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The doctor’s diagnosis is IN: Good communication is 
contagious! 

Susanne Gaddis, PhD, CSP, and CEO of The Communications Doctor recognizes there 
is an epidemic of unhealthy interactions in today’s society. The good news is – she 
shares prescriptions – easy and engaging tips and techniques that help foster a 
climate for positive, diplomatic and motivational communications. As a 
communications professor, Certified Professional Speaker (CSP), author and member 
of the National Speaker’s Association, Susanne Gaddis, PhD, has taught the art of 
successful communication since 1989. A recognized interpersonal communications 
expert, Susanne has appeared on nationally syndicated radio, TV and video 
programming and has authored articles appearing in: The Journal of Training and 
Development, The Whole American Nurse, Shape Magazine, The Handbook of Public 
Relations, Corporate Meeting Planner, and on Entrepreaneur.com. Current clients, 
benefiting from Susanne’s action-focused, solution-oriented tips, and techniques 
include NASA Johnson Space Center, The American Nurses Association, Oracle, SAS, 
Blue Cross & Blue Shield, and Bayer Corporation. For additional information on Dr. 
Gaddis or to subscribe to receive her FREE newsletter, call 919-933-3237, e-mail: 
gaddis@communicationsdoctor.com or visit: www.CommunicationsDoctor.com, 
Twitter: @TheCommDoctor  Facebook: CommunicationsDoctor 



Seeking additional ways to improve your communication?  Visit Susanne Gaddis, PhD, 
The Communications Doctor at: www.CommunicationsDoctor.com or call 919-933-3237.

Jeepers, Creepers, Where’d you get those “Keepers”...

“Keepers”



Seeking additional ways to improve your communication?  Visit Susanne Gaddis, PhD, 
The Communications Doctor at: www.CommunicationsDoctor.com or call 919-933-3237.

Conflict

What is conflict?

Positive aspects of conflict:

Negative aspects of conflict:
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Unproductive Conflict Strategies

Avoidance or Non-Negotiation

Minimization

Blame

Silencers

Gunnysacking

Beltlining

Manipulation

Personal Rejection

Force



1. Mind reading. You expect others to know how you feel and what you want 
without taking responsibility for expressing yourself directly.

2. Fear. Your fear of rejection and disapproval is so great that you abandon 
yourself and swallow your feelings.

3. Conflict avoidant. You avoid conflict or uncomfortable feelings at all costs.

4. Passive-aggressive. Instead of sharing your feelings openly and honestly, you 
use covert tactics to communicate your displeasure.

5. Hopelessness. You believe the situation will never change so why try? This 
creates a self-fulfilling prophecy.

6. Martyrdom. You don't want to admit your feelings because you don't want to 
give anyone the satisfaction of knowing they've upset you. You suffer silently with 
great pride.

7. Low self-esteem. You believe that you don't have a right to express your
feelings or to ask others for what you want. At the expense of self, you focus on 
pleasing others instead.

8. Feeling defective. You believe that you shouldn't have irrational feelings like 
anger, jealousy, anxiety, depression, as that would indicate that you are flawed or 
"un-together."

9. Volcano. You believe once you start expressing your feelings the hot lava will 
begin to flow and no one will be able to stop it! All will be destroyed.

10. Miranda Warning. You don't want to express your feelings because you 
are afraid they will be used against you.
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Reasons People Are Afraid to
 Let Others Know How They Feel 
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Communication Styles

Passive

self-pitying
victim
apologetic
self-punishing
doormat
injured
avoiding 
giving in 
giving up 
withdrawn
unresponsive
sacrificing
acquiescing
inhibited
unexpressive
no eye contact
retreating
ignoring
‘sweet’
crying
helpless
anxious
humiliated
insecure
timid
self-denying
martyr

Stuck

Aggressive

insisting
dominating
pushy
rude
overbearing
domineering
overpowering
violent
loud
destructive
hostile
superior
bossy 
mean
thoughtless
threatening
explosive
‘right’
ridiculing
contemptuous
belittling
inconsiderate
‘preachy’
harsh
punishing
invading 
interrupting

Stuck

Passive-Aggressive

grudge-carrying
resentful
spiteful
dishonest
bitter
gossipy
malicious
revengeful
unaware
manipulative
double messages
indignant
cynical
two-faced
indirect
phony
confusing 
confused
sarcastic
sulky
uneasy
fearful
anxious
late 
insulted
devious
condescending

Stuck

Assertive

clear
direct
aware
spontaneous
energized
powerful
moving
real
honest
responsible
open
choosing
appropriate
negotiating
listening
confident
centered
adaptable
expressive
coping
flexible
approachable
vital
in-control
considerate
competent
relaxed

Moving!

Be a healthy and positive communicator by adopting assertive communication skills.
Permission to reprint provided by ABC Workshops * www.DebraKimbrough.com * 281-339-4507
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The Slack Method of Conflict Resolution

Sit

Listen

Ask

Compromise

Kiss
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Contrasting Statements
Handle Feelings First 

Deal with the customer’s feelings, not just their problems.

“I know this must be frustrating for you.”

“I can hear how this upsets you.”

“I understand how important this is to you.”

“This can be confusing, so let’s...”

“I can appreciate what you’re saying.”

“I’m sorry for your inconvenience.”

“I’m sorry about the mistake and I can understand your
concern.”

“I know how difficult it can be wait for something so
important.”

“I can understand how you’d be concerned.” 
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Accepted
Alive
Amazed
Ambitious
Appreciative
Assured
Brave
Carefree
Comfortable
Composed
Content
Confident
Delighted
Determined
Ecstatic
Effervescent
Elated

Afraid
Aggravated
Angry
Annoyed
Anxious
Apprehensive
Ashamed
Bitter
Bored
Cold
Confused
Defeated
Defensive
Devastated
Disappointed
Disgusted
Disturbed

Enthusiastic
Excited
Exalted
Exhilarated
Flattered
Fortunate
Free
Friendly
Fun
Generous
Giddy
Glad
Glorious
Great
Happy 
Hopeful
Impressed

Embarrassed
Empty
Envious
Exhausted
Fearful
Foolish
Frustrated
Furious
Glum
Harassed
Helpless
Hostile
Humiliated
Hurried
Hurt
Impatient
Inhibited

Incredible
Interested
Joyful
Loving
Marvelous
Mellow
Merry
Optimistic
Passionate
Peaceful
Perky
Playful
Pleased
Positive
Radiant
Relaxed
Relieved

Insecure
Intimidated
Irritable
Jealous
Lonely
Mean
Miserable
Mixed up
Mortified
Neglected
Nervous
Numb
Paranoid
Pessimistic
Possessive
Pressured
Regretful

Remarkable
Romantic
Satisfied
Secure
Sensational
Serene
Sentimental
Special
Spunky
Strong
Surprised
Supportive
Superb
Terrific
Tender
Warm 
Wonderful 

Resentful
Restless
Sad
Scared
Shaky
Shocked
Sorry
Suspicious
Tense
Terrified
Tired
Trapped
Ugly
Uneasy
Vulnerable
Weak
Worried

Express Yourself



A Model for Constructive Feedback

The Communications Doctor 919.933.3237 www.CommunicationsDoctor.com

1.  When I observe/hear/see X

2.  I feel Y (concerned, surprised, confused, disappointed) 

3.  Because what we agreed to was Z. 

Use silence and allow the other person to give their response without interrupting. 

4.  And what I want/need from you is . . .
     And what I’d really appreciate is . . .
     And what would be very helpful to me next time is . . .

5. Clarify your agreement.  So I can expect . . .

Using the above model, please construct two pieces of feedback. 
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What To Say When You’re Stuck!

In order to answer you I need . . .

So what are our next steps? 

So how can we resolve this?

So knowing this, what should be 
our plan of action?

So what’s your plan on how to get 
through this?  

So what’s your plan on how to get 
started?  

What is your proposed solution?

So what are our options?  

What outcome are you looking for?

Are you open for suggestions? 

What is it that you’ll need to move 
forward?

What result would work for you/your 
team? 

So, what will your response be?

What can I/we do to help?

So what have you learned from 
this experience? 

So we all agree that  . . .

Give me some examples.

What would you like for me to do with 
this information?

You have a solid understanding of 
what the situation is, therefore I want 
you to help us arrive at a solution.  

So what would you prefer to do? 

Educate me on how you see this working.

What would you like to see happen? 

So what you need from me is . . .

Is there anything else that I can do to 
help you . . . 

Then you think we should proceed by?

Could you elaborate/expand on that?

Is there anything that I/we can do?

Do you want me to listen or would you 
prefer that I give you suggestions?

It looks like we’re on the right track, and 
I’d like to see . . .

Have you explored other ideas/options?

Is there anything else that you’d like to 
tell me . . .

In order to make this happen I/we’ll 
need . . .

So what is going to get us back on track?



It wasn’t in the e-mail.    28. 

They didn’t do it… so why should I?29. 

They never pick up their phones.30. 

I’ve never had to do that before.31. 

That’s the way it’s always been done. 32. 

I have enough projects to do.  33. 

I told them but they didn’t listen. 34. 

We don’t get paid enough to do that.35. 

Oh well!    36. 

I didn’t think it was due today.   37. 

I ran out of time.    38. 

Nobody else knows how.39. 

I just don’t care.40. 

Nobody checked with me first. 41. 

They didn’t return my call.    42. 

It’s not due until later.43. 

It’s in the mail…   44. 

They told me to do it this way.  45. 

He/She is not my boss.46. 

I’ve been in a meeting all day.  47. 

It was never announced.   48. 

I never got it.  49. 

I forgot.50. 

Nobody told me!     1. 

It’s someone else’s job- not mine!2. 

I didn’t get the e-mail.    3. 

I didn’t know.    4. 

It’s not in the job description.   5. 

I never got the order.6. 

I’ve got too much work, not enough time.7. 

I can’t keep up with the policies.8. 

I wasn’t there.9. 

I never received the information.10. 

I thought someone else was going to do it.11. 

Nobody was there to help me.12. 

Nobody explained it to me.13. 

I never do that.  14. 

My schedule is too full.  15. 

I didn’t understand.16. 

I didn’t know what to do.17. 

It’s not my fault.18. 

They didn’t call me back.   19. 

It wasn’t me!20. 

I wasn’t notified.21. 

There was traffic, so I’m late.22. 

The computer was down.23. 

I was never trained in that.24. 

I’m still waiting for a response.   25. 

No one reminded me.26. 

I thought I’d just do it later.27. 

Visit www.CommunicationsDoctor.com for more!

That nobody wants to hear
50 EXCUSES
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Career-Building

Share...
  
  What you CAN DO!

  What you’re WILLING TO DO!

  What you HAVE DONE!

3 Key Career-Building Conversations


