discussion
-

,

Duration: 45 minutes
Material: worksheet

“

Emotional Hijack pen
”,

Nr of participants: any number of people
Introduction:

The emotional hijack has the following components
1 Trigger what causes the reaction
2 Reaction spontaneous
3 Strong emotion
4 Feeling of regret after that
–

.

.

(

.

:

).

.

.

.

.

Directions:

Part 1 Individual task
Remember 2 situations when you were emotionally hijacked
1 Describe the situations
2 What caused the situations trigger
3 How did you react How did other people react
4 What was the result
5 What could you have done in a different way
Part 2 Group work
Divide the participants in groups of 2 3 people Ask them to discuss the situations
in the groups
What is common between them
What is the resemblance between the triggers causes for them
What can be concluded from that
What can be done in a different way in order to manage the situation better
:

:

.

.

(

.

)?

?

.

?

?

.

?

.

:

-

.

:

?

(
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?

?

Discussion and debrief:

Ask the participants if they found similarities of between the triggers of the two
situations they described Ask if the group discussion was helpful to figure out
how future emotional highjacks can be avoided Discuss with the participants
that it is OK to ask for an external point of view and support to help solve future
situations with emotional triggers
.

.

.
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Self-management – emotional self-regulation

"EMOTIONAL HIJACK" WORKSHEET
Part 1: Individual task

Remember 2 situations when you were emotionally hijacked

.

Situation 1 Please describe it
.

,

:

________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

What caused the situation trigger
(

)?

________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

How did you react How did other people react
?

?

________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

What was the result

?

________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

What could you have done in a different way

?

________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

Situation 2 Please describe it
.

,

:

________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

What caused the situation trigger
(

)?

________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

35

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION

How did you react How did other people react
?

?
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________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

What was the result

?

________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

What could you have done in a different way

?

________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

Part 2: Group work

In your group discuss the described situations
,

.

What is common between them What is the resemblance between the triggers
causes for them
?

(

)?

________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

What can you conclude from that

?

________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

What can be done in a different way in order to manage the situation better

?

________________________________________________________________________
________________________________________________________________________
________________________________________________________________________
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PART 3: SOCIAL AWARENESS – EMPATHY AND CHANGE OF PERSPECTIVE
Objectives
The Module works for developing the social awareness of the youth workers and young people.
The first component, empathy, is the ability to understand the emotions, needs and concerns of
others. The next step is increasing the community awareness: the ability to understand the
policies and rules in a community or organization and how they affect the people in it. This
should logically lead to understanding and accepting differences: in values, beliefs, cultures,
out-groups and so. In this way we aim at increasing value complexity of the target groups, since
research shows that value monism (living by one overarching value, for example religious rules)
is a key characteristic of radicalised people.
Theoretical Background
Social awareness is the third area of emotional intelligence. Social awareness enables a person
to understand and respond to the feelings of others. The ability of a person to respond in
different social situations helps to better interact with others so as to achieve the best in this
interaction. Understanding the feelings of others is essential for emotional intelligence.
According to Daniel Goleman there are three main sub-domains of Social Awareness: Empathy;
Organizational/Community Awareness and Service Orientation.
Empathy is the ability to understand the emotions, needs and concerns of others. It includes:
 attention to emotional cues and listening to them;
 displaying sensitivity and understanding of the point of view of others;
 helping others, based on the understanding of their needs and feelings.
Community awareness is the ability to understand the policies and rules in a community or
organization and how they affect the people in it. The understanding of social situations means
carefully considering what people need and communicating with them in a way, that is
designed to meet those needs. Community awareness includes:
 respecting and making connections with people from different backgrounds;
 understanding of different worldviews and sensitivity to diversity;
 awareness of diversity as an opportunity; understanding of the key messages in a
community or organization;
 detection of important social networks and understanding of what has formed the views
and actions of others.
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Orientation in service to others: the ability to anticipate, recognize and meet the needs of
others. This means:
 understanding the needs of people and directing them to the possibilities for satisfying
them;
 offering appropriate assistance;
 counseling and offering ideas that develop the strengths and skills of others;
 confirmation and rewarding the strengths, achievements, and the development of
others;
 giving positive feedback and identifying people's needs for development.
Empathy means to care for and understand the emotional experiences of other people. It also
means to 'wear the shoes' of someone else, that is to understand the perspective of someone
else. Empathy is a basic of human behavior. The development of the science of human behavior
assumes that empathy is innate. Research during the 80's of last century, made in Michigan
University challenges this assumption by showing that the level of empathy decreased over the
past 30 years before the research. The increase of social exclusion through the increased use of
electronic communication is one of the theories used to explain this conclusion.
In the 90’s though, a team of Italian scientists discovered something very interesting, proving
that empathy is, at least partially, inborn. “Mirror neurons represent a distinctive class of
neurons that discharge both when an individual executes a motor act and when he observes
another individual performing the same or a similar motor act. 14” These are the neurons that
prompt you to smile, when you see somebody smiling and to feel sad when you see somebody
crying. According to scientists they help us not only to understand how other people feel but
also help us to predict what they are going to do next and understand why they feel like this.
Since we are social beings, we constantly find ourselves in situations in which empathy is
beneficial not only to us, but also to the people we are in communication with. Besides being
partially inborn empathy can be developed purposefully and in the skills development section
we have included some activities for it.
Organizational and Community awareness is no less important than Empathy. And here we
would like to put the stress on understanding and accepting differences: in values, beliefs,
cultures and so. Usually, a group, community or culture shares common values, which are
referred to as dominant values. These values are reinforced by media, institutions, religious

Sourya Acharya, Samarth Shukla,” Mirror neurons: Enigma of the metaphysical modular brain”, J Nat Sci Biol
Med. 2012 Jul-Dec; 3(2): 118–124

14
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organizations and family. And they can vary from one group, community or culture to another.
Conflicts occur when people or groups have opposing values or conflicting beliefs.
Exploring the following value ranges helps understand many of the conflicts between people
from different cultures and community groups15:
1. Communalism versus individualism in regard to relationships, family and marriage (e.g.
arranged marriages vs. individualist/romantic relationships)
2. Theism versus materialist scientism (e.g. religious knowing vs. scientific knowing as
outworked in western culture)
3. Women and men as similar versus women and men as different and not equal.
4. Economic liberty (free market capitalism) versus economic control (communist states)
5. Activism (violent and/or pro-social) versus passivism (fatalistic) as a response to
international issues in a democratic political context
6. Hedonism versus control of the body’s desires (western ‘self-indulgence’ vs.
abstinence)
Based on our values and experiences we also form our beliefs. Beliefs are the way we make
sense of the world around us. “They are mental representations of the ways our brain expects
things in our environment to behave, and how things should be related to each other—the
patterns our brain expects the world to conform to.”16. Unfortunately, we very often don’t
realize that our beliefs are not exactly what is happening in the world right now, but just our
mental picture or representation of it. Very often it is not shared with other people’s beliefs.
This is also one ground for conflicts to arise, especially if beliefs are related to stereotypes.
Stereotypes are “generalizations” about members of a group. Usually these are generalisations
of members of an out-group (meaning a group we don’t belong to) for example: the
immigrants, the homosexuals, women/men and so. The problems with stereotypes are that:
 Not a single generalization can be valid for 100% of the members of the group, so if we
apply the generalization to individuals, we are very likely to be wrong.
 Sometimes generalizations can be fairly accurate, but very often they would be wrong,
especially if they are about a group that we don’t know very well.
 Some of the stereotypes can be positive, but most of them are negative.
 Stereotypes are very “stubborn” and resistant to change.
15

Ibid, 4
Ralph Lewis, “What Actually Is a Belief? And Why Is It So Hard to Change?”, Psychology Today, Oct 07, 2018
https://www.psychologytoday.com/us/blog/finding-purpose/201810/what-actually-is-belief-and-why-is-it-so-hardchange (accessed 05.05.2020)
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Stereotypes are dangerous not only because of their own nature, but also because they lead to
prejudice and discrimination. Suggested reading: Plous. S. (2003) Understanding prejudice and
discrimination, New York: McGraw-Hill.
Accepting the existence of different value systems, beliefs and being able to recognise
stereotypes and avoid their negative effect on our behaviour towards other people is an
essential part of organisational and community awareness. Sensitivity to diversity includes
acceptance and respect, while recognizing our individual differences and uniqueness.
A person's desire and ability to serve and to understand others is the third important social
competence skill. The focus on giving/helping others is also very good for our own emotional
well-being. To be socially intelligent we need to develop the habit of giving, not only money,
but time, kindness, attention, love etc. Imagine you find 10 Euro on the street. Are you going to
be happier if you spend it for yourself or for other people? Research shows that 63% of people
think that they would be happier if they spend the money on themselves. But in reality, those
spending on other people have much better chance to be in a good mood during the whole day
and to be happy. However, it is important to practice it with measure, so as not to burden
yourselves. If you overdo sympathising with others and answering to their needs, you might
exhaust yourselves. While you take care of the emotions and problems of others, you have to
care for your own emotional well-being and balance.
One of the most important skills for developing social awareness is active listening. Being silent
is different from listening! Active listening shows to the speaker that you have received the
message. It also shows that you have understood the intensity of feelings behind the message.
It encourages the speaker to share his/her feelings. Active listening develops the sense of
mutual understanding and attention. That is why it is very important in communication and in
conflict management is essential. How we do it?






Pay attention not only to the words, but also to who is saying them. What is their
education, age, experience, probable perceptions, beliefs, stereotypes, emotional state,
etc.?;
Pay attention to their non-verbal communication (see p. 24-25) and to figure out how
they are feeling and why.
Try to figure out not only what they are saying, but why they are saying it. What is their
purpose?
Try to figure out if there are some emotional, psychological, perceptional or other
barriers that may obstruct the correct decoding of the message.
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Ask questions. Open questions if you need to gather more information. Closed
questions (yes/no) to get confirmation.
Use paraphrasing: rephrase the message in your own words and ask if you have
understood correctly. “Do you mean...?”; “I am not sure that I understand you, but I
think you are saying...”
Nod and make eye contact to signal that you are listening.

41

Social awareness – empathy and change of perspective

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: To Understand the Other
Methods: individual work

,

sharing in a large group discussion
,

Duration: 20 minutes
Material:

-

Nr of participants: 8

-

16

Introduction:

The moderator starts the exercise with explaining what empathy is and why to
be empathetic improves communication and relationships with others The
moderator then presents the essence of the exercise
.

.

Directions:

Alternately the moderator reads stories and makes the participants to consider
Consider the following situations
1 You are at the checkout at the grocery store The sales person does very slow
account of the purchased products because he she is new to their work Even
though you may be disappointed you can understand that when someone
learns something he s not doing so quickly You can imagine that you are a
cashier who probably is very depressed that people are eager to walk away and
grumble If you are involved you can decide to be patient and understanding
2 Imagine that your friend just realizes that her parents are getting divorced
Maybe your parents are still married and you have no experience with this But
you might want to consider how you will feel to hear this news and respond in a
way that you want someone to respond if you were in the shoes of your friend
You might say I m sorry to hear that What are you going to do
,

.
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Discussion and debrief:

The group discussion is held with the purpose of understanding of empathy and
how it can manifest itself in different situations The moderator encourages
sharing from each participant
.

.

42

Social awareness – empathy and change of perspective

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: Every Behaviour Makes Sense
Methods: work in couples

,

discussion

Duration: 30 minutes
Material: flipchart and markers
Nr of participants: 8

-

12

Introduction:

The idea behind the exercise is that every behaviour has its meaning even if it
seems incomprehensible to us Challenging behaviour and inappropriate
behaviour does not usually serve to annoy others unless a provocation is used to
get attention but always makes sense in the so being of a person This exercise
should help to better understand behaviour and to maintain an appreciative
accepting and resource oriented attitude towards these people People tend to
think of themselves and others as deficient Especially when dealing with people
with a rather low self esteem it is very important not to lose this appreciation and
the focus on the strengths The resource orientated approach wants to counter
frequent deficit spirals with something positive so that people can grow
,

.

(
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.
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.

,

.

Directions:

The group brainstorms about 4 behaviors nwhich seem to be totally exciting
incomprehensible to them Then the group is divided in pairs and they have the
task to think about the resources behind the behavior Reframing For example
Anna gets upset very quickly becomes aggressive and insults others Possible
resources is aware of his her feelings can express the feelings sets limits tackles
something is sociable eloquent does not absorb feelings can assert himself
After 10 minutes of work in pairs the group proceeds to group discussion of the
behaviors and the resources
,

/
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Discussion and debrief:

How did you feel during the exercise Was it easy to find resources Did you have
resistance What is the purpose of the exercise
?

?

?

?
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Social awareness – empathy and change of perspective

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: In Other s Shoes
'

Methods: work in couples

,

discussion

Duration: 20 minutes
Material: cards with situations
Nr of participants: 8

-

16

Introduction:

When we put ourselves in the shoes of another person we are often more
sensitive to what the person is experiencing Practicing to be more conscious of
other people s feelings we can create a more acceptable and respectful
community
,

.

'

,

.

Directions:

The group is divided into pairs One person of the pair gets one card with another
person s situation and tells the situation to their partner but as if she he is
experiencing it Speaking in the first person they try to share how they feel The
other partner in the pair needs to express empathy for the situation verbally and
nonverbally listening to the story Then the couple discusses how empathy is
demonstrated how the person who tells the story is feeling and what they wish
their interlocutor to do differently They can use statements like I can tell that
you really listened to me because you kept in contact with me during the entire
conversation and it made me feel like you care about my story
.

'
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Discussion and debrief:

In a large group is discussed how empathy has taken place in the pair s
conversations and each pair shares their experiences Active listening is also
discussed The moderator draws attention to the interaction with other people
Driving participants to ask themselves the following questions
Did I listen actively Was I too busy to listen to
Did I ask the other on the content of what they say and their feelings and
emotions for she said
What did my partner need while telling me this story
Did I change my body language facial expressions tone of voice in order to
build better rapport with the other person and to show interest
understanding and respect
'

,

.
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Social awareness – empathy and change of perspective

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
SITUATIONS FOR THE CARDS

The friends of Billy are talking all the time about the upcoming party for the
completion of school prom what clothes they will buy what hairstyle they
will have in what kind of restaurant would be the party etc Villy wants to go
but the tickets are very expensive and recently her mother lost her job
(

),

,

,

,

.

,

,

.

Martin has been working at the same pizza place for over a year and has
always done a great job One day he accidentally double charged the
customer the amount due His new boss thinks that Martin has done it on
purpose in order to steal the money so he fired him
.

-

.

,

.

Sonia understands that a bad rumor is spreading about her and that behind
this is her ex boyfriend
-

.

Susie always admired the clothes of her friend Emma One day when they go
to a party Susie asks Emma to allow her to wear her very expensive blue
sweater Emma allows but then mockingly tells the rest of the group of friends
that Susie can t afford nice clothes and that is why she wears hers
.

,

,

.

,

'

.

Kathy dances very well and has rehearsed for months for an upcoming
presentation at the Festival of the city During a rehearsal she stumbles and
falls One of her friends present at the rehearsal makes a video with her
mobile phone and post the fall in Internet the same day
.

.

,

,

,

.

Anna at the age of 17 just found out that she was pregnant and the father of
her child is her ex boyfriend but they broke up recently because he left to
work abroad
,

,

-

,

,

,

.
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Social awareness – empathy and change of perspective

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: A Different Day
Methods: work on cases

discussions in a group

,

Duration: 50 minutes
Material: case study box
Nr of participants: 8

-

16

Introduction:

The presenter selects a variety of case studies and puts them written in a box
The presenter introduces the exercise recalling that every individual is unique
and inimitable One can run very quickly another can paint third can t see but he
can orientate himself in the space with other senses Every single person is
valuable and meaningful Wealth is in diversity and in acceptance And people
are alike because every person needs understanding sympathy support In
communicating with other people we meet some of these needs
.

.

,
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Directions:

Participants are seated in a circle In the middle is placed the box with case
studies The moderator makes the following statement Today is a different day
Each of you will look at the world through the eyes of another person you will
determine what this other person needs and what kind of support they need Let
each of you take on a slip of paper out of the box to read it to reflect on its
contents and to try to understand the other person s point of view You have 5
minutes for reflection After the reflection the participant reads in front of all his
slip of paper and says what this person needs All participants together consider
ways to provide support Another participant then reads their case and so the
procedure is repeated until at least five participants get involved The proposals
may be written by the moderator on a flipchart and should be summarized
.

.

: "

.

,

.

,

,

'

”.

.

,

.

.

.

.

Discussion and debrief:

The moderator with the help of the participants summarizes focusing on the
feelings of the participants the way they experience the feelings of others their
needs the support they need and the ways in which one can receive it
,

,

,

,

.
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Social awareness – empathy and change of perspective

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
SAMPLE CASE STUDIES

Case Study 1 Between friends
Sometimes I think to quit school Constantly rushing from school to work I
always feel tired and I have no time for anything I turned into a robot It s hard to
work and study I need the money and cannot afford to give up work And my
classmates and teachers are so very often mean to me Because I am from gypsy
origin they assume that I am stupid and lazy not to mention that anytime
something disappears in our class I am always the first suspect no matter that I
have never stolen anything in my life Put yourself in the place of the girl
Describe the sentiments overt and hidden and possible behavior in her place
:

«
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Case Study 2 A young woman and an employer in conversation
I think that something s not right here I came here yesterday and the day before
we talked on the phone for a place at the gas station which you manage
Although we had an appointment at a specific time and both times you were not
there You probably don t want to take me Is it because I am a single mother
with a small child Put yourself in the place of the woman Describe the
sentiments overt and hidden and possible behavior in her place
:

“
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.

/

/

.

Case Study 3 Young people foreign students seeking housing to rent
Already second time talking with you and constantly changing conditions We re
left with the impression that there is a problem which you do not want to
mention We meet all your requirements as per the announcement and the rent
is not a problem Put yourself in the place of the young people Describe the
sentiments overt and hidden and possible behavior in their place
:

(

)
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.

/

.
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Social awareness – empathy and change of perspective

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
SAMPLE CASE STUDIES

Case Study 4 Between friends
I don t know what to do My best friend just told me that she found out she was
gay She fell in love with another girl She is afraid to tell anyone most of all her
parents Class mates might laugh at her and her parents think that gay people
are just crazy and have to be cured I don t know what advice to give her Put
yourself in the place of the girl Describe the sentiments overt and hidden and
possible behavior in her place
:

«
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.

Case Study 5 Between father and son
I don t want to go to church Sunday mass is boring All these stories about Christ
and the saints are just ridiculous Man was not created by God Science has
proven that men originated as a result of natural selection from monkeys Put
yourself in the place of the boy Describe the sentiments overt and hidden and
possible behavior in his place
:
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Case Study 6 Between youngster and employer
I don t understand why you still see me and say that the place is busy I have the
feeling that my origin is crucial because on the door of the house is a plate that
says you are looking for waiters for your restaurant I am graduated from such a
school but surely it s not that important compared to other things Do you have
something against other ethnicities Put yourself in the place of the young man
Describe the sentiments overt and hidden and possible behavior in his place
:
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Social awareness – empathy and change of perspective

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: Who is on the picture

?

self reflection discussions in a group

Methods:

-

,

Duration: 30 minutes
Material: 12 pictures of people
Nr of participants: 8

-

24

Introduction:

The goal of the activity is to sensitise the participants towards their own
stereotypes and prejudices It introduces the concepts of stereotypes and
prejudices and leads to discussion about why it is important to know your own
stereotypes and prejudices It also helps participants become more aware of the
factors that influence stereotypes and serves as a basis for discussion on what we
can do to reduce stereotypes and prejudices
.

.

.

Directions:

Participants are invited to go around the room where they will see 12 pictures of
people in front of them Their task is to think about this person s occupation and
how do they look like according to them When they think they have an answer
they need to write it on a post it paper and fold it in half They need to post
folded post it on the picture The procedure is repeated until everyone goes
through all the pictures The educator then goes through each picture and reads
out the participants hypotheses The educator then reads the real descriptions of
each person after their guess
,

.
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Discussion and debrief:

The moderator then asks the participants how they guessed the people s
occupation On which criteria they based their judgements looks imagination
culture colour of skin advantages disadvantages a person has Then the
moderator introduces the concept of stereotypes and leads a discussion towards
why it is important that we do not judge other people based on stereotypes The
educator then gives the concept prejudice and connects with the exercise why it
is important to know our own stereotypes and prejudices Also participants are
invited to discuss what can they do in order to reduce stereotypes and
prejudices
’
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Social awareness – empathy and change of perspective

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
EXAMPLES OF PICTURES AND DESCRIPTIONS OF PEOPLE

José Alberto "Pepe" Mujica Cordano

Uruguayan politician who served as the
40th President of Uruguay He donated
around 90 percent of his 12 000
monthly salary to charities that benefit
poor people and small entrepreneurs
.

$

,

.

Forest Steven Whitaker III

American actor producer and director
best known for the performance of
Uganda dictator IDI AMIN
,

,

,

.

Steven William Hawking

English theoretical physicist Lecturer
of mathematics and physics at
Cambridge University
.

.
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Social awareness – empathy and change of perspective

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
EXAMPLES OF PICTURES AND DESCRIPTIONS OF PEOPLE

FannyAnn Viola Eddy

LGBT activist from Sierra Leone
International speaker against the
discrimination towards the LGBT
people Murdered on September 29
2004
.

.

,

.

Jack Ma Yun

Pioneer in the Chinese e commerce
industry He set up a personal trust for
charity focusing on the environment
health and education The trust is
valued around US 3 billion
-

.

,

.

$

.

Oxana Federova

Miss Universe 2002 and fashion model
Russian police captain and PhD in civil
law
,

.
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
EXAMPLES OF PICTURES AND DESCRIPTIONS OF PEOPLE

Ted Bundy

Serial killer and rapist Confessed to
killing 30 women
.

.

Malala Yousafzai

Pakistani pupil activist for female
education and the youngest Nobel
Prize winner
.

Jón Gnarr

Icelandic actor comedian and
politician who served as the Mayor of
Reykjavík from 2010 to 2014
,

,

.
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
EXAMPLES OF PICTURES AND DESCRIPTIONS OF PEOPLE

George Clooney

An American actor director producer
screenwriter activist businessman and
philanthropist
,

,

,

,

,

.

Pratibha Patil

President of India
Economist and attorney

2007 2012
-

.

.
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: Tusk Tusk
Methods:

self reflection and discussion
-

Duration: 30 minutes
Material:

-

Nr of participants: 8

-

16

Introduction:

This activity is a guided discussion on prejudice discrimination and violence
,

,

.

Directions:

The instructor reads to the participants the following text

:

This is a short summary of David McKee’s short novel 'Tusk Tusk'.

Once elephants came in 2 colors black or white They loved all other creatures
but each set wanted to exterminate the elephants that were not the same as
themselves Peace loving individuals ran and hid in the deepest jungle and
battle commenced The war mongers all succeeded For a long time it seemed
that there were no elephants in the world at all not of any color But then the
descendants of the peace loving ones emerged from the jungle and by now they
were all gray However the grey elephants came with two sizes of the ears and
the little ears and the big ears have been giving each other strange looks
“

:

.

.

,

-

,

.

-

.

,

-

.

"...

.

,

,

"”

54
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Discussion and debrief:
Prejudice
The elephants in the story did not like each other because they looked different
from one another.

Does the skin color or the size of the ears mean that the elephants are bad
Does the way you look reflect your inner qualities
Can you dislike someone before you even get to know them
Can you dislike a friend because of the size of their ears What about their skin
colour
Is it okay to judge someone because they look different than you do
Is it the same thing to not like someone because they look different than you
as it is to not like someone because they were mean to you
?

?

?

?

?

?

?

Violence
The black and white elephants kill each other because they do not like each
other. The peace-loving elephants run away.

Has anyone ever hurt you because they didn t like you
Is it good to hurt someone because you don t like them
Is it always wrong or do you think that it is okay to use violence to solve
problems sometimes
Can you think of examples when it would be wrong
When would it be acceptable
Should the peace loving elephants have run away or could they have done
something to help solve the elephants problems
’

?

’

?

,

?

?

?

-

,

'

?

At the end of the book the grey elephants don’t like each other because they
have little and big ears.

If you were to continue writing the story what would you write
Do you think that the elephants will stay peaceful or will they wage war
against each other like their grandparents did
What does it mean to be peace loving
Would you still consider the elephants to be peace loving even though they
were prejudiced towards each other
Do you think it is possible to not be prejudiced at all
,

?

?

-

?

-

?

?
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PART 4: DEVELOPMENT OF SOCIAL COMPETENCES (RELATIONSHIP MANAGEMENT)
Objectives
This final part of the module is dedicated to improving communication skills and to developing
understanding about how conflicts arise and what we can do to prevent and resolve them.

Theoretical Background
Relationship management is related to competences development for interpersonal
communication, including conflict resolution. In order to build these abilities, one needs to
develop key social competences – competences that people use to communicate and interact
with each other, verbal (through language) and non-verbal (through body language and
appearance). When people have the ability to properly convey messages, thoughts and feelings
to others, they also manage better to identify the experiences and feelings of the others around
them.
The development of social skills means a person realizes how to communicate with others and
how to manage relationships with others. In each communication people broadcast emotional
signals that affect everyone. The more skilled people are in the art of social life, the better they
control those signals.
Social skills start developing from a very early age. Studies have shown that early development
of social skills plays a significant role for the good of the child and its welfare later when it
enters into the adult world. Underdeveloped social skills lead to problems in school, affect the
ability to learn and often cause aggressive behavior during childhood and adolescence. Later,
this has a negative impact on social development and the ability to create social connections
and interactions. Very often, disadvantaged young people have missing or poorly developed
skills for sharing and relationship management. This puts them at higher risk of isolation and
marginalization, which are some of the risk factors for radicalization and adoption of
antidemocratic tendencies.
One of the pillars for developing social skills is acquiring better communication competence.
In the previous chapters we already covered the basics of communication theory (elements of
communication and definition) as well as verbal and non-verbal coding of the message and
active listening. Now we are going to pay more attention to overcoming barriers of
communication as well as using argumentation tools and persuasiveness.
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Having learned already, how to give a clear message now we have to pay attention that this
message can frequently be distorted by “Noises”, which are also called Barriers to
communication. This means that something changes the message between its sending and
receiving. Be careful the receiver may not say there is a problem, but just misunderstand the
message or lose interest in listening. That is why it is important to pay attention to noises and
to learn to overcome them.
These barriers could be different types:
1. Language barriers:
 Literally: foreign language.
 Using complicated words, technical terms, abbreviations.
 Using symbols, which can be understood differently by different people.
 Unreadable writing.
 Long, complicated, unclear sentences.
2. Physical barriers:
 Literally: noise, which doesn’t allow the words to be heard.
 Temperature, smell or other external factors that distract the communicators.
 Physical discomfort (internal) that distracts the communicators.
3. Psychological barriers:
 If you admire someone, or think him/her in a higher or more authoritative position.
 If somebody behaves aggressively.
4. Other:
 Differences in perception: Different people view the world in a different way. That is
why they code and decode messages in different ways too.
 Cultural differences: our entire cultural imprint determines our internal values and
moral concepts and our entire experience, thinking and acting. And thus, different
cultural imprints can also easily lead to barriers in communication and
misunderstandings.
 Expectations, for example “Confirmation bias”, which means that we look for confirming
evidence of what we expect and tend to disregard the disconfirming evidence.
 Listening: sometimes the receiver lacks active listening skills or motivation and desire to
listen.
 Overloaded message: The receiver cannot process all of the information contained in
the message.
 Stereotypes that distort both the way we code and decode the message.
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The main instruments that we use for overcoming barriers to communication are:
1. Plan the message.
2. Deliver a clear message.
3. Listen actively.
4. Require and give feedback.
Planning the message:
 Think of the purpose of your message. “What do you want to achieve? How will you
define the desired results and how will you measure them?”;
 Know your audience. “What are the specific characteristics of the receiver/s? What is
their education, age, experience, probable perceptions, beliefs, stereotypes, emotional
state, etc.?”;
 Define the main purpose of receiver/s. “Why should they listen to you? What are they
going to achieve by listening to you?”;
 Define your Key message. “If there is one thing that the audience will remember after
your communication what should it be?”;
 Think of supporting arguments to your key message;
 Formulate a clear, logically structured communication message (1 communication for 1
key message);
Delivering the Message:
 Use simple language. Avoid jargon unless you are sure that everyone understands it;
 Keep your explanation short and avoid unnecessary detail (which is called
"overloading");
 Choose reasoning that is close to your listeners and your topic;
using examples to illustrate your point;
 Make sure that the words you use mean exactly what you want to say;
 Be courteous and friendly;
 Be sincere, due to non-verbal communication the receiver will feel immediately if you
are not;
 Be confident and relaxed;
 Have eye contact.
Active Listening, we already covered in the previous chapter.
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Feedback:
 Look at the reactions of the receiver(s) to find out if they have understood the message.
 Try to figure out based on their reactions how they feel about the message.
 If you don’t get feedback from the receivers how they have understood the message,
ask for it.
 Invite the receiver/s to ask questions.
Requesting feedback is the only way to make sure if your listener has understood you correctly.
Giving feedback is the best way to make sure if you have understood correctly what you have
heard.
The next step is to learn how to be more persuasive. Being persuasive is important in all areas
of life, especially in conflict resolution. Here is a simple argumentation model, which is easy to
use and very useful.
Argumentation is the evidence and supporting material to a statement (opinion or goal).
Argumentation may be rational and non-rational. Rational argumentation are the actual facts
and data. Non-rational argumentation is based on personal opinions and emotions. Since
people are emotional beings very often decisions are made based on emotions, and only after
that, are justified by rational arguments. That is why the ancient Greeks in their art of rhetoric
(the art of using language persuasively) use both logos (rational argumentation) and pathos
(emotional influence).
A simple logical argumentation model can be structured in about 5 sentences: one sentence for
introduction and or/stating your thesis or opinion; three sentences for stating your rational
arguments and one sentence for a conclusion or introducing your opinion. According to best
practices in rhetoric three arguments are the optimum you should use or you can also decide to
have two arguments, but support them very well with facts and examples.
Here is an example of the 5-sentence argumentation model:
 Introduction
 Argument 1
 Argument 2
 Argument 3
 Opinion
Example: “I would like to say something about how important physical activity is. It is good for
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the physical health and good form. It helps prevent and cope with stress. It can be pleasurable
and provide opportunities for social contact. That is why I strongly recommend that you start
regularly doing some sport.”
Emotional influence comes from two main sources: using emotional language and appropriate
non-verbal communication. Using emotional language means to engage the senses, describe
tastes, smells, sounds and feelings. It also helps to use adjectives: they bring color, value and
charm. The verbs add dynamism and movement. Examples: Two heads of lettuce or two heads
of fresh, crispy salad. The breadcrumbs are soft, the red color of the car is brilliant, the service
is fast, and the fabric is tight and sturdy.
Once young people have improved their communication skills and have built argumentation
and persuasiveness abilities, we are ready to go over to the final topic of this Module: Conflict
Resolution.
The Nature of Conflict:
 Conflicts are processes - they develop over time;
 Conflicts are interaction - more than one party is always involved;
 There is always a specific reason for a conflict to arise - a difference in views, goals,
needs, interests or values;
 In a situation of conflict, there is an assumption that one party may take or has taken
actions that threaten the other party;
 Conflicts can have negative or positive consequences, depending on whether they are
well managed or not.
Types of conflicts and possible reasons for their occurrence:
 Conflict of relationships - poor communication, various stereotypes, negative behaviour;
 Conflict of information - lack of information, wrong information, different criteria,
interpretations;
 Conflict of interests - property, psychological;
 Conflict of the structure - different resources, geographical constraints, time constraints;
 Conflict of procedures - unclear rules, violation of the rules, unclear goals;
 Conflict of values - religion, ideology, morality, conflicting values.
It is important to understand the possible reasons/root causes for the conflict in order to be
able to manage it well and eventually to resolve it. In the situation of joining antidemocratic
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movements or radicalization the conflict is usually a conflict of values, but it could also be a
conflict of relationships or of interests.
Next thing that has to be understood about the conflict, besides the reasons for it is at what
stage of its development it is. Conflicts typically have the following stages (conflict cycle):












BEGINNING: the conflict begins to form when the differences between the parties are
clearly defined and the representatives of the different parties "take a side", ie. they are
clearly aware of what in their situation, position or relations distinguishes them from
the representatives of the "other" side.
GROWTH: if no mechanism is found to resolve the conflict in the first stage, it begins to
develop and worsen. The parties in the conflict become hostile to each other. At this
stage, they move from "us and them" to "us and the enemy." At this stage, the conflict
can become destructive and even forms of violence can take place. Positions are
hardening and demands are growing.
STALEMATE: a stagnation stage, the parties behave as if at war. Each side perceives the
other as an aggressor who bears all the blame for the conflict. Each party is of the
opinion that it is right and that only its claims are justified. At this stage, three different
scenarios are possible:
o a stalemate in which each side is ready for battle;
o readiness of one side for battle;
o exhaustion of strength and resources on both sides.
SEEKING A WAY OUT: when the conflict reaches a situation where both parties are
dissatisfied with the state of affairs, they can enter the process of seeking an
agreement. At this stage, the parties come to the conclusion that this is a problematic
situation, the solution of which depends on themselves.
RESOLUTION: Conflict resolution involves making compromises or finding creative
solutions, often after heated arguments. Compromises, however, rarely lead to a
solution that makes both sides feel good and lays the groundwork for good future
cooperation. That is why it is good to develop cooperation and creativity skills in order
to be able to find out favourable solutions for both sides. Conflict resolution should
focus on the causes of the conflict in order to prevent or reduce the risk of future
conflicts. The parties in the conflict must work together to achieve this result.
WORKING TOGETHER: at the stage of working together, the agreement reached must
enter into force. The parties in the conflict must work together to develop new rules for
their future relations. They must also accept the past and come to terms with the
differences.
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In order for a conflict resolution process to occur all parties involved must recognize that the
conflict exists. Also, they must agree to address the issue and find some resolution. Parties
must make an effort to understand the perspective and concerns of the opposing side of the
conflict. As a next step they should identify changes in attitude, behavior, and approaches to
problem by both sides that will lessen the negative feelings. All of them should recognize their
emotional triggers within the conflict and work to put them under control. Next parties must
work together to find solutions to the problem. It will usually be by compromise but creativity is
also very helpful in the process.
In order to be able to effectively handle conflicts it is useful for people to understand better
their own behavior style in conflict situations and develop a balanced conflict behavior. The
psychologists Dr. Kenneth W. Thomas and Dr. Ralph H. Kilmann have developed a model that
describes human behavior in conflicts along two dimensions: “(1) assertiveness, the extent to
which the person attempts to satisfy his own concerns, and (2) cooperativeness, the extent to
which the person attempts to satisfy the other person’s concerns. 20” These two dimensions are
used to describe 5 different modes of human behavior in conflict situations.
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Collaborating

Compromising

Avoiding

Accomodating

Cooperativeness

20

https://kilmanndiagnostics.com/overview-thomas-kilmann-conflict-mode-instrument-tki/ (accessed on
14.05.2020)
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Competing is assertive and uncooperative—an individual pursues his own concerns at the other
person’s expense. This is a power-oriented mode in which you use whatever power seems
appropriate to win your own position—your ability to argue, your rank, or economic sanctions.
Competing means “standing up for your rights,” defending a position which you believe is
correct, or simply trying to win.
Accommodating is unassertive and cooperative—the complete opposite of competing. When
accommodating, the individual neglects his own concerns to satisfy the concerns of the other
person; there is an element of self-sacrifice in this mode. Accommodating might take the form
of selfless generosity or charity, obeying another person’s order when you would prefer not to,
or yielding to another’s point of view.
Avoiding is unassertive and uncooperative—the person neither pursues his own concerns nor
those of the other individual. Thus, he does not deal with the conflict. Avoiding might take the
form of diplomatically sidestepping an issue, postponing an issue until a better time, or simply
withdrawing from a threatening situation.
Collaborating is both assertive and cooperative—the complete opposite of avoiding.
Collaborating involves an attempt to work with others to find some solution that fully satisfies
their concerns. It means digging into an issue to pinpoint the underlying needs and wants of the
two individuals. Collaborating between two persons might take the form of exploring a
disagreement to learn from each other’s insights or trying to find a creative solution to an
interpersonal problem.
Compromising is moderate in both assertiveness and cooperativeness. The objective is to find
some expedient, mutually acceptable solution that partially satisfies both parties. It falls
intermediate between competing and accommodating. Compromising gives up more than
competing but less than accommodating. Likewise, it addresses an issue more directly than
avoiding, but does not explore it in as much depth as collaborating. In some situations,
compromising might mean splitting the difference between the two positions, exchanging
concessions, or seeking a quick middle-ground solution”.21
People can use all five conflict-handling modes. But usually people tend to use one more than
another. In order to develop one’s conflict resolution skills people should work on developing
those behavior styles that are not so well represented in them. It is good to monitor your
21

Ibid
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behavior and if you find out that for example you have a tendency to avoid conflict you should
work on your assertiveness or collaboration skills (to learn how to find compromises and
solutions.)
Each of the following exercises will encourage the participants in the group to develop specific
competencies that are relevant to the social skills, especially in the field of communication and
conflict resolution.
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Development of social competences (relationship management)

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: Origami
Methods: individual task with instruction

sharing in a big group analysis

,

,

Duration: 10 minutes
Material: paper sheet А4
Nr of participants: 8

-

16

Introduction:

This is a quick and easy activity that shows how different instructions are
interpreted differently by different people and stresses the importance and
understanding of ways of communication
.

Directions:

Give everyone a piece of paper the size of a sheet of A4 Tell the group that you
will begin to give them instructions on how to fold the paper to create origami
shape Emphasize that while giving them instructions they must keep their eyes
closed and may not be able to ask any questions Start with sequential
instructions that alternate folding sheets and detachment of the piece for
example the upper right corner and then ask them to expand the paper and
put it in front of themselves Compare the papers of each and the shapes to
which they have arrived
.

.

,

.

(

,

),

.

.

Discussion and debrief:

Specify that each sheet looks different although you have given the same
instructions to all What does this mean Ask the group if they think the results
would have been better if they kept their eyes open or were allowed to ask
questions Usually communication is not easy all information we receive we
interpret differently which is why it is very important to know how ask questions
and confirmation of understanding ensures that we are understood and we
understand correctly what was said by the other
,

.

?

.

,

,

,

.
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: Smiling Face
Methods: individual task with instruction

,

sharing in a big group analysis
,

Duration: 10 minutes
Material: paper sheet А4

,

pencils or coloured markers

Nr of participants: any number of participants
Introduction:

This is a quick and easy activity that shows how two people thinking that they
have understanding about something between them actually have different
concepts in their minds
,

,

.

Directions:

Divide the group in pairs Give everyone a piece of paper the size of a sheet of A4
Tell the pairs to turn their backs to each other They are not allowed to turn
around and see what the other one is drawing and they cannot show to each
other any signs Their task is to draw a smiling face where each one of the people
in the pairs draws only half of it When the two parts are brought together they
have to match
.

.

.

.

,

.

,

.

Discussion and debrief:

Do the halves match or not Why Usually communication is not easy all
information we receive we interpret differently
?

?

,

.
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: A Story
Methods: individual work

,

discussions in a bigger group analyzing
,

Duration: 20 minutes
Material: paper sheet А4
Nr of participants: 8

-

16

Introduction:

The exercise concerns the personal experience when a person communicates
with another person the importance of expressing an emotion and how they
may affect the good communication Divide the group into pairs distribute them
in two groups and give separate instructions to both groups without one
knowing the other task
,

,

.

,

.

Directions:

Group 1 Every person in one group must be seated on a chair against a
participant from the other group the selected pair You only have to listen to the
person across the row but not to communicate and not to react in any other way
without facial expressions nod smile etc
Group 2 Each one should consider something good fun or interesting they
would like to share with the person from the pair To share in the most emotional
and noisy way
-

:

(

).

,

(

,

-

,

,

.).

:

,

,

.

.

Ask participants to share their experiences as follows
Group 2 What are the difficulties they encountered when there was no reaction
in the partner when they were talking What were their feelings what were their
assumptions what is the impact on the continuation of communication
Group 1 What were the difficulties when they listened but couldn t react with
emotions Did this disturb their active listening What were their feelings what
was the impact on the continuation of communication
:

-

:

,

?

,

,

-

?

:

,

,

?

'

?

,

?

Discussion and debrief:

The Group is going to analyze the methods usually used to show that people
listening
Non verbal nod facial expression eye contact body language
Verbal positive sounds mm aha etc tone of voice open and closed
questions paraphrasing summarizing
:

-

:

,

,

:

(

,

,

,

,

.

),

,

.

Ask participants to discuss how they understand the verbal and non verbal cues
What factors can prevent good communication understanding and promotion
of the process of communication
-

.

,

.
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Development of social competences (relationship management)

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: The Perfect Mirror
Methods: individual work with text

discussion in pairs

,

Duration: 25 minutes
Material: worksheet

The perfect mirror

"

Nr of participants: 8

-

"

16

Introduction:

The moderator asks the question how often and when a man looks into a mirror
window or other reflective surface Encourages different and original answers
because people differ but one can be different and by itself at different stage of
his life The observation of our own reflection as well as the observation of other
people gives us unique information about who we are and where we are at this
point smiling or thoughtful among others or aside from them The moderator
gives the instruction Group in pairs Each pair will receive a worksheet called
Perfect mirror Read the story Talk about the story and what it reminds you of
and what feelings it provokes
,

.

,

,

.

,

-

,

:

'

.

"

.

'.

.

,

".

Directions:

Couples work for 10 minutes After that the moderator gives the next task now let
each participant in a couple to consider and share an internal quality
characteristic that they have which wouldn t be visible to the mirror and after
that a characteristic that according to them their partner has which is not visible
at first sight So the pair will share a total of 4 invisible qualities Pairs work
another 5 minutes Optional 2 or 3 pairs name shared qualities
.

:

,

’

,

.

.

.

.

Discussion and debrief:

The moderator explores what feelings the exercise provoked and summarizes
them Deepens the knowledge of participants that touching the inner world of a
person his own or those of the other can provoke very strong feelings
Communication is also associated with such feelings especially when it s
between people who are important to each other Communication is much
more than what appears at the surface it is much more from the simple function
to inform each other by skillful formulation of questions and answers It is
interaction it is attitude to yourself and to others The moderator reinforces
especially shared qualities in pairs and the trust that is necessary for such an
approach
.

(

)

.

,

'

.

,

,

,

.

,

.

,

,

.
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Development of social competences (relationship management)

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
"THE MIRROR" WORKSHEET

Many years ago there lived a master of mirrors He chose only the best glass for
their mirrors without spots cracks or bumps He bought the best quality silver to
cover the glass and put it so cleverly that the mirrors never darkened The master
wanted his mirrors to be so precise that when you see a reflection in them to
wonder whether it is the image or man himself
.

,

.

.

,

.

After many years of work the man became known as the master that makes the
most exact mirrors But gradually he noticed that things were looking bad
people who bought a mirror seemed to leave the shop less happy than when
they entered it Some even became sad when they saw their reflection in the
mirror Still others a few days after the purchase of the mirror covered it with a
scarf or veil
,

.

(

).

.

,

,

.

The master thought of his life s work and the satisfaction that the construction of
mirrors gave him before Something wasn t enough There was something more
than the perfect glass and the silver frame The master remembered that when
he saw the people in the store he saw more than their physical features he saw
some light glow or beauty that seemed to disappear in the mirror He started
planning wanted to create a mirror that reflects not only the physical features of
the person but also the glow that accompanied them The master began to
study the holographic photography and how laser beam may modify the image
Finally he realized that the crystals in the human eye were similar to an inverted
mirror and instead of reflecting the real image the eye somehow penetrates into
the inner world and the spirit of man That is why the beauty of a person is
reflected not in the mirror but in the eyes of the one who looks at it From that
moment the master sold the mirrors with the words use that mirror but look in
the people s eyes
'

.

’

.

.

,

-

,

.

,

.

.

,

,

.

,

,

.

"

’

,

".
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Development of social competences (relationship management)

IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: Chairs
Methods: structured exercise

,

discussion

Duration: 30 minutes
Material: more chairs in the room for the facilitator

participant

Nr of participants: 8

-

;

instructions for each

16

Introduction:

The moderator prepares three types of instructions written on small sheets of
paper He she gives to each participant an instruction a b or c The variations
are distributed among the participants evenly The moderator instructs them not
to show each other the instruction He she asks everyone to participate and to
follow the instructions they have received
.

/

(

,

).

.

.

/

.

Directions:

Participants work on their task 10 minutes The moderator intervenes only when
the task is at risk of being terminated earlier After the end of the 10 minutes the
participants gather in the big group for discussion
.

.

,

.

Discussion and debrief:

The discussion includes the questions Did you follow the instructions How did
you socialize with people who wanted to do the task in a different way Did you
argue did you cooperate If you were confronted what did you do The
moderator summarizes the results and makes connection with the essence of
conflict as well as the reasons which provoke the conflict
:

?

?

,

?

,

?

,

.

Annex:

A instruction arrange all chairs in the room in a circle 10 minutes
B instruction arrange all the chairs near the door 10 minutes
C Instruction arrange all the chairs near the window 10 minutes
:

:

:

(

(

)

)

(

)
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: My needs in conflict situation
Methods: brainstorming

,

sharing self reflection discussion
,

-

,

Duration: 35 minutes
Material: flipchart

,

markers

Nr of participants: 8

-

16

Introduction:

The presenter introduces the topic that one of the important social skills is a
person s ability to solve conflict situations He she encourages each participant to
consider a recent conflict situation and to share it It is important to note that the
sharing can include no names only if the participant so desires If it concerns
another participant in the group this must be by mutual agreement
'

.

/

.

,

.

,

.

Directions:

A speaker is chosen who tells of a conflict situation participants reason the
characteristics of the conflict any inequality in the situation for example
somebody is hurt offended etc Participants are given the opportunity to ask
questions about the case to clarify it After a few minutes for self reflection
everyone present shares how they feel and what they think about the conflict In
the next stage of the exercise each participant must complete the sentence
using three feelings The moderator may write a list of feelings on the flipchart as
a help for the participants When I am I need a
It s written on a flipchart
Recurring feelings are indicated with the number of ticks Afther this the same
task follows but already in the other party s role in the conflict Compare the two
sheets of flipchart
,

-

,

,

,

,

,

(

,

.).

.

-

,

.

,

.

: "
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'

.

.

,

'

,

.

.

Discussion and debrief:

With the help of the moderator the participants compare their ideas find the
common and discuss the different The moderator summarizes their common
ones He she steers the discussion towards deriving of the general rules in solving
a conflict situation
,

,

.

.

/

.
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Exercise name: Earthlings and Aliens
Methods: dramatisation

,

discussion

Duration: 45 minutes
Material: instructions for the two teams

paper rulers scissors tools for the aliens
the moderator may choose whatever materials available Setting two separate
rooms one of then should be spacy enough for the dramatization to take place
,

,

,

,

(

).

:

,

.

Nr of participants: 12

-

24

Introduction:

The goal of the activity is to discuss communication across group culture and
social divides to discuss the origins of conflict and resolution techniques to
discuss different conflict resolution styles
,

;

;

.

Directions:

The participants are divided into two groups One of the groups are the
Earthlings and the other are the Aliens The moderator divides the groups in
separate rooms and gives them the instructions They have 10 minutes to
memorize the characteristics of their group and to think of a strategy to fulfill the
task Then the Earthlings fly to the planet of the Aliens The participants have 15
minutes to fulfill their tasks
.

.

.

.

.

.

Discussion and debrief:

After the dramatization the moderator leads a discussion about How we react to
cultural differences How we feel about the reactions of the others What
mechanisms can be put in place to understand each other What could we have
done to promote communication Have they listened actively and what have
they figured out about the other group How this had helped them
,

:

;

;

;

?

?

.
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IO3. COMMUNICATION
AND CONFLICT
RESOLUTION
Instructions for the Earthlings:

You are one of the Earthlings They are architects and mathematicians Their
mission is to help the aliens recover from an earthquake They have to go to their
planet and help them develop They know that they will get money for this and
are very enthusiastic They are pragmatic they want things to happen their way
and are a little impatient They think that what cannot be achieved with words
can be achieved with shouting They have paper rulers and scissors and talk to
each other with complicated terms The Earthlings do not like to have close
contact with people other than their circle of friends
.

.

.

.

.

,

.

.

,

.

.

You have 10 minutes to prepare and then you will depart for the planet of the
Aliens
.

Instructions for the Aliens:

You are one of the Aliens They are a tribe that lives on a planet close to Earth
They have their language They love the darkness They are friendly and welcome
all guests with their ritual dance They greet people by touching them and like to
touch other people s things They quickly get upset and when this happens they
start crying They do not like to raise their voice and cry when they hear someone
raise their voice When one of the Aliens cries everyone in the tribe gets very
upset and starts crying Aliens have a problem after the earthquake their land
was divided and a large gap separates them from their children The mission of
the Aliens is to explain to the Earthlings that their children are somewhere in
danger Aliens have their tools with which they process their food and do not give
it to others
.

.

.

.

.

'

.

.

.

,

.

-

.

.

.

You have 10 minutes to prepare and then the Earthlings will arrive

.
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