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ABSTRAKT

Hlavnim cilem této bakalarské prace je prokazat dulezitost asertivniho chovani a
komunikace manazera. V teoretické cCasti je definovan termin asertivita, asertivni
komunikace je srovnana s ostatnimi druhy komunikace a v neposledni fadé¢ je uvedena
charakteristika a rozbor nejznaméjsich asertivnich technik.

Prakticka c¢ast predstavuje vysledky vyzkumu, ktery je realizovan pomoci dotaznikl
sestavenych na zakladé teoretickych poznatki. Ukolem vyzkumu je zjistit, jestli manazefi
povazuji asertivitu za nedilnou soucast manazerskych schopnosti a jaky vyznam ptikladaji

jednotlivym asertivnim technikam.

Kli¢ova slova: asertivita, manazer, technika, asertivni desatero, komunikace, chovani

ABSTRACT

The main goal of this bachelor thesis is to prove the significance of assertive behaviour and
communication of a manager. In theoretical part of the thesis the term assertiveness is
defined, assertive communication is contrasted with other styles of communication and not
least the best known assertiveness techniques are characterized and analysed.

The practical part presents results of a research which is realized by means of the
questionnaires compiled on the basis of theoretical findings. The aim of the research is to
find out whether managers consider assertiveness to be an integral part of managerial skills

and how important particular assertiveness techniques are.

Keywords: assertiveness, manager, technique, assertive bill of rights, communication,

behaviour
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INTRODUCTION

Being assertive is considered to be a core of communication skills with numerous
advantages in both personal and business relationships. It is especially useful in the
working environment, as greater assertiveness can help to get the best out of yourself and
other people, yielding returns in all areas of business.

People make business. They are the essence of business, whether they are managers or
just staff members. Working as a manager requires to be aware of how to communicate
effectively and assertiveness as an effective and diplomatic communication style gives the
best chance to deliver an intended message successfully.

The study of assertiveness has become an important aspect of successful communication
skills for its enormous benefits in all areas of the organizational environment.
The aim of this thesis is to demonstrate the importance of assertive behaviour of managers
connected with assertive, thus effective communication, and to reveal the possible threats
resulting from the lack of knowledge of assertiveness.

The theoretical part of this thesis is focused on explanation of the basic terms of
assertiveness and the term assertiveness itself because assertive behaviour is often
misinterpreted by people. It is illustrated in contrast with other communication and
behaviour styles because the nature of assertive communication can best be clarified by
contrasting it with other types of communication.

In any business where a large amount of time is spent dealing with other people, assertive
communication plays very important role and therefore this thesis examines the question
whether the assertive behaviour as one of the most important manager's soft skills can be
learnt by everyone or whether people are born this way.

Furthermore, the top and most common techniques of assertiveness are presented with their
possible use and examples.

The practical analysis applies the information from the theory in the practical
perspective by distribution of questionnaires. Two responding groups were involved —
managers and students. The analysis aims to illustrate how familiar respondents are with

assertiveness and assertiveness techniques.
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1 ASSERTIVENESS AND COMMUNICATION

Assertiveness is considered to be the core communication skill not only in working
environment but in private life as well. Assertive people tend to be more efficient at work

and manage to better cope with what is treated as difficult situation.

1.1 The term assertiveness
There are a lot of possible misunderstandings, surrounding the term assertiveness.
There is no exact definition what assertiveness means. Literature offers numerous
definitions and different interpretations of assertiveness.
One of the possible definitions used in philosophy says that “it is thinking about the
meaning of life, the relationship of a man to the universe, and to the people in particular.”
(Novak and Pokorna 2003, 4)

Novak and Pokorna, for instance, see assertiveness as:

* “aresponsibility for oneself;

e aclear vision where to head;

* ajoy of success and the ability to strive for them without an excessive modesty;

* acoolness under fire — coping with criticism;

* alistening to others, communication without aggression;

* acalmness in a crisis.” (Novak and Pokorna 2003, 6)

Both authors further note that “advocating the satisfaction only and solely of those rights
and demands of an individual which are in compliance with the rights of others is
assertive.” (Novak and Pokorna 2003, 4)
The content of the definitions above demonstrate the diverse interpretation of the word
assertiveness in the professional literature.

The root of the word assertiveness comes from the latin word assertio (assertion) or
the verb asserere (assign, appropriate). (Vybiral 2000, 204)
As English-Czech — Czech-English dictionary states, to assert means “to declare, to claim”;
assertive is described as “resolute, vibrant, enterprising”. The most frequent interpretations
in Czech translations are “healthy, direct self-assertion” or “non-violent expression of self-

confidence.” (Fronek 2001, 25)



TBU in Zlin, Faculty of Humanities 13

1.2 The purpose of being assertive

Assertiveness is highly correlated with effective and persuasive communication; the one
which creates results. Communication is a part of so-called soft managerial skills.
With respect to the characteristics of a leader, assertiveness is placed very high on the list
of success criteria. It is for this reason that assertiveness is considered to be a key
managerial skill nowadays. Assertive managers make results and achieve success for
themselves and for the organization. (O'Brienova 1996, 11)

As a consequence of intentional political measures, such as lifting of trade barriers in
Europe, or sudden international crisis, the international market creates new circumstances
and conditions that managers are forced to react to. Change is a fundamental idea.
Successful manager should be able to cope with and live through changes. Managing
changes requires the ability to communicate properly and explicitly. Assertiveness
represents significant instrument in the process. Good manager of the 21st century uses
assertiveness as a key skill to enhance a company performance and to manage requirements
of a managerial profession. (O'Brienova 1996, 11-12)

Learning how to behave and communicate assertively can be a powerful tool in
helping to resolve conflicts and turn a difficult situation into an advantage. Moreover, the
organizational environment represents a challenge with a range of social interactions. Due
to this, assertiveness is the most powerful communications tool to manage and solve the
diverse situations manager must face in this relationship tangle.

Contemporary organizations need assertive individuals. An assertive person is capable of
communicating with confidence with superiors and address apprehension or problems in a
precise and correct manner. Furthermore, the person with assertive behaviour knows when
and how to communicate with subordinates with respect, empathy and comprehension to
offer them supervision and instructions in such a way that the message is well received.
These actions will make the manager a competent leader; direct with superiors, empathetic

and firm with subordinates.
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2 COMMUNICATION AND BEHAVIOUR STYLES

Alberti and Emmons (2004, 45) cite Joseph Wolpe who states that “there are three possible
broad approaches to the conduct of interpersonal relations. The first is to consider one’s
self only and rode roughshod over others. The second is always to put others before one’s
self. The third approach is the golden mean. The individual places himself first but take
others into account.” However, modern litarature discuss four styles of communication.

Everytime a person decides to communicate with another person, a style of

communication is selected. It is important to understand and identify four different styles of
communicating with others before learning assertiveness skills. The reason for this is that it
is important in order to avoid communicating in less effective ways and in order to
recognize those styles in others so to be able to deal with them.
No specific style of communication is used constantly. Moreover, no specific style of
communication is explicitly bad. All styles have their proper place and use. Different ways
of communicating are being used, depending on the situation or the people. Usually,
however, one style best describes an overall behaviour of a person.

Weiten et al. (2009, 232) suggest beneficial way how to distinguish among the
communication styles. They propose a distinction in terms of how people deal with their
own rights and the rights of others. Consequently, “passive people sacrifice their own
rights. Aggressive people tend to ignore the rights of others. Assertive people acknowledge
both their own rights and the rights of others.”

Communicating effectively is essential to reach goals when interacting with others. So
assertiveness, aggressiveness and passiveness can be viewed as functions of working

toward a goal.

2.1 Passive

Passive style of communication focuses on pleasing others and meeting others' goals
compared to satisfying own values and goals. A passive person tries to avoid conflict and
confrontation with others. These individuals tend to agree to do things they do not want to
do without negotiating. Consequently, this style makes one feel used and taken advantage
of. It may seem that passive style of behaviour does not cause any harm - because passive
type of a person does everything not to upset anyone - but it is not true. It lowers an

individual's self-esteem and leaves the needs unmet.
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Nonverbal components of passive style comprehend for instance lack of gestures while
talking or poor eye contact. Passive communicators tend to speak quietly. One has
difficulty to say no and problems to accept or give compliments. Because of the repulsion
to commit to anything, statements such as “maybe”, “probably”, “I do not know” or “I
suppose” are used. Person with a passive style of communication is a good listener, but
experiences problems giving honest, direct feedback. The aim of passive style is to avoid
conflicts and to please others. (Hermes 1997, 2-3)

Passive managers can be indecisive, poor mentors and uninspiring. The problem with
passive managers is that employees often do not know what is expected of them.
A passive manager is someone who is easy to walk over. Moreover, because passive

managers do not take things seriously, the employees will not take things seriously, and

they might often do what they want despite the company's rules and regulations.

2.2 Aggressive
Aggressive style focuses on pleasing oneself at the expense of others. Aggressive person
disclaims other people's rights. The impact of one's behaviour on others is ignored.
It is an "I win, you lose" position. Aggressive behaviour includes many forms of
domination, intimidation, accusations and direct manipulation. Aggression usually aims at
getting control of situations or getting one's goals met no matter what the consequences are
to others. “Aggressive behaviour causes two counterproductive reactions: fight or flight. In
other words, aggression either breeds aggression, which gets a person nowhere, or it forces
people to retreat in a demoralized or dissatisfied way.” (Armstrong 2008, 14)
Communicators with aggressive style tend to use steady eye contact by means of
staring or glaring at partner. Aggressive person stands close to other people in order to
intimidate them. Gestures are overused. Body posture tends to be stiff and rigid.
Verbal components comprise loud voice or unfriendly tone. “You” statements are used to
blame and threaten others. An aggressor often uses violence or verbal abuse. These
communicators easily accept compliments but are unwilling to give them. Tendency to
interrupting, leaving no time for others to have their say is present. (Hermes 1997, 3-4)
A manager with aggressive style may deliver good results in the short term, however, over

the long term, other team members will feel disrespected and become demoralized which
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may lead to their withdrawal. The aggressive manager might generally treat his employees

like children.

2.3 Passive — aggressive

This style blends elements from both the passive style and the aggressive style. The rights
of others are violated or disregarded. It aims to control and to manipulate others and to
avoid direct conflict. This person behaves passively to people's face, then act aggressively
when they are not around. Sarcasm is usually used, which often leaves the other people

confused about what the real message is. (Hermes 1997, 4-5)

2.4 Assertive

Andrew Salter initially described assertiveness as a personality trait. It was thought that
some people had it, and some people did not. But Joseph Wolpe and Richard Lazarus
redefined assertiveness as “expressing personal rights and feelings.” (Seaward 2006, 221)
Examination favors the idea that assertive behaviour is not a personality trait that person is
born with. People are not either born assertive or not as people are not born with character
traits which are developed throughout the life. On the contrary, it is a kind of behaviour
that is usually displayed in certain circumstances. Thus assertiveness is not a personality
trait which persists consistently across all situations. Different individuals exhibit varying
degrees of assertive behaviour depending on different context, for instance work or social
context.

Assertive behaviour is most often mistaken for being aggressive. Some people might
consider assertiveness as a way how to defeat and manipulate the other person and to
behave selfishly. However, assertiveness is something different. Assertiveness is an
effective and diplomatic communication style. It is a balance between aggressive and
passive communication style in a given situation. This direct and respectful style of
communication considerably enhances effectiveness with others and produces the most
positive outcomes. In the majority of cases, assertive behaviour will result in a positive
response from others. According to Alberti and Emmons (2001, 6), “assertive behaviour
promotes equality in human relationships, enabling us to act in our own best interests, to
stand up for ourselves, without undue anxiety, to express honest feelings comfortably, to

exercise personal rights without denying the rights of others.”
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The assertive style minimizes opportunities to be taken advantage of by other people.
Assertiveness 1s about effective communication and this does not just mean choosing the
right words to say in a given situation. It is not only a matter of what is said, but
assertiveness is also about how it is said. Intonation, facial expression, tone of voice,
volume, gesture and body language all play an important part in the message that is being
sent to the other person.

Assertive communicators use direct eye contact without staring, confident tone of
voice and appropriate gestures while speaking. Facial expressions match what is said. An
assertive person is able to say no without guilt and with respect for the other person.
This person takes responsibility for the actions and avoids blaming others. “I”” statements to
take personal responsibility are used. The goal of an assertive person is to communicate
with respect, to understand each other and to find solution to the problem. (Hannaway and
Hunt 1992, 194-195; Hermes , 6)

Assertive managers are able to lead, direct and motivate without the need to bang the
table or play the dictator. Assertiveness is the key in giving constructive feedback to

improve performance and provide direction.

2.4.1 Advantages and disadvantages
Assertive communication is essential for effective performance and well-being in the
workplace. The benefits an organization receives from assertive managers are enormous.
Montero (2010) states that “leaders with assertiveness skills will have the resources and
capacity to challenge and implement strategy, manage emotions in the professional arena,
give, process and receive feedback adequately, effectively prevent conflicts, understand
different behaviour styles and learn to use them to build productive relationships, improve
supervisory skills and face with enthusiasm changes and challenges in organizational life.”
Benefits of an assertive workplace are:

e Communication becomes simple, straightforward and appropriate, which reduces

misunderstandings

* Increased confidence and more effective decision making

* Encourages productivity

* Problems are solved more quickly

* Reduces physical and mental stress

* Increased personal, team and organizational performance
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* Individuals are empowered to develop, identify and deliver the best solutions

* Leads to development of mutual respect.

Disadvantages of assertive behaviour are unambiguously outweight by advantages of
assertive bahaviour, but there are some:
*  One may appear to be arrogant

e It can reflect over-confidence.

2.4.2 Types of assertion
Assertive behaviour does not appear in the same form. Various types of assertion can be
employed. (Mikulastik 2010, 81; JanaCkova 2009, 73)
e Basic assertion
This type involves a simple expression of standing up for personal rights, beliefs, feelings

or opinions. Requests, appreciations and refusals are included.

e Empathic assertion
This is a very effective type of assertive communication containing of recognition of other
person's situation or feelings, followed by an assertive statement standing up for speaker's
rights. This type of assertion can be used when the other person is involved in a situation
that may not fit with speaker's own needs, and speaker wants to indicate the awareness of

and sensitivity to the other person's position.

e Escalating assertion
The individual in this type of assertion begins by making a minimal assertive response,
and, if the other person fails to respond to this, gradually increases the degree of
assertiveness engaged and becomes increasingly firm. An escalating assertion statement

includes a consequence for the other person.

e Confrontive assertion
This type is used when someone's word contradicts his action, when an agreement has been

violated. A confrontive assertion points this out as the assertive statement is made.
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e I-language assertion
The speaker objectively describes the behaviour of the other person, how this affects the
speaker's life or feelings and why the other person's behaviour should be changed.

This is especially useful in expressing negative feelings.

o Defensive assertion

Person is willing to change his mind, attitude in regard to presented arguments.
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3 ASSERTIVENESS TRAINING

When a person is born, and until the age of about six months, two forms of behaviour are
known and demonstrated: passive, dependent on the others, and aggressive, demanding
behaviour. As one grew older, one of the first words that has been learnt is “no”. It is a way
of saying “I can make my own decisions”. It is the very first step in commencement to
provide independence as a unique individual. (Bishop 2000, 3)

For kids, variation in passive and aggressive behaviour, expressing feelings without
restrictions, and saying “no” without feeling guilty feels natural and spontaneous.

Nevertheless, one's behaviour in the early development is shaped and conditioned by

people surrounding us during this period of socialization. During this time, people are told
what is good and what is bad, what to do and what not to do. Bishop (2000, 3) points out
that it is often in one's best interest to please others, because good behaviour tends to be
rewarded. However, aggressive behaviour gets its rewards as well. Any attention, even if
gained by the aggressive demonstration, is better than being ignored.
Basically, this is how passive/aggressive pattern is built, and the reason why as adults
people have a tendency to slide into adapted behaviour to achieve goals or to meet the
needs, because passive and aggressive behaviour come naturally. For its naturalness,
passive and aggressive behaviour may seem to be the easy option, whereas assertive
behaviour requires a cognitive process. (Bishop 2000, 3-4)

Assertiveness training, like social skills training, has its roots in behaviour therapy
with its basic premise that inappropriate behaviour can be unlearnt while more appropriate
behaviour can be learnt. Assertiveness training is intended to increase competence in social
interactions. It emphasizes the value of clear, peaceful, honest communication as a means
of establishing relationships in which everyone knows where they stand and no one feels
taken advantage of. Nobody is consistently assertive. The goal of assertiveness training is
to maximize the number of social situations in which an individual is able to communicate
assertively rather than aggressively or passively. Learning to be assertive means that one
can choose when and where to assert oneself.

Organizations are becoming more conscious of the need to invest in the growth and
development of its human capital. The results of skilled managers are evident in all areas of
the organizational environment. By developing a proper degree of assertiveness, a manager

will find his job more satisfying and the work will be better done.
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3.1 History and development

The historical origins of assertiveness are in behavioural psychology; in the work of
Pavlov, Salter and Wolpe. Assertiveness training was originally a technique of behaviour
therapy and is still practised as such by some psychologists. Further development has been
made by Alberti, Emmons, Lazarus and Fensterheim. As Rees and Graham (1991, 8) state,
“this development was based on the observation, analysis and classification of those
behaviours which are assertive.” The development of effective techniques for teaching
these behaviours followed. Both authors further point out that it is obvious that assertive
behaviour has not been invented. It appertained to human behaviour long before the term
assertive was applied to it.

Andrew Salter is considered to be the founder of assertiveness training, as he

published the first book called Conditioned Reflex Therapy in 1949 dealing with
assertiveness training; however he did not use that term himself at this point. His book
describes number of case studies in which he used primitive assertiveness techniques. He
referred to it as techniques of “conditioning excitatory responses”. As he says, “they are so
interdependent and commingled, that by practising any one of them, the subject, in effect,
is learning all of the others.” (Salter 1949, 57)
In the concept of assertiveness training, Salter uses Pavlovian discoveries of excitation and
inhibition. These are two elements discovered in nervous activity. “Excitation involves
heightened activity, including the ability to learn new responses. Inhibition is a process
decreasing both activity and the ability to learn new responses.” Salter's aim was to
increase the excitatory behaviour in a person in order to interact more effectively with
people and to learn more effective ways of interaction. Increase in excitatory behaviour
leads to increase in excitatory feelings, as the person becomes more assertive. (Rees and
Graham 1991, 9)

The term assertiveness training was introduced in 1950s by the behaviour therapist
Joseph Wolpe when he began to use Salter's ideas in the treatment of social anxiety.
According to Wolpe, a person could not experience two antagonistic emotional conditions
at the same time. Therefore an individual could feel either relaxed or anxious, but could not
experience these feelings concurrently. In addition, he showed that assertive behaviour in
situations of anxiety suppressed the anxiety and resulted in easier way of behaving
assertively in these situations. There is no point in contend with the anxiety, assertive

behaviour defeats it. (Rees and Graham 1991, 9-10)



TBU in Zlin, Faculty of Humanities 22

Joseph Wolpe influenced other psychologists, Robert Alberti and Michael Emmons. They
presented assertiveness training as a “behavioural-humanistic concept for helping persons
to gain their perfect rights.” (Rees and Graham 1991, 10)

The development and expansion of assertiveness training is by many experts related to
mental health and personal growth groups of feminist movement in the 1970s and 1980s,
particularly in the United States. The approach was introduced to encourage women to
stand up for themselves appropriately and to enable them to change some of the limiting
habitual patterns of their interactions with others. Courses of assertiveness begun to arise,
offering women the comprehension and skills to give them more self-confidence in the

world of male-dominated workplaces.

3.2 The assertive bill of rights

Assertiveness carries with it the recognition of legitimate personal rights. These have been
described by several therapists, including Andrew Salter. The acquirement of assertive
approach is conditioned by clarification and acceptance of fundamental assertive rights
defined by the theory of assertiveness. According to Jifincova (2010, 77), “assertive rights
emphasize authenticity, spontaneity, honesty, human freedom, right for own opinion and
the opportunity to change it.”

Knowledge of assertive rights and their implementation into one's way of thinking is a
prerequisite for the ability to act assertively. The aim of application of assertive rights in
life is in particular the endeavour not to accept manipulative behaviour of others, and at the
same time not to manipulate with others. From the recipient's point of view, these rights
represent self-defence principles against manipulation. On the other hand, from the
speaker's point of view, the rights express rules of effective communication, fair play.
Andrew Salter formulated essential principles into ten rights in 1950. It is interesting that
these rights are still topical and have not lost the meaning, even after more than sixty years.
The rights are all connected to each other, tied together and complement each other.
Legitimate personal rights of assertiveness, according to Andrew Salter, involve the

following:
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S

8.
9.

“The right to be the ultimate judge of one's own behaviour, thoughts and emotions,
and to take the responsibility for their initiation and consequences upon oneself.
The right to offer no reasons or excuses to justify one's behaviour.

The right to make mistakes, and to be responsible for them.

The right to be illogical in making decisions.

The right to change one's mind.

The right to judge to what extent and how one is responsible for finding solutions to
other people’s problems.

The right to say, "I don’t care."

The right to say, "I don’t know."

The right to say, "I don’t understand."

10. The right to be independent of the goodwill of others before coping with them.”

(Vymétal 2008, 144)

Some authors, for example Dolezal et al. (2009, 298), add one more right:

11. “The right to choose whether one will or will not behave assertively.”

3.3

Assertive responsibilities

One does not only have rights in face of other people while using assertiveness. Assertive

responsibilities need to be considered as well. If one demands only rights, it is not

assertiveness, but selfishness. Other people have their rights and responsibilities too.

Assertive system would hardly work without mutual cooperation. Novak and Capponi

(2004, 43-44) draw attention to the following assertive responsibilities:

1.

A e

“Understand other people.

Control one's emotions.

Allow others to behave assertively.
Try to listen to other people.
Respect the other people's opinions.
Learn to compromise.

Admit a mistake and correct it.”
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4 TECHNIQUES OF ASSERTIVENESS

Just being aware of one's assertive bill of rights is not enough. One must also know how to
act upon them. Assertiveness training involves the learning of techniques for resisting
manipulation and coping with criticism. Assertiveness techniques help to communicate in
constructive and satisfying ways, achieve workable results and resolve conflicts without
being aggressive. However, one needs to keep in mind that assertiveness techniques, just
like any other social skill which can be learnt, may not be successfully delivered from the
very first time as it requires practice. The following sub-chapters analyse the most frequent

techniques of assertiveness.
4.1 Broken record

This technique is useful in situations when one wants to say no or otherwise set limits with
someone who is having difficulties getting one's message. It helps to enforce justified
claim. If using the broken record technique, one's viewpoint is stated and repeated in a
calm, relaxed manner. McKay, Davis, and Fanning (2009, 143-144) suggest several steps
that should be followed:

1. One needs to clarify in his/her own mind what exactly is and is not wanted. Also,

one needs to be conscious of one's feelings, thoughts, rights and about the situation.

2. A short, specific, understandable statement about what is wanted needs to be
formulated. If possible, one should keep it one sentence. No offering of excuses,
explanations, rationalizations. Avoid saying “I cannot”. Rather say “I do not want

to”. It is more direct and honest.

3. One should use body language that supports the statement. Hence, upright

sitting/standing and look into other person's eyes are appropriate.

4. The statement is calmly and firmly repeated as many times as necessary for the
partner to understand the statement and to realize that one will not change one's

mind.

5. One may briefly acknowledge the other person's feeling or ideas before returning to

the broken record statement.
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An example of how broken record works may be the following:

A: You do want your children to learn faster, don't you?

B: I understand, but I am not interested in buying.

A: Your wife would want her children to have them.

B: I understand, but I am not interested.

A: You do not understand, otherwise you would want to buy these for your
children.

B: T understand how you feel, but I am not interested.

A: If you do not want to talk to me, I will leave.

The example demonstrates, how speaker B by repeating his statement over and over again
sets a boundary with a speaker A who is not listening to him and begins to argue with the

speaker B. The statement is repeated that long until the speaker A gives up.
4.2 Fogging

If one meets an obstinate or overcritical person, it may provoke an argument. The
technique of fogging may help to overcome such situation. Fogging is used when one is an
object of manipulative criticism from other people. This technique instructs a person not to
deny any criticism, thus stay calm in the face of criticism and simply respond in a kind
way, not to get defensive and not to counterattack with another criticism. (Mikulastik 2010,
92) A number of principles how fogging works is suggested by Manuel J. Smith (1985,
104-106). “One can agree with any truth in partner's statement (agreeing with the truth).
One can agree with any possible truth in partner's statement (agreeing with the odds) or one
can agree with the general truth in partner's logical statement (agreeing in principle).”
Fogging forces the learner to listen very carefully what the critic says and respond with
critic's exact words. Moreover, by fogging, the learner can exhaust the critic. It takes more
energy than most people have to persist criticizing someone who will not respond.
Phrases typically used when fogging include: “That could be true”, “You are probably
right”, “You have a point there”. (Jifincova 2010, 85)
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Here is a scheme of how the technique of fogging works:

REQUEST RESPONSE
“This is important.” “Of course this is important but not as important as...”
“I need this.” “I am sure you do but it is just not possible now.”
“I want it now.” “I can see why you would want that but my priority is...”

4.3 Asserting negatively
The essence of this assertiveness technique is accepting one's faults and errors without
having to apologize. Basically, those things that are negative about oneself are assertively
accepted. Criticism, either constructive or hostile, of one's negative qualities is
sympathetically accepted. (Dolezal et al. 2009, 300)
Example of the negative assertion:

A: If you think that, you must be a fool.

B: I admit, I am not the brightest person around.

A: And you are always making mistakes.

B: Yes, I do mistakes ocasionally.

A: And you are lazy.

B: I never claim to be the hardest working person.

4.4 I-statements

I-statements are among the most powerful devices one can use in assertiveness, both for
oneself and others. Using “I” rather than “You”, “We” or “one” puts the responsibility to
the speaker rather than trying to transmit the responsibility on the other person. The
application of I-statements helps to minimize negative reactions. For example, compare the

following two statements which express the same thing:

(1) It seems that you have been arriving rather late for work recently.

(2) T have noticed that you have been arriving rather late for work recently.

(1) You are always interrupting me.

(2) I would like to finish my sentence without being interrupted.
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The first statement gives an impression of an accusation while the second statement is
rather observational and less menacing. Assertive statements do not blame and do not
attack. According to McKay, Davis, and Fanning (2009, 133), strong I-statement consists
of three elements:
(1) The action — the other person's behaviour, one's perspective of the situation
(2) Emotional response — the way one feels about the behaviour

(3) One's desired outcome

The authors also provide an example consisting of all three elements:
“When I think about giving a speech, I get nervous. I've been feeling butterflies in my
stomach since yesterday when I told you I would talk at the next general board meeting. I

realize that [ don't want to give that talk. Please find someone else.” (2009, 133)

4.5 Negative inquiry

Negative inquiry is similar to the technique of fogging because they are both ways to deal
with criticism in a non-defensive manner. However, negative inquiry is a questioning form.
A person who is being criticized prompts the critic for more information in order to avoid
automatic defensive response and to avoid being manipulated as well. (Vymétal 2008, 145)
Tingley (1997, 49) uses the following example to demonstrate the technique of negative
inquiry:

A: “You need to think more strategically and less operationally.

B: What is it about my operational thinking that is problematic?”’

4.6 Self-disclosure

Self-disclosure embodies assertively disclosing information about oneself — how one
thinks, feels or reacts to the other person's free information. It is accepting and initiating
discourse of both the negative and the positive aspects of one's behaviour, lifestyle,
personality. Self-disclosure makes relationships exciting and builds intimacy. (Vymétal

2008, 145)
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Example of self-disclosure:
A: Did you come from Liverpool?
B: No, I came from London by train. (Free information)
A: Why did you take the train, it is faster by bus, is it not?

B: I prefer the train. Bus makes me sick even thinking about it. (Self-disclosure)

4.7 Workable compromise

Workable compromise is considered to be the best approach for the satisfaction on both
sides. Both sides agree with a suggested solution. However, it requires the art to respect
and listen the other people. This technique is a great option one may consider if there is a
certainty that one's self-respect is not going to be compromised as a result. The technique
of workable compromise is based on the concept that people are always able to bargain for
their important goals, unless the hypothetical compromise ends up affecting one's sense of
self-respect or dignity. (Dolezal et al. 2009, 300; Vymétal 2008, 145)

Palmer and Cooper (2007, 98) mention the following example of workable compromise:

A: “We are getting desperately behind. Can you come in on Saturday morning
and finish the paperwork?

B: I have agreed to take my daughter horse-riding tomorrow morning, and I am not
prepared to let her down. However, I can start work earlier next Monday and do

the best to get the work finished. Is that OK?”
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II. ANALYSIS
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5 RESEARCH

Communication is regarded to be Alpha and Omega in social interactions. Effective
communication is the essence and the most powerful tool for any manager in any business.
Some managers are very aware of the significance of assertiveness in business and the
positive outcomes that assertive communication brings into the working environment.

On the other hand, some managers underestimate or even completely resent the necessity
of assertiveness while doing business. The attitude toward the importance and effectiveness
of assertiveness and assertiveness techniques differs executive to executive.

While the purpose of the first part of this thesis is to collect and work out the
theoretical basis dealing with assertiveness from the literary sources, the focus of the
second part is to analyse theoretical findings by means of research. The aim was to find
out if the selected respondents are aware of the assertiveness and its aspects in business.
The second function was to examine how the respondents actually evaluate the importance
and effectiveness of the most widely known assertiveness techniques used in business.

The whole analytical part of the thesis is finalized by a recommendation addressed to

managers or prospect managers how to improve their assertiveness skills.

5.1 The research methodology
The analysis was carried out by the method of qualitative research by means of
questionnaires distribution (appendix P I). The obtained data were consequently evaluated

and put into graphs.

5.1.1 Questionnaire

The questionnaire was created on the basis of theoretical knowledge from the first part of
this thesis to support its findings. Respondents were asked to answer questions which were
discussed in detail in previous chapters. The answers are in the form of multiple choice or
preceded by the dichotomous questions. However, fundamental part of the thesis are
questions related to the respondents' opinion about the effectiveness and importance of the
most widespread assertiveness techniques used in working environment.

For my better evaluation and identification of which respondent belongs to which group,
questionnaires for students were distributed via publication on the Internet, while
questionnaires for managers were distributed via email or personally. The total number of

completed questionnaires is 50.
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5.1.2 Human sample

I have chosen two target groups to answer the questionnaires. The first addressed group
were university students. Specifically, I targeted students from the English for business
administration field of study and students studying at the Faculty of Management and
Economics as they all are potential future managers. Moreover, within the scope of sample
of students' respondents, I asked for the completion of questionnaires those students, who
are somehow experienced in the field of a manager's profession in order to obtain reliable
data. The second addressed group were managers themselves. For the purpose of proper
evaluation and confirmation of certain theoretical findings, I included the question about
respondent's gender into the questionnaire. However, the distinction and comparison
between men and women is not the main object of the analysis.

Managers participated in the research were members of different levels of
management. Each level of management, i.e. top level, middle-level and first-level, had its
representatives. To be specific, general managers, department managers, chief executive
officers, foremen, supervisors, facility managers and branch managers were engaged in the
research. The reason for this diversity was to collect as many various opinions as possible
to get a reliable data.

From the total number of fifty respondents, twenty five of them were managers, twenty five

were students.
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6 RESEARCH — RULES AND TECHNIQUES OF MANAGERIAL
ASSERTIVENESS

In the following sub-chapters, data analysis and results of each question from the

questionnaire are presented in the form of figures.

6.1 Do you know what assertiveness means?
Logically, the first question to answer was concerning the awareness of the term
assertiveness. The aim was to identify whether students and executives are familiar with

the term assertiveness and the behaviour and communication associated with it.

100% 94%
80%
60%
40%
20%
4% 2%
O% |
Yes No, but | have No, | have never
heard the term heard that term

Figure 1 — Knowing the meaning of the term assertiveness

Question 1 in numbers: a) 47 answers (94%)
b) 2 answers (4%)

¢) 1 answer (2%)

I was very curious about the answers to this question, considering the widely
misinterpretation of the term assertiveness for aggressiveness. Notwithstanding, according
to the research, 94% of respondents know what assertiveness means. It is maybe because of
the fact that assertiveness is connected with effective communication not only in business
environment but basically in every social interaction. In any case, consciousness of the
majority of respondents is very positive. Minority of respondents marked the negative

answer. 2 of them (4%) claim they have heard the term assertiveness before, however they
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are not sure or they do not know what it means. 1 person answered he have never heard
about assertiveness thus he does not know what it means.

Unfortunately, from the data obtained we are not able to determine whether all respondents
who claim they know what assertiveness means in fact know what it actually means or they

just think they know; or they understand it incorrectly.

6.2 Do you consider assertive behaviour to be an integral part of

managerial skills?
The aim of the second question was clear - to determine if respondents consider assertive
behaviour to be an integral part of managerial skills, that is if a manager needs to be
assertive or not. In case they find it to be necessary, they could specify their attitude by the
selection of answer relating to the organizational position of a manager. The purpose was
to find out if they think that assertive behaviour is limited to managers from the top and
middle management only or it is indispensable part of every manager's skills, irrespective

of a managers's position in company.

100%
84%
80%
60%
40%
20% 12%
] ki
I
0%
Yes, but only on the Yes, no matter what a No, assertiveness
top and middle manager's position in does not play a
management level company is significant role

Figure 2 — Assertive behaviour as an integral part of managerial skills

Question 2 in numbers: a) 6 answers (12%)
b) 42 answers (84%)

c) 2 answers (4%)
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The result answers were quite expected. Absolute majority find assertive behaviour to
be a fundamental part of manager's skills, no matter what his/her position in management
structure is. Six respondents stated that assertive behaviour should be taken into account
only in case of managers from the top and middle-level management, i.e. presidents, vice
presidents, chief executive officers, general managers, branch managers or department
managers. The answer of these respondents implies that people in a position of a manager
like supervisor, section officer, foreman or crew leader do not need to bother with assertive
behaviour and assertive communication while doing business. Based on my experience
from a part-time job I had, I do not agree with this. The foreman we had was a typical
passive type of a person. He was undecisive and the employees often did not know what
was expected of them. Moreover, personnel often violated company's rules and regulation
which is something that cannot be accepted.

However, the answer that assertiveness does not play a significant role in business was
marked by two respondents. What is interesting about this is the fact that these two
students are the same as those who answered negatively in the first question, so I guess it
correlates with the fact that they do not know what assertiveness means thus they do not

know about its importance in business.

6.3 Have you ever participated in training or course concerning

assertiveness?
This question was supposed to explore the potential participation in any educational lecture
dealing with assertiveness. A lot of companies today organize educational seminars on
various topics in order to enhance employees' qualification or skills so I was curious

whether someone took part in one of those.
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80% 72%
60%
0,
40% 28%
o -
0%

Yes No

Figure 3 — Participation in training or course concerning assertiveness

Question 3 in numbers: a) 14 (28%)
b) 36 (72%)

The answer results demonstrate that 28% of respondents were engaged in some form
of training or course which was concerned with the issue of managerial assertiveness.
I wasn't surprised by the fact that all respondents who answered positively to this question
were managers. Not even one student responded positively. I think it might be connected
with what I have hinted earlier. Organizations are becoming to be more conscious about the
need to constantly develop the skills of its human capital and educational seminars are very
good method to do so. There are numerous lectures about effective thus assertive
communication assigned for managers as individuals or for bigger groups within one
organization, offered on the Internet. However, higher price or disbelief in its effectiveness
may discourage some people from attending.

For the purpose of supporting the findings worked out of literary sources in the
theoretical part of this thesis, I analyzed this question from the perspective of gender.
Theory stated that assertiveness training was originally created for women to stand up for
themselves and gain recognition it men-dominated workplaces. This hypothesis would
mean that majority ot those respondents who answered they participated in training or
course concerning assertiveness were women. The results are shown in the following

graph:
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100%

80%

57%

60%
43%
40%

20%

0%
Men Women

Figure 4 — Gender of participants of assertiveness training/course

Figure 4 in numbers: a) 6 respondents (43%)

b) 8 respondents (57%)

From the total number of 14 respondents who responded positively to the question
about their participation in assertiveness training or course, majority (57%) were actually
women. But the dominance of women in this question is not outstanding at all. It may be
for the reason that assertiveness training or course can be organized by the employer and

the employer may require the participation in these lectures by men and women equally.

6.4 Have you studied literature in order to improve your assertiveness
skills?
This question is actually very similar to the previous question but it is supposed to further

explore managers' attitude toward self-education in the field of effective communication

and assertiveness behaviour in connection with it.
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100%
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80% 78%
60%
40%
22%
- -
0%
Yes

Figure 5 — Assertiveness literature study

Question 4 in numbers: a) 11 answers (22%)

b) 39 answers (78%)

Question number 4 desired to reveal if executives and students are willing to deepen
their skills and knowledge by self-education. The positive answer indicates the fact that
these respondents find assertiveness behaviour as a prerequisite of effective
communication to be an important aspect of manager's competence. This is in fact the
second question why I have decided to ask the respondents about their gender, for the

purpose already mentioned earlier. The results are shown in the following graph:

80% 72%
60%

40%
28%

20%

0%
Men Women

Figure 6 — Gender of the readers of literature on assertiveness
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Figure 6 in numbers: a) 3 respondents (28%)

b) 8 respondents (72%)

From the total number of 11 respondents who self-educated themselves in the field of
assertiveness skills via literature, an overwhelming majority was composed of women,
which supports the idea that assertiveness training was originally destined for women, and
that women still makes majority of those who try to improve their assertiveness skills.

I think it is not surprising, as women need to make more effort to prove themselves and
persuade other people about their qualities and establish themselves in comparison with

men.

6.5 Are you familiar with your assertive rights?
In case one wants to behave assertively, he/she should know fundamentals of assertive
human rights thus this question was supposed to identify whether executives and managers

are aware that they have assertive rights and what these rights are.

100%

80%

0,
60% 46% >

40%

20%

0%

Yes

Figure 7 — Familiarity with one's assertive rights

Question 5 in numbers: a) 23 answers (46%)

b) 27 answers (54%)
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The results in this case were quite well-balanced. Unawareness of one's assertive rights
was predominated by 4 respondents. It is positive that the difference was not that striking
because knowledge of assertive rights is prerequisite of assertive defense against
manipulation. Assertive rights describe behaviour we do not have to feel ashamed or
perceive as aggressive unless we do it with respect to the other peoples' rights. All
respondents who marked that they took part in assertiveness training or read special
literature in previous questions were contained in 23 respondents within the yes section of

this question.

6.6 Which assertive right do you consider to be the most important?

The aim of this question was clearly to identify which assertive right is considered by
respondents to be the most important. I know it may be hard to decide because each right is
different and the real power is in the compactness of all rights together but I was curious
about which right is considered to be the most valuable, which right is the most

appreciated. Because each right represents priceless asset, I was expecting diverse answers.

30% 28%
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2% 29
20% 18%
0,
15% 12% 12%
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The right The right The right The right The right The right Oher
to say “I to say “I to say “I to change to make to judge
don't don't care® don't un- your mind mistakes your ow n
know “ derstand” behaviour,
thoughts,
emotions

Figure 8 — The most important assertive right
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Question 6 in numbers: a) 11 answers (22%) e) 14 answers (28%)
b) 3 answers (6%) f) 6 answers (12%)
¢) 9 answers (18%) g) 1 answer (2%)

d) 6 answers (12 %)

As I expected, answers were quite diverse. However, the graph shows that the right to
make mistakes and to be responsible for them was selected as the most important assertive
right. 14 executives and students (28%) marked this option. To make mistakes is part of the
human condition. However, it is important to take a responsibility for them and try to use
them as experience for the future. The second most important assertive right was marked
the right to say “I don't know” (22%). Many people were told that not knowing was bad
because not knowing implies being stupid or indecisive. But it is really not necessary to
force yourself into uncomfortable statements to avoid looking strange in the other person's
eyes. The right to say “I don't understand” placed the third with 18%. It is quite similar
with the previous discussed right. Both the right to change one's mind and the right to
judge one's own behavior, thoughts and emotions gained 12% answers. I find the right to
be the ultimate judge of one's own behavior, thoughts and emotions important because
others may influence my decision, but the final choice should be mine. The least important

assertive right, according to the research, is the right to say “I don't care” with 6%.

6.7 Mark the importance and effectiveness of the assertiveness

techniques
Substantial part of this thesis is concerned with assertiveness techniques. That is why
in the following task managers and students were supposed to evaluate each given option
by marks 1 to 10, when the highest mark means the highest importance or effectiveness
and the number 1 was used for the opposite attitude. The results were averaged and put into
the graph. I believe majority of managers were familiar with assertiveness techniques

before, they might only not know the exact terminology.
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Figure 9 — The importance and effectiveness of assertiveness techniques

As it is clear from the graph 9, the range of valuation is quite diverse, from 3,4
minimum to 9,4 maximum. Nevertheless, it was proven that the most commonly known
and used technique is the Broken record with the highest average of 9,4 points. Moreover,
this was one of the few techniques known with its exact term. Many respondents made a
remark that this technique is very well applicable not only in business but in everyday life
as well. The second most effective/important technique was marked the Workable
compromise (9,2) which is considered to be an assertive masterhood. It was pointed out by
some respondents that this technique is preferred if dealing with close people we care
about. This technique is favourite for its positive outcomes on both sides.

The third highest average of points (7,3) gained the Negative inquiry. The effectiveness of
this technique rests in the questioning the critic about the negatives which helps to find the
reason of partner's criticism. The fourth highest average of points (6,9) got the technique of
Fogging. This technique is the best defence against unjustified criticism. It is also
technique whose term is broadly known. It is based on not opposing to partner's criticism
because any further argumentation would provide the critic with more information and
topics for more criticism. We find in discussion anything we may agree with. It does not
mean we confirm it is true but we only agree that the critic sees it that way.

The technique of Asserting negatively placed as the fifth most important/effective

technique with the 6,3 average of points. In this case, negative things about oneself are
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assertively accepted. Maybe that the reason why this technique gained rather lower
evaluation is because people do not very like to talk about their negative aspects and what's
more, to agree with them.

The last but one evaluation of 5,5 points gained the I statements technique. I was kind of
surprised by this because I statements are among the most powerful devices one can use in
assertiveness, both for oneself and others. By using “I”” rather than “You”, “We” or “one”
we do not try to transmit the responsibility on the other person. I find this result to be the
most surprising. Technique with the lowest average of points (3,4) is the technique of Self-
diclosure. It comprises of transmission of personal relation to something, someone, one's
feelings, ideas and opinions. Maybe this is exactly why this technique placed that bad
among other techniques. People are not comfortable talking about their personal feelings

unless with someone really close.

6.8 Have you successfully used any assertiveness technique?

In this task, [ was curious about the effectiveness of assertiveness techniques' application.

100%
82%
80%
60%
40%
0,
20% 18%
Yes No

Figure 10 — Successful usage of any assertiveness technique
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Question 8 in numbers: a) 41 answers (82%)

b) 9 answers (18%)

An overwhelming majority of respondents (82%) have successfully used assertive
technique. It is very positive finding. As numerous respondents noted, successful usage of
assertiveness techniques is applicable in various situations, it is not limited to working

environment only.
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7 RECOMMENDATION

In this part of my thesis I would like to express my recommendation to managers and
executives what to improve or what to become conscious about.

The thesis proved that absolute majority of managers and executives is aware of the
importance of assertiveness in business environment, which I find very positive.
Nevertheless, making reference to other people about the positive outcomes assertiveness
has in effective communication cannot do any harm. The other thing I would recommend
in this connection is not underestimate the importance of assertiveness in the first-level
management. With respect to the knowledge of one's assertive bill of rights, there are still
some reserves as the half of respondents was not familiar with their assertive rights, so I
can only provide a recommendation to look for more information about rules of
assertiveness.

As far as the particular assertiveness techniques are concerned, results were quite
satisfactory. With the exception of one technique, none of the technique gained less than 5
mark value. In fact, average points of most techniques ranged from 6 to 9, which I find to
be very positive because obviously managers have techniques that works for them. So at
this point, there is nothing to recommend.

As it was stated in the thesis, assertiveness is a social skill and just like any other
social skill it can be learnt. However, it is important to remember that any learning needs
its practice. Do not be surprised if desired results are not delivered from the very
beginning. For this reason I would like to recommend and emphasize not to get upset or

frustrated if the intention to use assertiveness technique, for instance, backfires.



TBU in Zlin, Faculty of Humanities 45

CONCLUSION

In the introduction there was established the main purpose of this thesis - to demonstrate
the importance of assertiveness as a core managerial skill of effective communication, and
to confirm and analyse the effectiveness of assertiveness techniques used in business.
This goal was achieved by information gathered in the theoretical part of the thesis from
literary sources and through the research made by means of questionnaires distribution.

The theoretical part of the thesis was focused on collecting information necessary to
support the thesis statement. Firstly, the reader was provided with information about the
term assertiveness and its wide misinterpretation. In connection with this, different
communication and behaviour styles were presented in order to understand the
assertiveness. Secondly, the most widespread assertiveness techniques were discussed and
provided with examples. I have tried to gather as much information as possible and sort
them as good as possible to provide readers with reliable basis to recognise the importance
of assertiveness in working environment.

Practical part was carried out by the distribution of questionnaires. The research was

supposed to support the theoretical findings about the importance of managerial
assertiveness and effectivity of assertiveness techniques used by managers.
The questionnaires were prepared on the basis of knowledge from the theory and spread
among the two targeted groups — students experienced with manager's profession and
managers themselves. The diversity of respondents was supposed to get more reliable data.
The obtained data were consequently evaluated and demonstrated graphically with detailed
commentary. The practical part of the thesis was completed by suggested recommendation
to managers.

According to my findings from the research I think that the thesis fulfilled its goal to
prove the importance of assertiveness in both manager's communication and behaviour and
the effectiveness of its techniques. Due to this facts, this thesis could be considered as a

successful work.
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APPENDIX P I: RULES AND TECHNIQUES OF MANAGERIAL
ASSERTIVENESS QUESTIONNAIRE

1  Vite, co znamena byt asertivni?
a. Ano
b. Ne, ale uz jsem to nékdy slySel/a
c. Ne, nikdy jsem to neslySel/a

2  Povazujete asertivni chovani za nedilnou souéast manazerskvch dovednosti?

a. Ano, ale jen na Grovni vyssiho a top managementu
b. Ano, bez ohledu na podnikovou uroven manazera
c. Ne, asertivita nehraje u manazera podstatnou roli

3 Absolvoval/a jste nékdy kurz ¢i Skoleni ohledné asertivity?
a. Ano
b. Ne

4  Studoval/a jste nékdy literaturu za icelem zlepSeni asertivnich dovednosti?
a. Ano
b. Ne

5 Znate sva asertivni prava?
a. Ano
b. Ne

6 Které asertivni pravo povazujete za nejdileZitéjsi?

Prévo fici ,,ja nevim*

Prévo fici ,,je mi to jedno*

Pravo fici ,,ja ti nerozumim*

Pravo zménit nazor

Prévo d¢€lat chyby a byt za né zodpovédny/a

Pravo sam/a posuzovat svoje vlastni jednani, myslenky a pocity
Jiné

@ oA o

7 Obodujte body 1 — 10 diilezitost a efektivnost nasledujicich asertivnich technik,

kdyZ 1 bod znamena nediilezitost (neefektivnost) a 10 bodu absolutni diilezitost
(efektivnost).

10

PosSkrabana gramodeska (opakuji vytrvale — znovu a
znovu- to, ¢eho chci dosahnout, aniz bych zacal/a byt
nastvany/a , rozcileny/a ¢i hlucény/a)

Technika otevienych dveri (uzndvim vsechny
partnerovy argumenty, na kterych by mohlo néco by,
nepopiram kritiku, nebrinim se, nereaguji odvetou)




Piijatelny kompromis (nabidnuti pro obé strany
prijatelného kompromisu)

Negativni asertivita (asertivné akceptuji negativni,
kritické vyroky okoli)

Ja-vyroky

Dotazovani na negativa (zjistuji skutecné a
objektivni priciny kritického, vycitavého a odmitavého
postoje partnera)

Technika sebeotevieni (vyjddrent kladnych a
zdpornych aspektii vasi osobnosti, chovani, aktualnich

pocitii z informaci partnera)

8 UzZ jste nékdy ucdinné pouzil/a asertivni techniku?

a. Ano

b. Ne
9 Jste

a. Muz

b. Zena
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