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Tips for Assertive Communication: 

 

Understand that your rights, thoughts, feelings, needs 

and desires are just as important as everyone else's. 

Don't wait for someone to recognize what you need (you 

might wait forever). 

Believe you deserve to be treated with 

respect and dignity at all times. 

Allow yourself to be angry, but always 

be respectful. 

Make sure your body reflects confi-

dence: stand up straight, look peo-

ple in the eye, and relax. 

Know that you can't do everything or 

please everyone and learn to be OK 

with that. 

Use "I want,” "I need," or "I feel" to convey basic asser-

tions. 

Find ways to get your needs met without sacrificing others' 

needs in the process. 

 

If you are interested in learning more about Assertiveness 

training, the EAP is a great place to learn these skills. 

 

- Rebecca Vercher, LCSW, CEAP 

Do you say “yes” when you mean “no”? Do you remain 

silent when you have something to say but you’re afraid 

that you’re going to offend someone else? This is a com-

mon style of communicating but what if you can learn to 

respect your own needs as well as the needs of others? 

One definition of Assertiveness 

is “the ability to express yourself 

openly and honestly while also 

reflecting a genuine concern for 

others.” Did you know that As-

sertiveness is a communication 

skill that you can learn? 

 

Aggressive communication is all 

about getting your own way no 

matter what — not respecting 

others.  

 

Passive communication is about giving in to others’ 

wants and desires and sacrificing your own — not re-

specting yourself. Neither is very appealing. Assertive-

ness is an effective style of communication and all 

about mutual respect. 
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When I ask my clients if they 
journal, they often reply, “I start-
ed a journal, but didn’t finish it. I 
really should.”  I’ve felt the same 
way myself — like something 
about me is incomplete because I 
started and didn’t finish. What if 
you stopped being hard on your-
self for not “finishing” and just 
got on with it?  Life is always un-
finished, until the day we die, 
right?  

Why journal? 

1. To know ourselves better. 

2. To work through a difficult 
experience, relationship, or 
loss.  

3. For personal growth. 

When is the best time to journal? 

1. In the morning when you 
first get up. 

2. At night, right before you go 
to bed. 

3. Any time, but if you make it 
a regular time of day, you’re 
more likely to do it. 

Try one of these techniques adapted 
from Kathleen Adams’ workshop: 
The Power of Journal Therapy: 

1. Beginning: start with a quieting 
process to move from “out 
there” to “in here” — breathing, 
visualizing, focusing, relaxing. 
Write quickly . . . so quickly that 
your Inner Critic can’t catch up.  
Keep what’s written, or destroy 
it with intention. 

2. Captured Moment:  write a 
short description of a particular-
ly meaningful or emotional ex-
perience, a moment in time, 
using all your senses and strong 
descriptive words. If you write 
about a time that was difficult 
or traumatic, then write another 
piece about a time that was 
pleasurable or sweet. 

3. Unsent Letter:  just what it says 
— write a letter to someone you 
have lost or someone in your 
life now, with no intention of 
sending it. You are free to say 
whatever you wish. 

Try “Morning Pages,” a popular, 
simple writing technique from Julia 
Cameron’s book The Artist’s Way.  
Here’s Julia talking about her Morn-
ing Pages experience: http://
juliacameronlive.com/basic-tools/
morning-pages/ and here’s another 
take on Morning Pages: http://
theinspirednote-
book.com/2011/01/31/how-to-write
-to-change-your-life/ 

Try reading about journaling. Visit 
your local bookstore or look online. 

There are many books about jour-
naling, and most will have exercises 
to work through. Pick one that suits 
you.   

At different times in your life, you 
may journal in different ways. You 
may start a journal when you are 
going through the loss of a parent or 
dear friend. You may keep a travel 
journal for a memorable trip. Per-
haps you are a lifelong diarist and 
have been writing since you were 
12. Whatever your style, it’s you, 
and no one writes quite like you.  
Let’s get started!  

-Betsy Johnson, LCSW 
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thrive on the thought, effort and 

sacrifice the gift represents. The 

gift becomes a tangible and en-

during symbol of the love that has 

been offered and received. 

Acts of Service – If this is your lan-

guage of love, then keeping com-

mitments and easing one an-

other’s load is what love feels like 

to you. You express your love in 

actions by offering unsolicited 

help with the demands of daily 

life. By the same token, you feel 

most loved when others do the 

same for you. 

 Quality Time – This love language is 

about making time to be together, 

completely present and engaged 

in the moment with the one you 

love. This means giving someone 

your undivided attention – or 

receiving from them their undivid-

ed attention. The time spent to-

gether becomes a strong commu-

nicator of the love shared. 

A colleague tells this story of a couple 

who had been married for over 20 

years. The wife had initiated counsel-

ing because she felt that her husband 

could not possibly really love her. “He 

never tells me he loves me, never 

unless I say it first!  He never gives me 

cards on special occasions. This has 

bothered me for a long time because I 

try to tell him every day that I love him 

and I want him to take care when we 

are apart.” When the counselor turned 

to the husband he was shaking his 

head at his wife. “It’s hard to believe 

that you would think that,” he said. “I 

mean, tell me, have you ever even 

once in twenty years had to fill your 

car’s tank with gas?  Well, the gas 

fairy didn’t do it! I did it because I love 

you and never wanted you to have to 

worry about not being able to get 

where you were going!” 

This is a very clear and not too uncom-

mon example of unrecognized love 

languages. Each was loving the other 

in their own love language (hers — 

words of affirmation and his — acts of 

service), but neither felt as loved as 

was the intention. Can you imagine 

how wonderful it would have been for 

each of them if, for all those years, 

they had been able to recognize each 

other’s love languages for the expres-

sions of love that they were?  

All five of these love languages are 

positive and desirable parts of a loving 

relationship. However, recognizing and 

practicing the specific ways we feel 

most loved can greatly enhance every 

aspect of our most precious relation-

ships. 

If you would like to discover more 

about how to build loving relation-

ships, your EAP is a ready resource 

and a mere phone call away. 

-Emily Durham, LPC, CEAP 

T h e  S e c r e t  o f  R e a l l y  C o m m u n i c a t i n g  
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Everyone desires to be loved, but actu-

ally it is more than that — we desire to 

feel loved. What good is it really if we 

think, or even “know” we are loved but 

we don’t feel it?! It is kind of like know-

ing there is plenty of food available 

but not being allowed to eat it. There 

can be all the food in the world – and 

still we starve to death. 

Dr. Gary Chapman, author of The Five 

Languages of Love series, explains 

that there are many different ways to 

express and receive love, yet individu-

als tend to have one or two primary 

ways that feel most like love to them. 

He stresses the importance of becom-

ing aware not only of your own love 

language but also those of the people 

you care about most. For your relation-

ships to be as healthy and satisfying 

as possible, it is essential to know and 

practice what each other wants and 

needs to feel loved. According to Dr. 

Chapman, the Five Languages of Love 

are: 

Words of Affirmation – If this is your 

love language, then words can 

speak as loud as actions. The 

words are the action. You give 

and receive the feeling of love 

through verbal and written ex-

pressions of encouragement, 

kindness, and appreciation. Being 

told how important you are and 

the reasons why can make your 

spirit soar! 

Affection – This is the love language of 

physical touch.  Being physically 

present and approachable are 

essential aspects of feeling loved. 

Regularly exchanging hugs and 

kisses, or even a pat on the back 

can all be vital expressions of 

caring, concern, and apprecia-

tion. 

Gifting – This love language is not to 

be mistaken for materialism! If 

your love language is gifting, you 
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er said in your own words, 

and ask if you are correct.  

It is also helpful to reflect 

how you think they might 

be feeling, or how you 

would feel in a similar situ-

ation. 

Emphasize positive behaviors 

and choices. Listen for 

things your teenager is 

doing well, and let them 

know you hear the positive 

things they are saying. 

DON’T: 

Interrupt. Wait until your 

teenager has stopped talk-

ing before you say any-

thing. If you interrupt, your 

teenager may shut down 

and stop talking. This could 

make you miss the point of 

the communication, and 

may discourage them from 

talking to you in the fu-

ture. 

Think about intentions. When 

we spend our time won-

dering why our teenager is 

telling us something, we 

are not listening to them.  

It may also give the im-

pression that we are accus-

ing them of something. 

Turn the conversation into a 

lecture. This is very com-

mon, and leads teenagers 

to shut their parents out 

even more. If there is 

something you want them 

to know, bring it up at a 

neutral time rather than 

when your teenager is try-

ing to communicate some-

thing to you. 

Give advice. Don’t try to solve 

your teenager’s problems 

or tell them what to do.  If 

your teenager wants your 

advice they will normally 

ask for it.     

- Lee Ellis, LCSW 

Parents often say their teenagers 

don’t talk to them anymore. I think 

most people would agree that the 

teenage years can be difficult for 

everyone. However, there are some 

ways you can increase communica-

tion with your teenager. Probably 

the most important thing to re-

member is to listen to them.  Below 

are some important do’s and don’ts 

of listening to your teenager. 

DO: 

Give your full attention. Make 

eye contact, and remove 

any distractions such as 

the television or cell 

phone. It may be helpful to 

have a regular time and 

place to talk. Some parents 

find that it is helpful to eat 

dinner together, even if it 

is only one time per week. 

Listen with empathy. Try to 

understand what your 

teenager is saying from 

their point of view. Think 

about how they might be 

feeling. 

Repeat back what your teenag-
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“Your most unhappy customers are your 

greatest source of learning,” says Bill 

Gates. How we handle customers in our 

business is one of our biggest challenges. 

If we learn from these unhappy custom-

ers, our business is strengthened. But if 

we are not careful these customers can 

catch us off guard and they bait us hook, 

line and sinker and the customer service 

goes downhill from there. When we are 

attacked by an angry customer, why do 

we not handle these situations well 

sometimes? Two things are important 

here which are Fight or Flight and QTIP. 

Fight or Flight – When we feel attacked 

certain physiological changes take place 

— adrenalin increases, sugar levels and 

blood pressure increases, and oxygen 

leaves the brain and goes out to other 

parts of your body. These changes affect 

our thinking and reasoning. Putting oxy-

gen back into the brain short circuits the 

stress response enabling us to calm 

down and think clearly which helps us 

handle the customer better. So, when 

dealing with an angry customer, 

BREATHE. Learn to control your breath-

ing as a means of controlling your emo-

tions.  

Another tip for dealing with angry cus-

tomers is QTIP which stands for quit 

taking it personal. Usually when a cus-

tomer becomes angry at us, we are just 

a symbol of what they believe is wrong. 

It is not us personally. So it’s good to 

remember QTIP when this happens. Re-

member when we take their anger 

personally, the fight/flight response 

can be triggered.  

Dr. Robert Bacal has developed a 

method for defusing angry custom-

ers called CARP which stands for 

Control, Acknowledge, Refocus, and 

Problem Solving. He points out that 

reasoning with an angry person is 

not possible in the heat of the mo-

ment. The first objective is to reduce 

the level of agitation so discussion 

becomes possible. Let’s look at how 

to use the CARP process working 

through difficult customer situations.  

Control – The first goal in the defus-

ing process is to gain control over 

the interaction. This is done by be-

having in ways that send a subtle 

message to the angry customer that 

their attempts to get you to become 

defensive, angry, or off balance are 

not going to work. In other words, 

don’t respond in the same way they 

are relating to you. Remembering 

fight/flight and QTIP helps you gain 

control. 

Acknowledge – This step is the most 

important step in the whole process. 

This step is to acknowledge the an-

gry customers’ situations along with 

their wants, needs feelings, and re-

actions. It’s important that the cus-

tomer sees that you really under-

stand his or her emotional state and 

the situation. Two major techniques 

here are empathetic responses and 

active listening. Some important 

skills here include being able to 

agree where you can, apologize 

where you can, and invite more criti-

cism about the matter. Research 

shows us that if you can apologize and 

use the word “we” to make it our 

problem rather than just their prob-

lem makes things go a lot better. An 

example of this might be, “I believe 

that we can solve this problem togeth-

er.” These steps will help defuse the 

angry customer and allow you to 

move to the next step of refocusing.  

Refocus – This involves making the 

transition from dealing with the emo-

tions to dealing with the actual prob-

lem. Do not attempt to deal with the 

problem until the customer’s feelings 

are dealt with first. This is critical in 

the defusing process.  

Problem Solving – Problem solving 

involves actions like getting and giving 

information, suggesting possibilities, 

appearing helpful, following through 

on what you say you will do, and mak-

ing a possible referral for further help 

for the customer.   

The key to working through the CARP 

process is learning how to maintain 

your self- control. The critical part is 

appearing to the customer like you 

master your own emotional reactions. 

So remember to breathe, calm your-

self, and move and speak consciously 

and slowly. So, when you are dealing 

with an angry customer go fishing for 

CARP.  

If you would like further suggestions 

or would like some coaching in this 

area, call your EAP at 1-800-542-6021 

or send an email to: 

huddlestonjohnm@uams.edu.  

- Mike Huddleston, MA, LPC, CADC, 
CEAP 

   

How to CARP Your Way Through Difficult Customer Situations 

mailto:huddlestonjohnm@uams.edu


Everyone has them, difficult but important conver-

sations.  Most people avoid them as long as they 

can, or ignore the problem hoping it will go away.  

Others charge into the delicate dialogue like a bull 

in a china closet.  According to the authors of Crucial 

Conversations: Tools for Talking When Stakes Are 

High, crucial conversations are “a discussion be-

tween two or more people where stakes are high, 

opinions vary, and emotions run 

strong.”  So how do you approach a 

sensitive topic when it is important to 

get a good outcome? 

First, don’t avoid the problem.  Avoid-

ing a difficult situation rarely makes 

things better.  Bad behavior, if left un-

challenged, will become normal behav-

ior.  And in the absence of information, 

humans naturally assume the worst.  

Next, start with yourself.  Before trying to talk with 

someone it is important to be sure of your goal.  

This can be harder than it sounds.  You really want 

your spouse to be home earlier and spend more 

time with you, but you start the conversation with 

an accusation of, “You think your work is so much 

more important than your family.” This attack on a 

person’s values is likely to result in a defensive if not 

hurtful response. 

Also, focus on finding a solution.  If your conversation is 

focused on understanding the problem and finding a solu-

tion, others won’t feel as threatened and can join you in 

solving the problem.  A better way to start that conversa-

tion above would be, “I really want to spend more time 

with you, can we look for ways for you to be home 

more?” 

Another tool for taking on difficult conversations is to 

make the conversation safe.  Many times 

when we broach a delicate subject oth-

ers will respond defensively. Try starting 

a conversation with a clarifying state-

ment, or using one in response to an 

angry retort. In our example, that might 

look like, “I don’t think that you enjoy 

working late every night, I know you are 

tired.  But I do want us to find a way to 

spend more time enjoying each other.”  

These are just a few tips on starting a difficult conversa-

tion. Arkansas Employee Assistance Program is here to 

help with relationships and many other problems. For 

free, confidential help please call 501-686-2588 or 800-

542-6021.   

- Samara “Sam” Duckworth, MS, LPC  

“The real art of conversation is not only to say the 
right thing at the right place but to leave unsaid the 

wrong thing at the tempting moment.”   

- Dorothy Nevill 

How to Talk So Others Will         

LISTEN 
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“Bad behavior, if 

left unchallenged, 

will become normal 

behavior.” 
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9 Steps to Better Communication 

1. Stop and listen. 

2. Force yourself to hear. 

3. Be open and honest with your partner. 

4. Pay attention to nonverbal signals. 

5. Stay focused in the here and now. 

6. Try to minimize emotion when talking 

about important, big decisions. 

7. Be ready to cede an argument. 

8. Humor and playfulness usually help. 

9. Communicating is more than just talking. 

Credit:  John M. Grohol, Psy.D 
(PyschCentral.com) 



Arkansas Employee Assistance Program (AEAP) is 

a benefit provided by your employer. Your em-

ployer contracts with AEAP as a result of a com-

mitment to the well-being of valued employees. 

The EAP provides counseling, information, and 

referrals (if indicated) for employees and their 

immediate family members. EAPs are ideal for 

individuals and families experiencing personal 

distress, or simply seeking to improve health and 

well-being. 

 

 Short-term, solution focused counseling 

 Free 

 Confidential 

Affiliated with the  

University of Arkansas for Medical Sciences  

WWW.UAMS.EDU/EAP 

Please feel free to contact us if 

you wish to make an appointment 

with any one of our counselors.  

 

501-686-2588 

800-542-6021 

AEAP has offices in Little Rock, 

Hot Springs, Ft. Smith, and 

Fayetteville as well as affiliate 

providers throughout the State 

of Arkansas. 

For more information about the EAP and our counselors,   

visit our website at www.uams.edu/eap  

OR scan our barcode with your smartphone! 
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