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o The five-volume document entitled Re¥ieW—9£AEdueati”” a

.
. . . = “

Aﬁiiieersr(RETo) was produced in 1978 by an officer ¢ studyggroup iPPOintEd by

L

the_ﬁrmy Chief of Staff_to exgmine and analyi“_the developmental traiming
that officers receive throughgﬂt their careers.: Several._ recommendations
from the review were related to precommissioning selection and training.

One result of the effort to develop instruments for the Army's precommis-
sioning program was the Leadership Assessment Program (LAP), which is a
performance-based component of the selection/training system and is_composed
of a series of job simulations designed to assess 1eadership poteﬁtial

’ v

The product containedyin this report is an outgrowth of the LAP, It,

-1s .a compilation of the scripts and the workbooks from two audiovisual de-
'*velopmental training modules designed to remédiate deficiencies on the LAP

leadership dimensions of Sensitivity and Influence. ' These modules were

developed as the first of an eventual set of twelve, one for each of the-

“leadership  dimensions of.the LAP. When complete, this set of audiovisuai

training lessons will provid% remedial training itn each dimension, fon

- weaknesses 1dentified by the LAP assessmerit process. These products;are

part of -a continuihg efforf by the Army Research-Institute to develop pro- g
-grams of legdership training for officers. Work was performed by personnel
from the Leadership and Management Technical Area under Army Project 2Q-
2637315792 in respanse to ‘special requirements of the US Army Training

and Doctrine Command's Députy Chief oﬁ.Staff for ROTC. e

\.
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i INITIAL TRAINING AND SKILL REMEDIATION ;
“ MﬁTERiﬁtS FOR PERFQRMANGE—BASED ASS ESSMENI TECHNOLOGY .
‘ AT THE PREGQMMiSSIGNiNG LEVEL '
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This research product is the result of a requirement to develop

audiovisual training modules to help-remediate deficiéncies on leadership

dimensions identified in cadets through the precommissioning teadership

Assessment Program The modu125 were designed around realistic scenarios

Ll a—

of common leadership situations in the Army . Each scenario presents 'posi-

tive and negative-models of behavior from the subject 1eadership dimension:

After a presentation of" desirable and undesirable behavior on the dxmensxon,

each modiile is. Structutred. to require an interaction between the student and .

a scenario unfolding in the narrative, which teaches a lesson about accept—

P X

able performan e on the dimension. Workbooks to-guide the student: through

those interact lessons were. also developed for each moduie .
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" Dimension Improvement Modu]e v pomusic o '
N ‘
Ihls module was developed for the U.S. | . R

v Army as part of- the Leadersh1p Assess-
" ; ment Program (LAP). It is designed 1. : ; . _
R ‘to help_ cadets/offlter candidates deve- : . . <

1 | lop skills in dimensions that were’ ‘“ o A
R 1 assessed:as needing improvement.- If

( * you have not been assessed, thrbugh the o
* LAP; it‘4ds recommended that you be - N
_ assessed before proceed1ng with, this 7z v v .
. mgdu]e. R S ST ) , >
| e 1 L | ,
3 ';*v;:' ’ S S V';: e
. e — 7. This module covers the ~.
. " Narrator - ‘ > | leadership d1men51on, §en51-__
: - A holding o | vivity. LT e
2 workbook : I\ _ :
. C o . 7 - }(r/ 4 d
L= _'(Eaﬁtéiﬁ); ;
X - .7 . .0
2a T ¢ . T This modulg wills h}gzqu to
4 Close-up of workbook. : . L | acquire the interpersonal
> _ ¢ T : -~ |+ skills that will show .
" T DR T - ‘ ‘others that you are sensitive-
c o C . to the1>~needs, values, fee1~ i
: Voo R F ' 1ngs, and abiTities. - ° -
i ) s . . o . 7- ';‘ . .
R N = R . Before proceed1ng w1th thlS .
v + . & . JNarrator- -, - { - tape, read Pages 1 and 2 of
;3 1 + .= holding ‘..o ' the workbook that is prov1de7
- Nl - - - workbook. - . v | with this module. - When you
o, R : - ST have _finished; push the. "pro=-
N T R ‘““ceed" button and the tape w111
Rar e - - continue. ° - _ »(
|t Nowvread . ¥ F R R
4 |. . .+ Page 1 &2 . ’ SR RS R
e, e ey
SR Y M N . . ’_'7 :7 S |
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- Rl ,-:,7i444477 " Now that you. understand what
\ LAP definition of Sensitivity . we mean by the word. “sens1» :
- R IR tivity," let's see how an’
5 S - . T e officer handles a situatiion
ot ¢ . that regpires sensw¢1v1ty in
O ’ two different ways
6 ".Now the first example . . . “Now the first: example
' s , ,
% | g R ."' v
p - L < B A} .7 ‘4' S/E] t- ;7. ,,__;_' -
- A ma]e so]1det,7m1d tyent1es, s1tt1ng T e T
_ ‘it .desk in the back of the room ~-- on ~ Yes,; dear, I know: I'm wor-
70 ‘the te1ephone,.';i; sees 11eutenant ried, -too. Look . <. . (sees
5 | approaching. . T ., - Tﬁeutenant approaching) uh;
e R N S oh' I gotta run, honey:
N — ‘sotgier: .
v Qver the. shou]der shot of ‘lieutenant ;.. |- ' ' ‘
- heading toward soldief : : . soldier. "|" I'n ca11 you back at 1uncﬁfi
8 rushes to comp]ete ca11. .4 - Let me know if she. gets worse
: o ' . Bye. » L
. P a — L1eutenant
t1eutenant 5tand1ng ai so1d1er S desk O
- L v oa e froyn1ng.u AR ; " .You ve been on that phone P
9 . coe T quite. a while.. You know the
. . “orderly room phones are to be
. ~ wused on1y for o¥f1c1a1 busL-
- ‘-ness : e e -
I . P s
e Lo R \' Soldler: .
L= T * K : . : A
. 9a | .Soldier -~ over. the shoulder; Well uh yesy s1r R know’I.
: : .gggfgggg;ggge,,ﬁ‘ "shou1dn 't be using this . ;
R . " . phone, but that was my wwfe ‘
S . ffe111ngfme7apggt our daugh-
- R ,ten She's sick, ‘sir;-and
g = . a ' I'm worr1ed about her. ;;*
- F . - o e "&c !
i . T . S ¢ . ‘\’W
\ . " - - ‘
N R Y " |
- ' ) i B SR



S ) S ~1 ‘ L1eutenante
__ | Two shot -- reaction from soldier. > | "% B ’
10 : - ‘ . A ’-@i_I m sorry, but that s not the
- 5 7,‘ j;'proper phone. You.should use-
S oo ‘A the! phone in the day Toom:
; ; NG
' v \ &
B S S S N -
_10a| Now the second example s : :. | Now, the second example - -
N ; L - . N l . ) ‘.‘: Jr .. J' ‘ . : . ] T
- T T taeutenant. .
SR Same s1tu§t]9@i;§§@e7]1egtenggt7 The L
1 -.11eutenant stand1ng at §o1d1er s desk : ﬂgqlquQQ‘gtep 1nto my off1ce
. . S AL ; for:a m1nute? -
- :f?:f S . 1o :
~- -,“ - R
11a| Private' & Lt. entering Lt.'s of fice. . Batkground sounds.
. . \r' : ! o : . - ‘
o - — N - ,iieutenaﬁt'
I L1eutenant S off1ce, both seated 1n ' o
12 v1s1tor chairs. : ~ SO I've not1ced you of the o v
: , , N ‘orderly. room phone a good bit
A | = Y ! this_morning.” Problem at- .
........... B 2 : - home?. ‘;-J Coe
o L. - Soldier:
‘ . N . AR B .
12&; Over the 'shoulder on soldier: - zYes, s1r, I know I shou]dn t,;
RS o s N i be using: that phone, but my
‘gi o * daughter's been sick, s;r and
o~ N ﬁ T T I'm weified ébé&t he?; Foo
. - k1eutenant'~
12b| Close-up of lieutenant: = *-I'm sorrjy to héar thai It
R RN [ a— can be pretty scary whenwgiiﬁ
: o baby gets sickp Hhat s wrongA
w1th her? . /”]‘ o - '
N — Soldier: |
12c | Close-up of soldier. ,j»;é;fg;@at sure, ‘but she's ',
' ‘ ' - - ~.—+ running a fever. .She's qur
o ] - first,. sir, an J _guess
ot . that's why W&'re so” worr1ed
" T Wel m1ght be dverreacting &
- . .'-11tt1e._ L T
.\ S ' . jj. ) é . o .‘
5 gy ™~ o L=
- ’ D N '.'
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tJeutenant

© X - R -

. 12d C]ose—up of Tiéﬁteﬁaht;: , , .| . Look, I've been there, too

! - L 1 thinkyou shoyld keep in

A E —  touch with your -wife but you

- S | 1 . ‘ - know .it's important that thé

R ) orderly room phones be clear
Ve o . ‘for official use: . . - N

il e o Soldier:

=

. . h v - :
_ 12e| Two shot =- over the shoulder OH , , 1 know, sir, and 1'T1 use the '
lieutenant. - o .  day room phone from now op:

- . " The officer handled that situ-
o ' S ation with sensitivity the
~— S : ' second time. He explained_
P - A that the phone had to- be. re-

- ‘ o _ o -t . _ stricted to business use, but
' ’ " .,  fipst took the time to 11sten

T e ]fto he soldier's problem. By

S . 7. !doing S0, he showed that he

-

concekn for h1s daughter.

Let s take a moment to rev1ew.

-f%f”TTf'ﬂ: ’ T some key points. about o=

13 Kéva6iﬁt§'t6F Sensitivity. - sens1t1v1ty and see how they

were 111ustrated in the two
examples- you Just heard. .

A . . i} S . The key po1nts for Sens1t1v1ty
. S s | . are:
CLe Act1on Sk111 ST B

13 S Kriow .the People Around You N - Action Sk111

_ Open Communication.:: . , ©% . Know the People Around .

. Sens1t1N1ty Is Not': Sympathy vﬁﬁ;v e You
o .. Open Commun1cat1on and,
o _ S Sensitivity Is Not
i Lo 1 Sympathy

e To be seenmby others as sehs1f

15 | swACTION SKILL . “~ | that show that you understand
' IR T .-or.care about-how they are,
N & ?»%’;f;th1nk1ng or. fee11ng

0 the f1rst examp1e, tho ,
N T - ].i- lieutenant's .action. showed he
- 16 vL1eutenant 1ﬁ "bad examp]e," stand1ng '} was'insensitive to the -

at so]d1ek S. desk. 5 © . i-+.) soldier's feelings. He. cor=
' " .| rected the soldier 1n fnont
of others.. : . LA
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Both men enter1ng off1ce.

e
LY

——— . ¢

Good example: - 7,,,,;::’7
sitting in Tieutenant's office in:
visitor cha1rs. O

-
s~ e

-'(Narrator speaking) : B

[0

19

- *Action SKill* on it.

19a

19b

F1rst examp1e. 777777

)

. Act1on Sk111
F9If 1 do this, how will it make that
person feel?" :

. KNOW THE PEOPLE AROUND YOU

14

1,

.problems:

'say or do:

. others,

t1eutenant .

You've been on’ that ohone 7
quite awhile. You know the

orderly room phones are to be

used only for off1c1a1

In the second examp]e,ithe
officer took care not to pub-
11cal1y embarrass the so1d1er.

/

the open*aff1ce He also
displayed sens1t1v1ty by .
s1tt1gg next to the soldier,
not behind the desk. —-
T is made the conversation .

‘less formal and less

threaten1ng

You displdy SéhéitiVity'Wheh;-
ever you show others. you
understand or care about the1r
viewpoints;- fee]1ngs, or
sensitivity based on what we
_0ften our
behavior tells others we .
don't care; as in the case of

the lieutenant -in the first
example.

example. Before taking
action that may affect
it is important ‘to

stop and ask yourself, "If I

‘do this; how will it make

that person feel?"'

We all want to feel important.
You can- shcw your peob1e that

famJ]y experlences,or, -
hibb]éﬁS,, It iS:gjﬁp]y

the names of their ch1idren,:
where they live, or what .they
reaffly enjoy doing. -



22

"

N e
—Lieutenant and so1d1er s1tt1ng in.the
office in v1s1tors' chairs.

| When the lieutenant said .

T . PN - . .
- i

- Lieutenant: Lo

I've noticed you on the

orderly room phone a good

this morning:. Problem at
* home? - .

.

bit

. He showed he was

concerned and. g§57w111]ngi’

_listen to the so1d1er S
'prob1em. \

?

"E6b1e Around. You.

Py -
-

By referring to the soldier's
~daughter as a "baby," the
lieutenant also showed jhe

~ knew something_about the.
soldier's family. Talking

with others on a persona]
leve);;and remembering some =
impoﬁ@ 1t fact$ shows others
that 'they are-important to
you: - L

3

Lo S

.both what they are saying and '

how' thggfare feeling. This
encourages two-way .,
communication. When ~

. 1istening to others,

occasionally say, someth1hg o

that tells the person you

understand their v1ewpo1nt or
how they fee]

> -

In the f1rst examp]e, the

24

- and so1d1er. )

4

Two Sth of 11eutenant in "bad examp]e,

11eutenant didn't. do th1s .o

RS So1d1er.

S .

;rWe11 uh, yes, sir. I know I
’ shouldn't be using this ° '
: phgne,-but that was my wife
‘te1ling me about our
daughter. She's sick, sir,
and 1.'m worried about her.

I8l
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26

28"

29

_“Lieutenant: <

L

|

- ; -
N ‘/\

Close-up of 11eutenant in "good exam-

ple.”

% :

. Open Cemmun1cat1on i

.his problem.

- ‘SENSITIVITY IN NOT SYMPATHY

s

' .same way.

example," and the soldier.

L UL iUl L

e e
i,m,§9rry1,9ut,$b§t1§,not the
,,,,,,,,,,,, ! You should use
the-phone 1n7the day room.

In this example, the 1ieu-

tenant's response.told the

soldier that he was more -

_interested in enforcing "the

rule than showing concern for -
the sald1er s daughter.

.

In the secbn'cfgexampiei the

A]iéUtéhéht WES éfféttiVé ih,

L1eutenant.

It can be pretty scary when a

) baby gets~s1ck.

‘This response helped the
" soldier relax and_encouraged

talk more openly about
his problem. The leader who
shows understanding when

11sten1ng to the other

him to

person's problem or op1n1on

can get- more cooperation and
respect. Remember, showing .
you understand and care is

not a swgn of weakness***—‘

Showing sensitivity doesn't

. Mean you have to agree with

the other person or feel the

I

The lieutenant in the second
example was effective in
showing he understood and
cared about .the soldier's
problem; while s#gﬁl e

- enforcing the rule . . .



29a

30

3

32 E
| ) S ol
) Q o ]

: Look,\l ve been there,

" Two shot.

~ day room phpn

- Sensitivity is Not Sympathy

7 . oy

B . 7(7777'_47 L R - B
[ Close-up fof  1ieutenant in "bad example."

'\\ | Lieutéﬁéﬁi?‘

too.

T th1nk ‘you should keep in-

touch with your wife but you

knaw 1th§ jmportant that the

.orderly room phones be clear
- for off1c1a1 use.

S So]dier.. e

‘_————xc—

I Enow, sir; and I 11 use theu

That_soldier willing?

to use the day roam phone .

because the. off1cer showed

1 ‘sensitivity, but remained

firm about restricting the

:phone to official.usé,

' ‘Getting a person tg. agree to

do something is more e fec-.

tive than ordering them ;éﬁ,j;

the lieutenant did in thg:.n"

first examp1e.

Lieutenant:

I m sorry, but that's not. thet
proper phone.f You should use’
the phone in the day room:

—_——

-1ike to- be treated7

ritical Steps for Sens1t1v1ty
Complaints SRR
Viewpoints ,

Eiéb]éﬁé T o

. un\

" as "Critical Steps.'

“or. a problem:

’The lieutenant was fxrm, but

his lack of understanding. and‘

.caring will probably cause:
.prob]ems 1n the future

Th1nk abeut 1t. 1f you were
that soldier, how would you,{<

i

. i»
i : / i

:Let s now take a 1ook at the

Fpp. /

‘steps you can use . ifa [~

-z == l

‘situation requ1res sensi-
‘tivity

y.- Let's re?er to theSé
a They

can be used wheﬁever a person

comes to you with a comg1a1nt'

These: steps



Cr1t1ca1 Steps for Sens1t1v1ty.

, 1. L1sten @nd,resgong,WJth,empéth-,

) D2, "Ask “foy~details and take notes.

38 .| 3. Check for understanding.’ _

v ‘4, Openly state your pos1t1on.'

-t .5, If appropriate, -indicate what

{ action you will take and set a

- a—follow-up. date." -

6. Indicate that you appreciate
the—person br1ng1ng the S1tuat1on
to your attent1on.

F

-

1 (Narrator‘;eads steps S

v
3

=Y

T
| Critical Step 1:
!

S L e L1sten and respond w1th
Listen and Respond .

- how he or she feels.‘f:

35 w1th‘Empathy
35al "You feel frustrated"
"You're angry right now"
l "I can see how happy you are"
i "1 knoﬁ you're disappointed"

Vent1ng fee11ngs.

-ﬁbrm;,téhé.‘
(Cartoon)

‘

-

:Wiii5aiso:he1pj§oUéin discus=""

sions when ‘another. person i¢

. trying to-explain. his/nher

viewpoint or feelings.. The
Critical.Steps for -
sehsixiVity;are;

.2

-

co.

1 “Listen anﬁ_respond w1th j
. ~empathy: < .
2;3 Ask for deta11s and take
ot notesa . ;
3. . Check for understand1nq h
4. . Openly state Your,boS1-

- tion., .. - v
1f appropr1ate, 1nd1c§te

what action you will

take and set a fo11ow—up;

,“date.

.appreciate th person

" bringing the situation -

1',% ~.to your- attent:on,,t s

-
5

S e

empathy. ‘When another person
is trying to exp1a1n a
problem, viewpoint, .or

., feeling, allow them to )
.express themse]ves. L '”“;
__L1sten1ng w1th empathy means

-

£

. Empathet1c statements usua]]y*

‘"You feel frustrated "o

“You're angry right- now,'i “I

can see how happy you are,
%I know you're.

"d1sappo1nted "

' When your f1rst response to

-another person shows you

understand his or her ___.

feelings, that person will be

more open with you and moré:

w1111ng to 1lsten to your

pos1t1on.



< w
Z'Hhen you 11sten with empathy,

3|

Dorm scene.

Calming down.
(Car;oon) :

you also_help“the person calm
down by letting him or _her
vent feB&lings: This will be

important when you want that -

Ry

36

38|

'

pro

-person to cooperate.in
§1em-so1v1ng.
) . N '
fr——.

Ask for details and take

Critical Stép 2:

- Take Notes..

 Ask for Details’and

AN IS

gotes. In'any discussion,

it's 1mportant that you -

N

‘;understand all the facts:

the facts. If‘,‘.‘

.

.

2

“-someone brings a ‘complaint to

‘you, you must be sure that

. you fully understand the

" problem before stat1ng your
position. .

Ask. questions), us1ng words

E 363 :'}' :
Co What?

Who? *”

VE-where?

 Mhert
.-.; How much?.
- - ":How often?

_like: who, what, where, -
when, how,much “how .often.
~ These words w111 keep your
queStions open and less:

threatening.

These questions help you:bih o

Dorm scene.

(Cartoqn)

P

- down details and get a .
~ other person 's v1ewpo1nt.
 Before you.can solve the .

‘372

~ problem, you must fully |,
‘ understand what the prob1em
T oiss : _

L

Check for anderstanding.

Critical Step 3
ing. .

Check for Understand-

‘Problems may, go unresolved or .°

| worsen because one. person

misinterprets what another

* hasssaid: _ Therefore; it is

:-~1mportant that -you ‘know

e :
S

Borm scene:

(Gartoon)

e

: Summar1z1ng

'5fi1nformat1on

sunmak1ze the

. ;conversationl even though you
1 are conf1dent _you know the

erson's.position.

other.p
Rev1e$ eachi pofnt as you

‘ ‘understand it, ‘as well’ as anyfrw

. ‘action which- you may “be. -

"xpected to ‘take.’

19 4‘ '41 N .



£

38" | Critical Step 4: Openly Stata Your
- Position.. - L '
38a|, Dormsceme. s
: ' (Cartoon) '
380 |, - Dorm scene:
-+ - ({(Cartoon)
2 14

) —

Iake t1me,7;77 )
(Graph1c)
. X o - ‘

- i «;A

39 | Critical Step 5: 1If Appropriate, \
|+ Indicate What Action You Will- Take

and Set a Fo]low-up Date.f
,ﬁéa L‘Donnscan.

£Cartoon) ;

Openly state your posff1on

It is important that you

present- your position based

on the facts of the situation.

- Do not attempt to embarrass

or appear to threaten the
other person. - i{f you know he
or she is wrong, clearly

explain why; taking. care not

to _lower the person's
self-esteem or get 1nto an °

aargument

Dur1ng your ﬁ1scuss1on the

Gther person may comp]ajn.';;'%j

ébbﬁt'thé béhéV16r or

: A]though it is important to

- be as open as_possible during

1f for some reason you find

these discussions,; avoid ..
cr1t1c15m of the third party.

unsure of what pos1t1on to

‘take, postpone a decision: A

~'If appropr1ate

' .“decision based on weak data

may be a poor one: There may

be other facts to consider .~

and you may need ‘more time, .

If -app 1§aléggg what

‘action you will take and set:

If the

a follow-up «date.-

‘person asks,you to_act or if

':apprﬁpr1ate, clearly indicate
, what you will do and when.

If you ‘cannot take the 7j

requested action, explain

why.s Attempt to negotiate a

. comprom¥se which will satisfy

" both you and ‘the other person.

Once spec1f1c action .has been-

agreed to, it's important to

- set a date and time fgr both

of - you to meet and review

progress. or d1scuss,prqp1ems‘

which may have developed.



ot i ;
- 40 i Cr1taca1 Step 6: Indicate that you- .- the person brifging: the sit L~
- i - .

)
]

Indicate that: ?Uﬂ/apnrec1ate

apprec1ate the person bringing the o tion to your atteﬁt1on

I situation to your attent1on. B »- o Itiis 1mportant that you ma1n-
P ‘ L - Li" tain open channels of - -
S communication with- :
AN Lo L Lo ,'subord1nqtes, peers and - ¢
- o T n e " superiors. To do thds, you.
e e — . -  must show others that-you are
Tele it ' N R willing to _consider their -
40a;  Opinions . T ;opinions, feelings, and .~ .
! Feelings. . - - {" .viewpoints. \hen a person-
' Viewpoints’ ] 8 . discusses -a problem, files a
’ L 0 ‘ .. -complaint; or ‘expresses an .-
N . A ~ opinion, be sure to thank him’

or . her for’ ta1k1ng w1th you

L o o ' . : o ~~-§_y7§§ylgg, "Thanks for
S A ~ . bringing this to-my .

40b~ .. Dorm scene. Expres sing thahks. . attention," or “I appreciate.
(CartOOn)

., you taking the time to.

PR L L - discussthis,® you will
e P S encourage others to come to

you w1th prob]ems. N

g RIS . . o
' We_are.now go1ng to 11sten in

. 41 ' Close-up of Liettenant:” -~ - .-~ on a conversation between °
. . Coa o o ' .Lieutenant Burch, a newly -
o o '(comm1SS1oned second -

S oL ”Class, Joe-K1ernan.

: . . _ ‘ . | . | N .
o // - P e S You will see the lieutenant
' - s . . 3 - uSe these Critical Steps in

a1 . Cr1t1ca1 Steps for Sens1t1v1ty L i..hand11ng ¢h1s s1tuat1on
Co (11st steps) L S o

S 42 . ) I ’It is Fr1day morn1ng on an
" Narrator (casual). L _ army post in _the southern
L T ] .. ..°"7 | |part of the United States.

T T Voo R ’ ‘ Earlier that morning an-

R ' inspection was conducted by

Platoon Sergeant Burras.

4 L )" The scene opens as Private
IR A . i~ First €lass Kiernan entérs
42a;  Close up of Private. = - | the lieutenant's office..

=, -Private Kiernan has been {m—~—

good record, a1though -over

the last six months he has

had ‘a few dress code and

1nspect1on v1o1at1ons. ’

)
B i
: /
. ’




azb |

a4 ;

46 |

‘Narrator holding workbook open
. showing note-taking section.

| Narrator Jott1ng notes.r

- [ - - N

Tight shot of "sample" phrases.

~
&

7

‘Medium-wide of private standing in
doorway of lieutenant's office.

= ~T"
» !
‘.

Med1um-w1de of 11eutenant s1tt1ng at
his desk. _

- nervous.

- .

yA

" Open- your: workbook to Pages 3

.and 4; as I have here.  You
will not1ce that the steps we

. just reviewed:are listed on

_ both of ‘these pages. - ‘Téké ,
\time to jot down some notes -
1.these pages, during the

'cem1ng discussion; whenever

ydu hear the 11eutenant say*
something.that would fit_
wunder -one of the Critical.

"Steps. . The lieutenant w11]
‘be fo]low1ng these stepgi)h
sequence and it should

possible for you to:find

dialogue t& record ‘under .each
of the steps. After the
discussion is completed, we

‘_w111 review each of the steps

and match ‘the lieutenant's

‘words with the appropr1ate

* .Critical Step~a

‘Don't worry abaut record1ng

all of the dialogue. It-may

P
ey
A

be helpful to concentrate on - -

writing only short . phrases

that will remind you of what .
.Now . the

- was actually said.
- situation . ¢ . . -

1

. Pr1vate

'S1r cou1d 1 talk to you a.
minute?

%
. Lieutéﬁaﬁt
Suréi have a seat
s_ : N : . —



e e - Lieitenant s
47 | Clpse-up of lieutenant, - o

= ﬁhat $- thevprobTem, Prwvate G
Kiérnan? | §

R o . : .

. =, b emy L .yﬁ ;T

“

T o | e Pprivater (7o
48 | Close-up of Private. = e ' Lo

‘ = — ] . Well, §ir my. parents §[e7fff
s L - 2 - Do 3 com1ng 1ﬁi§nd 1 was Just put
" B ' ' “on spec1a]‘aeta11._ v

a9, ”Two’shot. 11euteﬁiﬁf_aﬁa private. |
. ! —— . - Hhat deta1] were. you g1ven7_ .

B ‘Privateic .

Kitcﬁén.dpty.§é¢rf -
) . ) . . v v
ik

P 5‘
enant:

SR ~*“When i your detail? ,
SR R :

' ' o , : - _ And ybur parents are comwng
. ‘ Lo L ... in tomorrow’ : : _

S A , S L Pr1vate.
S —_— [y l PR . - . "—-—-—"—— .

o . ' o Yes‘ and,. sir,they' nE f1y1"0'
o - . in from Idaho. | They®can only
o oo E ;' stay until Sunday morning. .

H e JUARSI . W

N N . . '/
¢ - ' - : 7
. 3 ‘

50 | Close-gp-of lieutemant. .  ( é

3

I 1mag1ne you' Hé bfétty vl

B | .,,'E'.ﬂ Y > . exc1ted about them comwng.
’ - “Private: |
: - AT Yégg'gif.ffi;ﬁévéh't seen
. = themifor e1ght months: -
s 77;.7”77 77 ”7;;7 — — T E?ﬁ L tieutenant h@; Q .
51, .Two-shot, ‘liéytenant and private. Lo L

\ e , D1d you say you were Just
3 X -~ ' . ' . assigned duty today? - -
4 - . 16 ' 4
[ ) ;;

©R . 24 R

o -



LI

} - . D Pr"ivéfé-‘_ -
< - ay i - Yes; sir. Sergeant Burras - _,,'
‘ T ‘told me 1 had k1tchen detaﬂ
g ) all\day tomorrow.'s . o
: : \ . A—-
e * — 0 [feutenant:
52 | B TR e
T _ bid Sergeant Urras explain;
: . why he: p]aeéd yeu on. k1tchen
i i_detaﬂ? T
. e ETa
PR ot o Private: [ 0
i _ |
| Twosstot;, 1 - e
{ — o " SN | My weapon was. d1rty, s1r. 4
S e e L1euten?érnt .
o €. . ‘/ L e A : . .
- j = ) Th1s ‘ish t the first t1me i
L= s your’ weapon has- been d1r~ty,
e . R is 1t? :
g '7' . “é ! ' ) oy h o ~
.‘ N R « e P_rtl vate.. :
. . ' -~ ot :‘; »
. C : No, sir.
s : P - L1eutenant°‘
- SR ‘ L s
ety ) . H oW many times have you ¢
' ~ Croo failed 1nspéct1on for this?
e . - . Lo :'j . . - v _' ‘ ’t’i
L R IR PO P_ED’_‘EE- 3
. o . " Three that I can remember?
; ri 7' . S1ro .
. W e e "
T = ~v . - - |v - |Lieutenant:
] 61 ose-up of ’heutenan‘cf _ P .
. i .Ok. Let me see 1f I've got
T ;this straight. You were . |
) : _ ass1gned special kitchen M
' . " detail tomorrow because your.
! : : ' " . ="\ . . :



e

5.

55 Close-up 0( Pr1vate. _;/(~

56 |

over the shoulder at lieutenant.

A

" weapon failed - ,
the third timef.. You're upset
‘\because your p.
coming tomorrbw and you're
-not” going to be able to spend._
“as much time w1th them,; r1ght?

inspection for

arents are

1.

v

B A

Pr1vate'

- Yes, sir. I Enow I goofed

:My*weapon was d1rty. But ;

sir, all I ask is you.put me

on detail some other time or
something. Tomorrow would be
my only full day w1th my mom

and dad .

~ ‘Lieutenant:

. "
. I know this:-seems unfair to

you. - I .also‘'know yours .
parents’ would certainiy be -
disappointed if you. were
working tomorrow. As a
matter -of fact, it Would
probably be pretty :
embarrassing for. you if they

i@knew you were being punished.

Private;’

,Yes,;s1r, and I th1nk that s

" why- Sergeant. Burras_is doxng
‘this. I don' t¢th1nk 1t i

, W;He wouldn't listen;

'= siégiéﬂéﬁté}

"Have you ta]ked w1th h1m
] jabout th1s? SR \

V!f Pr1vate.f e
7" _—!"-1—' T

- Just -said. he- den t want no

\,‘v,.,'

et

to me ; }Hé -



R s - R P . o
¥ SR D T ‘7‘ o rLiéUtéﬂéht’: -

v 3 4 e . the duty was fa r-because you
= o : o IR - -+ .failed inspection-for the -
= : o N A _ f‘?. th1rd t1me., B%y it's too baﬂ

S S s - ‘ that your paﬁéhts have to .
o o e ; suffer ‘because of yourf,T"ﬁ
e m1s ake LA

' o I = :':'i,‘,-, _ ,(,,,',,;.,, _ , wafm,;;‘f‘ -, I
¥ 58 | Two-shot, lieutenant and:private. .-, . .

G faln s g mzTERa cel e e o . 4»3

Ao ' L S \':-__‘j What do yo

% ﬁant me. to

4;f Let e make someth1ng clear

. That déc151on 1s Up to ] Lo
o e Ty e ,7'Ser9ean . :

R TR AT LA *'V'ﬂ:a"' want to. te]l h1m hOW‘tO do -

: Lo e T B “his Job.ae

(S

<& ; .‘T- , ’;
o L L“;‘ rn Eg]k'to»Sergeant:Burras

tﬁ1s morn1ng He'll: get back

, , : answer- _ . .
R | S P .Tﬁéﬁk-ﬁij;_éii;, |

L
¢

Lﬂeutenant
—_a.._..r-..——_————

R . o AR RRE You don t need to thank: me,l'v
RN _ - v R e Pr1vate K1ernan‘, You - can ‘be .
P R ‘sure you'l] still be ngen :
, S A T spec1a1 detai), but I’ ‘m g1ad
A . : R Sl e \ you felt you could come in
T S o ' e w0\ and- talk to JLCT
. .. “ .l " . ‘ 9‘ . . ! . 26 4. T ‘. — "‘,\( . : . .:. . \.\é‘ .~ .

}
§
'

5.
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Private:
R Lo T T Yes, sir;

T LT LR (Narrator - voice over)

T N , . . Lieutenant. Burch. sk111fu11y

Y o ST " ‘handled a situation that’ -\fﬁ
e T S : .requ1red sen51t1v1ty 77get 5

S s ' review the Critical Steps and

- your _notes to see howf@e]]fi

7. the lieutenant followed each
" steps ' ‘

...........

sk oL o ~:'t1sten and respond with
Critjcal 'Step 1:  Listen: and Respond _empathy. Circle in your notes

- with Eﬁbathy “o L the dialogue that shows the

60 A —— ' - ! lieutenant was empathetic.

..

- In your notes, ‘circle Once you have done this, push

the. d1alogue wh1ch 1nd1cates this,step the' "proceed" button to start

the tape*

‘was fo]]owed*

(Stop Tape)

R i .1 .tlentenant' o
. 281 - Close up b x]jeuienant:: o T .
R P ' 1 .1 imagine you're. pretty

excited about: them com1ng7 Pt
L . . g . ’ : R I
P R ’ S ,-; '

82 1 e - - By reflecting his uqderstand-.
._«“ X ;TWO §h0t. . : o . i - - ‘1ng Of the SO]d1er S féé]1ng§,
e e - & |jeutenant Burch was able to . -

. ' ST — - keep Private Kiernan talking.

about his problem. Later on

5 S o Y ) jn the conversation as the
‘ lieutenant .was checking for :
‘ . f - understanding, he- a]so used

LT S o o ‘ o empathy.A_,’

<

" He said;- “Youfre Upset
because your parents are

62a! Close-up of Lieutenant. © | coming tomorrow and you're j,.l.é‘

' e S e ~ .. | not going to-be able ko spend -

as much time with them."’

Let's move to the next

Cr1t1ca1 Step:

,
\

" s_:f i T — © Ask for deta11$ and take
Critical Step 2: Ask for Details_and ! - _notes.. The ]ﬁeutenant used

~__ -+ Take Notes. - o _ | effective questions in several -
iR L N o ] ©_places during this conversa-




~21"

64b

66

g%

Two—shot* 11eutenant ana pr1vate. .

-

C]ose-up of 11eutenant tak1ng notes.

Over the

shoulder on Lieutenant.

Cr1t1ca1 Step 3

“Check For Understand-

‘Close-up of 1iedtgnaﬁ§1m““ﬂ¢fi

1ng. —
Instruction; . In your notes, cirele
the. dialogue which 1nd1cates this step
was fo11owed ' ’

. &'; : )

Ri

(Stop Tape)

Lieutenant :

~ Did you say you were just

assigned duty today?

: How many times have you’

‘ fa11ed 1nspéct1ons for this

- Lieutenant:
When 1s your d@?a11?

LA

‘What detail Were ybu g1ven?,

Thé,]iéutenant effect1ve1y

-~ gathered inforiation about

this problem situation. It
was important for him to know
that the private’s detail had

been assigned as a.discipli= .

nary action for a violation.

"It was_also important that he
.- have all the facts before
- takihg a position.

Now let's .
lTook at the next Cr1t1ca1

Step.h‘.,‘ . 7 ,’

-

| Eheck for under§¥§nd1ng.-,;.;ri

€ircle in your nofes the dia-
1ogue which shows!. that the

(Stop Tape) .

Lledtenant

?Ok Let me see-if I've got

‘You. were

this straight. .

- assigned special kitchen
detail tomorrow because your— .

weapon failed inspection for
the third time. You're upset

herailce vnilr narentg are



al

et

68 ‘\'TWO shot. -

§g--|—Eritical Step A: Openly State Your
. ' . L -

PdSitibn;

/Instriction: In your notes, circle
"the dialogue which indicates this step
was followed: :

" 70 ! Close-up of . lieutenant.

el

l/';i

. ,U]th this statement the L

Indicate What Action You Will Tak o

A ¢

and Set a Fo1low-up Date

‘:.CFitiEa1 Step 5: If Appropr1ate,,;,;

71“ ,,,,,,,,,,,,,,,,

Instruct;on, "In your notes, circle

K\\' the dialogue which 1nd1cates this sted

was followedl ‘

Yes,—sir.

The 11eutenant effect1ve1y
checked for ‘understanding by

summarizing. He focused on .
all,bf,the,main-pointsfand"tf
reflected on the private's_

feelings of be1ng upset. -Now

logue ‘that shows this step
was fo]]owed.

“ The way I see 1t, ass1gn1ng

~the duty was fair because you
failed -inspection for the ‘

third time. But it's: too bad

that your parents have to
suffer because of your

-m1stake

.At the same
time he SH6We, concern for
the soldier'’ ; parents. Th1s
c1ear1y demonstrated o
sensitivity while nema1h1ng
f1rm. Now the next Cr1t1ca1

Sgt. Burras.

i

If appropr1ate; 1nd1cate what

action you will, t%ke and set -

a -follow-up date s Circle in

your notes the; d}aTogue that .

shows this‘step was/7’1lowed
i

I >

(StopﬁTape)

i'/111eutenant shE%Ed support for;;‘

Nt



73

Ljeuienanif.{

However; I will do this:

I'11 talk to Sergeant Burras

this morning. He'll get back
to you by 1200 hours with an
answer. o '

r Narrator. <« -

The lieutenant was very clear
about how he would handle the
situation. He also clearly

T

set a follow-up date by

saying that Sergeant Burras
would give_the private an
.answer by 1200 hours, It is

73a k:;76Vér the shoulder on Lieutenant.

74

* ! the dialogue which‘ihdicates

75

2 =

‘1ieutenant left this

i very important. that the
particular action in the

[ P v
S —

[

hands of Sergeant Burras. By-
doing So; the lieutenant was
sensitive to the sergeant's
position as a leader. Now
2he next Critical. Step.

v

e aouad

ST

Critical Step 6: Indicate~that you

.. appreci ate'&ﬁer'son,bri nging the

~.

circle

In your: notes,

Instruction:

was foi]owqd.
) kS

i

this step
' A

i Indicate that you appreciate

the person bringing the situa-

| - tion to your attention. Circle
| .in your notes the dialogue .

followed.

% that shows this step was

(Stop Tape):

4

.Two shot.

‘ Lieutenant:

Ybu don't fieed to thank me, , - .

_ You-cdn be -
- -—syre you'll still be given
special detail; but I'mfglad
you felt you could come in
and talk to me.

 Private:

Yes; sir.

T



<

77

\

\“.. o

e

.Nérratbi. N

Two-shot, ligutenant and private..

b . B . )
” : . \ i e

";5{that he was glad the pnnvate  ' -
..felt free to approach. e
- - about the problem. . I o

i ‘ : i

et

€1ose up. of lieutenant.

Two-shot ;- jaeutenant,and;ﬁrnvate;g;lg;:jw;.e

»

; Med1um c]dse up ‘of seargeant show1ng

anger.

- 6ibseiﬁﬁ'6f lieutenant.

{i

In this case, the lieutenant

firmly reminded the private G

that ‘some discipline would
still be carried out: But he
Ldid: commun]cgtePSJQgere1y

‘§tréngthens the moral f the -

~mtnoops to know that officers

are willing to listen. If )

‘soldiers feel they are be'ing.

_treated unfairly, ithey need -
-‘to know that theyican,gofgo a

superior who will at -least -
- listen to the1r comp1a1nts

Before*we 1eave th1s
s1tuat16h, .

you may be: wondrr1ng/ﬁgw the
meeting went between , .
kieutenant Burch and Sergeant

Burras.

| At first, the sergeant was.

angry that Private K1ernan'gf,,,;'
had- gone to his superior. T

But the 11eutenant explained

why.it was jmportant for the

troops to. freely. bring their

problems. and comp1a1nts to .
h1 i S . o

. The 11eutenant used the same

- sens1t1v1ty toward Sergeant
Burras as he did with Private-

. Kiernan. - He assured the,
sergeant that he ‘supported:
the discipline .andjthat he
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80

P S T
Over the shoulder on Sergeant Burras. '~

f—Shgw1ng § rgeant Burras leaving the
pff1ce o L R Ce

Y

= | SKILL PRACTICE:

;v j _ . :
. . .
83a| 7 —
i Please turn to Page 5 of the workbook. |
- B ¢
I e e — — 6y
.1 Narrator (or map). -

”ngtsergeant d1dn f
. Private Kierna
. were visiting Sa

21~The opt1ons for. _yaqur -

AN mhmwn

',1eav1ng ear1y Sunday mornwng;&%;;

They agreed to. pbstpone the £

after Private Kiernan's.

kitchen detail until: Sdnday;.'eef

parents had 1eft the post*

*jThe meet1ng ended w1th both

the 11eutenant and: the

- sergeant being satisfied . =

_-with the solution. Sergeant
- Burxas went to 1nform~Priwate
' Kié?hah.cf'the'decisicnﬂ

We have 11stened toa - io_
Tieutenant who - effectively

used sens1t1y1ty, now it's

your turn. Thig§ is the.

_situation: yo# are to- assufe
"“the role of a newly .

commissioned second. . |
lieutenant.” The situation
will be very similar to the
one handled by Lieutenant

“Burch. You wilT see a s1ide

“and hear some d1a1ogue whwch

you will respond/to.'

" responses are printed on

- Pages S;QG; 7, and 8 of youh';

workbook. Please turn to

Page 5 now, bdt dorngt bég1n

© further 1nstruct1on5*

(Short t1me 'Iap %)

P

the eastern. coast of the - o

“United States. It'is Friday
afterhdbh.,”Ear11er today - you

announced to- the tkoops that
due to an operat1o al :



'1eaves and: weekend passes
L ‘ . 1 .were de1ayed unti1 1800 7
ST . . hours;. Saturday., You realize
' : this w111 cause some soldiers
. wWith leaves ‘inconvenience ’

" because:a few planned to fly

back home. Your orders are,

matter how much . 1nconven]ence

this_causes any one . soldier. .
#The 1eéve§ W111 start at 1800;

‘take. their fu11 leaves as. ‘
originally approved Entering .
- your office -now.is. pfc B
Mqulgn Daly, who lives in
"AriZona and was given a -
tenfday 1eave to return . .
,pome " You are sure thab~§he S

'ﬂ{* is going to request an:

exception to the postponement
T Private:
Over the shou]der at Pr1vate Ba]y,« Tro b i N

85 stand1ng in’ the deorway: of the 11eu- f$ ) S1r ‘can I talk w1th you- a

tenant' S office. : e m1nute? o, ;
il; S iii?f;;iggjiﬁ" o ﬁ_ulaﬁi-i, Lieutenant. -
e S e T FAN 1ght Pr1vate Diiy. Have
0 C. ’;‘\ / B R L ’ é.'_Sé,ét_. JE O T 1+
o VAR i T o v ﬂ.iV " ';:;ff““T*“fi;;?““
. 86 i /‘ R o ) S b -..—f.. o PY"IVBtE. e
€1ose-up of pr1vate s1tt1ng 1n chair. N S ;1, ”
LT , : 444444429 S1r, it' 5 about the 1eave
R o , Fn [} L tomor ow., (Short pause) .
. ) e CL “there any .way that 1 can keep_~‘“
I - R < - Y. my leave the way_ it wasiori-.
TN ' S R S I e g]na11y~approved? You .see,
ST T L e T M;;fﬂ‘l Ssirgimy, family-has planneda.
B o R S plg;f‘euﬁ’lﬁn for, 1200_ Sunday.
s - : . W :.-~in my hornor,- and if 1.don't.
TR B P leave the post. before 1800
- 1 . L : . ( morro 25 p
. . T . get back home unt11 1700 i )
i ,Q.Sunday. R , R
‘;p;,ﬂréflo;', — '.¥if L What wou'ld yogf§§x37{6n Page 5
87 ' ~ What would you say? 2R AN Circﬁe your response under

e Mt s T Al A Ehlhan




= empathy.
_ was 1etter B* .].‘

" 7 (Stop Tape)

. Lieutenant:

1 éiﬁ’see'that yaﬁ’éé ahxiéusr

: and I can certain]y under-,,

stand why you would be. Let s
talk about 1t. S .

~

~

twsten .and respona w1th

The . correct- response

N ;477777

1 “:Befpre §tat1ng»your opinion

solutions, 1tg"

—— s ks —— -+

or dec1d1ng on

is important to show the:

other person that you under-:;”

stand the situat1on.L

d1nates

Will be::

Subgr--"".

"how they fee1.,
.-statement, the 11eutenant

‘_ S
" Now;® 1et's cont1nue R

Lo |
4 againi C

88 [ -
T hot of pr1vate and 11eutenant
89 | Critical Step 1: Listen ‘and Respond ..
: With Empathy. - S -
h.\, - 'q A _ : ~
‘ e
89| ' Two shot. (Répeat) .. & -~
| A : . | oL ’ ) N
Sorry, but I have spec1f1c Qrders not
| to make-any exceptwns. Are .you Ssuré
_-90 “there aren't any: flights out later-
»7‘*" tomor[ow or ear]y Sunday to get you
5 there? - o
iy i‘ »
92 [

RV -
— vt e . o
: PR Y o

ess. 11ke1y

-to argue or.; beco he defens1ve

In th1s
showed that he undera‘tood

‘that Pfc Daly was' “anxious to’ .

get’ b;ck for the . reun1on.“

. N g A
”The next best response-would .

~ This is a good

However the first. statement
"Sorty, but I have specific -
orders not to make any
exceptions.," does ‘not. shoﬂ

- empathy and you may séem_ like *
.~ .you are b1am1ng the preb]em .
_'on your super1ors. '

‘;7'

first the correct response —r

if
PR . ‘ _ 777774__7.77‘5.. .

I'can see that you're anxjous ..

and.- I can certainlv under-:

*. to get ‘back for this reunion-:.




" 94

I
44

see if .a compromise could be -

o ~ arranged:

tar

o -

if gou ‘chose D; you cﬁﬁle the

B You mean to tell me that there are no second best ansmerfi The

fiights_leaving after 1900 Saturday i problem with D is that it can
b

appear threatening.. To start.

that will get you to Phoen1x by 1299

,,,,,,,

a statement with the words,
“You mean to te11 me," ’

N " jmplies that the person may
i ~ be lying or doesn't know what .

he or she is talking about.

T . . ' Let*s continue -- first, the
: o . correct response again.

. 1 E ! _ _ K
. P | ' S v EﬁiXEEE:' :
_ o L o o7 L Ye§,7§1r‘\ I .sutre hope you
. 3 e i _can he]p me.
.. - What Wouldwyogisag7 Please
What would you say? 4 , , c1rc1e your answer in response
L T ‘ -~ to statement Number 2.
. : _ ‘ - (Stop Tape)
" o T o # ; -
. ! B — . : - -*
- : B L1eutenant :
S1ng]e shot of 11eutenant ' N N
e . S ey I m not sure,,butf]eti
R ~  me get some more: information .
_ ‘ " about your_ problem. If you R
; : Teave at 1800 tomorrow, why
; o won't you be able to-get. back
‘ "home in time for the reunion .
P S -at 1200 Sunday?

S . — ‘Ask for deta1ls and take Lo
Critical Step 2: ‘Ask for Details and notes. If you chose C as’ the -
“Take Notes. . . P .. | correct response, you're

- - C. L right: S
- 5 Before §tat1ng ‘that. no ———
- L ‘exceptions could be made, -
giéutenant. I PRS- Tieutenant—chose=to—ty
: ' out more about the problem to—



98 R - 7 Lieutenant:

—: . Single shot of lieutenant. o R — ..
‘“ ‘ — S -~ . " | WeTl, I'm not sure, but let
a ’ ' ~  me get some more information -
ST o , about your problem. If you
- e 1eave at 1800 tomorrow, why
. won't you be able to get back . -
7. home_in time for the reunion
at 1200 Sunday? - |

_\ I Pr1vate., .

. C e e . . He11; s1r, the 1ast f11fht to
98a| Close-up of private. - . | Phoenix from. Philadelphid-
: - _ ‘| -Yeaves at-1930: .

N L - : from the post leaves at 1700.

© 1t takes 45 minutes to_get to,,:ﬁ

s2x_=Z¥oTF___Z L TC — |

the airport from the post .and .

T S - L | - - 1.don't have enough money to -

take a- cab

% | _ - , ——— iihat would you say?’  Circle -

What waaia you say? - S ,  your response in the workbook*'

bl

s (Stop Tape)

e - — S L1euteaant ;

s
<

- e -1 1 Dk, let's see T vefggt the
LT T ' , T .. facts straight. You need to
e T T e e be«back-home-by'IZOQ,Sunday :
: ’ for a reunion that your_ ‘
) xfam11y has put together
. -i . . - specially for you.  Last
e ) i - flight that will, get you

T ‘ B ) : . there’ leaves here at 1930
i S , _ - - tomorrow night. The_ last ‘bus. .-
' - X Ty : leaves the post at.1700: So  +
l;\ - if you don't get of f before. = *

S . 1800, .you won't have

transportation to ‘the airport .?~

because you can't afford a-

cab. You want me to make an

exEépt1on for you 'so_that you

Lo . 7 S ) L - tomorrow.

- - : - - - - .
G : _ R . S X L,
. _ . s . . - AR
R N . . R . L. R I3 . . 4 4 g e
.z . . : . S . . - . ~
. DT : . . ’ N T st
: - . oo . B N
L : - ' «
s

L)



107| Critical Step 3: Eﬁéékf%@%”Uhdérsféhd; * lieutenant effectively

Cing. - o : o \ _— summarized Private Daly' S

problem. He was. brief,. but

~made sure he had all the -

the lieutenant was listering.
— " carefully and thatthe was -
. o 4 . % 1| taking the problem™ - ¥
L - X . L ser1eus1y., If+ jur chowce :
: ‘ ' was A, you re correct

1074 Two shot (Repeat). -

5. 0k, yeu ve got a réunion Sunda \7?6@ ~ichose the_second best -

‘want me to make an except1on of the | rééaﬁ of " the prab1em.” 1t is

leave policy. for you. - R1ght7 . too brief. ' Saying, ."You .do
R . _..i- want: to pay for.a cab," do‘gk

oo “f' FENE . . not. accurately summari ze-
. e ' 3 L was " actually said. Prﬁvate

- ' ‘ — 1 Check for understandwng 'Hé

-
\ T

' facts straight. This.summary
,a]so showed- Private aa1y sthat

» I? you chose response C you I

don't want to pay for a cab and you answers - This "is_a; véry brief;f 5

e ey

Ve - 2 ‘Daly actually: &aid, "l can’ t' o

B ‘ . B afford:a cabs Bepend\ng on

R : N §SGFF?Bné\of voice; - you CQH&Q.

: - e . : r

sound as though' yeu were -

" jrritated and 1mpat1ent

P el . : R v This would, not show %
‘ Ve T | A T - ) Sens1t1v1ty.. : :
Let s continue . . the.

correect response aga1n was

|

1045 A L -
1 Two-shot of private-and lieutenant.- o
" - C s - s Bk let.me see 1f51 got ;hgf
. facts stra1ght You need:to:
— ﬂ‘fﬁ—be bggg.home by 1200 Sunday
- . - T -3 reunion that.your:
s e T s T ‘fami)y has put together.
S A o0 T 0 usRemally for you.. Last
. // Lo PR . . flight"thatwill; ‘get you: i,
A ' S ' 2 there leaves here at 1930

L"'i:eu’teﬁa’iiﬁfli o

AR S L ;p tgzﬂrrow night. - The 1ast buS

e R .. lehves the post at:1700.. So’

e if you don't get of f before ; -

-.1800, you won't:have .

because’ you can: tqafford a

cab. You want me to make an-

- . ‘ . "} L fﬁra o ;'v except1on for you so that you

S —— ran -oet’ of f post by 1700. . |

transportat1on ta the. a1fport'

LY



pf. — — — M |

- Close-up of Private.. -~ ~. |l T -

) : ' ' 2 Yes,,S1r,.and if possible,

. : ' T 0 ~ 1'd like to be able to catch .

S - : : L an ear11er,fjjght, ‘One..

B = ' si, 0 . leaves at 1300 tomorrow. :
: ‘ It!g?a direct flight. i

- . . v

esT . . T — '] ?het wou]d you_ say7 C1reie

% | What ﬁbuid ybu,éay?> ' : : o : . your response for statemedﬁ
: 3 L L Number 8, . -

S
- ¢

Over the shoulder &t lieutenant. ' - ; | . ~—

) " ’ . T Well, Pr1vate Ba1y, I'm not
3 ‘going tb be able to-let you
- take leave before 1800

SO -~ G tomorrow. 1 can' t make_an

- - "'l" L . yo . - exception for you without - e

| lﬁslff S e 3 . \ f | ]m:¥~ é.. tteutenant. ’

allowing the others who have

‘leave the same pr1v11ege. We

have to remain until.

letion of the exercise.

J I'would like to talk to
. you ab ut some other ~ways to
< - get:yol to Phoenix in time

AR - . for your reunion.

v

o o Openly state your pas1t1on.h

107 i Cr1t1ca1 Step 4 ..... Openly State Your' ‘ E The correct. response is B. Not .
»“"Pos1t1on. T - .~ only did this 11eutenant state S

S P v j‘ - _ © = . that the ru]e had to be = -

c ‘ ‘ ' ‘ ‘ - enforced. . o

L

S AT Q ~ He also. gave a very comp]ete

explanation of why it. had to™ =~
Y

107a - “Over the shoulder. ~(Repeat) : , be enforced. This kept
e _ : R . 1., Private Daly from feeling
A I T i _ ' that the ljeutenant was being.
B ‘ = arbitrary 1n his decision. . ;

. i ‘j"’J ?ﬁ - * L e i ' :
1 ' T ;-; j ',1 _ Respense D is good but not
iD. Ifmigorry, I can't make any excep-" - | © as good as B. 7§qst saying,
' t1ons§ But, let's talk about some 7 "I Gan't make any

r’w

Al

ays to get you back to© ' exceptions;" offers.no .

108 other
. Phoen1x in t1me ?br your reunion.. .~  explanation: This can make

. '~ the other person feel you ‘are




| Over the shoulder at lieutenant.

:~.;Jj'%‘take leave before 1800

tomorrgw._ I Eéﬁ'

L S

Ca ,",;;_VV ";But I wou]d;11ke to ta]k to” o
T ”71-‘you about some other ways to L

-i 1104 Med ium single of privates -~ |

1don't know hoJ we €an do
“that: I ve‘checked a11 the-
o T

= - j@What would you. say? ]

AN Hhat would you say’ L ;7 ~~¢¥-f

“complete statement Nu

‘1 s by-circling the corrécf

. answer. 7;1-: _,,7 Ly;;

(Stop Tape)

- —— - - L i = 4

5 fmént1onedAthat you_ can't  f'~f
':afford a cab. .1 -happen to: |
A . . knowsof severa] ‘other peop1e

S s iR are planning to catch
Lt , T ~,~f11ghts tomorrow.——Would you

S~ - e
i ;( e VU aak mq-ﬁk F-u:n Ar iciv. n"‘hnrc"




SV Thé pr1ée ‘for five bf'ybu';h;;;;g.
- .one cab. wou]dbe‘On]y a’ - fﬁf“"
:couple of do1;ars more than a

.&&‘l'
-

L g
S Pr1Vate.:; '

es; s r,'but‘I have 0. 1dea ,_';;
Whe el%e wou]d be ga1ng

R S

t1eutehan£. -

‘Sergeant BFown’ has, a. Vist of

'mes of . people who have

We‘_an go see him;

- ¥6u a copy .of i ..
those names and. you_can’; *

:contact these Deop]e and see-‘j‘

—————————————

' what you_come up W1th
_you're sti11 having a N
prob]em,-l ‘might have some

about other peop1e ‘who need C
i to get to thé airport o ik
R ;omorrow even;qg,,. o S

act ; tpke“and set’
Car fo]]ow—up date" ,The . _
- “lcorrect'.responsé: 5 ‘D In.-

. " this.case, the. 11eutenan$ ;
- thought ‘of “an alternative FEEEE
: ‘ZShar1ngfa cab. -- "and asked

i Qvate te eon51der 1t

v rf,‘Because the T1eutenant was’

sensitive to.the pr1vate,s

“afford a cab to catch her’. <

1930 f1ight «~‘he was*abte to f;

.*. * ‘suggest this feasible -

. 7@*alternatrve;- -The 11eutEnant

1so.made it cleéar that he

.774,ﬂ,

'74wénted to meet with: Pr1vate ;

Daly ‘at 1600 to ‘check-her

. progress. This showed'the"

~"':f;fm"lvate that he was tru]y_uu_
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R e ¢ is the next. best answer.
- it 1'11 check around the post. Maybe I You are offering an alterna-
114. . can find sqme others who are going. ;1ve7tﬁ§§ can work; However
e to the airport and wou]d 1et you - it is not as. good as b '
g r1de w1th them. N : , | because there is fio fo]]ow-ua ,
o a L F .date and the lieutenant would ..\
P D be doing all the work: o
o IR : . Getting to the airport is
I R S Private Daly's prgp]emiéﬁa
; S 5 S _. . "she should take‘part in the
' T L solution.

.Now the situation. cont1nues g
;. With Pr1vate Da]y s TGSDOnseEIW~»

PR i L ‘ o : j Pr1vat

115 Close-up of Private Daly: S © Yes; sir:” And “ thank yo;'.
b f . c 7 S1i’: . l:._"\w“ . a ,.';'

e iy L
T - I _ " ‘What would you say? 'Please-
w116 . What would you say? . . .. circle your response for

' . oy i ' statement number 6. S

(Stop,Tabe}
T — : — 5 tleutenant.
117° Close-up of lieutenant.
S ~ L ’ .5 " That's 7795 Pr1vate Baly 1
S S know this was a U1g problem

L O _ . for you and 1'm glad you came:
el T AR in to talk: to me about it:

b
: 2

Indicate thatkyou apbrec1ate

";Cr1t1ca1 Step 6: Indicate that you‘ ' the person bringing the situa-

|- appreciate the person bringing the : tion to your attent1on The ;

| s1tuq;1on‘to your attention: - : conrect responsé is B It 15,

important ghat tHe private . .
feels frgé¥to -approach the .~ -

1ieufenan w1th ahy problems

3 ﬁ:é j‘ ~ ‘ L . or Conceras.

. —
i U el |
(o < S

: e ,' This respdnse w111 encourage
) , Private Daly to initiate

‘:Jjg% Eibée?ub of Lieutenani; (Réﬁééf)l; : 'fu}ure problem-501ving t

discussions.. The lieutenant
: a1s0;showed empathy by
< w1ett1ng the private know he

understood her problem.

AT




B f;3] R ;" This off1cer took a stép

R A4 . witl toward show1ng that he was,
o L .7 interested in his soldiers as -
. .‘;i‘,. e o "_ % ... .. people.  This type of ~
LT ST el ed sensitivitylcan result in 5
U ' 3 ° . " high morale -and’ Toyalty among i
( C - his troops: i R

?Although both A and D

L A. That s okb%>¥‘want my people to f:_'ﬂ%-——encouFééé Private Daly to*
119 br1ng pro gn ‘

to me. ' R f‘,w bring problems to the

1ieutenantﬁ they don't

R 'Thatfs ok: Come )n anyt1me;.?” A r1ndicat
: I ’ o s happy to: address the

. problems.. Therefore; s ~i-. i

responses A and D do not seem ;

as s1ncere as, response B.

. L S o PR ;..‘ |
129 ' ' ! ' _How d1d you- do’ If ypu d1dn t o

Narrator W1th super1mposed, "How do .pick all of the "right
'you do?" _ P ;. ' answers,"-don't be
: ‘ SN S - discouraged. This is your

R N B - first try at f0110w1ng the

. “-‘_:7v - Critical Steps for ’
e - o] Sehs1t1v1ty:- It's going to
120 Cr1t1ca] Steps for Sensit1v1ty. L take some practice to perfect
: _ 3 these skills.

-

- o K L = Let's briefly review the -
x - SR ..concepts and key po1nts for
;sens1t1v1ty. , Lo

' First- téke some_time_to read
Narrator ho]ding copy of workbook-‘ " the summary on Page 9. When
pen to Page 9. Close-up. .. 7. you have finished reading,

: L push the "preceed" button

as yod. pr@ctice be1ng
isensitive.,, :
“Action sKil1; know, the people

Key Points for sé’n’sitivity e

"Action Skil1 _

A e

* Know the People. Around You - - .. |+.arBund you; open commufica-
* Open Communication .—— s ??t1qn, sepsit1v1ty -is not
:...Sensitivity is not Symbathy o ’snppathy

Ty




Act1on Sk111 H

N

‘”:'dirft Sitting: 3t desk th1nklng,_

going righ
understands.”

th1ng

right- for me-and no one.cares or |
Sergeant looking at Pfc. |

- th1nk1ng, "1 wonder what s bugging h1m7n

Until.these two start talking, .

they're not going to know how

the other feels: The same-is |

'tétrue gbout using sens1t1v1ty
" Unless you:show that you -

understand or care about ‘the: ;'

feelings of others; no one ~

will know that you. do. - T

Showing sensitivity means & .

taking the time to listen

" .._when a person has a problem .

1254 ©  Good example. (Répeét) D '

} } - v\;; - ” !

g %! R
126 Know the Peop1e Around You f
X&
— X
R ] R —
127 | Group-6f soldiers and an officer
' : éﬁp?béthiﬁg_ . _ i
=
f1é5a Officer says, "Good morning, Sgt. .
: Morgan,vhow s little J1mmy7"

Soldier_answers;
asking."

B ..

r 5Ty,

"Fine, sir, thanks for

R

e
Ca2is

»

‘and- then making Sure you.

-understand. . You can do this

» empathet1c statements

Sen51t1v1ty a1so means "_‘
hand]1ng prob1ems in-a way
that won' t 1ower the

‘pérson. = Remember how. the o
officer%at_the beginning of

" this tape asked the soldier
1nto his effmee”t9”d1scuss
Keep1ng conversat1ons pr1vate
prevents embarrassment and

- protects se1f esteem.

As an gff1ger,7you Wil be
responsible fof many soldiers.
- They will all have d1fferent

needs and problems.

Each of them.needs to:feel
important. They want you;
a leader, to support ‘this
need

as

You can do th1s by tak1ng

time to know each soldier.
Learn their names as soon as .
possible.:

Remember facts about their
persona] 11ves, try to Jearn
what each person va1ues and
what their special :concerns
are; talk to _them @about the

‘things they feel are
- important.
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127¢

i

So1d1er th1nk1ng. "1 on]y met him once

|
|

l and he still remembers my. Son's name."
SN (Cartoon) : S
128 | - Open Communication = SRl
Scene =--
- ' shows tank crew and 11eutenant he]ping
129 . put the track back on he tank
- (Cartoon)
i
PN o
e .
Co *
136 . SéhS1t1v1ty is not Sympathy
[ SR
-
- B!
| 1
. Two soldiers in enlisted men's club,
, one with arm around other --. both_ /
131. crying. -One soldier says, "Oh God, T |
" feel so terrible for you." J VAt
l (Cartoon) ‘ i' _
. e e ——
\\\‘ . ’///
. o
’ /{“;

w!
MR
ek

~51tuat1on.

:situwation or at leas

. the other, person%s
- doe$ not mean that
‘experiencing these

By tak1ng the t1me to know
your people as individuals,
you will-gain- a reputation

_for being sensitive.

stand1ng how the other
person sees a problem or
You may need to

spend some time in that
sitoation o take

the time to listen to an

explanation to show that you

~ tru]y understand..

When discussing a problem or R
Tistening to @ complaint, try
to understand what the person-
is saying and feeling, and

how he/she sees the -
situation. Sensitivity is

also needed when you ask

~ others to perform difficult

tasks. The leader who can

. show Understgnd1ng,when

assigning. d1fficu1t tasks

' codberat1on and respect. . .
* Remember, showing—you
. untterstand and care does not .

make you weak. ‘It can
strengthen your cred1b111ty
as a: leader.'

!

Sensitivity is not sympathy. =

!

ke

Just because you undeﬁstand

— -z - -5z JZ T 2T

feelings’
you are
feelings.
Having sensitivity does mean,’
however, that you will be .
able to haﬁd]e dinteractions

with peop]e more effectively

by tak1ng their feelings and



Y "w'

viewpoints 1nto cons1der-'

:// . R S  :;§; 5' - ation. By doing so, you will

. Qgcomera better leader.

’

N - . oo . As you can see; sensitivity
132. Narrator. . _ L | is an important quality in .
' ' o ' o | any effective leader.. .Your . - .
- challenge nbw.js to increase .-

; T : ) _TH ji—v-ﬂf your ab111ty to use.

sensitivity as you 1nte§act
w1th otherS‘ ' , :

Rt P

This modu]e is only a beg1nJ

133 | - Narrator. o R ning. You must. now find ways.
: o to use sensitivity in"your
. - : . . | day-to-day deaT1ngs with B
S ‘ . S _others.;;,’ N St e,
~ - N I . .- . ’l €

. C e RS
S ————d

.. . - , _ : You can beg1n to develop yggr
I Critical Steps - . sensitivity by following these
P o ; Critical:Steps whenever you
}l. Listen and respond wgghfe@pathy.-; - interact with fr1ends,777 - -
: 2. Ask for details and take thes R ;re]at1ves, or/ work—assac1a é§-~;
~_|3. Check for understanding: /.. ‘ N R
-+ 134 4. -Openly state your poglglonffg B ?Q"The Cr1t1ca1 Steps far Sen i-
15, If appropr1atex indicate what action ity are. S
7 +you will take and set a fo]]ow-up S 1
#77 date. o171 Listen and respond w1th
6. Indicate that you. apprec1ateftbg ’ . “empathy.
i person bringing the s1tuat1on to ,‘ _ 2. Ask for deta11s and take
.~ your; attention. b notes. '

! A ' S -~~h-3 Check -for: understandlng \ )
' ' - ‘4, Openly state your pos1t1on

L L i’ 5. If appropriate; ‘indicate //
- ' : what action you will take' \

and set a follow-up atg/

< ‘ ‘ "' 6. Indicate that/ you

ndicate that/ you app eC1-?,
. - ate the pers n‘br1ng1n the;
‘ Eﬁ%uatjon to| your atte ¢ﬁp
tion. . ; %4
S
)

Your work-

.ff————¥he last pages 0

o Shot of last pages of workbook -= .book provide suggestions for
135 | Heading: Personal Beve1opment - ‘ activities, readings, class
— Act1vit1es. : . . and exercises that[will he]p
T h . , you ‘develop. your sensi-
\\ | . . tiviggs After loagking, ,
N . them over, cut out't S
L o - — . " Critical Step card tgat is
135a . Close-up of Critical Step '~ [ provided on the—iastVage.
. S R qﬁy’fh is.gas d W1tb you 1t

{0
; pract1ce sens1t1v1
A ¢

P
B 49
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Final Seal ;

138! please push both rewind buttons -

You: have comp1eted the

-

39 46 -

”[s1t1v1ty, you can’ gain TeSDeef~
—fand eooperat1on . Lo

Dimension Improvement Modu]e.?

Sensitivity..

Please push v;j

j;both rewind buttons. L i

[
-
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TSENSIFIVEY: Actions that indicatea -
consideration for the feelings and needs of
‘3'{& Othérs. .5“ ; ' . : ! L

.. In your everyday duties as an officer, you will .
_interact in"a variety of situations with NCO'’s and
- other personnel in your unit’ You will -hear

’
4 JE

complaints, take disciplinaty actign, discuss
= performance problems, :and’attempt to resolve -
+---conflicts among subordinates and peers. All of .-

g

these interactions will require sensitivity.

»

. . ‘Sensitivity means showing peaple that you value

. them as individuals. When a person comes to you

angry or with a problem, he/she wants you to

" hear them out. Show that you understand by
", letting.the person speak his/her mind and by ..~
- lasking‘questions to get more details about the
. problem or situation. You further demonstrate =
".'sensitivity and .establish an open line of SR
“:* poommunications when you thank the person for
*'coming to you with the problem. Your use of . .
_ sensitivity when dealing with subordinates can .
~ only strengthen your authority. You will earn the.
. reéspect of your unit by attempting fo resolve all

" problems fairly and fo the satisfaction of eveggone .

-

involved:™ " T

: _y of with peers
. or subordinates will help.you to becorje a. ~
valuable team member. By taking timg to listen to
. and understand their viewpoints, you will receive
moreLcoégperatidn when you Present your ideas. .
Being sensiti J ¢
- fyom your viewpoints. It does mean that you will
- @void rejecting: the ideas of others and work

Skiliful use of sensitivity when deali

hsitive-doeés riot mean “backing down”

‘toward an’ agreement that is satisfactory toall
- congerned. To show your sensitivity; you need
- only.to listen to and consider the opinions of

Gthar

when'taking-action as a leader or team

nmeinbe < A

" N . ﬁfli o o drocta

" % Show\your-sensitivity. People are not aware that .
=" you are sepsitive;to thelr feelings-uniess you do

N ..j\-‘

SN

. e P
" e Soi e A

i

ey é'rSéy‘sa’méiﬁiﬁé'fﬁéf shows _'}_é{?i'ﬁﬁderstand'ﬁéw. :

v

a

SENSITIVITY: A LEADER’S KEY TO RESPECT

P

{Use this space t'o'itzfié notes. .

A .

OFFICERS NEED SENSITIVITY

4

—

SENSITIVITY STRENGTHENS
AUTHORITY' B

L
-3

e
i

'BEINGSENSITIVE DOES NOT

| MEAN "BACKING DOWN" -

'] SHOW.VOUR SENSITIVATY _ ~

*

oo



they feel The fcllewqu steps eutlme aqfagpfrpg.\feh

you can use-to-show an individual or group’ that .
you are sensmve to their feelmgs or needs '

RITICAI. STEPS FGR SENSITIVITY

. Ask for details and take nbtes
Check tor ,9n€!e,tsfa,n,qing
Openly state your position.

.. If appropriate; indicate what action you wilL
take and set a follow-up date:

Indicate that you appreciate thé person .

brmg__ing the situation to your attention."

m'wg‘g N _.m

[+ N

Bwe t

pusu 'me”e "BUTTON. . { |

’-
&

-~
.




SENSlTIVITY

., NOTE-TAKING sEcn_‘éN FOR

TA

,."\

.

L N
- ro .
N

.
'§~ 3

1. sListen and respond with empathy.

R LT

2. Ask for details and take notes: -

W
— ' =
.”-‘v
s ~
S
N
)

[

Ry ;|

S TN
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4. Openiy state your position. ° BTN T S
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| 5. it apprapriate, indicate what aetion you will take and set a follaw-up date 15
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BACKGROUND INFGRMATIGN SRR R

ABOUT THE SKILL PRACTICE ~ [

: You area sécond heutenant statroned on an Army post near the: eastern coast of the Unrted States

‘--|t is Fnday afternoon and you are working in your oftice. Earlier in the day. you announced to y0ur

umt ‘that, because of an 0perat|ona| readiness exercise; all Ieaves and weeRend passes were being

._h.postponed untll 1866 hours Saturday P '

You realize this wul| cause an lnconvenlence for ome soldlers w‘lth leaves because a few. of them
had plannedgto fly ' home: ‘However; you received Weggrs that there mll be no exceptlons no matter
' how much mconrlemencet fe postponement ‘order causes-any orie soldier. When the leaves start at -
'1800 h0urs Satbrday aII soldners wull be permltfed to taRe thelr fuII leaves as orlglnally approved

'anate Marulyn Dalry is now enterlng your offlce She Iwes in ArlZOna and has been gwen a 10 day

leave to return home. You are sure that Pvt Baly is going to. request an exceptlon to the order to
postpone. Ieaves . _ ._ L » ) D ,: v

i beTnore reallst “and

The statements Iusted below are excerpts from the

mterestnng if you do not read the statement ‘tor ea' h step unt|I after you ‘'ve heard it on the’ tape

i as ms ructed by the narrator

»-

o

Cnrcle t__hecorrect- response fo,r. gach sutuat-lv,

1. - _ N !.
e

$tatement 1: S/r /Ps about the: leave romorrowrls *éa'e any way that I can keep my /eave '

the way it was. or/g/nally approved’? You-see, sir, i

- .my honor for:1200° ‘Sunday, and if 1 don't leave thé’.ppst before 1800. tomorrow 1 wonr be

able ro get back home il 1700 Sunday

T T T

7 Crltlcal Step 1: I.lsten and respond wuth empathy S - o -
3 ...:J' o )' et . ,-,' .

Response. :

‘A. Sorry, but | have specmp prdeﬁrsngtjomake any exceptrons Are you sure

there are;‘t any fhghts out. |ater tomorrow or early ‘Sunday to get you
there? .. = .

B: That s tertible. | wish l‘could do something for you. but I 1ust cant make" \

--.-any exceptlons N : o

c: ‘YQu re the fifth person in here ‘this mornlng We're all in the same boat, but
" we all have to be hete for the. duratlon of thls exerClSE

D. 1 cén see that you re anxidus to get back fo;' tr
: cerfainly understand why you wou|d Be: tet sttaik about it

e




R

-

Statemert 2' Yes sir. 1 sure hope you ‘can help me..

i . w7 e -
[ O N S ".

4 ,/'.Ciit]i’ca’l Ste;; i sl'( iorbdetatls and tzke notes.

8. Do you really expeﬂ‘m*e‘to'approkuur leave -and not’ everybody else’ s”'

Well;-I'm not sure; but Iet me get some more mformatlon about your

problem i you leave the post at’ 1800 tomorrow, why worn't you be able to -

get back home in tnme for the reﬂmon at 1200 Sunday"

You mean to tell me that there are no fhghts Ieay.,gg after 1960 Saturday

hd -

* that will get you to Phoemx by 1200 hours Sunr.tay‘7

Statement 3~ well, s;r the last ﬂl.ght to Phoemx from Pmiaaélﬁﬁta leaves at 1930 The last

© . andl don 't have enough money to take a cab:. -

‘c;iiieai Stéii'Bt“fiiétii for; uﬁaersiand‘i'_ng; S _'
Response “ ' : B O

Z. ,OK Iet me see |f I've got the facts stralght You need to be back home by

‘ 4"1200 Sundayjorjafreumon that your. family has" put together specnally for
. you. Last flight that will get you there_leaves here at 1930.tomorrow hught

you won't have transportation to the airport because:you tan't. attord

cab. Yoo want me to make an exceptnon for you Sso that you ¢an get off‘;the

. -

post by 1700 tomorrow. T

B. Look; | know a cab |s expensive, ,but it seems rto me if you really want to

- -get there bad enough, you should tome ap wnth the rnoney
- C. OK, you ve got a reunion Sunday You don't want to pay tor a cab and you

‘want me to make an exceptnon of the ieave policy for.you.. Rnght?

.. . . -
s S -

D. i-unagrfiaaa, yoar-BEB‘Biéﬁi;'bUt | can't 'm'ake a'niy exceptions.

bus from the poSt leaves at 1700. It takes 45 mmutes to- get to the a/rport from the posr " e

The last bus leaves the post at 1700. So if you don't get off before 1800... "~ .
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Statement 4 Yes sir,; and il. poss:ble I'd like to be able to catch an earl/er fhght There s

one that leaves at. 1360 tomorrow Its a d/rect fhght -

~..
~

u . L

Crltu:al Step 3 Openly state your posmon R Lo IR o

[LV——

- SN

' A No way, Private Daly l m under orders that there wnll be no exceptlons

‘B B.- well,. anate Daly, I m not gonng to be able to let you take Ieave before

1800 tomorrdw: | can't make an exception for you without allowing others

** who have leave the-same privilege. We all have to remain until completion -

" of the exercise. But | would like to talk about some other ways to.get you :
to Phoenux in tume for your reunion. . . : ,

R

C. : My Rands are tied. They won't Iet me make any exfcef)tions to this- ieave (

s poiicy. You'll just have to check around and find some way ouf to. the

airport after 1800 hours Maybe there are some others who'll share a cab '
W|th you W
w ' o
' D. I'm sorry I cant make any exceptrrons But. iet's talk about 'ome other o

ways ‘to get you back to Phoenixsin tsme for your reunijon SR PN

..u.-..“

Pt |n one cab would be only a couple dollars more than a. bus. - - .3

Statement 5: 1 don't know how_ we C?I’,Q'QE”?E Ive checked all the I/ghts out There 5

nothing leaving later. On Sunday [ can't catch a fhght until 1130.;7Tfiat won't put me. home .y
until 2000 hours. A : B - :

Crlllcal Slep 5: If aPpropnale. mdlcate whal actlon you w:ll taRe and sel a follow-
up date. '

Response‘

A. Maybe you colld borrow some money for a cab.

E; Why don't you call your parents Maybe they can postpone the reunlon
until next weekend. .
C. I'l check around the post Maybeil can find some others who-are gonng to,

the airport and would Iet you | r|de with them

D. You mentnoned that you can't afford a cab. | happen to Know of several

other people who are'planning to catch flights tomorrow. Wouldwou be. .

mterested in getting a cab with five or Six others? The p.ace for five of you

LosY




Slalémenl 6: Yes. sir. And thank you szr' " .‘/.;‘.-. : '_T o _l _"-? ;_ ;
Cnucal Step 6: lndlcale thzt Yi;é appreclale tﬁe person brmgmg the sltuatlon 1o ybdi- iiiéﬁii&n. :
RespOnse' L ST S |
' A - That 'S OK | want my people to brmg proBIéﬁs to1 me ‘
E;’ That dk Private Dalyf 1 know this was a bug problem for you and rm glad you
came in to talk to me about |t ,
- : G 7 ':busy but | dudnt mmd this: tlme. l
I D That's OK Come in anytlme o o D _
S - ‘ ’ po

‘. -
o A 5
- °9 . - -
R - 4.
- -
: - . -
S ¢ : 3.
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SUMMARY

(Use this space to take notes.)

Sensmvnty is: taklng approprtate acuon that shows others - [ SHOW THAT.YOU CARE . .

.you understand and care about their feelings, needs. values

~and abilntles C B . ’ -

iﬁ NEEDS TO BE SENSITIVE

m
z

,'Sknllfuf use of sensmvnty is. |mportant for you. as a leader. 1t

7 By, Aemonstrating your sensitivity to others, you create a

’qre open climate.in which:the people around you .

unicate more freely about problems and concerns. In

tH ‘way you will be better mformed and; therefore; a better
leader. .

o

\

Sensnttvnty requnres good. I|stenmg Skl||S Even when you SENSlTlVITY EARNS; RESPECT

don't agree with a person 's ideas or opinions, you need to . —| AND COOPERAT!

. - keep an open mind: by ||sten|ng -to and understanding

his/her side of the situation..By respecting people in this -
. '*Vvay you will earn respect and cooperanon in return.

Xou can also show sensntlvnty by takmg tlme to know the ' KNOW TEE PEOPL E ROUND YOUu

.people around you. Learning and remembering their names

A S T o S - .-
. g

and the names of their immediaté family members shows ' S -z

. you are interested in and concerned for their personal ’ s

-z g iy el

feelings and experiences. This does not mean that you . S ' )

_,should become a counselor it only means shownng you .. LI ) T4

care about the things that are truly important to those )
around you S . _ 3 : o T

Lo

: .Sensmwty requires achon on your part. People know you | SENSITIVITY AS AN ACTION

aré sensitive to their feelings,; values, needs, and abilities, I

~ when you do orsay something that demonstrates . o B

- erjsmv»ty The steps listed below can help you demonstrate .
.sensmvnty in your interactions with others. : o ‘ —

AT, el
2. T I . , Lol . S :
LN e e e e o ; . - . — .
A - . . st . ER - s v . :
Y - -

cR”Ti’CAL STEPS FOR sENsITVITY o
1. \sten and respona with empathy. Y o L

-2 Ask for details and take notes. - : o -
3. Check for understanding. ; . :

- 4. Openly state your position. - ' | - .

5. If-appropriate; indicate what actlon you will .

~

. take and set a follow-up date. . = - .. I
I Inalcate that you appreciate the person{ ‘

bhﬁgiﬁg the sntuatlon to y’our attention.

PUSH "PROCEED" BUTTON. * . - = . S \ T
i ) .7 \\. d'_ 4 57 ) . )







g TIES

NT ACTIVE

PERSONAL DEVELOPM

o . : ) o S I T
| KNOWLEDGE ACQUISITION: You can learn 10 increase your sensifivity awareness. as wellas
your-ability to commupicate with-people. There are_books available and courses which are

designed to help you in both of these areas. Here are some. suggestiohs: S I

'READING MATERIALS | =~ . ¢

\ e U A
1. How_lo Get Along With Almost Everybody. Elton J. Reeves, AMACOM, 1973. An

easy-reading book that combines the principles of psychology: the special problems .
that accompany management of people, and practi¢al suggestions for dealing with -
these problems. The book clearly demonstrates that it s .the manager's_sensitivity to -
the.members of his/her organizatjon that determines. the effectiveness ofeach -
. individual and of the group as a whole: Sections dealing specifically with sensitivity
include: “Now You Are Boss,” “How Well Do You Know Your People?"-"How Not to”
Become a 'Heavy,” “Trust and Confidence;" and "The Manager: Nerve Center of

v ‘ s

*

Interpersonal Relationships:”

Communicating for Resuits, Thomas E. Afastasi. Jr. Cumimings Publishing -
Company, Inc., 1972: This book helps students express themselves clearly, cancisely. -

and directly. The author defines'communication as interaction between sender and T
P receiver, and successful communication depends largely on the receiver's response.._
Chapters 1. 2; 3,8, and 117are particularly recommended as follow-up to the study of
sensitivity ST : St e
3. Military Leadership FM 22-100, Headquarters, Department of the Army, June 1973. A~
field manual designed to provide the military ieader with a basic reference for the
study of individual and group behavior. A condensation of materials developed-
through military and civilian efforts; this manual details the latest theories on ttie 1
reiationship between human behavior and good leadership as it applies'to the -
military. The following chapters ofthe manual tie in especially ' well with sersitivity”
“yalues & Attitudes,” "Humar:Needs,” "Motivation,” "Stress,” "Counseling.”r '
‘"Communications,” and "Race Relations.” - R
4 . . ! . . . L .
. 4. Leadership Counseling FM 22-101. Headquarters. Department of the Army: June °* .
1974. A foj?;-ﬁgp_to FM 22-100; this manual explains the.importance cf counseling in -
_effective leddership. Three different counseling approaches are discussed.-and tips =

‘on basic counseling $kills.and procedures are given: Chapter. 15 provides a cheeklist

which can be used in conjunétion with the Critical Steps for Sensitivity when dealing

with peers or subordinates. -
' o R A : R "/
RSES S S T

Many undergraduate courses cutrently avaiiable will Relp develop yaur sensitivity- skills:

€O

Since-the coursge titles will vary from school to’school, consult an advisor or your school
- catalog for specific titles. Business-courses; such as.Principles of Management,

'Management Communication; and Administration and. Human Behavior are examples of

) - tHe. kinds of courses to 1ook for. The school's Psychofogy Department will offer a variety

‘of courses in behavior and counseling. In the Department of Fire Arts: iook for courses

fhink e 2 ) ’

-offering communications skills: .

gl R+ 1 e

[P

s v +
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TR POSITIVE ROLE MODELS: Look for offlcers/unstructors who are sensmve in dealnng with T

’ i e

’ others 6bserve the|r actlons carefully and try to evaluate them Offlcers shouId set a good "

-,.‘, J

4 falr deallng witH others X ‘ T SRR

Hi: SKILL PRACTIpE There are many actlvmes both on and off campus: whlch offer you the
opportumty to develop your sklll in belng sensmve to others For example l ’

. e

Join-a "helplng" organlzatton. such as the Red Cross or volunteer flre department

Become a resndence hall counselor "'Blg Slster" or "Blg Brother " -

Partucrpate ina team sport.

military sitoations; you will find.instances nearly every day: which call for you to be sensitive in

I At / o

.dealing ‘with" others The next time this happens to- you consclbusly follow the Critical Steps

Sensrtlvnty must be acqunred Although the examples you saw ln ‘the program were mostly . »

for Sensitivity: . . .

- .
_ . . = - . ~ LI 3

o~
T poss:ble ask a frlend to give you feedback on the exchange Ypu 0 probably flnd that the

more you use.these steps: the easier it will be for you to be sensmve in handling all sltuatlons

- AL fnrst vou'll have to looR for opportunltles ‘to practlce ‘Look for everyday Sltuatlons like these‘ '

e A frlend |s havnng trouble f|nd|ng a ]Ob He thinks he must be donng somethlng o

- wrong when he applies, because he has good quallflcatlons and excellent references. )
. He asks your advnce e : .

Your younger susteLtearfully calls to tell you she doesn't want to go to' collegé Your —

i h Alutestubies S i N V-

parents are upset and have threatened to- "throw her out “ She wants your heip.

+

e You notice any frlend relative, or acqualntance is having a probIem and want to

help. Approach the person ‘tell him/her you've noticed the problem and offer to

help: Some people may say no: but most will apprectate the offer and you can then.

X proceed w:th the Crltlcal Steps

(Thls ucllon can be cut out and laminated so rmr you can

- cany mou stops wmr you.)

,A,,‘,,,f,,,, R . 4 aw: .
PR I I Y LR R R R R R R

s . LT . - . . R

CRITICAL STEPS FOR SENSITIVITY

. Lliiiii iiia’"rés'p'aha with _aiﬁ'pithy.
. Ask for details and take notes. Cn

1
2
3. Check for undentandlng _ _
4, Openly state your posltlon . ;
S

~ =
: I S L . If appropriate, indicate what action you
%—‘ S ' [T T will take and set a follow-up date :
: ’ . : 6. indicate that you appreciate the person -
bringing the situation to your attenfion: :
, - b
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‘SCRIPT FOR THE . ..

_ﬁtgﬁﬁggsﬁzf'nIﬁENSIoﬁ?iﬁiiéﬁﬁﬁEﬁf MODULE--
R " ) . - °;'j-4;. ) .
o INFLUENGE O

\

N )

B



', iTh1s madu]e wa§Vdeve1o¢%d for the u. S oo ST
~Army as part. 6f the Leadership Assessment G T , L e )
"Program'i AP) It*is designed. to help v e
‘cadets/of#icer candidates develop ski115 .- & i i ) T
in dim nS]Qﬂ§7thaf were assessed’as BRI X
““needjpg, improvement.”. Lf-you have not . - ‘ : ‘
PR ‘dssessed through the LAP, it 1s BRI S TP I B
8. nded you be ‘assessed, Bé?ore_ B T 1 R S
3a;:?proceed1ng w1th th1s module., I o -
. [P ) T . - . o
L R S ) e R - TR -
S 0 o T o7 This modu]e'co ers th
Narrator holding workbook: ™ ' _ ;",;1eadersh1p dimension;
A - : R “}nfluence. - This’ modu1ej e
S - T — will strenthen your o
T S L ability ‘to 1nf1uence the’
R BRI ' © . . actions:iand decisions of
B . ‘ ' subordinates,* peers, and
. -super1ors. '
o < - S - Before Droceed1ng,’ﬁead
T T : S .. the first two pages. of -
E]ose up af Norkbeok S S . the workbook that.’ s
o ... -provided with this
L . .. '« ... 'module. When you have
o S ,fﬁ;;f1n1shed read1ng,,push ,
S <7 . the Mproceed". button and
R _']Lthé'tape will: cont1nue.,
§ , : (Stop Tape) _—
l 5 S
: A et
o 55,



) SRR . L PR Rt T eﬂ:‘ s
S I Ngyfthat you understand
. - ' RIS AUNC A S g  what we mean by the word
1 Key Po1nts far_lnf1ueh P S figf1uence," let's. .~ ‘.«
N e discuss the key points of
Y Infldence ‘Requires. Power i; e this ‘dimension: Influence
- .Influence Can Be Deve]oped; o ,  requires power; and .
' Siges 7 " v (.7 Influence can. be
o YU .. developed.. :
s ’ ' e i L oo ‘
']i S Let s beg1n mehw;ﬁ;'::“
N TR "Influence" requn-es‘ é R
b ) pbwer.“, To e ..
: Q,-;"W,* R # 1-" influential, othergwﬁJEt
e S T /see. you as haV1ng the®
e e O ipower togeward or , -
R L ‘punish their self bV
' PR " : U ahgintergsts. This.need °

- 5 } - - ,‘. .._‘ ‘ . " ‘. . .‘ : rfet be taken 1n t&g -z -',' ,,

o ! ¢
. T - negat1ve sense.,,
;éi - "R - i ‘ N 7._ R Be1ng 1nf1uent1a1 does
"~ Person Hch -a- whxp - sev 'a1:pé0p1é v c P not ‘mean ‘that you must
puf\yng a heavy obJect _ .- = i have the power to- ’f;.'
: 5 S f 931519311y punish o
g. (Cartoon) oW % o someone.’ N
£re L T : = e . oL h :
}Ij ; - b ,» ’ \ o . 3 ‘r
i — — > To be influential W

Father and“Son. g R B . must -be able to ishow -
‘ T "%, . others that it -wil] be

o0t to thefr. advantage tb

S e perform $ome task for ‘
o L L Y°”' ';sﬁ‘ S
o ' 7 r

T N [ % e1ther fuﬂf\]] a"need
Lo S e ~ - - pr avoid pun1shmant
R L L " Although"Inf luence” may
Father and Son. .~ o  sound like another way
: -.{Cartoon) -~ - S . to say/Manipulation,” :
. . - 0o s X, ¢ we mugt examine $¢ in the -
L - ' S . ‘contekt of two separate
‘ sources of authority to
Lo S . L really understand: its
. B T : dynam1cs
- - . . ) ‘6“_\3 . B .
- _ N {% ~ -




position author1ty
This-symbol, s T
presidentia Sé'1 ;ff s
power.: The
of the,Uhitéd_
an influential.
e rbUgtht the
g ; : RS 1d.” In the. m111tary,i
! - T ' 'the Pres1dent is the -

: ' Commander—1n Ch1ef

-
-«

c, o : : . 5 ;
s o Cel

indicates
Pres.iden
State§ 1

A | R : ’ Thé first source is
bos1t1on Author1ty ' ]

(p1cture of pre51dent1a1 §é§1)‘

. : o R ijf S ‘deC1s1ons and’ d1rect1we§

e ST that"come from the = " ..
% o Ce ©+° .. iPresident's -office. A
G, R : : S ' . person such as the .

S (T . © President.can influence.

.-

- subordinates ‘by : -

3 ey s o - exercising author1ty
R T e VU S : that is clearly defined
} P R R S by the pos1t1on _°'_/
A : e T . ~ L _,- A 'Ar“.’ Lo e I . S s \;- S '.‘ "!,’ ,'r‘A

A

through ‘bosition author—

oa -_Jﬂ; R . ity is granted,‘?gt

0 GR?NTEDHEQI LEARNED ~ = - Tearned

POSITION AU%EORITY v

Y

R “In th1s modu]e we w117

0o Pos%t1on Author1ty or Persona] Author1ty © - - not spend much time

AN - ot o 7 looking at p051t1on
o @ .. authority. It is
T core 3 1mpertant however, for:,

you ‘to know when to use

§ : o ﬂ ,'_h":j¢ position:' tet's. 1ogk7§t

M= ' SRR two situations in which .

« . T f : witt

officers use pos1t1on

- SN i o ? . :authority to jnfluence
. B R S L others. The first is a .

p051t1on autho 1;y

N — —  BACKGROUNG “SOUND- RAPIDL
77777 ' o s o FIRING. R .
B Wide shot of f1r1ng range. Severa] : k R .
12 soldiers lying on ground, weapons — . . . - Tower: = . .
aimed at -targets . . . 100 yards off. - PR
. : o " Ceaseg Fire. o

-
'

Pl

=

/ . . -
~ i N . . . A
) . o - ! - : . : AN ' . - @




13

R

‘Get down,

15 L1eutenant ina foregrauqd7§@d7§hot of =
e so11d§r_stand1ng in bacquound '
d - »' . T '_. s v , ) . .. o i
. ‘ * o -
- l i ;-‘ T v,‘,.l_",‘, - .‘
216 t1eutenant stand1ng over ofﬁend1ng=_g: L
SRS so]d1er. S B R
p -—':.'":: A )
- o I ST, v
xﬂii Shot of - c]assroom; students 11sten1ng i
317=?; ‘atténtively 'to instructer; A1l in
m111tary fat1gues e .‘% .
C = | T --i\
18 Same classroom scene. instructor
RN po1nt1ng to- d1agram on”b]ackboard Ty
L - Py -
RS E PR A MR LS _
S §§mg7§]a55room scene. . One student
* ! appearing to ask a dUéstwn of the
] 1nstructor. \a, e
- i , — ' 7'
65

- The second s1tuat1on 1s a

T - e . . Tower:

. Tower ]nfpackground - f1r1ng range in N L
foreground - 1nstruct1ens com1ng from } Clear your weapons. '
Tower. L ‘ P ' T

. - = B | ot

. — - BACKGROUND SOUND -
So1d1 r 1n7tbgfg1dd1e of-the_ f1r1ng - WEAPONS STILL BEING

2 ’ 11ne g@s1ng from prone pos1t1on. -/CLEARED: >

o j/

Pr1vate C .

Jorgenson.

e L1eutenant

" You. don" t«stand up- on '
-, .this range unt11 vou're
told-to. go so from the

S .J'i.l_;:..
- £y
. & .

“typ1ca1 classroom . §cene

This is an examn1eﬁaf .in-

"\EDDFODr1ate use oF

'j.fbos1t1on author1ty

'”ﬁgﬁ.' lnsirﬂftor

'Now, this part1cu1ar i

maneuver is crucial when

entering an area that is.

not known to be occupied
by enemy'forces

. Student:- L



Wit ‘ ' ‘.

Instructor:

I to]d you to hola a11

—

,';:*3; N

o b537;> - 'of c]aSg/ .

questibns until the.end

Position Authority

The fﬂrst examp]e was aﬂ
‘effect1ve use of '
pos1t1on author1ty.

IR "

Wide shot of firing.range. Several

22 “soldiers lying on ground, weapons __

L 7 o o (Repeat)

aimed at-targets . . . 100 yards off'

On a f1r1ng range; .
d1sc1p11ne and obedience
are abso]ute1y essen-
t1a1 """"
~ the so1d1ers on that
.range are at stake.

“Anyone violating a rule
can endanger_the lives -
“of many,; includirg
h1m/herse1ff

'waéﬁ'éﬁé soldier stood -

,,.'4 _r e .

,123ﬂf?_ Sg]g1er in. the m1dd1e of the f1r1ng

R TTne k1s1ng from prone position.

i S Repeat)

up before ‘the order tb

stand was-given;” he was

! ' ; -running the risk of

“ being injured or even

if'”'7f: ;jﬂ officer in . this examb]e

-+'killed while someone

‘cleared their .weapon: - .- -

n 0rder1ng the sogldier

_ ,mgto get down and nat move:; ;
Hiuntils 1nstructed “the:

- - was tak1ng appropr1ate

dangerqggﬁsltuat4§gtgquai;

e t . .
. &
B v

- (Repeat)

Instructor 1ook1ng stern, annoyed. '

. . In thée second situation,
‘the 1n§§rgetor used
Jinappropriately When he
said, "I told you to -~
hold all questions." He

.made. the student feel
foolish and probably -
‘'reduced - the chance of :
that SEHdé@t'ék'étHeks T
- asking questions in the =~
/future.: Since ‘asking

questlons is” an

‘/



_Jmportant part of any
‘learning procéss; the
S w7 in$tructor's respon;e
L , probably will 1nh1b1t
AR students' future: =
Lol - learning.in this
"classroom: This

- LT ' ST e S ~instructor: would have

“been more effective

3l

[

he*had explained at" the G

,1 Lt h;~»_f start of- the, class’ why

. he wanted: no 1ntérroD~
t1ons. ' :

YL

S A Use of pos t1on . "
. Combat S1tuat1on ) : S R author1ty to- influénce
25 : " o . 1t others is approprwate'"ﬂ;
a (Cartoon). S o . when there 15 no’ twme P

R - ‘ L hr.b ;_;'””‘n. T -~ when; you don 't -want
[ PP S RS B R S subordinates to th1nk\ ;u—
S S . - . , S .,for themse]veawji ’

vv'—: 4 . . .
- ‘ P

- R R iThere are timES, .
.26 " Personal:- Authority L however, ‘when you. do not

'~! . : Lo ' T - have po%1t1on author1ty

. - S oot ‘overfghefother person,
. SRR ©: . or_when independent "~

) O " ‘action and personal’

- ST S s e D000 commitment are important.

- T to the completion of a

st : task.. At the§e7§1mes
SR ©° - personal authority is a
: ogmore-appropr1ate source .

S _ JpE— “ of influence. . 5

- Lo -l - You are See1ng an . '
NCO surrounded by Cap§§1n “and t1eu-: : examp]eg”f personal
tenants;. in the foreground ar?,E?Q D iAs, you
privates, -one-yd@king to the other:-”“”f

27 "When_they wanf ‘to krow what reé1]y
: %s going on “here, they go to. Sergeant

: see, you don't néed a.
'ﬂ_h]fh rank. or 1mpr9551ve
titte tOfbe int luen-~ '

X uffy. \;'v 2o = ﬁﬁ';,;t1a1 Because of his.
R ' B *K<,_~_,_\ A ‘years: of ‘experience and
(Cartoon) S . %l wealth of knowledge in a .
i B _ Tooo e oot gpecialized field, the
‘ A R ~.’sergeant in this picture -
o o T T s 1nf]uenc1ng the
RN ' e SR ~behaV1or of}bff1cers

These offiicers hold hws f;

S . o T KO ideas in high’ regard %
- B e I SR The sergeant has .- i
oo - N . . oo.0n s i “persopal author1ty RS




S

“ L .1 You earn pgrsonal | s -
28 Personal Authority T L - .| . authority -from your-;
oo : . Y R peers,,subord1nate§ and
ST T LT oL superiors. It is based
' on your . '

. L : AT R
_ ) E s 2
-~ &

29..| ' -Reputation

) «r
BN . o ., .
R AR P
. b
30
Dk '
Pt .
. *

! . ot
B S
b
- 2

311 Resources N . & 4 .-l . and the resourcesyou' -

e "have to offer

- I T 'Let4s Took at these
P ST ot A components of Dersona1 o

_ , - T R I .;author1ty . e F1rst '
o T o ' .:Reputation., What pé” le. .

32, 5.;;g§éﬁut§tiaﬁ' St W e oo have hgard - gbout Ly

: ]be11eve to. be true

'determinés, to-a.large:

'degree. how muth . you e
will besable . tos o 0 o -
S . S 1nf1uen;a t

RTINS encouﬁters are

I your reputat1on 15
good, you will be
< influential in youfm——iwc
early encounters with— ' =
others. If not; others

i'maygres1st your attempts.’;

e, -~ _ <

Q Jféfv. to 1nf1uencetthem

p01nt1ng to a modefn tank One so]dTer :

o

-,

Qe N

[l =)
‘CJ

0

ﬂ,

m

101

—

| e

Qur

XX

'1.

m

2

-‘ ' .
ﬁ' R
S
Vi

('"

Q|

S

—h

Vi

€O

3!

lO

!

4 Q)

|3

ﬁ'

AS— i

33

When you are know]edge-

'.@b1e or skilled in a: -

7 L N part1cular area and it .

comes . across 'to others, "

:f;fi, - you can be 1nf1uent1a1

A person who ‘demdn- _
strates skills:- thoroughi

e o - ,f?’“*-x\;§f 'Wy -and effectively-to::
T msmsEa i ey coo . .Y 7% “others will.be more v

e S ST ~ - " influential”in those







— T .

.For thstance; a lecture
1, _ . on nuclear phy51cs by

@ - o | © . Albert Einstein. would

T ’ have been well attended .
and respected. Wb31f,§

" seminar by the <dme ‘man -

on "Proper Grooming fof

" R : Public F1gures" M1ght be .
o o 1: . > } _ ]aughable. o _“__h,

o1 officer Sbéaking to peer ==
t give.you an answer

R '“~"I can'

on that-- I will check with the

e LPrex - T

" You “can a]so 1nf1uence
.others | when you -have

;“*actess to information - f'
By being.:.

saying, .

they may:need.

PR IO —
- . P . -

36
‘E;J commander and §ét baqk to- you.‘ . ‘ “gp]giggiprov1de answers
ﬂ 77777 , ' «' 7 orgappropriate sl

C (Cartoon) ; i ass;sEg@cé,vyou  will bes.,
: ey .. 277 in a-pasition to o
L 3T . influence -the :behavior

. - . s L and dec1s1on§ 6? others

R o L o AC person sf1nf1nenc

37 © .* ‘Resaurces ROEEE < sfx ~-alsa’be 1ncre§§§@7when'b

L : _ . that person’ contrqls b

S B ]1m1ted resoU?ce :

Banker surrounded. by money iags.

 A wea]thy persen car
- influence. others to:

38 e ; ¥ follow his or her lead
- {Cartoon), - ’ : ‘simply by buying or
o R ‘ ; ... ;. paying:for their
T Coo T . Y services or
- o - support. When a ‘person

.+ eontrols other types of
" resources such- ‘as
n_ﬁdi@tra1n1ng,1food workers

B _;orutransportat1on ' -

e _FQSOUPCES.

o R |
Influence can ne neyeﬁgbed , Lo

i Your ab111ty to .
inf luence and your
author;ty as an, Jnd1v1-

1]

ey o -~ of authority:

7 o efollowingeski)Tsefa

"%Q§ - =< dual can be%developed:
: You already have pos1~

t'ion and persona};g;L
authority. - Yo i

to influence others.
o . .depends on_how you-
T ‘ a;exerc1se these two tyoes

- The

o .. effectiveness of your
69 % . approach depends OnrhOw
2. well you develop the ”

F\9 & o i ._.,,"‘7.1



P """ —1 4. Defining your purk -
= ’ Do ' pose or goa] : :

90"">] Def1n1ng your. Purpose or Goals .
41 2 Use‘of Key. Interpersona] §k111s' 20 ,Hse ef Key Inter-

7¥-persona1 skilYs:

P e

42 | e Ma1nta1n or enhance self esteem.fﬁ , - . Maintain or
S & 4 ©  enhance self:
43 § . - t1sten/and respond w1th empathy. _ 7 esteem.. .
- 44 o Solﬂe1t .ideas. - ST e el Listen and :
ST X 5o ... respond
L ' e - S L0 cwith empathy: ..
T St - T Solicit 1dea§i“

lwﬁuBu11ﬁ1ng\these skills.

”'f swtuatﬁons.

':Let s Took at each of
these sk1lls more.

. 45 7. Y. -Defifiing yoyr Purpose or Goal: . P
‘ 3 . ) You
o e SR ' ‘must -be ab]e to'state
e T s o . ' your goal in verwfaable
RO . B ' U g R .'jor measurab]e teﬁms
}) Tl - o - o ?'f , R — 7.“5»' R
- i ; - s ,ﬂgw quwckly QQes the
e T AL L ¢ task need tp. be done?
o - How Quitckly. < &7 # °  %f . - How many people are.
“ .| How Many . . 7 , T needed? . How ‘long will
45?J ~ How Long : & i7 o a ' At take? <‘What:are the
1 ’Mxnmem,Requ1rements e . W7 . & minimym réquirements or
i AT ' - standards of performance
- Pt ' for this task? You need
- : - S , , .tb kngwiwhgt you want v
s T R ' ‘others_to ‘do ‘before ybu"
- can get, them.to do. it.

biHavwng a cléar, ided of

the minimum requwrements-

& will also help you .
. negotiate and 4
compromise, when
C i necessary,

I 'jto get the support pf

47 N ~-Conf1dence others., When you are

- , L , 'v‘-_m'glear about what others
- IR T — "“'need to accomplish, you_
. - . . ; . ) N . "' .
-, [ ) o W ‘;,




A S
y [ ; . - \
‘ ' .
2 Use of: Key fnterpersona] Sk111s :
o “Maintain or enhance self- esteen. R

ce So]1C1t 1deas.

R . e el

_‘dg b “Listen "and respond w1th empathy.ﬁy‘

;/NCO §E 7) xa1k1ng td sergeant (E—6) K
”,P1atbon sergeant-saying, "Sergeant Myérs,
“.1 really appreciate what you did: Your .

- “experience. and knowledge are ‘'very helpful
“around hede." _Soldier th1nk1ng, "Man .

L that s nice to‘hear..v ; ;
. (Cartoon) T
N ’ »
. 51 Officer beratingssoldier. » ‘
v ‘i'» . {€Cartoon) -
i
‘%“.s ] ; \.
“g I L

o Off1§er praising soldier and asking for

(Cartoon)ffhv?kff‘ L*lf?g o

¥ - L o —1
\ N . ’ - R
e T '

Lo
N

111 be seen - as -Jg:'

.confident. It wil} then'

‘be easier for you to

© gain the support .of:

others.

ofEh
key 1nterpersona1 sk111<
will help -you deve]dp
influence.” " -tisn

Self- esteem is be11ef, ,&
pride in Bnese]f se]f-
respect -and se}f image.

_Th]s'squad 1eader 3
_self-esteem was enhanced

by the platoon sergeant.
. ‘

S

[

N o
However,,a person whor1s_
embarrassed or put down
by another. suffers a

. lowering of se]f esteem.
When a person's self-
‘esteem is-lowered by a
.credible person, such as

an immediate superior,
he or she becomesw

defensive. Any subse-
guent. d1scuss1ons will

: probab]y be unproduct1ve.

A:" -
~

A superior can emhance.

‘the self-esteem of Y\ . R

'.suoordJnates by tr at1nq

them with.respect and
ctonsideration. A _subor-':
dindte will more likely:

be open and cooperat1ve,
and any discussion will~

be more productive.

L. M e .




A e e E%eryone needs to be
o - Listen and respond with empathy. .. = *-heard. L1sten1ng with
N - T : empathy is _the skill of i
- o I : o understanding what a-
_ : s : - - person,1s,say1ng,and
- - L . © identifying ‘his/her =
] P X E o fee11ngs at the time." ..
L ez i : Respond1ng w1th empathy
. ’ S B , f;1s the skill-of showing

! ‘Person w1th dberf]ow1ngdesk,s§31ng, - .- " the other person that you

I "Seems I_can t" get anything done; - e actually.fo underétand _

J . 1ate3y. .0fficer, nearby responds,w ﬁié/ﬁﬁz eelings .at the -

4 - "1 know, it can be frustrat1ng when : “4hthis scene; the

' you work.'so hard and don't" .seem to - ' : ¥ shows she under-

. get anywhere. T - - ) « Skhds. the soldier's -

b . R S A | ,7ffation at being .gyn-

: ',&gértdéh), . T oo L .. able tp keep up with the
. . S e e / - " workload: She .1tstéens
o o L v " to the complaintsjand is

oo T ' understahd1ng of his
s T LR fee11ngs T g
P SR }}:f R f’.“*'-»ii*i'”* At AL
e e . . & = Thig Wil opén, channef;y
Same. setting.as above with only persor .~ "I, "of communicatien and he1D
at the overflowing.désk; thinking; . °= . ©1 . create an atﬁo§phere of

55

57
58 -

59
60

' 52 ]

- . i . . " -
| # o -
] . u"
S , e,

“It's nice to know that she knows what’ L= s mutua1.prob1emaso1V1ngﬁs
Lﬁg g°1ng~thr6hgh " (Eartoon) T e

ey 4 R 11sten ‘and respond w1th
S S Fe e T ... empathy, you _show the-‘

o o " othérs .thats they are
B , o _ ;vﬂ‘._'1mp@¥tant and .that - vou'
S e va]ue the1r v1ewp01nt

<

¥ - ﬁébbié want to be in=

wh1ch affect them They
feel more important when .
they are asked to_ he]p :
solve problems: - They..

o et : : arg more committed to
R SR T A o . actions when they have:
: S helped:make the deci-"

sions. You can have a

é B . o djrect impact on . :

s ' : S Ca

,

" SBtIEiT IDEAS suoord1nates‘7cg@m1§;777

Subord1nate Commitment. .,T ' E ment. by asking for their .
*; ' Ask for He]p PR > help. By doing so, you_ .
ESlee Problems 7 | ensure productive discus=

] Uncover Faets RIS - . . sions and progress toward

*( Make Better Decisions . -~ .. - <«  solving problems. You

will unoover facts which

L P e |
L ;  — _ - | 65 - 1753 S ' i?



B S -4ffwere over1ogkgd éﬁﬁ 'you
S U RS S U will be able to make '
R . o~ ST ‘better decisions.’ Bv. .
: L 5\- B 1nv01v1ngrsubordiﬁ§fé§
”

you gain’'respect and
cooperat1on,,wh]1g 7.=**

o S ~ . -8tiY) keeping;control:
T : : o Let's look atitwol

: KR - S ., examples of a sityation

B i | | T s %7 qp_which the skill -t U

° . b ,so11c1t 1deas - "can be o
oo s R cet used. o .

-

7 K second d1eutenant is_"‘

C

o W]gg §hot of outdoer scene w1th dieu- LT { brwef1ng his .squad
63 | tenant kneeling and pointing;to chart on: "}"ﬁ1eaders on_a.tield

B groy@ggiinur NCOs kneeling beside h1m, % problem. .. This lieute- -

: 11sten1ng to his 1nstructiﬁhs.- o T nant's: pJatoon is about.

: , T T S S S to. gé oot on—a night -~

= T ..The ‘patrol ign -

]

o . -
" R ’ : . ’ . pﬁrtfcular p]atoonfha
) N R A : orly.ﬁ The
. ‘ S B . r# ) Q .
JRES B R & .
S p TN -g:;lz?&%
| :;- . T ,'?m B ,;;:g:,gb. ‘;'2127445;_1 L1euteuauz -
64 | Same scene - medium wide on 2-3.shot L e e
- - . Ok . . that's the'i'£g

e ‘ A Rhas A SItuat1on., Now we've:
Tt : . 7 “got to do this thing . .
S L - right. ‘Thi§ is what has'
= : , to be done over; the next
e et . three haurs. Eadﬁ“bf L
f'g;” C ) " . . you will take your .
S o R squads - on a reconnais-
, R S o o sgqgé.. Check your
SRR S o e 0. 'weapons. . And make sune -
T - .ot sv 7 these soldiers have.. :

PR . ; o prgggrfgqu1pment an
- ' ' c1oth1ng co e

L - (dialogu: fades at
o oy 5 this p 1nt) e




)

- e, T IR : S A - Lieutenant: ',a,

65 - Group shot.f: . oo ' . __ff___—__ o

T e - . Now . . . I don't want

' ' BB any screw-ups like last -

e a S time. Okay:!. That .,

TRV : . - - covers everyth1ng. ‘MoVé;;
- oo T @ out' ;

Ty R 7 w Sergeant*k~_ F
"8 |r Single shot of ohe of the'NCBs: .- .~ + ..o T

E B . f‘;‘,ﬁ Siry Sai- 1 ask a
: P N = % : qUegt1on7 ] = -
: B R ,... .,,:‘.:.‘4»‘*%' s -'{
; -~ . P L R _ . . ’ - N 7. 7777'7; 777;3 )
{ L—l&Ufreﬂ-aﬂ-t.

67 S1ngle shet/ever the shouider fromxthe_ :,ﬁ e ) T
v sergeant te the 11eutenant S AT No, you can’t jask me a -

question! There's no

%@Fﬂ mq ' '-;f_ time for discussion

. o . _here!. We have oniy
e : e S : .. three hours - move out’

;Two shot over shou]der fnom -the. 11eutenant I

"'ito the sergeant . ';- S : . Serqeant

N ‘Shows NCO stand1ng up, - gett1ng ready to S (Mumblihg)

68 move out. Th1nk1ng, "Ok, 11eqtenant, if. . ]TéUtéhaht 1f that

.. that's ‘the.way you want 1t'9{we won't L. “the way you want it
Ll %J*lfeed the{men then’"h‘~ : st ‘ won't feed the;men then

AL . ] U

-

. - - > - -
R -' ) ) ;.- . 2 . ‘ . :;- . (/ . ‘ __.'- 1]
& . . o . o Sy

, v . . . .

69 % .Now the same s1tuat1on, hand]ed SARy Now, #pe same s1tuat1onf
d1fferent]y .. ¢ o E 'hand]ed d1fferent1y.’,3; .

e R .
S R e R . [ -
’

R . . . :
. e . . .
) . X . . K - . EEEN . . v N . . -
(O : . L . P
e . T T v . . - - A
ot . .’ g ‘. . . B . . . p e .
e . - R - g . . < . (4
+ . ‘ S e . . . . ‘— "

T e e - L ‘everyth1ng I can thi
b R R . » aof. "Anything I forgot
‘ L or any%quest1ons7 .

70 ' .game outdeor-scene— . same lieutenant. St it g&‘x

. ;7 . . . ]
g - N -
. !
:, A B ha 33
vy - o o
v |
E N
R
oo LT » o
PRV "

o



: S1_fﬁ1t sounds p(egty

“thorough te me, and. !

““think we cam do this one
_right. Just one thina;

4 . . ‘I don't believe you seh=
i PR " . aside-any time for us-to

»ﬁ_;;s.ﬂ';, : PO © feed the men. —

‘Lieutenant:

- Gver ﬁhé shou1der of the sérgeént-on 3 T o
- the’ 11eutenant c . -+ Good point. (Laughxng)
g L - i - _ In; tryung to,be
'_!Ef_ ; : T L N thorough; I ﬁorgot a
T .t ... - basic need =sfood. That
B T DR -'f'“ maajd cause. us troub1° o
T S e .once we got'out on "
- . e S .patrol. OK, With an
T L : ‘ we have to do;.any ideas
T P oyt ©° on how we can work in: _

the meal : : : and when?

o

s T ‘513 Ll ,gf Th1s s1tugg1gp gg]led .
© 73 - v, PérsonalAuthority | S ET AR “for the use ofﬁgersona-}
“ B . ' authority; whith was

o S L Tee T _ “.gained through. ‘the . -
R s — '+ .. o proper use of the skill;:

i?sol1c1t 1deas.

Y

T — — o | fn the first examﬁ?e,
74 51ngle shot/over the shouﬁaer from the 4*thei§jeutenant used
i

sergeanp to .the.: 11eutenant.,. S . 1 ‘pQs it fon authority and.

(Repeat)i .; : . . ~ fai “tO COﬂS{Ider h1s .
; - . s R “‘_"{ U:T*V'F.i_'r

The
R “; R "L'“f_ 4e3w,obcalls pn the -

AT — - !

f |
——
:
o+
=
m
Lﬁ
‘!
Rl
ol
13!
a,
Lﬁ
-
e+
c
Y
=
B
O
=i

75 Z- Group shot w1th 11eutenant speak1ng 7 the: 11eutenant was’ open‘
S : : (Repeat) : : T te 1deas or qugstions
e e L o . ' "-and, as aTesult; was

o ‘ 3 B < ab1e to use.the experi- -:

cL x v - . Coye T ‘_ence of tﬁe NCOgg L

e

i - . C f"f‘ Let S, 100k now at .a set .

76,1 - "Critical Steps fﬁ?,fﬁ?idéﬁté&? e \of steps that can be

S AR e ' used when attempting 'to

R R e 1nf1uence the dec1s1ons
U oot :}/}; AT ERE "’:,, ' :

BEST COPY 'nn ’ E
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;4

1 Cr1t1ca1 Steps for Inf]uence.

’1 5 4. Agree on-specific action

“%14fdate.

.V;Descr1be what needs to be accomp11shed .
or changed :

:g.ment or change

3. “piscuss ideas.

to be. taken
fo]]ow-up

.by.each: of you ‘and set &

Pl ,;.,

'*[_Express conf1dence. L -;&{

-~ E s

. — T

Cr1t1ca1 Step 1: Descr1bes what needs
~to be accomp11shed or changed R

' t1st

exa

!

|4. 
K

B

chénges to e agnomp11she

e ——

.
Lowre e s e

. i 7 "
B T P 4 '..“ L \v .
. el .
.

' Ind1cate the . 1mpertanee of.. aceemp11sh-a_

. '« changed.’

f'r

;ﬁi:and t1mgs.;

o act1ons of. others

- These stepsiwill he?n_g‘

- you get others to . . ..
accomplish specific ('’
tasks, or change per=
formance or ~behavior’
They can be:used with.
subord1nates, peers, or

o superiors

Inf]uence are: '-**:r~
nDeSCr1be what needs;
‘to be aecemp]1shed ’
or- changed ‘

f52;_ Indicate ithe

importance of S
;accompl1§hment er

gree’ on-'spec

action-to be t

by each of" you;and';

set’ @ folldw-ub »

o podatensiy o
-5 ;fxpress conf1dencé.

':cr1be what need§§f“"'

‘5
<

omp11shed or’

It is -

‘1mportant that you
describe the: task in o
.specific terms. ‘The -

- clearer you are, the

gasier.it.will be: for = o
- others lo- perform the © f
téék be L

- ,-
N\ ‘

\9\,.

~ane; 1nvoﬂved, set dates

State "~LW,
standards df perfcrmance :
reﬂu1red in measurable

Caior ver1f1ab1?/terms

G]early state\what how,“
_‘and wheh.:change is to .
oqcar. Th1s 15*part1-“
cuTar1y true”when ybu



s E . o : i S o S . , oo

are .asking another ¢

Sl - A, e T Q LR ’: -
...t m e g Lo Tperson to change
L ‘ S g e " behavior or work - :
o o e ' habits. . If a subcrdwn-
: A ;. AT ... ate’nas ‘been. coming:ini,

R o : . late; indicate that you
v Lo S e have personally pbserved
B L I ~ it:  Then indicate-how

~many times- he/she has

' . . been late: Rely on’

‘observation, rather tﬁéh<

ST S o ~ hearsay; when trying to .

change a subordinate's -*

unacceptab]e behav1or

@ ST . B ‘4—-77‘.7 . ) “ - - . .
o ' - Ind1cate thgflmp9r§§nce
T 86 Cr1fﬁcaLAStep 2: - Indicate the 1mportance " of accomplishment or- = 1

< of accomp11shment or- change: E ~iwl o o change. A person will
S - ‘be more. w1111ng to

B '., o T o . change behaviorior . .
¢ - . A sl e perform’a tagkawhen they

Thal

)

S e e . C]éa?Ty éXb]Bin thé‘
871 Explain Benefits.as Well as Negatives: y;aﬁbenef1ts and the -
L S : L snegatiyes of the “work: to
e e R "~ " be.performed. Explain

liﬁj S U ~what the person will
o S T A ga1n by -doing what =~
B A s you ve’ asked R
T R . 3 timéé. it magbe -
.. '88 | C€learly indicage what .a necessary to usf threats
S R S , -of force or pun1shment

tp get a persop to
<o e A fomply with yobr o
e T ‘..?T ﬁbquesfS’ If. so,,,v e
R S dﬂear]y 1nd1cate what’
S wuhu"~?- ._actions, you are prepared
S to ‘take. L
k;\? 7 - L h'if{i e {5ﬂw

S - . ‘

4

SRR e D1suuss jdeas. - When. =
jdeas. t S problem- solving; talk,

Coow 0 -Gbout  the causes :of . the
N prob]em.; Until ynu “are.

A S 0T ¢Tear,.about; what s %m

. TR Causing the, prob]em, it
= o ‘:3;: Lo s d1ff1cu1t to come«uq
S oy R S T BA ‘with so}ut10n§/ It s, ‘?
§ﬁ€~ 7 P e s alsg important tq ask

# - . y
” . B ¥ . for the other person
- . R : - , , )
; e A 1'%



s

-

[

%

Fema1e off1cer asklng “for 1d’ a5,
(Cartoon)

peopJe.. A person- w111
be more comm1tted X0 .

solving a prob]em if you

Ly
4

o .
LY

'l_i_'\

2

use his or her igea’ “i1f .

: you can't use the igea _
o as it iS;- try to use a’
¥ mod1f1ed vers1on. -

- .
’

Agree on: soee1f1e aetxa

5f§1: Cr1t1c¢1 Step 4: "

<

action to-be- taken, by each
.éet,q;fo11ow-up date; ©

L

.speC1f1c

Agree on

of you and

to be taken by each of,

_you and set a follow-up
date. You will do this
after7¥097ve discussed

ﬁ

S
A

P 4

FINTI

3

SR -'deadlines,

‘a11 the causes, idéas;

and - p0551b1e so]ut1ons;

Unless you -are. .clear

. about what- action will

be taken ang-by whom,

. you can't begin to so: ¢04
the problem

|
* v‘ﬂ”}'.‘? -

.” . Agree- o
and-set a

follow-up date so that
. everyone 1nvo]ved can
s check . progress. By -
f . setting a follow-up
% date, you are telling
the otHer person -this -
3ob 1s rea]]y 1mportant

:}‘ - ',
. .y

i

- -
: a &

ilgéni Crnt1ci@ Step 5:

Express conf1dente.j4};;;
.-Once _you have.agreed-on .

specific actions; ShOW .« -,

i

Ty

A

\«l

~

\"\'

Y

gy

5 - R
e .
. "

f‘ - B

the other person\you
i Th1s

>

f'w1th peers, . 5ub0r-*f

/ dinates, or "supgmiors.
- You can_do;this simply .
by saywng,,“l m sure L

! that what_we've._ agreed
Vf,*to here w111 help ud
“gﬂ“so1ve the prob]em,". ory
1. knaw your plan will
he]p getnthe Job done."-

. rP

- .
i .- . .
- .

Yop are now go1ng to *

1¥sten in on a-

. | .conversation between awfe

, s 7}12,
}\;'- r .:,: ,. . ."{’4_:~:: - ;’ —
- BESTGQFY f.:.x MLE

v

new]y—comm1ss1oned

second lieutenant;. Tom
Hayson,



L , a0 '.;;;;;;égeig‘ ;i,,.f -‘i~”%ﬂ. o
- ——— . - . ..]|  and a;first Wieutenahi’

“g4 | close-up of‘Lt. Readle. . - | _training officer, Bill
T I [ L R Reag]e, - ST

You will see Lt. Hayson

v ' IR PR Tou-
95| Cr1t1ca1 Steps.. for Influence 7T 4y .use these steps in trying
' <1, .%o influence Lt. Reagle.

(Graph1c wwth‘a]l Steps*)

C 4

re - _ .

: 'i'ﬁ'wowkbook to: page 3.

Towill notlce that: the_

steps we have Just

L .reV1ewed are. listed on:" .
; DageS 3 andfﬁ 7stp'ﬁf"dQWn %

sorie notes on,these -
pages Whenever yguwhear "

2 the lieutenant uSing the /
;Cr1t1ca1.5teDS-'“ K :

If poss1b1e, record o
T spec1f1c ﬂra1ogue.¢ The .
L Y lieutenant will be* ™
~following these. steps in”
sequence and ¢t shoﬁ]d :>

g be. poss151e for’ _you to
B recor* some dlaJO%?
L7 :Jeachvof»the

sifu tion is’ cozggeteg,

weiwil ' review ch?of o
e-ste the.

jﬁgugggght‘s words with =~

.the appropr1ate Cr1t1ca1
¥ SteD 3

., -
. w.,.'_

: Lt'ls ot 1mportant that .

you get all. of the'™ . o

i7" dialogue:  Writing onlys
a-phrase'will remind you

'p of “Samp e" phrases.iijf'

N 5” !f,;' TR T T - of what was actually ;
o BT ’n%g;;ﬁ:;fg;de;%;“ ﬁf; saig afid will:be. 3~ -~
D SRS o ',useful .Now; some * . f?
: , P SN T background about the"
- ’ o ; o 7 . o h . .1.. s?!twatlan- L ;159 §
B : : ; ; \73~.‘» ) -.. .. .:. i .;é. y . , I T I ] . ‘.;v
[ . ’t@ M‘.."v,.“.;' L k'}: : - r
1 Kk 2 . W } ¥ 7
- - ;é: S ! N { r? J o .
a NI BEST COPY AVAILABLE
R Lo




‘NA,-” ;
-l
‘

Pt is Monday mqgn1ng On
an army post soeéwhere
in the Southern Unwted

7 , States.*~L1eutenant
- . Hayson's :platoon i
. i schedu]ed for Feco;
o v ' . ) Th I
* 2 ’ mornﬂng_ ast Fr1day,

il e : G i 7 % on ‘the post, Jrié’iuqu
S B - T ey . -the-use of the f1r1ng

L ) s 5‘. " ‘ range. 7' ‘,. ’

e o= : .25‘ 3 Hay5097157§§jﬁ§ &0
T L E N askatifﬁegglefggf :

161 3 E]ose-”ﬁ 6? EfE‘Hafgéﬁ"'k;-,', .. v rearrange the schedule -
- . St . -~ for the’ f1r1ng ‘range to

permif his'platoon.

: BRI . anotherﬂ; '_d of. -
. - e A D 4" IR g [
Lk - ) G SRt ;\,;5'.' v
' S ;1% ! (need§ anothier
Co ) 2 - BRge “seXsion because
‘ ., f1Le men_have fa1Led ¥

)

H Lo Co e Ty . iprev1oukitests and he ' 7
Lo I e as a0 i feels: they heed one more

S TS N ,g* #practice. to;. boostﬁiheﬁr )r
' ' ’ ' A coﬂ¥1dence. o

S T ST A )
i 4 v S 7 nu y . ,\“ ,':,.. * ‘\;
o ‘\' g o ‘ N j TOm. e
102’ : Tomxstanding at.B1]ﬁ“s‘office door. R - : -
‘ 7;.' [ T Rt le, -1 .have 4
i Uyer the sheu]der at Tdm. - » D .can I tald
. N e with you for a m1nute

: about 1t3 oy

v 02 ' ;v N
e S ] o
103 “Bil1 at Cluttéred desk. /by dy Fas’ nrob1ems B
-~ :' - , .- - ,';_ '/1 , '~
‘ ‘ o ‘«_..“’ m ’ (: M * AN
) . o .
" . &
. ' Tt ’ = s
T e ’
. LA - -, ¢
! . i k i
; ;'.II ! B
AT I _ P [




n'j
A

"'ofs:ém-"eeé*r-ttﬁjéf-'g,’r's"qf&jaé;r:of:ma:-, N
SR TS ,fr:, - : 'Busy. “You don't know
EENa . the'half of it.

O _
e
- I S
O l@m.
.

- ——

~ &} What do you mean?

’ Bill: .

hl . .
If peop]e wou]d stop )
thinking that [ have - "
nothing better to-do

'than;arraﬂge.spec:a]
tralnwng sessions, 1
wou]dn pgkso .busy. -
U i AR . B

4 o ,."-." <
- : <,

s ”,'Tomf

) - Are you,’ ta1kqng about
R »the firing range =
' ;:3schedﬁ1e7.f_ﬁ R
L. T Lot Bl R .
S R
1 Helh that's only part

LJ:_. . of. ﬁt. My.biggest ..

 headache .is when
"soldigrs flunk, ‘tests aqd

);% - then they. want e to

.i . design special trawn1ng

o« ST T »

LA exerc1ses. Damn it :

\ - — S

. Some péop]e just

.07 L owaren't cut out to be
pg.i‘f{,'" soldwers'-»' L
;. . /' ".7 . . )
- 1 PR o 0 .
i o Tom:

i I can apprecwate that.

&

. - Tl T T = - 'yau'ré, wnder a ipt. of* %.
v - v . B "9- %, 44 pr_essure. Cgl ; ¥ .
» . T L. i T - . - \- s i.r m]a .
7 » \ e TV . <
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i : R LN -
. Lo . : . ¢
HT .
T e
\ .
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- Th-.
B '.Q v N :..
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¥
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o

Close-up of Lt.-Reagle. - . - .

ﬂediﬁﬁ'616§e-ﬁﬁ:6F7T6ﬁ;;§' '
o ' : 1F I weren't’ desperate .
K . 5 ,Theeprob1emr1s that last .
- ‘ Friday my platoon was :°
~scheduled for practice -
.at 1100: hours ‘and wé -
. , . - ‘were cancelled out -
T T ' LR  becauSe of the feats = .
BN f’f’ S “_ L
'?:Billi
Pl That s r1ght 1t was F
105 degrees by the time
"you got out on - ‘the
: : range. Whatdya' expect.
Y : , e to.de . . - §tand by
e Ta and watch your men drop
o 11ke fhes7

of18311;;’*

AL g

196 * - Cldse-up of Tom. ,

clon ] ' :

‘c. : '.;_;- : 3 - . . B

. AT . w P Al ) . P '

ZHTSEQ?\ﬁk 3uk&£g ‘ "??n»._; S @?E??nf&

. ‘ T

. Lo . [
\ Y . R B ,{, .z

Sl e el o et T : Sl
. -Medium:close-up- of Tom: - o :1'“*

_‘eancelled.
"as hell out there

.Look this is very

cToms L.
a—,—— .o N

T+ agree w1fh wﬁy Tt was -
1T was- hot

prob1em now 15 th

record F1r1ng ,1'.- i

311] u};;;'
Yon and eyeryone else f
. .. sorry; we're booked

- up so]1d' - v
o Ee -
Sy ~q+15555 j :

1mportant F1ve of my






E '.-i--teSt'.r

Over” the shoulder on Bill. ..

£
R

Over the shoUlder on Tom: =

: A
S o
 Two. shet of Tom and Bill.
. o ‘ I
* o,
; I
Rt _
AN
N
;::i;
P e —_
&
- 7 . - :
\je ’

theywve reatly

-~ improved. But I'?ééi:i

B ' 1east -one more practice
«f,bethe Thursday, to-build
g »the1rjconf1dence Isn'*

there anyth1ng y0u gan’
do for me?’
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scheduled who isn't
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last pract1ces It

1ooks 11ke you Y have

- Tom E'"‘f _37
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T rea%dyuneed your he1p¢
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worked scheduling @ = %=

.- miracles before . ..
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JUSt hoping that yéu

icou]d do it aga1n

‘Not xh1s Week. Ihere s

.rio way 1 can move a

whole 'platoon. They're
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€r1t1ca1 Step. * (
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O A B . Describe what hééds;Lo
1'xCritical Step 1: Descrqbe what’ needsr . be/accomplished o¥ N
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. ;% ;Instruction: In your notes, c1rc1e tﬁe

H1alogue which 1nd1chtes th1s step was ,‘fﬁ ; that shows this step wasff

- fg]]ogggf Qnce you_have™
;‘g,,donexghls,' sh ther: °
. "proceed”" bufton-tow®

start fhe tape
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‘ﬁl agree W1th why it -Was

“tancelled. 1T was Rot ~

. vas hell’ out there. ’ My ~
-prob]em now -is that mv

. men.need angther prac- .. ¢
tice before Thursday s«"
?reeord f1r1ng T

(\- - : a3
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l 2] ‘.' ”: "

'*E1eutenant Aayson .was,
*very specific 1nmﬂescr1pf_

. ing.#¥at needed to'be
. ‘accdmplished. ‘wher he
- spid; "My proh]em*now i8¢

at: my men. need anqﬁher

e S - 3

gract1ce before - ﬁ? O

"/ Thursdgy's_ record
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t’ e%ement an I
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ayS'ntg u

" of t e,sk111 11sten¢an.’:
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T B % I know ycp’re bﬁéy, bty |
avl Lo ! . %ns 15%911 impor - -
ant, (Pause)' I can ..

apprecﬁate that. you we4*
' under a‘lot of '

pressure, (PéU%éfoig -
know this isn't ‘a good o
time for yau: -1 o

Z>-wou1dn't eVeﬁ?Botﬁer you 3
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SE T N , - . (§fpeat) ! Lt. Reagle's problem:
;3 S e ) o i ying IO ta]k,,. _
) " T P Aab % his probiem. ?he
R . T ¢ “scheduling ‘officer was™

L : S . ’ © ... -then willjpg to: 11sten

o ‘ ) Loomer e R ;g§j *tos'tt. Hanson' : :

: ) R N e *'» . ‘problem. ~Now (5‘;§*1ook
SR S e e 77 at the next Crft1' 1 -
Yo iy, ) SR, REEL, Ut Stepi” SN s

N . AT . . P Cae .
e . D= =3 S i ZA . D
Lf,%f  s ' 2 . jTIndigéﬁ the mportance a

‘134J;;.Crlx]g§17$§ggigf Ind1€q¢‘ the mporta . fogrfompW]§hment 0 -

N I of: accomp11shmentror chande,’ e ;hange. Cirgje‘1n your..
&~ 7 ¥ Instruction:. In your. notes;*d1rc1e R ‘fiotes the dialogue .that
ﬁ¥ the d1a logue. *p1cﬂ§énd1ca¢es Eh1s step - Specrf1ca1]yfsboys e
: B Ch "'j L1eutehaﬁt Hayson g;'“'

.1? . ::u .. o ;: E o "; o t1ve1y.,"Push the
: =y SIS ", "proceed" button 3 1x%; N
] dheck your answer. . 5N

""*1~2535\1s 1mportant F1ve

B ﬁ? my men, fai)ed théir
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hey réﬁ]]y S
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hggg to get them at

~ least one moreﬁpract1cef

fbeﬁgre-Thursday to bu115
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T f*ﬁ;ffHayson hand]éd‘thms o

step We~H .by exmammg '
Tthat f1va of th men ha

and peded one. MOT8: %
précgece to bu11d e
_confidence. “Fhis ~ -
openness ear1y in the

' discussion hglped him L
.reach a compfomise with’

the sthedu11ng off1cer 5

-
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Y R »'; T D1scuss idéjs. ;Am o
, cuss 1deas. - : - first; Lt..Reagle S %
,f £ notes; circle 1° ‘resisted discussing - ‘"
"T1nd1cates Eh1s‘sté% i solutiaons to tleutenant/,;

- ' Hayson's pr§b1em ' L
e ‘Lieutenant Hay: R
fﬂi'- effect1va91naus 9L

R sk111‘ SOT1c1t 1deés ff?

—Let! s seefﬁowftt ‘Hayson-

132@1 Cr;t1ca1 St
: Iﬁ%truct1aft .

used;IhJs skill: - Circle v

one or two,exampTes of

dialogue in:your-notes J—
that shoW how. he, wasfdi ,_'
effective.in gett1ng Lt.-

Reagle to offer a¢1 o

so]ut1on. P'sh th

{. “scheduled whq;?'f?"
- -spreparing f# tes
— th1s week?

01
\

your he

e Yon Ne.a =

© Y apd, we 1 "1 gue§si},”§
.~ just hopfngdh%{t 3/011)e ﬁ
~could dq 1t aga1n.ﬁ,iz:w;F
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141} - Close-up of ‘Tom. . o x e ;
e DR A 1 have to ¢ Sometfing.
i e $ ‘I-havawat least five:men
TAT e E R that need- that: extra . .
Tl o - pract1cé;;élif»you‘know
;M ,;tjem, %5 . the. ones yoi =
* - . up that special
I : P i ggg]g1ngifgr Jast
f& . ; v . mon;h; Sims, Kowosk-i,
N R 5 . & O'Hare, Elliott; Brawﬁ :
. I e s remember7,-n__;fa s

. ; S 2> % [ ST ~ 7 . e L 4
. s sat o IR TN e : S S BRI i

. oo, FAR o : the so]gt1dh1§cr;'
142 Two shot‘of Tom and B:?iﬁ o
N R ] S . QRepeat%

“problem had té: come....
“from the scheduling-
; xjoff1ter, Lieudemint
: Hayson cou]d not te]?
" him what_to dos  He haq
to get Lt. Reagle tg.
discuss® the-éq]ut1ons T
. % R e T
Fie d1d th1§ by us1ng§ghe ‘
sk111,&ma1nta1n or. :y#} _

cnhanee-se%ﬁ—es%eem —
whewﬁhe sa1d 474 o

R A T
_Ypuive,wor,édﬂschequw'
;ﬁi%atTésﬁbéﬁOﬁ? P
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in atso. ¢
Qﬁﬁtt Reagle - to‘
prme ownership of
hlem.- He did

* this by reminding him __ .
~wh0:thefﬁ§1&*geop1 Were
and that Lt Reaglé had

alrpady spent some time =

‘ working with them. This

promptéﬂ Lt Reag?e to

- sayi?r T

-

wreahn that T caﬁ"t
your who]e 91atoon @
in. .No way. But,
tomorraw,® ‘at: 800 I havoj




-on . ~ to be taken by. each of

v el ; *,Ag'ee on spe¢1f1a aCt1o‘
Cr1t1ca1 Step 4 , Agree/nn spec1f1c7J -
taken—by each. of you akd you-and set @ follow-up - .

ei

RS TUP date. “v o . { .date: .Circle jhe_ . I
o Q]g]égge in your notes'%:_-
that shows the = * .

lieutenant handled this.

step effectively\ .Theh.
push the "proceed" - .. .*
. hutton tp chec your : 7

Aﬁ r1gh EE ey 'H be; -
VShootihg 1th Roberte" i,

"*p1atoon' 191 notify
h1m. e .

5 .

Lﬂeutgqgg§ Hayson‘was o
v,ery( ggr:efg]igo spec1fy -
1at to be do e

m3:1cated that he

1) oAy Sty e

g .
: 1!£eeded practige, as well

as- two ;gbg,ﬁéféjéf@éﬁ-
\1ine.; y ‘agreeing to
et bﬁck w1th the final.
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T I L S R ~"f0110wjgpngmg. }t is’

R T ; Tk ' .+ also impgorgept in this
S s , BT T S step that«both parties
Co oL ™ L= IS ‘agreed %o ‘take specific

‘ e s @ act1ons?ﬁ“tt Reagle d1d
- , S . " <. ithis: yhen .he sa1d

>
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150 C’Iose-up ﬁ "I Wr1t1ng on padd'

.7 | vean, okay, 1417 mark -
TR you down. | :

e L .I.Fhe next Critical St'e;D'
Critical Step -5:. Express confidencé. : is: Express. ,
o SRS ¢ confidence.. C1rc1q
‘e . , S R "'tﬁé dialogue in your
' ) S o "notes that shows this
"_your notes, c1rc’|e the .  step was followedg Once
~dialogue ‘whic 1“ﬁ‘d1caté§~ th1§ step. was | . you have done. thréi,\push
fo’Howed ks o _ ;1" the "proceed" button-to.-
- . S - ”'4§§ -start the tape. L.

Instruction:

7= a I (Stop TaDe)

) L1eutena‘ht}Hayson Was
.l % siAceré when he thanked
"”‘l:t* R“Qag’le for his
:hglp. YHe was also -
ver’y spgmhc a5\ o0
: «.ﬁe fedpBhis sol
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154 | . R M@ * to practice follpwing
q Yoot * these Crltjca]7§teos in
— “a situation which’ 7
: requ1res 1nf1uence., o 7

P \
. . . e

i 5.
Turn to Page 3 of your 5

‘workbook .and reggfthe;
Background, Informatxon
About the Skill*Prac- .z
S tiee, After you read -
~and understand the ba'
-ground . 1rff‘ormatwon f

;K the "proceed"
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— ,')'?' d 'I"urn ta"'
- % dec ide’ how you \wou d

Sy Wi = T2 T e T N T ~
Sl .-‘*;'bgg]gith'ls conver= » ¢ °

. Tt Us@tion if you were. the g
———a—A v} f C1rc1e yeur

.‘Zlon Page:'6 Vtt}eg’)push the :
~JMproc ed"{buttorrxr to T
‘ ,o%fi Epswer,(

-"“]5'_7:' .Small oﬁfﬁce, two"‘hsnors cha1rs. The k

! sergeant. is séated in ofie chair - the 1 ol
: Tieutenant m“'the Ft'h??f’; Twa shot s R av1ng troutr e-'——
- \’ i — : P o, i w—mth the’ pay tomputa-_; ;
* I t'i'o'”'s. . Dur error rate =
fo ¥ - -is over: 'Ehree ‘percent Z?

. and’ _t should -be 1gss
e , e percent &

¥ - - S"" \.\:\ )
: T RSy Lest answer._ >
: ea“'l Step ‘I'~ Descri at ngeds < ' This: ¥Ry descr1bes ane\
e accompb@ne or ch ( [ .. vy of ‘three
] be,




N sgrggaht of ; be1ng An HE
"~ wWrong when she says} I
-+ know you're- aware»ghah,y

= we' re- hav1ng a prob?pT:

."'s v wi T i;

~ AR
= C s the second best:
cho1ce because it.

" is" @ non- threatenxng

our erFéF Fate. | ; -approachu” -1t is qgt the—
al ' 'best answer because it
A % mixes praise with. . :
: . et griticisme This can. / i
,)2 7 ¢ make the praisp\seem "

" insjincere. - Réspagse.C
fk1;wto descr1be

-

'v151t6Fs éhaﬁrs.
1n one chair »

S i;I know yod're awaﬁé
: we're having troubts v

. with the pay éﬁmﬁuta-— ‘;)-_,
tions. Our _errof Bate ™

1s ov r. three percen%?

ftryﬂﬂg hard to cgrre 3
. thatu’A}k 1%, comegar Ungire
1nt*é. Wewesﬁ AT

e
B2 pusﬂrthz‘mptDCEed"
. '~-**buttdh'?bvc&§ck your'
g aar'sweml N"J“‘ S




¥ [y Lieutengnt: ('

_ It may bé temporary, but
when our._error rate goes
tp thdt high;- therg;aré
soldiers eut there wwth

- bad checks. hey owe.

©.us, we owe them It

" Wpapekﬁokk nd a 1ot of

. wasted -time and effort.

A i i

— P

S, 3,~‘Response[D s the best"

iJS@ ~ Critical Step 2: Ind1cate the" 1m1ertance . choice, By referring to

St the problems . 0f .bad

| of accomp11stent or change.,

.'JA\:

and extra paper- o

. thecks

_woERy the lieutenant-'is

s very speq1f1c~about why
u]i the erronirate must be'

o . , - : o corrected.” She also -~
LTl U . effectively awo1ds are-

2 S S o argumerit when the - -f@,

. sergeangiglaims the i
érror rate is only a ¢
temponary,prob]ém

vm»~4ﬁ*tead:jﬁhe sdys, "it

- ’ I . Lo Do - '
R L c ) T may tpmporary," whi 1
T PO IEET SRTS ¢ E o 1_.,-amé§tMttm e

still tmﬁ 'i

_"

e, ’rﬂ'-;

T,

5 * v -
L E is- the secondﬁ%est ¢ ‘
cho1ce because «it t1es =

e erroiﬁrate to o/

D roblem of 300 .- °T

i 4ieibididrs with Bad” . \

R It e S ).

- ef?ec€1,e fﬁéﬁ:B;T' ’”éé"
- é&ﬂg ‘phr a\ *"apparent1y

you dort
- can: thrgﬁten gl
- sergeant S se1‘;-

‘Listen tofthe chrre
response again and
we']T Font1nue; .

o =



R
o

buh s

| It may be't=m.orary,

.

.’ i - o

rate goes
there are
soldiers put there with

when .our eyro
up . that hjgh,

bad checks.
us; we owe them.

They owe
It

means a lot of extraf
paperwork and § lgt of

ort., B

I m

MR v )
y B
-

. : . ’

. - [ B

N .. . N
N ’ Do e el v
D :

\ - v ., .
~ w & -
N . -4, . ¢
. . - P
R - s 1 PO
! ,
- -

4?‘?‘*;:- iiin6
I say1ng that wé']] b

hf "rable’ to. “handle. it Vike' -

LM e a]ways d1d S e
A Ih]gf@gﬁ]d be . an o

appropr1ate time to. ‘use

one or more of thée_ Key-

IntgrpersonaT Sk111s 1n13;?

“regsponse:to- the e

—— —-

Sergeant Sﬁtommentk

?héﬁe skillg are:™ N,j_efﬁ
g : (U T Lol -
' ¥'e S

'/1' >

‘tisten and responﬁ m1t

:‘-l_

Ma1nta1n or énhanCe sel f-esteem; : « ff7zf

empathy

Mainta1n or enhance s’lf—
esteem S ot
IUasten and responﬁ w1th¢

. ' So]%cbt 1deas. v . 'QIL,," S
T Y g .t = 74; R
; . -
e . . wor d . . e . -
B e C1rdﬁe your regponse

¢ ‘ ;. . \_f

M; ﬁ;h:*‘:;<* wder sta *ment three
R -.Then push ,"

* button to

AR answer

ﬂﬁ?{{ What would your sa/y" et
v ' ‘; - . 3
P been L c
. . ' li',- A 3&. . ) .;;\ = N .. .
- 7 | - ‘;K — - . o ‘
(:. N
_ <Ciqse—upzqutrf( LiJ(A ' j( ]
oAl wegw T
. : :’f:.‘.:)itmﬁp. S— : 2}
— p ;v. -., ) ”:. ) - R O ] - ;. ; \’ A. B
. . ) v . 9 5,.[7 .- }< : . .:

09 is QU1te-~: T

S e



I i)'t?"SS‘ib'l.é.";\_;

R : o However, C ¥s the bast.

S : .- . . answer because it

‘ (R effect1ve1y uses ' the
C _ o .. N skill; .maintain.or

R - F L ;enhance:sejf:estefm o ;

' ' / The. lieutenant-does th1s ot

by praising the U

: — : — -
171 - C.:-You do have a good record: The way/
' 8 . 'you've,gotten. rid of that: backlog sergeanf's ‘past record.
- s qu1te empressive; but this. error of e]1m1nat1ng the back--'
; , raté is.a problgm and I'd’ 11ke yonr -+ logs The lieutenant also’
i heip An so1v1ng"t* L -7 . T: uses the sk111f soljcite

S et g
s P

i - i . 'jdeas; when She says; -

- 2M1'd 1ike to have your, -

I r'ihe.lp iﬁ gé]mg -lt i 5 '-‘:_i :j
ST SERPURY S Cl
. ‘ ST e : . . _G". -

7; B l]though Respo se~D '

W1th a]] your years of exper1ence ycyijwiﬂcafgect1vgly usés- the"s

ey Us WiIth- all your yedrs o eXperience you —. [ =&lye-LIVe Y H>ts LUE. '
w1 . have o have.:some 1deas* What 'do . ;" N sk111, solicit ideasy; s
' H.',~s th1nk is the prob]em 1n your un1t7 A q the. statement, "with a11
R . .2 e . L L your years of T
N R . R . - 7 experi¢ nce"-may have,e
. a .., tomeracyoss as iasincere
, ; ’ use o i
i ’ o ‘- maintatns
UL R N self-estgem. AR
R A £ not give a spec1f1c X S
-g'.; j_'} : o S - "2 _example of the - =~ -~ -
o I ~ sergeant's accomplish= ’
ES Cte .+ .7 ments or: ab111t1es. 3
e X ' | B 1s an: examp]e o? the S
I You're say;ng “you're not’ worr1ed o, skill, listen and : ‘ {,3*'
*' and you;th1nk 1t w111 correct itself. § < respond- 1th.empa¢hy BEESRN
‘ , . , o It-is not “the best e
e ti's wilkhin gness . ¢

R -;jtp,zgngre thé- problem
; ,@hgn the 1]ggtenant W
S '

LT “actually want$ ‘to fotus
I 4 on’ ways to so]ve 1t.,, 3:j

ap _ N A

A,; .' % = .-__.o . : -;. - t:é \,.
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Now let's continue
, - first,. the correct
: response. '

I

T y Lieutenant:

(Repeat)

—
~
£
(@}

—
[
w
(2]

]

1!

, : _ “You do have a good
+ . S record. The way you've
- S gotten rid of that

backlog is quite
impressive; but this
error rate is a<problem
, - - ~and I'd 1ike your help’
- - R " in solving it.

~

' / ;" %égéééﬁti

175| Close-up of sergeant. T
SN - C ' Well, okay, what do you

want me to-do?

- A\

N - R “What would you say? . ©
176 |"What would “you say?" S : Circle your response
: . ’ : ' : - under statement four

- : o= ‘ ] and ‘then:push the -
: . proceed button to check

'yqur~answen;

(Stop iTape) «

A : : _ . ]
R R e R T - Lieutenant: .

177!  Over shoulder on to lieutenant. - .i‘ First, let's talk it’
: . ) T 4. over. Do you have any

ideas about what's

causing the high error

.rate in your unit?

. : L
oo . ‘ Co a
“ B . . . i i

F e —— . B is the best response
178! Crijtical Step 3: Discuss Ideas. jl' because it starts the_
L N a C i g -discussion by :

T - . R —  questioning, the causes.

- = - " " You cannot tonsider

L ‘ , .. solutions until you
A I | S | - understand what is
\. ' 7 o ‘ . causing the:lproblem:




Response A is not.
appropriate because. it
asks- for solutions

179 A. What do you th1nk we can do to get

the error rate back to one percent?

causes. C an D are

because they offer ideas
before giving the
sergeant an opportun1ty
to suggest’ 1deas..

4

correct response again

.~ and cont1nue w1th the.

- oo ke _—  Let's listen to the |

t

. s1tuat1on PO

7”1| - o~ . o Liéﬁiéﬁéﬁi‘

180. Over shoulder on to lieutenant. - =" Do =
: . o . First, let s talk it

b over. Do' you havelany .
- _ ' ' ideas—about what S
° N _ ‘ ‘ o7 causing the high eqror
ae - ' ; 44rate in your un1t7 \
) S Sergeant:
181  Two-shot.” - : - '_fsff—f, A
i o ] ‘ _ Sure. Probably what's
L L o caysing most of my.
' ' ' : problems - Pr1vate~
! Harrison!

tJeutenant.

Pr1vate Harnson7 o
What S the prob]em ther%

i
\
v

’ ‘ ' L T l‘:. n_ §§§§§§§§i _
182| Bvei the shou]der on: sergeant.“‘_ E 1 : . 3
L““*’*‘ = : SRR The prob]em is that

~ girl's:got no head for

f1gures. Beats me why.

.she's -even assigned to

this sectwon.i She has
more errors kicked back

than anyone else: 1n my

. — ] | Lieutenant: -
183! ' Over the shoulder on lieutenant. o :
- Cm | Exaet]yshow bad is her
] “S - o : performance7
~ . _




S R i I | i Sergean&:
184 | Two shot: ) I _
| 5 S — — - ' S IR : We]] 1 déﬁ't\khbw”
: ‘ ' o - S g;agily ‘1 just know- -
L _that 1 get three times
‘ a1 < the:audit kickbacks on
. = — : ner‘thaﬁ_éﬁyéhé;
. e _
S Lieutenahti-
- o . R . A Havefyggfgalked to her
— o T, PRI _ ‘abput this? |
: B ) . ..‘ : - . ' U R -
T ‘ - L Sergeant' P
. . . Hell, yes. F1'm always
. - : , , ,'dh-her,back She Just
. | S ’ . doesn't care.
_— T o - S : L1eutenant
185! .Over the shoulder on lieutenant. = %' / P
. | B o _ Ehat do you th1nk shou]d
. o \ -~ be done? "’
. , \ B semeant . \
186 - Over.the shbulder on Sé?gééqt. ' -
; : R S ) ) ) I,d like to sh1p her T
L . : . Tk W B - \ out:;. She's’'dead \
Co : . Co - weight: But I've been
- - T "”*—“‘*"“lfv - % " 'told there's no one .- K
K R . ©  -avaidable to replace. her
\ , S . right now. I guess I'm
| P : R L ‘ stuck wwth her. *° . \
[ ‘ - . e L
I L E Lieutenant: i
187 Close-up of lieutenant:! . ' e ] CoE
R R T - transferflgvogt of the -
L i v s qu,st1on r1ght now. Seo .~
I S o SRR it'ls your responsi- |
o . : : N o b111ty, and mine, to-:
‘ : o - ' motfivate Private - i
- ’ - : . Harrison'to 1mprove her
- ' performance.’ A\
4 ( : . S 7 e L
, S — 1 - S . \
. - S - ~;_( o ' Sergeant v
188 | Close-up of sergeant. e - ST T
B . o - Look; shg's a total Toss.
o - ' T
— : . 92: ; 3




S ' . C - e " Lieutenant:

- 2 . : / :. ., . . o ——. 5/ - R ;.I; .
139 T - R ‘ ~ But, as long as she's -
ri, - - . with.this section, 'we: | .
o | C]ose-up ef 1ié0téhéﬁt o . : have to work with her to
' : I oL : - | _ improve. I :know you' re
' ' ' nat happy with this |

. . : . L. . . |
T K S ‘ ' -« ‘error rate and neither |
_ ' ; - — *’""’Wﬂf” -am—IL. We:gangtgtraﬂsﬁér

4 AN - C Private Harrison and we.
' ' can"t let this go on :

) T A B R ~either . . . 50 we have

her performance around

T s = .  sergeant:
190 "Two‘shot. . oo .

an

S - N s You re r1ght but 1t
’ ‘ L N I will take a m1rac1e

,L1eutenant.
_ . . B T, iecucced Tho
) . 5 L Have, you discussed the
) T o , : spec1f1c error rate with
- - ‘ i ‘ e ' ‘ - her? )

s

Voo L - ‘Not really. -
o ' - \ - ,‘”f“*q - a.L1eutenant
191 Over the shoulderon lieutenant. .

; praer-on

T We]] theszllet S ta1k
¢ about how you'11 -~ ,
- appreaehéher with 1t.’-

o . ‘ - . . - : Ne 11 save some' t1me now
o SRR : . by leaving this _ | ...

i ~ discussion for a few .

moments. ~The 11eutenant

d1scuss ideas ‘for

¢ improving Private

-Harrison's performance:

- ‘< - L They decide on.the
- R T ' . following points.

2 1

——

192| C§1cu1ate Pr1vate Harr1son 3 ?rror rate. ' will calculate Private
(G raph1c), A _ . Harrison's error rate
-/ . : ‘ - and get specific
S IR - R CT examples about her .
o, < . o 100 3 "; . performance prob]em

S F1rst. The sergeant’




,,'; N ) ‘ 1 Then: The sergeant wilk
193 : Performance 1mprovement discussfon. . . & -} - discuss, the performénce
(Graph1c) s T R 6r§§1em with Private
L L S T . "Harrison and reach
o I S : s ,‘agreementfy1th hér about

specific actions she can~

e, -« . ctake to improve ‘her
. = - pnrfrﬁrmanrp ,‘

L
.

>

o , . - R r"Th‘nrd " The sergegnt has
T ' t also dec1ded to arrange’
194 Senior c]erk to mon1tor Pr1vate o . for a senior clerk to.

Harrisoms work. S s : monitor Private, '
(6Graphic) . _{ A BN Harrison's work for
‘ g ' “ o ' the.néxt two weeks. The

y!

clerk w111 provide the
o . sérgeant with specific
v . IR - examples of the types of *

S : o . } errorS\Pr1vate Harr1son
o A : ) ; ' is mak1ng. :

C . o . N

LA

v

- . . ' . .

Now turn’ to the next

195| Closesup of workbook:: .  item in your wgrkbook
» : . ST ' ‘ . and se]ect the correct ,“

- - N — < five for the Cr1t1ca1

» . = , o Step: Agree oOn specific
S B . . action to be taken by

' o I é : :  each- of you and set 3

' s S - _ fo]]ow— up date: -

o . _ R _ Then push the proceed
T » . : S . button to check your _ -
TLooT S - _ . answer. . - T

u

St o o © (Stop Tape)

P : ' oY b Li.euténant: b
- X
U it L - , I _ oK, flrst you', 1
/ ' - . B ' “ca1cu1ate an_error rate
' ! _ , s . . for Private Harrison. _
; ~ ~ . You expect to have that
- B ) o » R o _‘by tomorrow afternoon.
' C Then you'1l1l show Her

‘ ' . \\i - " '  ' these figures ahd reach

n~y,
r

agreement with her about
f < J

. 5. 2101 | .:"V'What she can do to g
- 101 - 1mprove* , '

- T TN




N
. -~ . - . - _
. - VL - - s _~

;f ~— . }+ | Lieutenant: ..

{ _ S ' % 'And'then you'1l provide -

— = : — — —additional-training by —
T - : .. .t .. . having a senior clerk" '
Lis , . ; S .- . monitor her computations -

‘ ‘ .+ o L7 7 for two weeks.and give
" her examples of the . .
errars she's mak1ng S

__»Wﬂ -

L. oL sergeant:
i - : ) . . . - . v B 77*5 . . v R
| ' - ' . - T::  _Right; and: the extra

o tra1n1ng won hurt.

Yl

198  Two shot.

- W ‘ R . . know. how your meeting -
i o , : . ”fate Harrison.

S L : - _'goes: Wh

o - ' "~ “ you can_ 1 can_get.back
* _ ... to talk about that? -

9 S l 1 agree._ 1! d 11ke to

N P

o - S ] ] N .. Response D was:the best
199 ~ Eritical Sgep 4: Agree on specific - .~ . . answer bécause it =

e action to be taken by each of you and provides the most

R .. set a fo]]ow-up date; - . - _thorough summary of the
IR ] L .=+ actions-that were agreed

~» o -upon. It is also the B
e B 6h1y”:cht7)'1'ce that. .

set up a_fo1Jow-up date.

¢

|

R ) A1though response C is a
200 , C.'“You adm1tted that you don t have the concise summary &f the

’ o facts to talk to Private Harr1soh:yet, actions agreed. upon; it

s so you're. going to have to f1gure her -- - does not contain a
f specific error rate . . . you're follow-up date: It

going to let her know that we won't - does,: however, contain - .

tolerate these errors any longer. : j‘ phrases that can be .

PR , sergeant s se1f -esteem;

'?t-‘ft ; f; . . such as, "yDU admitted
P I that you Uon t have th&%m

-

YR

! : .
:‘\) . . . : - — . - -; J}"' L
k . . . .. ’




: facts."'argff@e Worv t T
. tolerate jthese errors
- any longger." Ihe tone

of thws;response can be

)

té#trw4thgiheT,Anggg,

202.

203, °

11eu enant s last -

Two, shot. .

LiéUtéhénts

'i'd like to

- I agree-

-.-J e

ith Private Harr1son ;
ﬁoeswhen do; you think
you -and. I can get back

/to ta]k about that’?f

¥

-

T
| €lose-up of sergeant.

— . ./ ;-W 7-f:“: Serqeant

f$ﬁl1 taWk to her

[

T

tgmorrow afternoon; so_ .

maybe Fr1day morn1ng, OK°

- Over shoulder on lieutenant.

=

'=;'Lieuienéﬁ£‘

Ggod Let's make that

',1090_ hours, Friday. - ~°
.. 1M cbes anxious to hear
S . how it goes

o

Sergeant. L

‘Me too. And 1 hope )
‘1t 11 work' :

what wou1d you say7‘

'“wﬁét‘Wbﬁid you-%éy?“ (Graphic)

—

-

Circle your résponse o
statement 6. Then push
the "proceed" button to-

T check your answer.

(Stop-Tape)

?



R
N

s
- . [ ) : 0 1

ZQS ;;Glose—upvoﬁ lieutenant.- : '

1 think it will, Aaving

M " , S ~ the specific data and
o S . - Co : do1ng the things we
A ) o S . discussed will make it
o o a : S clear to Private C
= ' : ' . HéEEjsonethat,sheemust,
e I . improve and that you're
I o o willing to help her:

T R , ) , The best choice is E.

206 | fcrificai‘SﬁéofSEquioréss confidence. © " The lieutenant expresses .,

. cohfidence by" referring

to ‘the act]onsftbagfwm11-
: o K . . “help the’ sergeant be.
— EEE o o - §pecific in his .
T S R _ \, discussion with Private
' . Co o " "~ Harrison. This ,;'
. s o : o ~conf idence comes across
—_ S o . —_ o as sincere because the
¢ S - . S ‘ lieutenant is specific .
' & ‘ ' : .7 ~ \about the things that
) T A - o ‘would help the sergeant
) o N : ’ . to succeed. .

Vi
%

ro N _ If you chose B you :
207 | B. W1th ‘what we - talked about how can we selected the second best
, fa117 o . v response. It is an R
| = R L - expression of : / S
. ‘ confidence. "Howev
this response 1”

. -
. d

- » ‘ 11eutenant FeeT S

will succeed:
.Therefore, ‘it cgn come

v

ere* B

- B I across &s insin
B T s S
'| = " ;Q ' M ’. i How d1d you-do?
208i Narrator w1th super1mposed "How d1d you 5 .didn’t pick all-
d%?" S o SRR right answers,

B o ' L d1scouraged .Thi% is ..

. L ST e T your first try at| - o

R ;ré;.:f“eujf - Jf st T - \;;-7'_ “following the Critlical SRR
e LU S e T T Steps for I”f]uence.»ﬂﬂ. -
’ et {,g S e It's going to take 'some

R T N R P SR .1 practice to perfect ;

. . L NP E these sk1lls. -

¥ . . -

Py e . .
PR "‘!-_,m_r‘um . i oo




s . " L / )
[ NI X - . s ¢
R . - ' ' Let S br1ef1y review the
. 209 Na[[ator ho]d1ng workbook open’ to summary : oncepts and key points
v ! page. ol . . o for Inf1uence”by7tqtnwnc
" o L 7;_44444<, 'to page for 10 of your
: S ; R B workbook. Read the
S - T o . S ‘summary section, then
= ' SRR : .. . push the "“proceed" '
- ] S button-and- the‘tape:ww44——4~——
. ' T continue: . 7 / '
T A o o (Stop Tape) .
' - . ) ) ) “—ﬂ ’» R
- L - _ N ket's review Infldence — ==
L . ' R VR —_|. by first looking at the
210 - Influence is: _ S def1n1t10n'. e g '
. 1 " :
’ 'Us1ng appnopr1ate 1qterpersona1 sty]e?. ' ,Inf]uence is:
. and methods, in_ guiding .individuals or/" % =
groups toward task accoﬁ611shmbnt S Ug]qgiapnrﬁpraate
C ' - BT interpersonal styles an
S Ci g e e e . methods;in gquiding -
L o T " -.individuals or grouns.

~ o R o - toward task accamp11sh—.

, . . = o -7\)\ . x‘)‘-ment._ B | ..;_
: o _ o - L P -

In this module we .

i — = =

-'stud1ed two sources of

;. N ?' T ;‘ L - 1nf1uence. —
» R ) o . L S . ' . -
- « : position au§b9[1ty dnd
.21 POSITION AHTHBRITY = - . . - perspnal authpr1ty 5
o . T A First, -let's rgyzew
212. PERSONAL AUTHBRITY hipos1t1on author1ty
\1. : — A - . - : o . ' -

T
ot

S ' . PN Position author1ty Js
,213 h POSITION AUTHOR&TY IR S f:\kﬁ“the\status and power

(p1cture of - preéi&éﬁfié] sea1) (Rébéét) ! . that-goes with your
; v S pos1t1on as an officer

... ¢ inam organ1zat1on You # =
L .- i R ., can-use this type Of '

L T e .~ <. 7 influenge with o

_ . D S e e ' vggpgfalnétes and in=" -~
NP N ? . ,',?{7*,f._' o . . greas of’ reSﬁons1b111ty

S O 2T U S N .+ ‘as 'defined by your
T T SR . position|description.

~ - :\;_ -' L S Position author1ty is

'valid when you use it

, St - SR . ~under the f011ow1ng
S A T S _ cond1t1on5" :

.
.

-

LY

¥l

) -L:/‘




Go21a

.)‘

: o i With subordinates Tha*
‘Subordinates follow. orders. - ~is, when you're trying
2 - A ) . to influence people who -
' i - report to you and who
i ;w111 follow your orders-
= i commands S e

- o . . -

';Bositiongauthor4ijuqsﬁ—fe—44f

215 |

217"

Task requires-1ittle or.no indepen- .

dent th1nk1ng or action by subordi-

;A’\“

l |

.': Leader is technically competent.

2
o, ‘w

a7

.0

106

X4

. task:

,-you d1rect them

emergencies.’

“valid when the task does

not reguire 14dependent

‘thinking:or action on! ~ = ¢
~the part of the people

who must perform the |
< 'Ln other words,;
the task is simple .
enough that ‘they can

perform it- exactlv as

=~ S jf
.

Pos1t1on authority is

valid when the task must

‘be performed quickly =77 PYY

with little or‘no
discussion. This ‘.
cgndition often‘occurs

in .combat or ta

EL NP

i
Sy

'?Pos1t1on author1ty is
~valid when yol have the
’techn1ca1 competency and

do not require the- input )
or ideas from others to . °
get the- task accom-— - -
plished.. Posqt1on

.authbrity- is a source of

inf tuence when- one- or
more of -thesg- cond1t1ons .
exﬁst. N :



218 s Sub@rd1nates fo11ow orders.- - P - T
. 219 - Task requires little or no — [ & . ngg[g1nates fol?bw S
) _ lngepengegtfth1nk1ng or actidh by ’ '”-f“;orderS* o
DI PR subord1nate5* o ' . o ‘
i 1. CIRR S ; - Task requires - ;
R | T STe o T ‘ littleor , =~ =
220+ fﬁfTﬁSk—mustfbe%performed—qu1cx?u. : : — no—independent——
R P e SR ' thinking or action
o 221 ST .Leéderii;;tethnica]1y_competent: < n SN by Subord1nates
I = ' == . " Task-must be oA
perf0rmed qu1ck1y
:E;i "'L_.; e g Leader is A
e ' i_l T techn1ca11y
L RO comﬁetent
.3. ) - X : ‘ : o | o ,! ‘A . . X " : _l
BRI R A , - Ibe other:: source"of
P ‘ . 2 1nf1uence 15
s - T“ . ; pergggg] author1ty;;"
222 . . PERSONA;AngR;TY o'y personal autRority.means.
i +NCO: surrouggedfprggpta1ns and’ 11eute- S influencing others. by
l' nants; in. the foreground are two pr1vates, ' drawing from the: resbect
' one talking ‘to the othér. . . ' _that you have;gained.
- "When they want to know what rea]]y is° _ - through your 1ntereact1on P
, go1ng on here, they go to Sergeant Duffy. - ' 'with others. Thjgvtyge o
o 7 . I of authority 1s‘earned
(Cartopn) (Repeat) . ;~,_" N .and based on . . .t T < .
- _ 77 _ . 5‘"’ : ) : .
T - — " Your reputition ;- .
. ‘223 : ..(Reputation Cartoon) = & < b T
, s (Repeat) };'
4 * ‘s.'r :
o E T | IR . technical competency ...
224 (Techn1ca1 Competency Cartoon) ) |, O W : I
TR L : (Repeat)' , ; 7
i T | "] and the résources you
12251 (Resources Cartoon) —— S e have to offer.
: ‘.‘, L : \k (Repeat) S
> - ; 7 . . ) !
R ~ v _. N R ,
¢ % 100 M i.-'
B 4 - X
e




R | Af;:v”,i;i'- '.Zi"

Ma1nta1n or enhance se1f~esteem.-

L1sten and reSpond w1th empathy

You learned in this

. module that you-can -

increase your perSOna1

author1ty by using

three Key Interpersona’

'Skills when attempting
’ \ )

to influence others;
Thesegsk4llsganef4444444444f

pier

230

-t

5011c1t 1dea5* (Repeat) f

Ma1nta1n or enhance S@Wfr

esteem . A

2 Persona] Author1ty can 1ncrease Pos1t1on o

| Author1ty.

T

; R -

. 1

L1sten and reﬁpond w1th

empathy .z

Solicit idéés*

© you increase your ij e

persona1 authov1ty o -

Effective .Uuse of.
personal. authority can, - _

result in increaSed -
B6§1t1on authority. AS;
reputation; technical - °
competency, and the - ..
effectiveness of your
approach with others;:-.:
you will be more"
_successful.

.This.: AR
success often resu]ts 1n-

* promotions and mare- -
,-ﬁﬁgitibh faUth'_o"rity.g - F

Th:s:moduT_‘FUEU§ed on

metheds .af building -+ .

persona]wauthor1ty o
ecause .this source of
influence c¢an be " .. -
eve1oped Bes1des the

Sk111s, you: a150 1ea ned

. five Critical Steps. ﬁkr\
Influence which can’ “help: ,

you increase your '._~

persoha1 author1ty.'_ S

]



-,



232 _ﬁéaiﬁﬁréf Narrator.

"233| Final pages of the workbook.

i ~

-

238| Closeup of Critical Step cutout.
- . ’ N P |

B o
2351  Final Seal

B

v ”7777\7 L.z L
- 236 'P1ease push both REWIRD BUTTONS.

'Y

1f you BFéEéQée us1ng

the Key Interpersona’

Skills and Critical >
Steps when you attempt

to influence others, you

~ Wwill increase your

persona] authority and

your power as a 1eader

The 1ést pages¢o£u~_f

your-- .workbook provide

suggestions for
activities,; read1ngs,

- 'and classes that will
. help you to develop the .

dimepsion,.. 1nf luence.
After Yook ing them over,

" cut out the Critical
* Step card that s

provided on the last’ -
page; it w111 be usefu1‘
as you pract1ce

1nf1ueﬁce
N

MUSIC.

e

Dimension Improvement
Module, Influence. .
Please push both rew1nd
buttons.

-
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— ) o - Dimension improvement Module 32 .

Precommlssionlng Assessment System

INSTRUCTION To complete this module, vou wili need’a pencii one cO8y
of this workbook. and the Tech Tape titled ‘Influence” (Dimension
Improvement Module d2). To proceed with this program insert the tape”
— _and await instructions from the narrator. .

111

104




INFLUENCE: ART )F TASK

ACCOMPLISHMENT

RO S

" (Use this space to take notes..

INFI:l:JENCE Utnlnzmg approprlate

interpersonal styles and methods in guiding™

or groups toward task—accompllshment -

Knowrng how and when to rnfluence others can

mean the difference between bemg a good or an -

. ineffective leader. Influence ca e described as '

the mterpersonal style or meth d uséd to gunde

" individuals (subordmates peers, superlors) or
groups~toward task accompllshment You-are .
bemg mfluentlal ‘when you can get peoqle to do
“what youawant them to do .

1

As an officer, you will be, expected to motlvate,

gurde or.inspire members of your: unit to achieve

assigned objectlves This will require skillful use

of influence: You will-also need to be influential
with peers and superiors in order to get your'
ideas adopted. ' :

An effectlve feader knows when to command and v

‘when to persuade. When usmg your influence,

you will need to adapt your approach to many

different situations and individuals. At times; you

will need to use the power of your position as an

officer to order subordinates to accomplish
specific tasks. At other times, you will need to use".

your persuasrve skrﬂs to motlvate and gdide .

,,,,,,,,, -

area—

As an mfluentlal person, you have two sources. of
authority. The first is position authorlty, which
- can be used only with individuals rankmg below

you: The scope of this influence is also limited by

your specifically assigned resoonsnbnlltles or job
title. '

The sécond source of authority is acqunred rather

than granted. Personal authority, as.it is called; is

based on how you interact with people. the .~
knowledge and skill you have gaine with

'experlerice and on how others view'your

105 .

individuals (subordmates peers, superiors)" 3_ -1

. KNOW WHEN TO INFLUENCE '

)

ADAPT YOUR APPROACH

ACQUIRED PERSONAL AUTHORITY




|-

[ B
|

“accomplishments. This type of alithority is more
versatile than position authority because it is '

limited -only by the way -other people see you. ; o

This module will help you become more .

influéntial-through the use of personal authority:

Skillful use of personal authority will enable you
to influence others by guiding and inspiring, <
rather than by demanding and ordering. Your -

"\ influence will be-based-on respect gained by - ‘a
‘respecting others' needs, abilities and feelings:
Below are three key interpersonal skills that-you,
as an officer, will want to use to show others that

~ you respect them-as individuals:

‘Maintain-or enhance self-esteem. .

Listen and respond with empathy:

‘Solicit.ideas. .

‘Using these skills will help you gain the
. cooperation and support of others. By using this

you show people that you value their

approach,you sl ,
ideas gnd experience, and do not consider
yéijisgfsﬂpéri'or to them."

Skillful use of personal aiithority will also enable

- you to control conversationsior meetings. You.
"can do this by having a clear-goal in mind and'by. -
being: prepared to guide others toward that goal.
‘When your goal or purpose is clearly defined; the
‘following Critical Steps can help you control a .

| ',,@6ﬁééf§éii§hf and influence people toward task

accomplishment:

. CRITICAL STEPS FOR INFLUENCE

w-h
(o ]
ol
(%]
0.
-
o
o
g
¥
o
-
-
X
o
Q)
(7]
-
ol -
e 3
-,
[+ ]
0
o
o
3
-3
=
3
m..
a
o
-

_Indicate the importance of accomplishment
" or change. '
Djscuss ideas: S -
. Agree on specific action to be taken by each
of you and set a follow-up date.’ o

_!o‘

W

5. Express confidence.
PUSH "PROCEED” BUTTON. - ° 3‘-‘ |
: R oo -;‘i:j{-‘:v;'-ig 1%61

. (Use this space to take notes:: -

N

 RESPECT
| XA

| GaIN cooperaTion--

#

| HAVE CLEAR GOAL IN MIND

_ INFLUENCE GAINED THROUGH .

<

N

R .

s
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_ﬁ Describe what neéds to Pe accomplished or changed

- - ’ . Y .
i
. . K ; ! . . . . -
- - )
b T H ; .
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- L »
d .
. ' 5 LI R’
. n - . .
A R . Lot
+ 1 \

b — - A . . " —

T R : — _ _ —
c2. lndicat t i{i ortance of accomplnshment or change.,_ T oo

N
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. N Le . L
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[ Discussidess. . .- oo .
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4. Agree pn §§ééiﬁé‘a”cii’eﬁ to be ié‘i_ij’gﬁ by each of ¥

'

ou and set a follow-up date. -

. - ="
- >
. - . SN :
L
- ~ i
.- : ;
— . ]
o i
s X i
i
i‘; . X - l.: R
Y- s i
1 . 9 N !
N : . .
v OO N R . ~
5. Express confidence.. = . ,
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INFLUENCE SKILL PRACTICE . *

v
s ‘

BACKGROUND ”FGRMATiéN’
ABOUT THE SKILL PRA

N

PRACTiCE

S

—_—

'Seconp Lfeutenant Janet Blalowas 1s the head of the Payroll Gomputatlon department.. She hasf ur - "

units. reporting to her, each headed by a staff sergeant. The: workload-is divided equally among ach

unit; with each: responslble for computlng pay for soldiers within a’ particular sect|on of the
alphabet . . . . : o i . J

-

L Bnalowas has held her current posltlon for the past two months@ommlssnoned enght mont
ago; her first a§slgnment had been to head up the Accounts Payable sect|on ’

e

"At the time of her asslgnment to the ijayroll department the entire department was performing.

beiow standard. I less than a manth, tt. Bialowas increased productlwty and reduced the Wi rR

backlog. while meeting all deadllnes One major problem remalns to be corrected: improving ! the®

department g error rate in pay calculation: Although the: department is currentl,y operating wnh a

three percent error rate as determlned by routine audlts the standard is to operate at Iess th?n a
~one percent rate. 4 y o , _ L - v D

s Slnce no or;e_unlt‘ within the department is performlng better than any - other Lt Bnalowas deLtded to

meet with each individual unitieader to- pIan specific_actions to correct the error rate: She has

D dec|ded to startfvgrtih Sergeant First Class Lawrence Scholl, who has’ worked in the departm nt for ',
-the past thFEQ yé€ars; and who' :s a 14-year service veteran.- o . J‘\ y :

\ « . ) - '.'

Sgt Scholl is’ aware of the problem with the error rate but has shown httle concern: He per orms .

; his job_ well, and is knowledgeable in all payroll procedures A senior clerk and three payron clerks

report to- Sgt Scholl ‘whose own work is excellent. He |s very accurate easy-going. and a ood

~leader. Hus staft seems to enjoy workung tor him L ‘ 3

The statements; hsted on the foIlowung pages are excerpts frorrrthe tape: This exercise will be more

realistic and interesting.if you do not read the correct statement for each step until after)/ou ve
heard it on the tape : .; S - 4 : . v

©

Now crrcle the correct response on: the next page for the. flrst SItuatron\ o

"PROCEED” BUTTON. - . . L

-
- C
>
I
g,

o




oLo8 l
- . .'*- . d . . e

Statement 1: 'The sergeanr (] now smmg in. the tleatenanrs offlce Whar would you say o

‘begln this d/scussmn’

érltlcal Step 1 Descnbe what needs to: be accomphshed or cEanged T

ﬁsponse' S {-'.

I kﬁnow you're aware that we're havung trouble ‘with the pay computatlons Qur error

rate is 0ver three percent and it should be Iess than one percent

Now about that error rate problem You d better do somethmg about it

- .

. I'm; glad to see you 've gotten r|d of’ that bachog But I m stlll very dlsappomted wnth

our. errofﬁte S S
’l m really worried about the error rate problem we ve been havung What have y0u
done about correctmg it? .- . S » o

LY

& -

-l /' Vi . . - . . . . . N
A SN " Y . ' S . -

¥

.

G

Statement 2- Yes ma‘am; and we're trying hard to correcr thal 1t come arouﬁ'd in r/me we've 5

just hit a bad speﬁ it happens somet/mes

Critical Step 2: lndlcate'the nmportance of ac_i:briiplliiii'iieiit or tliai_ige:
n’ésaaa;é: )

A. Look | can't stand by and Iet people keep maklng alI these errors.

B. If yo\u and [ expect to get ahead in thlS organlzatlon we have to correct the problem

e 7 C. Apparently you don't understand W|th us at over three percent in errors; that S 300

soldlers wuth bad cpecks

»

D. ‘It may be temporary ‘but wtren our error rate goes up that hugh there are soldxers

out there with bad checks. They owe us, we owe them. It means a Iot of éxtra

papervvork and a lot of wasted time and effort. .

117

© | - 110
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INFLUENCE SKILL P CTICE T ,
';4 g 'Kl
‘ 7 . : T : ;; B
S Slatement 3:{77777@0? saying it's not /mportant I'm 1ust say/ng thar we}i be abie to ha‘ndie 1"
like we always drd : o S sl D
- . \ o L ) \ . - . . AN B 5 . ' :
Key lnterpersonal Sfulls. o o S
".Maintain :or enhance self-esteem. - -~ Lo s
“Listen and respond w:th erhpathy Lo T T
. Solicit |deas. o o T e e Y
Rasponse ) SR .": - .; : g o s ~ ; ; SRS .
LR | dorit think its:that easy. G R
. - “ - - 7 , v
N B You re saymg you re not worried and you think nt will correct |tself
) SRR C«& You do have 3,,9,999 record. The way you ve gotten nd of that backlog is quute -
S mpresswe but thus error rate ns a problem and I'd like your help in solvmg it :
. . . X Lot L
S . D anthﬁallfypgr years of expenence you have to h’ave some |deas What do you thmx |s .
e the problem in your unit.? . —— E oo : c
L ) o R v . | S ‘ - y ' z 7 . -
A . i K
~Statement 4: well, okay what do you want me to do? P e N 3
Crmcal Step 3 Discuiss ldeas. - ' : ' S S .
Response ‘
& A Wnat do you think we can do:to get the errdr rate back to one percent’7 ‘ \ "
B. 'Fjrisgtrlet s talk it over. Do you have any ldeas aboj? what's causnng the ﬁl@ﬁ error D ‘ :
. rate in your unit? , . N L .
€. |think wé should find out the people in your unlt who are makmg the most errors ot :
B Why dont we checR the flgures flrst'?or specmcs Then we}I -be woarng With facts o i
' ' Lo
T _ ; T - | .-




Y
VA

L3
L

Statement 5: The narrator has zust summanzed the acnon that the Sergeant and .-

’ L/eutenant d/squssed Circle the response below which best handies Critical Step 4

3 _'_»o L R Do

' Response:

P

—

2

-

fk: Now you ‘ve’ agreed to talk tc Pyt Harnson and then you || get back to nTe wnth the

‘re5ults. S B _, J

v

.

\ Crltlcal Step 4: Agree ‘on specnfuc achon 16 be laken by each of you and se! ‘a follow-up date:

B You' re gomg to get Wlth Pvt. Harrison and talk to her "about correctlng the error ratet

- Then you'll I%me kriow how your meetnng went

- C. You admltted that you don’t have the facts to tal

ERES VJt——

N4

:.:I'

Zf-’;

- > :

k to Pvt Harnson yet: sa you're

> gonng to have to figure her- specmc error rate.....you re gomg to. let her- know that we -

wont tolerate@ese errors any longer. — R

-

tomorrow afternoon; Then: y0u ‘Il show., her. these figures and reach agreement with =

BN

i g

R

Iy

“

A

D. OK hrst you Il, calculate an efror rate for Pvt Harnson You expect to have that,by .

. her about what she ‘can-do to improve. And then you'll prdvndevaddttuonal training by

hayaﬁnﬁgfaisénior clerk.monitor, her computation§ for two weeks and give her examples -

- . _of the errors. she s makmg When do you think you and L’can get ‘back to talk about ,
o that" o . o ;

- D . ~ - - 5 S
[ ) N _ v e

*sre ) G ¥ :

' : : N A -

o -~ ~ . N i '&, 7\»7{); a:; ] .

_ L L L - LA N s - e

- s ] .‘ . _.»' . . ﬂi
Statement 6 Me, roo And | hope /tl/ wox:k7 N o s

" \ . . . ;‘\, . . .'(.‘.“.
Cntucal Step 5: Expre,ss confldence._ ' ‘ A SR - et :
s Vot . 4 cL

" Resi h ‘ o2 oo e . N
, Response: S P wANY it J
- - : ¥ ‘ -;-‘& . . ‘; '7: -« = 3

A; [ know you can: do |t S . e
B With what we taIRed about how cari. we faul” - . oo T T e

C. It's got to worR We cant contmue/wnh thls hrgh an error rate any Iongér v 7 .

o Ty . Yl R .

D It Il Work. | RnO\’(/ you wont |et .e down Y0u ve never. let me down tn the .past. - .. i

,7- . L aow e . rr,' e
B : E., l thtnk |t will. ‘rjta\rrngitpe specﬂ c data and domg the thmgs we dlscussed Wil 'r'néRe ut
- clear tof Pvt. Harnson that she must umprove and that you ‘te wuhng to help her.
H T . . —" A /' B /;‘ C L - A _ ':‘: - —
R N A - L
. i S ! R o ;
N \A‘n / s 41]:9 . had .J'. )
i - ' ‘/m'.'-/f orob . . .
. E 7 ~/" U § VR L. ,
’ ' .
O

ERIC
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| - (Usé this space ta take notes |
A§ aﬁn‘e[fecpve Ieader you can get others to do what you " EFFECTIVE LEADER - B

wantithem to do by skrllfully using influence. You are being

mfluentral when you. use appropriate /nterperson§i styles

nd-methods in guiding individuals (subordinates, peers, - . - R S L -
e superlors) toward task accompllshment , - b ’ o - i

Y6u can influence people who reporto you through the iéﬁ;’ﬁ 'OF POSITION T

power of your position by orderin eorimandurlq__g\d ' o . S

directing them., This is a valid source of influence 40 usei
i wrth subordlnates N

R o

You can also influence others by using personal authorlty, RESPECT AND TRUST® ~

- - - v

whuch is based on the respect and trust you have earned
from them You will be able to-use your reputation,

techpical competence resources and /nterperSOnaI skill to

. guide and ingpire others.

itis very umportant for you as a Ieader to be able to

mfluence the actions; decisions, .and performance of.

‘ subordlnates as well as peers and superiors, In fact. your

sug?:ess as an otficer depends upon your ability to get

_ others to accomphsh assigned tasks and- ob;ectnves

in thrs module you Iearned that tcgearn respect: you have to s

show/ respect. You can do this by usmg these Rey o : R o <
mterpersonal skills: oo ) - S ¢ ' Sy e

. , Y.

M'a’intain\or enhance seif-esteem. s . AT S D ;

.+ Listen and respond with empathy.." | | i
T Sohcltldeas P L SR A

"You aiso learned that to. be mflqent@I you will need to 'MAINTAIN CONTROL |~ &

maintain direction and cofitrol of discussions and meetings. A I S B
" To do this, you will-find the: pllowing steps heipful when e Lo R
.working with others to a,ccomoliéﬁ a task orchange. - I = P T ‘ .
performance or behavuor e : S R —— . =

CRIT TICAL $TEPS FOR INﬁUENCE e - L
1. ,-Descrlbe what needs to b éi:compllshed ors R
 changed. - S IR

f;ifchange. )
3,‘ Discuss ideas.

‘4. Agree on specific action to be taken by eacﬁ R e

=L ' ;-
e . . . N

~ of you and set a follow-up date. AT o _ S ]
_ 5. Express confidence.. = L U N
i pUSH "PROCEED” BUTTON; /. 121
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: 'KNOWLEDGE ACOUIS!TION To be effectlve a Ieader must have personal mfluence as well

as the.apthority that comes with rank. “Your ability to influence others and youraut’horlty as an”

. individual can be developed Through reading-and study. you can bU||d the skllls 'needed to ;~

lanuence others Here are some suggestlons I -

Al

READING MATERIALS

T ' . . . - -
'/‘, f . o . » N

+" Goal Analysls' Fl‘obert F. Mager Fearon PPQ'!%"?[% 1972 A humorous: easy'toi'fééd S

Sond ned goal need.td know 'what you. -
ot want. others to do before you can get them to do it. Do this by describing goars you

_ hope to achieve and deteérmining whether these goals deal with attitudes,~. .=~ .~

apprec:atlons. or understandmgs The book helps you -better underst tard. your 0wn -@

intentions; so that you Wlll be ableto make better declsuons and re ogmze progress S
and success o : , : ' e _ SN

‘ ‘pook. on rthe«lmportance of setting well-defined goals: Y

.',

_ 2 The Arm’é“d Forces Offlcer Armed Forces lnformatlon Servuce Depa[tmentiof
" ‘Defense. Revised 1975 This is a handbook given to every nevvly commlssroned

officer and available in-all ROTC offices. There are 26 chapters’ dealing with: all areas,_?

- of leadershlp A number of chapters concentrate on: unfluence and authoratvﬂ'he

Armed Forces folcer is, must reading for all offlcers .1 o o -

[y

3. The Effectlve Executive Peter F. Drucker Harper & Row, 1966 A book descnbnng

-the elements that make people effectlve leaders Effectlve executlves kriow.how to:

S manage’tlme focus on results, rather than work; build on strengths, rather. than on

weaknesses; set priorities; and make effective dec\smns There isa chapter

. '..dlscussmg each of these eIements , _ ‘ )
[N . . _, .
4. Mllltary Leadership FM 22-100, Headquarters bepartment of the Army June; 1973 A

Te . 4 Wl <£=100
. tieild manual designed to provide the military Iead§r with a basic reference tor the

study of Ieadership behaviors: A condensation of materials developed through

military and civilian efforts this manual details the latest theories .on'good Ieadersnlp

ry. The following chapters should be usetulinthe -

‘as it applies:to the mili

devel fpment of lnfluence/authon.y "Thé Question- -Command: Management or

.,Lea ershupf" "Trarts 8- F’rrnc:ples of Leadershlp " "PrBfesslonallsm & Ethlcs

A eadershlp James MacGregor Burns Harper & Flow 1978 The author a Pulltzer Pn

/ and National Book Award winner; has written-a powerful Book which explores the

~purpose and power of leadershrp and examines varl'ous leaders throughout hlstory

"o e
s T e

'ottscsrcounsss . R e

—"Many undergraduate" ourses currently avallable will develop yoor Skl“ and seif-

corfidence in mfiuencung others. These-include technical courses-in your area of

| éxpertise to make you as knowledgeable. as possuble in your field. Forelgn languageand

< "'forelgn affairs courses are a real plus when you 're overseas. Public’ speang tourses can: . ... /

: "help you develop group influence. Management and psychology tourses Help you Iearn

“how to manage and motivate people Since course titles vary frOm campus to campus

" consult your coIlege catalog or your advisor for specific’ courses : . R

/
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.

Al .POSITIVE FIOLE MODEI.:S kook for offtcers/lnstructors who are the kinds of peopIe you want

to work for. Observe how, they treat others, how they approach a sitoation or a problem. Do

they clearly have a goal in mind? How-do they achieve that goa!” These are the |eaders you

should Use as positive role models. . . -

in. ’SKII;I: PRACTICE: There are many acttvttles both on and off campus. which offer you the o
opportunlty to develop your skill in influencing others: For example o

L@

. Become a vojunteer fire fighter:
Run for a class or club office:

Parttctpate in sports - beccnae a team captam if pOSSlble

.o- ! . _

- Look for sttuattons m Wthh you can determtne an outcome or achleve a goal by |nf|uencnng

Become an. offlcer in your fraterntty or soronty

others. When a chance occurs; consciously use ‘the Critical Steps for Influence. |f possible.

- have a friend prowde teedback on how well you did- You'll find it becomes easier the more you

practice. The fol!owmg are- typtca! sttuattons to look for

s You recetve a poor grade on a ma]or test— There |s one item checked. wrong that .

could be open to. interpretation and ‘would gr\reyoo 10 more points if it is counted as . -
‘correct: If you can influence the instructor using the Critical Steps. you will improve . N

your grade

‘. You dec:de to run for a posmon as an officer of an organtzatton you belong to. At a

- ‘ -general ‘meeting, you try to coniﬂnce the other members that.you are indeed the best

person for the 1ob Consctousiy use the Crtttcal Steps -to convmce them

-Your fraterntty has been banned from parttctpafng in alI actmtles because of an

~infraction.of the rales by two of the members. You feel the action 'was tod harsh and . L

will cause reaction ali over campus You have an_aliematwe to: ptesent to the faculty -
- commtttee o ! . “ . <L

many hours at-her vqunteer job as she is supposed to. Other members have

° Yoo are an officer in a servuce organtzatlon Gne of the members is not spend|ng as o

complained that she is not pulling her share of the load. however.. theJob is

voluntary It's up to you to get her to work more hours You wnll try the Crlttcaf Steps

S T (Thii section can. bo cut ouf and Iamlnalod 50 that you ain

carry these §fip: wlfh you.)

T CRITICAI: STEPS FOR INFLUENCE‘

— ‘changed. - e : TR
' 2, lndlcafe fhe impbnance of accomphshment or
p o . change. :
ST, . R ' BT 3 Discuss ideas“‘ .
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