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Chapter one: Take the first step 

 

This ebook will introduce you to tools to develop effective communication skills. 

Learning to communicate assertively is often a parallel process with improving self-

esteem and goal setting. This process can often be very challenging, you may find it 

easier to incorporate one aspect of assertive communication at a time. For instance 

instead of feeling overwhelmed by the assertiveness checklist in chapter two have a go at 

one skill such as practicing eye contact for one week then continue through the body 

language checklist before moving on to practicing “I” statements. 

Role-plays and practicing effective communication in a safe environment builds 

confidence and allows for emotional venting. Consequently increasing the chances of 

being able to remain calm in difficult situations. Therefore the more you practice at home 

in the mirror or with someone you trust the easier it will be to apply the skills in real 

world situations. Practicing in the mirror is also recommended as a way to learn how to 

self regulate facial expressions and body language. 

It’s time to say “NO” is a free resource from 

www.conflictmanagementresources.com that goes into more detail regarding steps 

towards effective communication. At the C.M.R. website you will also find useful tools 

for self esteem and goal setting. 
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Chapter two: Assertiveness checklist 

 

The first thing you need to check is if you are feeling calm enough to express 

your needs and concerns without blaming the other person. Where possible arrange a 

time and place for discussion in an appropriate and comfortable environment. 

Next you need to take responsibility for the way you communicate and only 

use “I” statements. Use “I” statements to describe your feelings in a way that the other 

person has a better understanding of how important the issue is to you. 

“I” statements:  

I feel…think…want… 

What I would like to happen is…  

What I am prepared to do… 

I feel …When you…Because…In future I would 

prefer… 

Be specific about the problem/situation and practice what you are going to say. 

Saying “I feel like I’m not being heard” instead of “you don’t listen to me.” Changes 

it from an aggressive accusation to an assertive discussion point. This allows you to 

express yourself without making the other person defensive. Using “I” statements also 

helps you to define and understand how and why another person’s behaviour is 

affecting you. In turn the other person is more likely to understand your position if 

they are not being attacked. Have a look at the following and see if you can see the 

difference using “I” statements makes. 

Examples 

Aggressive: You never do anything around the house. 

Assertive: I feel like I’m doing most of the house work. 

Aggressive: You’re a slob. 

Assertive: I think we need to discuss who does what around the house. 

Aggressive: You need to pick up after yourself. 

Assertive: I want to share the chores more evenly. 

Aggressive: You don’t even see the mess. 

Assertive: What I would like to happen is we write down all the things that 

need doing around the house. 

Aggressive: You take me for granted. 

Assertive: I feel like I am being taken for granted when all the housework is 

left to me because I work hard too. In future I would prefer we work together to clean 

up. 

Assertive communication isn’t just about the words it’s also about using the 

appropriate body language. 

Body language: 
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Maintain eye contact 

Try not to fidget 

Sit or stand up straight 

Face the person you are speaking to with open body posture 

Speak in a clear steady tone 

Use sincere expressions e.g. smiling only when happy 

The goal is to: 

Achieve desired result without burning your bridges 

Not see self as superior or inferior 

Feel confident and have self respect  

Find a way to communicate that is neither aggressive nor passive 

Set an example and therefore encourage others to respond appropriately 

Example situation: 

Jan usually has lunch with her colleague Beth. However, lately Beth 

has been asking Jan to drive her around during the lunch hour to run errands 

on the way to pick up food. Jan prepared and practiced a statement in the 

hopes of changing the situation. 

“I think… most days of the week I am helping you with errands and we miss 

half our lunch hour.” 

“I feel…tired from rushing and I am disappointed that I don’t get to relax.” 

“I want… to stop being your taxi service at lunch time.” 

Jan realized her “I want” statement sounded aggressive so Jan changed it to:  

“I would prefer to eat lunch separately when either of us has errands.” 
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Chapter three:  Saying “No” steps 

 

Saying “no” is difficult for most people. Changing old habits requires an 

examination of your fears and a willingness to step outside your comfort zone of always 

pleasing others. Consistent reinforcement of your motivation and reasons to say no is 

also recommended. The following is the basics of saying no. You can start to practice 

these before you start on the emotional work required to put yourself first instead of last. 

STEP ONE 

Acknowledge the other persons request by repeating it. 

STEP TWO 

Explain your reasons for declining – no need to go into detail. 

STEP THREE 

Say “no”. 

Optional fourth step if appropriate: Suggest an alternative where both your needs 

will be met 

Start by listing some examples when you find it most difficult to say “no” to 

people. Then using the steps write some responses to these situations. Take your time to 

find a way of saying “no” that’s right for you. In difficult or highly emotional situations 

give yourself permission to respond that you need more time to think so you can prepare a 

response. Remember to be specific there is no need to go into a long explanation and 

explore what you are afraid will happen if you say “no”.  

   

  

  



Saying No www.conflictmanagementresources.com G. Netterfield 

Chapter four: Bill of rights 

 

This is a useful exercise to start the process of allowing yourself to think of your 

needs first instead of continually putting others needs before your own. The bill of rights 

is also a good exercise to alleviate guilt. It is important to emphasise that these are basic 

human rights they do not need to be earned or justified. These are your fundamental rights 

and privileges that are considered important and essential by you.  

Try making a list of your bill of rights. Give yourself permission to acknowledge 

your rights. If you have difficulty start by writing the bill of rights for your child, friend 

or loved one. Then challenge yourself to see that you are entitled to the same rights. 

Below is a sample bill of rights. 

 

I have the right to: 

 

Make mistakes 

Put myself first occasionally 

Change my mind 

Be respected 

Be happy 

Take charge and control over my life 

Everyone else has the same rights too 
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Chapter five: Links and resources 

 

Depression Links 

Beyond Blue the National Depression Initiative 

www.beyondblue.org.au 

Conflict Resolution Tools 

 At the Conflict Management Resources website you will find adaptive resources that allow 

you to choose the method that best fits the dispute, corresponding needs and expected 

outcomes. The comprehensive resources will help you overcome chronic conflict workplaces. 

www.conflictmanagementresources.com 

 

Conflict Navigation EBook 

Understand the cause of the conflict and stop the destructive cycle of conflict responses by 

identifying the true source and underlying emotions and cognitions driving conflict and 

influencing resolution. Gain insight into your conflict responses and overcome the effect of 

subjective perception and emotions that cloud the way a message is conveyed and received. 

Transform your workplace and increase the capacity for conflict to generate positive change 

and growth personally and professionally. 

www.conflictmanagementresources.com/resolution-manual/ 

Available Conflict Workshops 

Conflict Navigation - Learn how to create a collaborative workplace and skillfully resolve 

conflicts 

Conflict Assessment - Analyze how you react to conflict and understand what motivates and 

maintains your conflict responses 

Conflict Barriers - Remove barriers to resolution and understand the cause of conflict 

Effective Communication - Change your workplace conflict culture and strengthen your 

workplace relationships. 

www.conflictmanagementresources.com/conflict-workshops/ 

Conflict Coaching 

Through a supportive and confidential coaching process you can learn how to be 

collaborative and create a respectful and productive workplace. Improve your ability to 

understand the underlying causes of conflict and reduce the impact of challenging clients, 

colleagues or bosses. Work through barriers that are preventing resolution and gain 

confidence in your ability to manage difficult situations. 

www.conflictmanagementresources.com/conflict-coaching 

http://www.beyondblue.org.au/
http://www.conflictmanagementresources.com/
http://www.conflictmanagementresources.com/resolution-manual/
http://www.conflictmanagementresources.com/conflict-workshops/
http://www.conflictmanagementresources.com/conflict-coaching
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Free Self-Esteem Tools  

Shame to Fame - This eBook is a step by step guide to acknowledging and transforming 

shame. It is not easy but it is worthwhile. 

Bank It - The "Bank It" eBook is a practical and unique guide to building self-esteem muscles 

in an achievable and realistic way. 

www.conflictmanagementresources.com/free-resources 

Free Burnout Tools  

The Hope Challenge - When the inevitable difficult times occur having hope will greatly 

increase the likelihood of developing and maintaining healthy avenues to cope and move 

through distress. Hope provides protection against being stuck in the past or trapped in the 

vicious cycle of negative and pessimistic thinking. Challenge destructive thinking and 

attitudes and find a way to embrace optimism and restore hope in your life 

Anti-Anxiety - The anti-anxiety eBook provides you with simple and effective tools to distract 

yourself from worry or anxious thoughts. The more you practice them the more it will 

strengthen your belief in your ability to cope with panic or anxiety attacks in any situation. 

www.conflictmanagementresources.com/free-resources 

Other Books By The Author Available On Kindle 

24 Seconds -  For a totally different way to explore hope and choice through the lens of 

fiction check out my novel 24 seconds. As Detective Jasmine West interviews patients at The 

Moving Forward Neuroscience Clinic and desperately tries to find something to use against 

her suspect she learns that nothing is as fragile as reality. She is forced to examine who 

deserves to be released from the burden of truth and who she might be without her worst 

memory.  

  http://amazon.com/author/gretchennetterfield 

Saying NO is published by Gretchen Netterfield 
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Thank you for downloading this eBook. This eBook remains the copyrighted property of the 

author, and may not be reproduced, copied and distributed for commercial or non-commercial 

purposes. If you enjoyed this book, please encourage your friends to download their own 

copy at conflictmanagementresources.com where they can also discover other works by this 

author. Thank you for your support. 

 

Back to Top  Back to C.M.R. website  Back to Free Resources 

 

http://www.conflictmanagementresources.com/free-resources
http://www.conflictmanagementresources.com/free-resources
http://amazon.com/author/gretchennetterfield
http://www.conflictmanagementresources.com/
http://www.conflictmanagementresources.com/free-resources/

