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Preface 

To benefit fully from this book the reader is advised to begin at 
the beginning and to read systematically through to the end. 
Although there is the temptation to delve into the chapter that 
seems relevant to one's individual needs, points covered in one 
area may also apply in other situations and so could be overlooked. 
For example, defensive behaviour dealt with in a workshop 
environment will apply equally with relatives, friends ami 
strangers; dealing with unfair accusations will apply in all 
relationships and circumstances. You may not g o  out to work but 
will still, at times, enter into a workplace when, for instance, you 
take your car to be serviced or shop in a superstore - there you 
interact with staff and for the time you are there you become part 
of the working environment. 

Although you may possibly no longer have any immediate 
family, you once belonged to one (even if this was an institutional 
'family'), and the things that you experienced will have 
influenced the way you see life and how you cope with it. It is, 
therefore, important not to skip any of the information and help 
offered in 'Family Conflicts'. 

The instructions given in this book are simple and free from any 
technical jargon so that you do not need to be a psychologist in 
order to benefit from reading it. Approach the contents with an 
open mind, enjoy the experience, have fun, and if you gain one 
tenth of the insight from reading the book that I have done in 
writing it, you will have begun your journey into a new way of 
looking at life and coping with conflict. 
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Note: In my writing you will notice that I have alternated 
between the sexes - where this occurs the content applies equally 

to both (or either); where what I say refers specifically to one 

gender, it is obvious. Where I have used the plural 'parents' the 
content does, in many instances, apply also to one parent (or one­

parent families). 

Introduction 

It's 2 o'clock in the morning. I've been sitting in the kitchen 
beside the Aga stove drinking coffee and thumbing through this 
week's copy of the TV Times. There's nothing odd about that for 
when my brain's busy I don't sleep much and often end up in the 
kitchen in the silent hours of the night. But this occasion is 
different. It started five days ago when I awoke with the title for a 
new book in my head: How to Resolve Conflicts. Just that. Nothing 
else, no forethought, intent or design. I was curious, alerted. 
Where did it come from and what was I supposed to write? Was 
my unconscious mind trying to get a message through to me? I 

wondered. Although it felt important, I did nothing for two more 

days. I just let it brew. On the morning of the third d ay, I saw, 

amongst the mail lying on the door mat beneath the letter bo�, a 
brochure with the words, How to Manage Conflict, in large print 
on the back page. 

h Well, I don't believe in coincidences. To me it see�ed
l
r 

d
ar 

f " " "bl force was mvo ve " messages were appearing as i some mVlSI e 
" Y " 

"f I d d ne more thmg to et st111 I did nothing it was as I nee e 0 
£ , 

h" b k It came a lew convince me that I really had to write t IS 00 ." 
I h d been 

1 "" agazme a minutes ago. On one page of the te eVlSlOn m 
f p of "dl d he picture 0 a grou 1 y perusing, my attention was rawn to t 

d h " homes and 
h atche t elr people, their backs to the camera as t ey w

" " tellS of a film 
land being burned. The caption beneath this p lct�e

l parable of the 
"b d 'a pOwe'ju to be shown later this week, descrt e as 

madness and horror of war'. 
h been almost over-

I then acknowledged that for weeks I ;ve 
ho shared the same 

whelmed by the news of wars between peop e w 
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country - the same land. People who were neighbours, some even 
friends, being terrorized in the most appalling situations. At 
moments like this I have felt a kind of desperate hopelessness: 
what can anyone do to turn around these situations or resolve 
such conflicts? 

Now I see clearly that I can do something - that we all can! To 
stop war we have to resolve conflicts, not at a national or 
international level, but between family, friends, neighbours, 
colleagues and students. There is no way to prevent national or 
international conflict until we first learn a new way of l iving that 
creates harmony, compassion, understanding and caring. It starts 
at home! How can we expect nations to l ive in peace when we 
haven't yet learned to create harmony within our own homes and 
on our own doorsteps ? 

I have had plenty of time and opportunit ies in my life to 
observe small children and babies and I know that so long as they 
can have everything the way they want it, there is no conflict. But 
when you start to say 'No', to restrict and control, you quickly 
discover that sweet little baby has a very powerful urge to have 
things his own way. He has yet to learn to live w i thin the structure 
of a family and a society. If these lessons are not well learned, l ife 
becomes intolerable for all those concerned. This principle 
applies at every level. By learning how to resolve personal 
confl ict, you can help change the world. 

It is said that there is a 'princ iple of attraction' that affects all 
matter: if 17 per cent of anything moves into a changed state the 
rest will follow. If 17 per cent of water in a pond turns to ice, the 
rest will attempt to change its state to become ice. If 1 7  per cent 
of a group of people are motivated to create good, the rest will  be 
influenced by the actions of those people. The abolition of 
slavery, women being allowed to vote, the right of all chi ldren to 
be educated and more recently the collapse of communist control 
in several European countries are a few examples of how this has 
worked. Until you try, you can have no idea j ust how effective will 
be your contribution, or how resolving confl icts within and 
without will transform your own life. 

Introduction xv 

We have to communicate our needs 

We have also to learn to l ive in harmony with Earth. Time is 
running out. According to physicists and scientists we have about 
20 years to turn thi ngs around. If we fail, life on Earth will 
disappear as it did many thousands of years ago. Changing from 
conflict to co-operation is, in fact, all any of us can do to create a 
stable planet - certainly pollution, nuclear experiments and the 
destruction of trees has to stop. 

You have nothing to lose and everything to gain by helping 
create positive change. As you read through this book please put 
the principles and exercises into practice; they are simple, 
powerful, and will  bring you great joy and peace. 

This is my promise to you. 
WENDY GRANT 
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1 Thinking Patterns and 
Processes 

Let us start with an experiment. Imagine for a few minutes that 
someone you trust has agreed to accompany you to an important 
meeting. This could be your husband attending your son's school 
concert with you; your mother going with you to the doctor; a 
colleague helping you present a new project to management. 
Perhaps you can recall such an occasion from the past. 

It's happening tonight. The person concerned is going to be 
away all day but has faithfully promised to return in time to go 
with you. 

Already it's getting late and you are beginning to feel uptight. 
Surely he knows how important this is? He has promised - so 

where is he? The phone rings: Sorry, I've been delnyed. I met a friend 
I haven't seen for years. He needed a witness to his signature so I went 
along to the solicitor's office with him. It took ages. Twice the solicitor 
was called away. I'm really sorry, but I'm just not going to make It, 

The phone goes dead. 
H d F '  ? U t? Hurt! Let ow 0 you feel? Angry? Put-out? unous , pse, 

, d d h f 'I d to keep hiS own? This person whom you truste ,  as al e , , d' your promise. He's put his friend first, totally d lsregar 109 
feelings. 

A ' b ' build up all the s you think through the situatIOn, you eglO to ' y
a
y 

, to j'usttfy, ou m resentmen t  such a lack of consideratIOn seems 
" . y feel 

d 
' 

omlSSlon�, au even rag up other past thoughtless actIOns or 
d i nning h h h ' e alrea y P a e s ould be punished. Per aps you r 

h 't treat you 
r 'b h I' that ecan etn ution some way to make im rea lze 

h' I But 
l'k 

' 
h a thing to lin. 

1 e this. You would never have done sue 
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now you think - why not turn the tables and do something like 
this to him tomorrow. Let him find out how it feels! You could 
decide not to speak to him for a week; you may decide never to 
trust him again or to believe anything h e  says. Taken to extremes 
you may decide never to trust anyone again. Of course you realiz� 
that he may be feeling really bad about the situation - and so he 
should! 

How does this conflict make you feel? Do you experience deep 
satisfaction at the thought of getting your own back, or making 
him feel bad? Do you experience a glow of self-righteousness? 
After all, he deserves all that's coming to him, doesn't he? 

Now ask yourself the following questions: Does my reaction 

enable me to feel good about the situation? It is productive, rewarding 
or fulfilling? Will it improve things in the f uture? 

The answer has to be 'No'. We cannot feel good while we 
harbour such negative thoughts and feelings. 

Let us now try a different way of managing the situation. 
There's no way of changing it and you can't avoid it. You could 
make excuses for his thoughtless behaviour but you know in your 
heart that isn't really going to work. Let us try forgiveness, not in 
a self-righteous way or by playing the role of martyr, but because 
you want the best outcome possible from this situation. You can 
still express your disappointment, or hurt, and allow yourself to be 
com

.
forted or reassured. He really hadn't intended to get caught up 

10 hiS friend's problems to the extent that it caused him to be late. 
A hug, kind words, a tolerant smile can go a long way towards 
helping you both feel good again. 

If thiS person in 1 ' £ ' 1 d d 
your lie IS a ways being late or letting you own 

an you truly c b h h o are a out eac other, then you need to take t e time to really co . 

1 
mmUnlcate your feelings. Some people do have a strugg e to get an h h 

1 
yw ere on time and then there are others w a a ways get there fa t l '  h the h 

r 00 ear y. I ve had both as clients, aware t at 
y ave a problem 11 0 

how ( Ch 
,rea Y wanting to change and not knowtng 

see apter Six). 
Taking the scenario d 0 b h 

0 
person can h 

escn ed above, and realizing that t IS 
not c ange d h . , a you care enough to accept him as e IS 

Thinking P attems and Processes 3 

_ including faults he honestly se�ms unable to do anything about? 
If he truly can't change or doesn t want to, then you may have to 
change your responses to him because punishment and conflict do 
nothing positive to improve the situation or relationship. 

Lack of consideration causes a lot of conflict, from children who 
leave the house constantly in a mess, to partners who seem always 
to be doing something that irritates or annoys. Pause, and for a few 
minutes imagine the house clean and tidy with no noise and no 
children ... No hugs or love or fun with them either! Perhaps you 
can now begin to see the mess as part of those rascals you adore. 
This doesn't mean you stop trying to teach them to be tidy, but 
you look for better ways t o  train and encourage them that avoid 
conflicts and rows. When you consider the partner who irritates, 
imagine life without ever having him there to share your thoughts 
and feelings - no jokes, no laughter, no acts of loving care. Is the 
emptiness you would be left with really compensation for no 
frustration or irritation? 

As to the person who persistently turns up late - imagine life 
if they never returned at all. Most of us who have lost someone 
very close to us wish we had the chance to say and do things 
differently. 

Th 0 f 0 0 onflict To ere are always at least two pomts 0 view 10 a c . 

better manage our lives we need to learn to listen actively and be 
, o f 0 ew This leads prepared to consider the other person s pomt 0 VI . 

naturally to a more tolerant, open-minded road to com-
munication. hoi I the 

I 11 h gave any c I C 
reca a schoolteacher w 0 never ever 

f 'I d to 
h h d °ved late or al e 

opportunity to explain why he or s e a arn c , lways 
1 d ' t ke We were a 

comp ete their homework, or ma e a mls a . 0 h h could 
d to him t at e 

seen to be in the wrong; it never occurre 
I bid been 

h h he schoo us 1a 
ave failed to make himself clear, or t at 

t h or caused 
delayed, or that the mistake was

. 
part of be�I�:ck�:a:e�pect from 

through fear. He was actively dlsltked an 

children and staff alike. h was gentle, 
F mistress w a 

Ortunately we also had a sports 
k h time to listen . 

d h lways toO t e compassionate, courteous, an w a a 
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to our side of the story. No one was ever intentionally late for her 

classes and when we heard that she was to be married we carried 

her shoulder high through the school. 

All our behaviour is influenced by conditioning, experiences 

beliefs, other people's values, and the thinking patterns and 
processes we use. By understanding your own thinking processes, 
and those of others, you can learn to avoid many conflicts , 
divert disaster and channel the forces of anger into wholesome 
positive action. You can learn to recognize when you are using 
blame and do something constructive about it; avoid 
confrontation when it is wisest to do so; prevent disagreements 
escalating into rows. 

Understanding is the beginning to taking control, both of 

yourself and situations. Using your strongest points you will not 

only become successful, likeable, influential, but you will also 

have the power to make positive changes that will influence all 
mankind. Remember the 17 per cent rule! 

THE WAY WE THINK 

The way we think is determined by our genes, personality, and 
expenences that t . h'ldh d s art m c I 00 . Depending on our environ-
ment, the behavio f 

d h 
ur pattern 0 our parents, their response to us, 

an ow Our respon I 
th 

ses are met, we earn to th ink in certain ways 
at eventually dete . h 
. h . 

rmme t e way we view life and how we deal 
Wit It. 

Most of us like to th' k . 
surprising h 

m we know ourselves; it is then qUite 
,w en we are put th h discover that £ 

roug an assessment programme, to 
lOr years We h f: '1 d f strengths and k 

ave al e to recognize many 0 our 
wea nesses. 

I have a friend wh 
more than men' I 

' °
b

never saw herself as able to do anything 
la JO s whi h ' . 

greatest strengths F 
c , in realtty, failed to utilize her 

. or some t' I h h organized things such h 
Ime ad observed how well s e 

a charity walk, and I 
as t e school Outing, a raffle to raise funds, once tned ' , 'B POinting this out to her. ut 

Thinking Patterns and Pro 5 cesses 

that's different!' she protested. 'Someone had to do I't I ' 
, , ,so Just 

got on and did the best I could. She completely failed to see that 

those natural skills, c?uld be use
,
d to earn a liVing. Her strengths 

were in being effiCient, practical, highly motivated, and in 

persuading people rather than pushing them into doing things. 

But she believed that in order to take charge, one had to be bossy 

and able to order people about and she knew she was no good at 

that. 
It is helpful, when attempting to understand the thinking 

patterns most used by yourself and others, to identify the patterns 

by placing them in groups. (This doesn't mean labelling them and 

then proceeding with a fixed mind.) When we begin to group 

thinking patterns and processes, we discover that some people 

have a strong realistic way of looking at things, others use an 

analytical approach, then there are the practical ones who need to 

test out ideas and theories based on their personal experiences, 

while others like to combine ideas and situations synthesizing 

these into a complex whole wherever possible. And then, of 

course, there are the idealists who want everything to be good and 

right for everyone. 
In the follOWing paragraphs I have listed the various attributes, 

strengths and weaknesses in the five most recognizable ways in 

which people think. For many of us, our thinking processes are a 

combination of two or more of these which makes life bearable for 

us (and others) and gives us a balanced approach to life and its 

problems. However, there is often a strong tendency towards one 

in particular which can make communication difficult and lead to 

frequent conflict. As you read of the various 'types', you should 

begin to recognize yourself and others whom you know well. , 

Y , ' d I the followmg 
ou may ltke to pause here an comp ete q 

, 
, h r answers are 

Uestlonnalre. Doing this now will ensure t at you , 
n ' fl 

' h' k'ng strategies 
,ot in uenced by having first read the vanous t m I 

Its ted below. 
N r e nor is one more 

, ote: These are not in any order of prelerenc , 

Important than another. 
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THINKING ASSESSMENT QUESTIONNAIRE 

Choose one of the five options given for each question and 
indicate your choice by placing a tick beside it. When you have 
completed this by systematically working through the set of 
questions, transfer scores to the chart allowing a score of 5 for each 
one that you ticked. For example, if you ticked option c in 
question 1 you will see beside this the letter P, you then place 5 

in the column headed with the letter P. If you choose option e for 
question 2 you would then write 5 in the column S. When you 
have done this with all the questions, add up your subtotals in the 
next box. You can now see your final assessment by transferring 
these numbers to the box which indicates the various thinking 
strategies. 

If amongst the options there are those to which you will want 
to give equal weight - don't worry, as previously stated, most of us 
tend to have a fairly even balance between two main thinking 
strategies. so just tick one of them. 

Do you think that in a conflicting situation: 
a. people's feelings matter most 
b. one should focus on the facts 
c. the best thing is to try and bring it to an end as quickly as 

possible 
d. people can benefit from argument 
e. arguments are rarely satisfactorily resolved 

2 When you read a newspaper report do you tend to: 

a. try to verify the facts 
b. believe what you read 
c. believe it if it supports what you know 

d. recognize that reports are biased and make allowances 
e. speculate on the effects of the report 

3 Would you prefer to work in: 
a. sales and marketing 

b. creative design and development 

4 

5 

6 

7 

8 

9 

Thinking Patterns and Processes 7 

c. adult education and advice 
d. caring and health 
e. accountancy and finance 
When you read a newspaper or magazine do you first: 
a. read the current news on world affairs 
b. pick out the headlines that interest you 
c. work systematically through from the beginning 
d. read the stories with human interest 
e. choose to read curious stories which reveal new insights 
When you buy presents for adults do you tend to choose: 
a. something that appeals to you 
b. something you believe the other person will like 
c. the first thing you see that will do 
d. something unusual 
e. something that will be useful 
When you meet someone for the first time do you: 
a. find it easy to form an opinion 
b. accept them readily 
c. reserve your judgement of them 
d. usually find them interesting 
e. try to find out more about them 
When someone asks your advice with a problem they have. 
do you believe you can best help by: 
a. pointing out the immediate advantages and dis-

advantages 
b. rationalizing the whole problem 
c. focusing their attention on the values involved 
d. suggesting practical solutions 
e. offering a completely different approach 
Do you believe you best solve personal problems by: 
a. taking time and identifying each part of the problem 
b. talking things over with other people 
c. adopting a speculative approach 
d. dealing with things one at a time 
e. going directly to the root of the problem 
Which of the following do you consider is the most 
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important in resolving a problem: 
a. exercising patience 
b. applying logic 
c. being flexible 
d. being realistic 
e. trying a new approach 

10 Which of the following do you believe best describes you: 
a. challenging and enquiring 
b. receptive and supportive 
c. positive and assertive 
d. reserved and studious 
e. sociable and agreeable 

11 Which of the fol lowing do you most admire: 
a. microcomputer designers 
b. writers 
c. surgeons 
d. statespeople 
e. businesspeop le 

12 Do you learn best by: 
a. doing something 
b. relating it to things you already know 
c. reading about it first 
d. experimenting 
e. breaking it down into easy steps 

13 Do you believe the best way to influence people is 
through: 
a. logical explanation 
b. your enthusiasm 
c. being confident 
d. demonstrating empathy 
e. through debate 

14 When reading fiction do you prefer stories: 
a. about relationships 
b. science fiction 
c. mystery and intrigue 
d. that are close to reality 

e. humorous 

Thinking Patterns and Processes 9 

15 Having been asked to arrange a party, do you first: 
a. consider the budget 
b. plan one that is original 
c. ensure there is something in it for everyone to enjoy 
d. decide whether you need help 
e. decide on the most efficient way 

16 A product which has gone wrong is just outside its guarantee. 
Would you: 
a. recognize that there's nothing you can do about it and let 

it go 
b. return it to the shop hop ing they will replace or repair it 
c. see if it's someth ing s i mple that you can mend yourself 
d. go out and buy a new one 
e.  return it, point out the facts and see what reaction you get 

17 When you go o n  hol iday do you 
a. l ike to go with friends or family 
b.  l ike to go somewhere new 
c. prefer to go alone and explore 
d. plan ahead to cover places of interest 
e. prefer an activity holiday 

18 When p l anning to redecorate a room, would you prefer to: 

a. work out the best way using the advice of an expert 
b. use your own past experiences 
c. try something completely different 
d. focus on creating the right atmosphere 
e. do a small  port ion of the room to see what it looks like 

19 In a business meeting do you work best with: 
a. straightforward positive people 
b. thoughtful methodical people 
c. those with original stimulating ideas 
d. those with pract ical and innovative ideas 
e. open-minded people w ith broad views 

20 In a j ob situation where decisions have frequently to be made 
would you choose to: 
a. jointly make decisions by working with a team 
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b. have decisions made for you that enable you to get on with 
the job 

c. prefer to make the practical decisions and leave 
theoretical ones to others 

d. be involved before the decisions are made 
e. be used as a trouble-shooter 

See pages 11-13 

THE IDEALIST 

People who are idealistic want things to be good and right. 
Consciously or unconsciously, they seek what they believe to be 
the best possible for everyone. 

They are easy to talk to; being open and unprejudiced they 
welcome other people's ideas and contributions. They believe 
that the world can be a better place and have a holistic approach. 
However, they are often unrealistic (although with the best 
intentions) and this leads to feelings of being let-down by others 
and subsequent disappointment. When they fail to live up to their 
own high ideals they can end up feeling very guilty or  bad about 
themselves. 

They try to ensure that everyone is included, so that a family 
outing will include something for Granny as well as the children, 
and somewhere there will be a few hours for the husband to fish, 
or for the wife to visit her favourite art gallery. 

Idealists take a broad view of things. They like to have goals 
which they will happily decide for themselves and others. They 
need to be seen as helpful, open, trustworthy and useful but at 
times they may appear too helpful which can irritate others. 

They are much more interested in values than the facts; 
working on intuition, they go with their gut-feeling. Because of 

this they find it difficult relating to people with rigid thinking 

patterns or those based on logic. 
They recognize where people think differently while believing 
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SUMMARY OF RESULTS 

P I R A S SCORE 

Total 

P Pragmatist 

I Idealist 

R Realist 

A Analyst 
S Synthesist 

that all differences can be resolved. 
Idealists often fail to express their own opinions, going along 

with what others decide and then ending up feeling frustrated for 
not having spoken out. 

If you live with an idealist you will be well cared for but you will 
need to recognize their high standards and need to be nurtured. 

Example 

Wilf works for a large superstore. He has been with this company 
for all of his working life. He is kind and considerate but often 
feels disappointed by people's responses and is frequently hurt by 
harsh comments and unfair treatment. He sincerely does his best 
for everyone, works hard and is conscientious, but recognizes he 
would be useless in a cut-throat environment, especially where 
money is put first. He is dis appointed by the lack of appreciation 

sh own to staff members by the management. In his own words: 
They just don't care about people, they're only interested in the balance 
sheets at the end of the year. 
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THE REALIST 

Realists see life as it is. Only what they can feel, smell, touch 11 ' ' T h 
,see 

hear or persona y expenence eXIsts. 0 t em reality is empiri [' 
They may lack the a�ility or insight to see where perhaps th::� 

is another way of tackling a proble
.
m or a�comp1ishing a certain 

task. However, the energy they put Into dOing things usually more 
than compensates for this. 

They believe that agreement is essential in order to get things 
done . If you agree with them you're fine, if you don't it will be hard 
to get them to consider your point of view. 

Realists are quick to voice their opinions and are sometimes a 
bit too outspoken for others. They have such strong ideas and 
beliefs about situations and things that they are often misunder­
stood and written-off by others as being pig-headed or inflexible. 
This is a pity as their way of looking at things helps us to keep our 

feet on the ground. 
Realists function best when they are in control. They tend to 

over-simplify things in order to get quick results or co-operation, 
putting too much emphasis on facts as they see them. Wanting to 

get the job done can cause them at times to become impatient and 
intolerant of others. 

Realists are straightforward; if you live with one you will know 
where you stano and can learn to cash in on their strengths. 

Example 

J ' I' Sh II . . b ' s which she enny IS a rea 1st. e owns a sma prInting USlnes I 
believes can become very successful. She is intolerant of peop � 
who do not see things her way and of those who don't work asdhaf 

h ' g  one as she does. She tends to take on work without avtn 
, h 

ff' , king WIt su ICIent research - this prevents her at times from wor 't 
h f'd Sh 'ust can t e con I ence that enables her to feel secure. e J I O h " s factUa 

un erstand why people don't see things her way w en It I 
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and �orrect. She gets on well with �er staff and they think high ly 
of her. People who know her descnbe her as straightforward. 

THE SYNTHESIST 

The synthesist is a sceptic who not only finds conflict interesting 
but actually enjoys it. This often results in them being labelled 
insensitive and unpopular. Often they are seen as stirring up 
trouble when this is not their real intention. 

They are always coming up with new ideas, looking for ways to 
make everything fit into a complex pattern, but in so doing fail to 
see that their approach frequently upsets people who do not 
appreciate their way of thinking. When challenged they may 
respond with sarcasm or irrational behaviour in order to protect 
their own feelings. 

They find it hard to trust people or to believe that anyone is 

really telling the truth. 
Synthesists like to drop ideas or suggestions into a situation to 

create something different or challenging. They love to come up 

with ideas that may seem inappropriate and sometimes 
infuriating. A friend who thinks this way suddenly surpr ised a 
group of us one day by suggesting that holidays were bad for 

people. After we had all strongly opposed this suggestion he then 
went on to justify his comment. I don't think for a moment that 
he seriously expected us all to stop taking holidays but enjoyed our 
response and the discourse. 

SyntheSists constantly use speculation: what if this or that 
happened? Or, suppose we tried doing it another way? They ltke 
to make things relate and/or to fit together in unusual ways. They 
love playing with new ideas and creating new combmatlons 
(useful if you're a scientist or inventor). 

I Id So ' h 'h the rea war metimes they appear to be out of toUC WIt , and one is led to believe that they do not take anything senous
h

ly. 
They h r 

' t consider t e pus lor change without paustng 0 

Consequences. 
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Their original and challenging approach can be inval b . 1 f ua Ie 
in business and their unusua sense 0 humour can li h . . B b . . d h 

g ten 
many a tense sltuatlOn. ut ear In min t at they are I rare y 
cautious. 

Living with synthesists isn't always easy but they do liven u 
your life and can give you a completely new way of looking at th� 
most mundane. 

Example 

Joe is a synthesist. He creates a lot of aggravation in the family 
and with friends by appearing awkward and argumentative. He 
never seems to just accept anything and is always looking for 
other ways of doing things or people's hidden motives. He often 
appears to create an argument in order to watch other people's 
reactions. He spends a considerable amount of energy fighting for 
those he considers are getting a raw deal and writes frequent 

letters to Members of Parliament and newspapers. In reality he is 

very hard-working, conscientious, and sees unusual opportun ities 

and ways of doing things that others miss. Because of the way he 

thinks he finds it hard to get along with people unless they see 

things his way - and even then he usually doubts that they really 

mean what they say. 

THE PRAGMATIST 

P . h pIe who ragmatlsts are essentially practical, down to eart peo 
d 

l'k . ideas an 1 e to get on with things. They enjoy takmg new . hat . h . f d ' thlllgs t puttmg t em mto practice, looking for ways 0 Olng 
utilize their experiences. t 

Th d d to ge 
ey do not understand procrastinators an ten All 

impatient. Why don't they J'ust get on and do it? is their response. 
'eS . r theort ' too often they Ignore, or brush aside, long-term effects 0 
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ding to see immediate results. In their desire to get thO d nee . ,  tngs one 
h Y can become Impatient and may appear far t t e . . . 00 accom-

modating or wtlhng to compromise. 

They love to bargain and negotiate and do well in sales 
where their natural thinking strategies come into their 0 wn. 
Take them along to a market for the day and you will make them 
happy. 

They have little time for theories and whether something is 
true or false is determined by their personal experiences. They 
recognize that life is not easy to understand or to manage. Due to 
their own immediate (often unpredictable) response to situations 
they cause conflicts and misunderstandings with family and those 
with whom they work. 

They thrive on praise and are at their best when they are in the 
limelight. They are good at putting themselves in other people's 
shoes. 

The pragmatists' way of thinking is flexible; they are 
innovative, like to experiment, and are enthusiastic over new 
projects. Their inability to recognize or understand some people's 
need to plan and have structures around which to work means 
that they often fail to benefit from the strengths of others. 

One of the advantages of living with pragmatists is that they are 
easy to influence: tell them there is no way the garage can be 
converted into a kitchen and they'll prove to you how it can be 
done. 

Example 

Ja . . h'ld and a n IS a pragmatist. She is a busy mother With twO c I ren 
part · . h . ht before to 
e -time 

.
Job in a store. She plans her day t e nlg . . Her 

nsure thmgs get done. She is practical and hard-workmg
. husb d , . h h ' going to Jump an says he s never quite sure whlc way s e s 

h' t next. She finds it hard to think about the children when s e s � 
Work h . h i d out of her \Va). , avmg mentally placed them in sc 00 an 
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She is an active m em ber of the Teacher and Parent's G . f l · d r f d . . Sh · 
roup 

producmg man
.
y use u I e as lOr u n  ralsln�. e

. 
IS sociable and 

gets on wel l  with people but tends to b e  Impatient w ith tho 
who take time to m ake decisions.  She h as no t ime f�� 
procrastinators. 

THE ANALYST 

Analysts use clear thinking approaches to solving problems and in 
the way they view life. They are stable and predictable, but 
expressing or understand ing emotions often seems completely 
beyond them. 

They are not very intu itive, approaching problems in a rational, 
logical, methodical way, paying c areful attention to detail. They 
enjoy situations that challenge their  thinking and l ike to find 
solutions to problems. 

Analysts are interested in theory b u t  rarely recognize this, 
seeing it as conflicting w ith the ir logical way of thinking. 

Surprisingly, they often fail  to pay attention to what they 
consider to be small unimportant issues.  

Once they have decided on the best way of doing something 
they find it hard to change their perspective,  convinced that it is 

based entirely on logical reason ing. They avoid anything that IS 

subjective. 
To feel secure they need to be able to accurately predict w�;t 

will happen. They do not like to be proven wrong and take pn e 

in their competence and reliab i lity. f They make few close friends and miss out o n  the human side 01 
h · Th f . g coo , t mgs. ey 0 ten appear d ifficult to talk to, appeann . 

d · d d Ie ThelC stu 10US, an remote. They readily j udge things an peop . 
h · 

. fl · bI . I h re t elC m eXI e attitude can cause conflict,  p artic ular Y w e 
work is concerned. 

h y ace Living with analysts means that things get done as t 
e 

reliable and efficient and make few m istakes. 
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Example 

J .  I· S an accountant working within a p artnership H ·  . 1m . . IS mam 
interest outside of work IS computers. He seems to have little 
need for close friends.  He speaks comfortably only with those 
who ask his advice when he will  go to grea t  lengths to help them 
find satisfactory solutions. J im tends to be dogmatic and 
general izes about people,  placing them in groups that satisfies 
the way he sees them. He is totally reliable and honest. Once he 
has found 'the best way' of doing something he usually refuses to 
_ or is unable to - consider any other options. He wil l  'stonewall '  
in a situation rather than argue, convinced that h e  is r ight. Even 
when he l istens to the other p o in t  of v ie w  it makes l ittle 
difference because he has already made up his mind and will  not 
move from his position. The fascinating thing is that he has no 
idea h e  does this. 

Being able now to identify the way you th ink means that you can 
better understand yourself and how you approach l ife and 
problems . You will  most likely discover that your thinking 
patterns are reasonably well balanced as I have generally 
discovered in my research. Having seen over 6,000 clients since I 
began in practice, and with many people I know really well 
co�pleting my questionnaire, I found that most of us have twO 
mam thinking processes that are almost equal . My own way of 
�h in�ing is almost fifty�fifty, shared between analytical and 
Idealtstic - though I do also use the pragmatist's approach at times 
and can, on occasions be quite a realist.  The synthesist's way of 
thinki 

' 
. Th · · at surprising ng was way down on my own sconng. IS IS n . .  as synthesizing turned out to be the least likel y  style of thmkmg , 

which · b il f· I ·  � w w ith whom IS pro ably why these people SUller, mc 109 e 
. b they c bl . , h are infenor ut 

th 
an esta Ish rapport. This doesn t mean t ey 

ey do often have a hard time.  d As 
' h · advantages an 

d . you see, each thinking 'style as I tS own 
11  Isadv . h yOU menta y antages. By learning to recogOlze OW 
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approach conflicting �ituations you can use your strengths 
Productively. By becommg aware of those areas where you find ' 

h d "  It 
difficult to think in more t an one lrection you can avoid ma 
heartaches and misunderstandings. You will also d iscover that �y 
recognizing the way in which others think you can exercise mor� 
tolerance and benefit from their strong points. When you leam to 
understand how people think, you will  find that you are able to 
' tune in' and communicate more productively. 

HOW TO BENEFIT FROM USING THINKING 
STRATEGIES 

1 

2 

3 

4 

5 

6 

First, learn to recognize your way of thinking using the 
questionnaire for confirmation. Remember this assessment is 
not concrete evidence as there will  be certain situations 
where you do not conform due to your personal experiences 
or situation. The questionnaire should be used as a guide 
only. 
Learn where your ways of thinking are most effective, 
Acknowledge your strengths and use them productively. 

, Be aware of your weaknesses' you can then avoid putung 
yourself in situations where yo� are least able to c�pe. y ou Wi� 
also avoid creating too many problems, d isappOintment an 
misunderstandings. 
Where possible, choose a working situation that enables

l
:o� 

to use your thinking strategies to advantage. F�r e�a��'c�It 
you are an intuitive idealist you probably would fmd It dl I Iy 
working as an analytical accountant but would do extreme 
well in a caring environment. d L " ' f  rtner an earn to recognize the thmking strategies 0 your pa 

d ' of to appreciate his or her strengths. Develop understan I��ng h' h k ' d pressUflZ IS or er wea nesses - by doing so you can aVOI 
your partner in certain situations. h t yoU Acknowledge your achievements. Th is doesn'� mean t

h: gifts should become big-headed; realizing that Without t 

7 
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freely bestowed upon you a t  birth you would not be able to see, 
hear, think, fee l  or use your �ands or voice in the way you do, 
will prevent you ever becommg arrogant. So enjoy the output 
from your input. 
Do enjoy your individuality, your uniqueness. You don't have 
to be like someone else to succeed or to be happy. 
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Before we can hope to resolve conflict w ith others we first have to 
deal with our inner conflict that does, and w il l ,  affect all our 
behaviour and thought processes. Often, we are quite unaware of 
the triggers that cause a set response, or  we fail  to recognize that 
we have set ways of thinking. We do not see that we have choices 
and can change a behaviour that frequently causes distress, 
frustration or anger, not only in others but  a lso within ourselves. 
Th is chapter is designed to help the reader explore his  inner self. 
I t  explains how to make productive changes w i thout causing self­
destruction; to understand the role one's personality plays in 
relationships; and how emotional involvement affects decisions 
and responses. Sometimes it  is necessary only to become aware in 
order to take control. On many occasions we s i mply fa il to see any 
other way than the one we have been using. 

INNER CONFLICT 

The greatest hurdle to overcome in deal ing w ith inner conflict is 

internal dialogue, more recently k nown a s  self-talk. It  goes on 
most of the time when we are n o t  in d i rect  conversation with 

someone else. That silent voice within can be making comments 

such as: He must think I ' m  a complete idiot! I bet she 's  going to go 

straight from here to tell all her friends what I ' ve said . I ' ll never be able 

to keep this up . Who the hell does he think he is ? Of course this self, 

talk may sometimes help you to feel smug, boost your confidence, 

comfort you or give you courage, but most of the t i me self-talk is 
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hell-bent on making you feel worse than you already do. It can 

very successfully prevent you from doing something you know 
that you ought, or should be able to do. There is a lot of truth in 
the old saying that 'We end up believing that which we tell 
ourselves' - and yet we go on doing it!  How can people hope to 
achieve anything if they are constantly telling themselves they 
will fail, or that i t  is a l l  the ir fault, or that they don't deserve 
anything different or better? 

To change requires effort, and very little is achieved in life 
without commitment. I f  you truly want to deal with inner conflict 
and negative thinking, it  starts here. You make yourself a promise 
to become aware of those si lent thoughts and destructive dialogue 
and to stop doing it. 

Let's look at an example: Dorothy is going for a job interview. 
This is the kind of work she has longed to do and she would really 
like to get this job. However, she is stuck in a traffic queue about 
which she can do nothing and is anxiously checking her watch 
every half m inute. Self-talk steps in : I 'm going to be late. They 
probably won't see me if I don't get there on time. I 'm beginning 
to feel nervous already. I wonder if they'll ask me quest ions I can't 
answer. I bet I louse i t  up and say all the wrong things. Oh God ! I 

feel sick at the thought of sitt ing there, trapped in an office with 
half a dozen people all  s taring at me and asking me things I can't 
answer. I know I ' l l  blush and I can't think straight when this 
happens. I don' t  know why I even applied for the job, I probably 
can't do it and anyway they are bound to have had dozens of 
applicants - it's really a waste of time me going, but if I don't 
they' ll think I ' m  rude and I can't bear that. Perhaps I could phone 
in and tell them I 'm i l l .  

Dorothy, however, is  not late and in reality has plenty of time 
to go to the cloakroom, tidy her hair, calm down and present a 
smiling face at reception. But her self- talk has already destroyed 
her confidence. In the end she neither goes for the interview nor 
makes the phone call .  

Note that in all  this no one else was involved. Dorothy 
managed the whole thing on her own. She could have reasoned 
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, s with the best will  in the world, people are del that sometime " 
" , aYed 

d ' 1 te for appointments, and i f  those interv iewing f: ' I an arnve a al to 
k llowances for this, then she probably wouldn 't  Want rna e a 

, il.' h h '  b 
to 

work for them even if they dId ol
,
ler �r t e JO . She could, if she 

had chosen, pictured them as bemg k m� and responsive - really 
lovely people for whom she would enJoy working. Whatever 
attitude she chooses will  not only shape h e r  own behaviour, but 
also influence the responses s he receive s. 

When you send out negative s ignals and people respond to 
them, it reinforces your negative beliefs about yourself, and 
because you are unaware of what you are doing, you bel ieve their 
treatment of you only goes to prove that your negative beliefs 
about yourself are correct. 

A tremendous amount of inner conflict  is c aused by a sense of 
poor self�esteem. From time to t ime it  i s  essential, to pause and 
evaluate yourself, acknowledging your s trengths and weaknesses, 
The good thing about doing this is that you can then decide on a 
course of action that enables you to do something about those 
things you want to change or to imp rove. I f  your immediate 
response to reading this is, I could never do that ,  then this itself is a 
wonderful example of self�talk that you are going to need to 
change . 

From the completely oppos ite s ide of the spectrum you may 
proj ect your self� image as being over�confident, u s ing a forceful 
personality to i mpress and/or intim idate. This behaviour is usually 
adopted in order to protect oneself. I t  may well  have been the way 
you learned to survive as a child b u t  really isn't the way to get the 
best out of l ife as an adult. 

John was j ust such a man who had no idea that he created his 
Own problems. Entering my consulting rooms he glowe red at me 
fro� beneath a bulging furrowed brow. H is w ife h ad given him a� 
ultimatum· he ' th h I h ' H d idn t 
b '  

, eI  er got e p or she was leaving 1m . e 
el reve that he had a problem,  and even if he did,  he was quite 

unable to see ho 1 ' W '  h ' a few , w consu tmg me was going to help. It In 
mmutes he was d ' , h ' d force ommating t e conversation determ Ine to 
me to see his p ' f ' blefll omt 0 VIew and to agree with him that the pro 
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' th ot he r  peop l e  who were e ither stupid sup , , 
lay WI 

d b ' " 
er-SenSltlve, 

I I ' al or operate y emotions mstead of logic H i oglC , , , h '  
. e was 

h ent and persuasIve In IS own way, giving the l' lnp , 
CO er resSlOn 
h t unless I agreed w i th h i m  I was just the same as the rest of th 
�:rons he had to deal w i th.  I let h im talk for some time and the� 
made a second appointment for the fol lOWing week. 

In the meantime I did a lot of thinking and decided that if I was 
going to help John I had to tell  him the truth as I saw it. 

'Do you know how I fel t  when you left me last week ?' I asked 
him on h is next visit .  

He raised h i s  eyebrows. What had that to do with him ? 
' I  was exhausted, '  I said.  ' I 'm sure you have no idea how 

threatening your behav iour is,  or how, because you are good with 
words, you can so easily crush other people. My first feel ing 
was that I really d idn't  want to see you again as a client. My 
second , that I should have the courage to tel l  you the truth, I 

have the fee l i ng that few peop le actually commun icate the truth 
to you . '  

H e  looked a t  m e  i n  amazement. 'Do I really come over like 
that ?'  he asked. 

I nodded. 'You certainly did to me. '  
An expression o f  understanding flashed in his eyes. 'No wonder 

I can never keep my staff! ' he exclaimed. ( He owned a newsagents 
in the next town ) .  

John went on t o  explain that before retiring from the ervices 
he had been a maj or in the army where the control of others had 
been essential.  He then acknowledged that he had become so used 
to giving orders he had s topped see ing people as human beings, He 
was an i ntell igent and fai r  man. Giving me h is first smile since we 
met h e  asked, 'Can you help me !' 

I looked him straight in the eye and replied: 'I believe that 
between us we could make l ife a lot better all round for you, your 
wife and your staff. ' , 

R t ' I I ( ' wasn't gomg to e urnmg to h is naturally officia ro e It 
d ' change overnight)  he said 'Come on, then. Let's get starte 

f
' 

Wh h 
" , d lovely letter rom en e finally stopped coming I receive a 
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John thanking me.  M� wife, he �rote, says to tell you that I 'm nOt 
h baa guy to live wzth after all . 

sue a
d ' h Whatever has happene to yo� In t

. 
� past - rejection, 

b I'ng sl' tuations inti midation, ndlCule, p unishment em arrass ' , 
failure, disaster - know that they belong to the past and you don't 
have to go on carrying around all  that old garbage. 

I received a phone call the other day fro m  a l ady who told me 
that she had come to see me in my capacity as  a hypnotherapist 
ten years ago with a terrible p roblem of shyness. 'Now,' she told 
me, ' I 'm so confident perhaps I ought to come back so that you can 
tell me not to be so pushy. '  She laughed: 'Only j oking. I actually 
love the new me and the freedom it's given m e . '  Yes, people can 
change, but first they have to real ly want to. 

All too often the reality is that a l though we don't l ike the way 
we are at present, we are too afraid, o r  lack the drive to do 
anything to change. Sadly, we may a lso spend a lot of time 
building up imagined scenarios where we see ourselves as the 
victims and believe that we have the right to retal iate, to be angry, 
or hurt, or to act aggressive ly. 

Now it's time to do a little honest self- assessment. No one needs 
to know about this, but it is something you need to do to enable 
you to make positive decisions and to move forward. 

QUESTIONNAIRE 

Someone arranges to come and see you b u t  fai ls to turn up:  

• Do you: a) Get angry and think how unre l i able people are? 
b) Feel disappointed and that people are a lways letting you 
down? c) Phone to check if there is a reason ? 

Someone deliberately pushes in front of you:  

• Do you: a)  Think how rude they are and tell  them ? b ) Believ
,
e 

people are always doing this to you ?  c) Shrug and decide It 

doesn't matter? 
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A l league a t  work is offered the promotion you h d co a expected 
to get: 

• Do you :  a ) See t h is as 
7
totally unfair, march off and go and tell 

your boss how you f�el . b )  Beheve the situation is hopeless and 
that you're ne:er gOing to ge� an,vwhere ? c)  Decide to ask your 
boss to explam why you d ldn t get the promotion and/or 
perhaps decide to look for another job? 

If you chose the first response in the above examples, you are 
likely to be assertive when upset but find that your response often 
results in conflic t  rather than resolving the situation. If you chose 
the second optio n  you have a tendency to accept the role of 
victim which endorses your sense of poor self-esteem. If you chose 
the third you are quite well  balanced, able to be assertive when 
you think it  necessary and a lso to keep things in perspective. 

However, avoiding conflict by not choosing the first option 
does not resolve the situation, neither does it make you feel  better 
about yourself. The second threatens to turn you into a martyr 
without gaining anything. The third, where you make the 
decision to act b y  e ither investigating the situation, deciding it 
doesn't matter, or actively choosing to remove yourself, 
demonstrates that choices are being made which enable you to 
control your life without confrontation that could lead to 
argument. 

It is haVing the initiative - and ability - to consider the 
situation and then make a decision that will give you the control 
you need.  A lso, i t  is very important to avoid the 'poor old me' 
attitude as this does encourage people to treat you badly. Even 
where no words have been exchanged, your body language may be 
failing to convey positive messages. ld b A ' I d 'd t 'on wou e Sl ent lnessage that earns respect an conSI era I 
say' I l 'k h I am I am a lUg something l ike this: I respect me , l e w  0 ' 

worthwhile human being and I am also prepared to respect you so/�ng 
as Your behaviour enables me to do so . I have often had a lot a u

h
n 

- a d 1 ' h to cope Wit n a so l earned a lot _ by using thiS approac 
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someone who is we ll known for being d ifficult,  unapproachable 
and aggressive. To actually help in bringing out their 'better side' 

(often despite their initial att itude ) can be very rewarding. My 
encounter with Michael is a good example of this. 

I was, at the time, in charge of the department where his 
daughter worked. Unfortunately, she suffered from BO ( bodily 

odours ) and the other girls had come to me complaining that they 
couldn't work with her that summer unless someone told her to do 
something about the smell.  This fel l  to me and so, using all the 
tact and empathy I could muster, I explained the situation. She 
must have gone straight home and expressed her distress which 
upset her father. The next morning he came storming into my 
office determined to make someone pay for the indignity his 
daughter had been made to suffer. I recognized h i m  from my own 
youth and so, choosing to ignore h is angry countenance, I 

welcomed him, showed him to a chair and arranged for coffee. I 

don't think anyone had ever shown him a more pleasant, 
charming welcome. This, in itself, caused him to calm down and 
to give me time to speak first. I asked h i m  how he was, told him I 
had no idea that he was Sharon's father, and said how pleased I 

was to renew his acquaintance. All  this had , to some extent, 
diffused his anger, but h e  was st i l l  d e termined to achieve h is aim: 
someone had been saying things about Sharon that really upset 
her and he was going to wring their necks. I told him that I 

thought what he was referring to was actually my d oing,  that I had 
explained to Sharon how, as our bodies move to maturity and we 
begin to produce certain hormones, we also produce sweat that 
gives off an unpleasant odour. I said that I had dealt in a similar 
way with my own daughter when she had reached that stage in her 
development. I also went on to explain that until someone cares 
enough to point this out to you, then you are often unaware that 
it is happening. Wel l ,  suddenly he was seeing me as someone who 
cared about his daughter and not someone who had caused her to 

feel bad and to look conspicuous in fron t  of others. He finally 
stood up, thanked me for what I had done and, say i ng how pleased 
he was that Sharon was working for me, he left the office. 
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I will admi t  that the anger he exuded was so powerful I had felt 
real ly scared, but showing this would have been an admission of 
guilt in his eyes and somehow I knew that. By treating him with 
courtesy - something I t hink he rarely experienced - and by freely 
admitting that I was responsible, I managed to diffuse the situation 

and keep control. 
If you treat people as  if you expect them to be reasonable and to 

return the courtesy you extend to them, you are far less likely to 
become involved in confl ict. Sometimes it will be necessary to 
back down to avoid violence but it is never right to admit 
something is your fault  or responsibility when, quite clearly, it is 
not. If  you do this, you w i l l  end up with a poor opinion of yourself 
and an internal mental label of coward, manipulator, or liar. 
Always remember, if your intention is for good, no matter how 
wrong things go, or how they may be misinterpreted, you can still 
walk away with your h e ad held high. 

ATTITUDE 

Sometimes we have an attitude that does encourage conflict and 
yet we are unaware of this.  Teenagers in particular often present 
an attitude that a l most screams at you to challenge their 
behaviour. Understanding why they take such a stance can help 
to avoid conflict. After a l l ,  they are struggling with a changing 
body, being treated like a child while believing they are adult, and 
stil l  being told what to do when they need to make their own 
decisions. Their attitude is hard to l ive with sometimes yet 
understandable. We tel l  ourselves they will  grow out of it or leave 
home, thus removing the pressure on the rest of the family. 
However, it is much harder to understand challenging, aggressive, 
or stonewalling behaviour in people who are supposed to have 
grown up and ought to behave l ike adults, especially, you tell 
yourself, if they are supposed to love you, or hold a responsible 
pOsition in the workplace. 

We may not l ik e  or condone certain attitudes, but 
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understanding where they come from can help us to use the right 

approach - or response - and get the best resul ts.  I f  you are 
insecure you may often present an infle x ible I ' m  right and you're 
an idiot attitude towards others. You have to be pretty sure of 

yourself before you can adm it to mistakes or be ing wrong. Those 
who have been brought up to believe that You mustn' t let people 
walk all over you feel  vulnerable unless they p lay the 

authoritative role. 
You may be (or know) one of those people who argue about the 

most unimportant things without ever pausing and asking: Does it 
really matter? This, for example, may be something as simple as 
arguing over the name of a place, a past event, a certain date. Does 
it really matter whether Jim married in a c hurch or a registry 
office ? And what difference will it make whether you went with 
your Dad to a funeral ten years ago or not ?  Yet i t  is often this k ind 
of argument that causes angry responses, or results i n  people not 
speaking to each other for days - sometimes even longer. Frequent 
confl ict over l ittle th ings usually indicates a much b igger h idden 
problem, so you may need to become a k i nd of observant detective 
to uncover the real cause. This applies not only to yourself but also 
when dealing with others. 

Our attitudes are shaped from a variety of th ings: these will 
include our personality and personal experiences, the way we view 
things, our beliefs, cultural influences, and h ow long we are 
exposed to certain situations. If you have l ived for a long time with 
a difficult man ( this could have been your father) you may well 
come to believe that all men are difficult,  demand i ng, selfish, 
insens itive, and the moment your partner, friend , or col league 
does anything to remind you of this, your feelings are restimulated 
and you immediately rush to your defence - or to attack. 

If your lack of confidence causes self-doubt, focus on the things 
you do wel l ,  on friendships where you are valued, on goals you 
have achieved, and on th ings you have accompl ished. I once 
suggested this to a lady who was a mathematic ian and mother of 
two lovely sons. 'But I've never achieved anythi ng ! '  was her 
response. She totally fai led to recognize her ability and successes. 
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One way of deal ing w i t h  d i fficult attitudes in others is to use a 
little compassion. I f  y o u  can think how awful or unpleasant it 

must be to fee l  that way, you may be better able to tolerate a 
behaviour that, a t  present, they are unable to change. This isn't 
suggesting that you a l low yourself to be constantly walked over, 
but it will  help you to be assertive when you feel the need while 
tempering your words w i t h  understanding. 

Attitude, behaviour, self-esteem, and the way we value others, 
all play an importan t  part i n  creating or avo iding conflict. We need 

to be aware . 

ANGER 

When someone close to you becomes angry with you, it often 
diffuses the emotional bui ld-up i f  you ask, 'Why are you so angry 
with me ?' Or, 'Why i s  i t  so important ?' Is  this person upset because 
they think you don't  believe them ? Perhaps they are afraid to 
allow you to be right d ue to their lack of confidence. Of course 
these roles could be reversed and you may be the one experiencing 
anger. If  this is the case, try asking yourself, 'Why is it so important 
to me ?' I s  your self- i m age being threatened? 

Some people get very angry when they feel there is absolutely 
nothing they can do about a si tuation. They may have reorganized 
their day to collect someone from the airport at a certain time, and 
then the plane is  delayed by three hours. The resulting feeling of 
impotence may escalate frotn exasperation to explosive 
behav iour. I t  isn't the fault  of the representative or the airport 
staff, but frustration that cannot be appeased can have some 
people yell ing abuse a t  the first person who gets in their way. 

There are people who hold positions of responsibility at work 
who really must not make mistakes. These would include a 
surgeon where a l ife is a t  stake, or an accountant whose advice 
may save or break a business, a lawyer who may be responsible for 
someone going to prison or staying free. Often they carry the I 
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must be right atti tude into the home which can cause a lot of 
confl ict over seemingly small or unimportant tissues. By looking 

for, and understanding the underlying reasons for this behaviour, 
you may find it easier to live with this k ind of person. They dare 
not be wrong for their confidence would be threatened and the 
structure they have built around themselves i n  order to 
successfully accomplish their work i s  at  risk. I 'm not saying it  is 
easy, but understanding does help and is better than angry 
confrontations. 

Where you find that you carry home tensions and stress 
generated at work, recognize where your problem l ies  and 
remind yourself it's okay to be wrong outside of work some of the 
time. 

When we are stressed or under pressure we become i mpatient. 
( Stress can also cause us to become physically i ll . )  People who find 
themselves feeling frequently short-tempered or impatient need 
to question what is going on. When you are almost constantly 
stressed you are likely to explode into angry outbursts at the 
slightest provocation. This behaviour acts as a safety valve that 
enables you to survive. A much better way is to use a relaxation 
exercise that will help to take your m ind off your problems thus 
allowing you to wind down. This  can be done before arriving 
home from work: while sitting on the train, o r  in the car before 
you start driving, even while you are walking. And , of course, i t  
can be done relaxing in a comfortable armchair in your own 
home. 

Exercise 1 - Reducing tension 

1 Start by tensing your toes and then let them relax. Do the 
same systematically with your calf muscles, your thigh 
muscles, and then your abdom inal muscles. Hu nch up your 

shoulders and then let them re lax. Make your hands i nto two 
fists, hold for a moment and then let go and relax. 

2 Now take a few really deep breaths and as you breathe i n  and 
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out, notice the fee l ings in your body. Let go and relax. Finally 
allow a calm peaceful  expression to spread across your face and 

let your j a w  re lax.  

3 Picture yourself arri v ing home. You open the door, step inside 
your house o r  apartment and do something you enjoy: reading 
the newspaper, m a king a cup of tea, giving someone a hug, 

telling a bed t i me story to a child. 

Done tha t ?  Right,  remember to practise this regularly, it will 
help to reduce s tress and a lso to prevent it building up in the first 

place. 
Of course, not all  anger is destructive or wrong. In some 

situations anger motivates us  to take positive action; this is most 
clearly seen when we become aware of suffering or injustices. If 
our feelings motivate us to try to help, then a great deal of energy 
can be directed into something worthwhile. But what we are 
considering here are s i tu a t ions where anger achieves nothing and 
leads only to conflict  and the inabil i ty to resolve the problem. It 
is also important to bear i n  m ind that anger can turn to rage and 
this may result i n  physical d amage. There is never any justification 
for using physical v iolence on your partner ( or anyone else) - if 
you get that frustrated or angry and feel yourself losing control, 
walk away and g i ve yourself t ime to calm down. Being violent may 
subdue someone or force them into submission, but it  does not 
resolve conflict. To believe this is  to delude oneself; to accept such 
treatment is to encourage i t .  

A woman o n c e  arrived a t  m y  door with a black eye and 
admitted that i t  h a d  been caused by her husband. 'But I deserved 
it, '  she told m e ,  really bel ie v i ng this. Two months later I 
heard that she h a d  committed suicide. What could have 
happened i n  h e r  l ife for her to bel ieve she deserved to be 
physically abused ? 

When your anger does appear to you to be justified, see if you 
can tone it  down to annoyance. This way you can express yourself 

clearly wh ile keeping control of your emotions. Remember, the 
person who angers you controls YOll. 
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INJUSTICE 

How do you deal with unfa ir accusations or treatment ? Do you feel 
angry ? Hurt? Disappo inted ? Rej ected ? Victimized ? For most of us 
when we are unfairly accused, we experience anger. After all, it'� 
unfair!  I recall  my own children tel l ing me that when they were 
punished for something they had done, they saw that as okay, but 
when they were accused and punished for something they really 
hadn't done, i t  hurt so m uch that they never forgot it.  

Somehow it is even worse when you hear at second hand about 
someone who has unfai rly accused you. The overriding feeling is 
that they should have known you would never have said or done 
such a thing. 

There are occasions when we know that we are be ing unfairly 
accused or blamed and there isn't a t hi ng we can do about it. If this 
is so, we have to let it  go. Becoming b i tter, letting things inwardly 
smoulder only serves to des troy us.  

Often our problem is that we fee l  t h e  powerful need to defend 
ourselves.  We can't j u st l e t  ' t h e m '  say (or d o )  such a th ing and 
ge t away with i t .  Soc i a l ly we fee l  a need to be heard , for people 
to know we are not ' l ike t h a t ' .  We read d a i ly in the tabloids of 

people who have accused oth ers and the only th ing invo lved is 
their reputation, but it  m atters so m u c h  that vast sums of money 
go into the lawyer's bank accounts and t h e  courts, while these 
people fight on behalf of the accused. Of course it is sometimes 
important that a name is c leared, one's  j ob or fu ture may depend 
upon i t .  

Most people have a strong sense of j ustice and see inj ustice as 

being totally unacceptable . However, when it comes to conflict 
that ends up in the courts, o r  there is no possible way of proving 
yourself right without go ing bankrupt in the process, you do need 
to view the s ituation in a calm manner and ask yourself just what 
am I losing? If you absolutely know the truth in your heart you may 
need to question why it is so important for the rest  of the world to 
know? 

When Mark's marriage was on t h e  rocks and his wife was 
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having an affair with someone else, he m e t  Caroline. He 
explained the situation and some months later they started an 
intimate relat ionship. This was then used later by his wife as 
grounds and j ustification for her divorc ing h i m .  When he 
explained the situation to the solicitor, that his w ife 's accusations 
were unfair as he had only begun the new relat ionship after h is 
marriage had become irretrievable, the sol ic itor's response was, 
'Does it matte r ?  I f  you want out, the cheapest, speed iest way to 

bring it to an end is to simply go along with the way your wife 
wants it. '  M ark d id . Knowing the truth within himself, he dec ided, 

was all that rea l ly matte re d .  
Exam ining your reactions and responses and learn ing how to 

dea l with your own anger, aggression and the desire to reta l iate or 
punish, can a l l  be very challenging. The way in which you choose 
to conduct yourself can a lso improve the qual ity of your life and 
make the world fee l  a much better place in which to l ive. 

We are not going to be able to go through l ife without 
encountering some internal anu external conflict, but we do have 
a choice in how we h andle i t .  Sometimes it  can even be fun. 

Useful tips 

Learn to recognize your own reactions and then to question why 
you feel that way. Poor self-esteem means that other people's 
words or actions are often misinterpreted as insults or seen as 
trying to 'get at you ' .  

• Ask yourself when you get upset wi th someone whether i t  i s  
the way they say o r  d o  someth ing, or the act i tself that upsets 
you. 

• Question whether it  is your atti tude that is  causing, or 
prolonging, conflict. 

• Real ize when there is no point in pursuing a matter and let it 
go . 

• Don 't be afraid to adm it when you're wrong. 
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Learning to live with someone is an ongoing experience. To 
assume we know someone so well that we no longer need to make 
an effort, or to believe that real talking is  unnecessary, will lead 
inevitably to negative feel ings. People's needs do change, and 
their needs and feel ings have to be communicated if a close 
relationship is to be sustained. Living with someone doesn't 
necessarily mean you have a relationship - close communication 
does. 

As we grow to feel safe within a relationsh ip many fears and 
insecurities will diminish and often d isappear complete ly, but 
where they exist they can put tremendous strain on a relationship. 
Failure to correctly communicate fears and doubts can lead to 
overwhelming misunderstandings. A h usband (or partner) 
spending three nights a week doing rugby tra i n i ng can make his 
wife feel very much unloved or second�rate.  Many relationsh ips 
do flounder because the one partner, in trying to communicate 
hurt feel ings, only succeeds in creating conflict .  A woman who 
always seems to be entertaining friends or vis it ing her re latives 
can cause simi lar feelings of rejection with the m a n  end ing up 

believing he j llst isn't important in her l i fe .  
Learning how to express yourself, how to l isten a n d  how to find 

solutions or agree a compromise are essential to the gro w th and 
happiness of an intimate relationship. So let us learn h o w  to avoid 
confrontation and misunderstandings, how to effectively express 
hurt feelings, how to recognize the danger s igns,  a n d  how to deal 

with confl ict. 
The sllccess of the most important relations h i p  i n  your l i fe wil l  
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depend o n  how you value yourself and the other person. It will 
also depend upon how you express yourself and communicate your 
thoughts and fee l ings. I t  is not how you discipline the children, 
how you spend your time, how often you have sex, that jeopardizes 
the relationship,  but how the problem is discussed. 

I f  you r  husband seems to have spent the whole evening 
chatting to your best friend when you are out together at a party, 
accusing h i m  of fancying her or neglecting you won't resolve 
anyth ing. He m ight very well  not have realized what he was doing 
or how i t  was affecting you. Explaining how hurt you feel and 
agreeing together a way that you can communicate this to him in 
front of o thers - perhaps by using a code word - will prevent a 
repeat of this in the future. 

Clive, who actually adores his wife, is a natural flirt and had no 
idea she fel t  so hurt by his behaviour. Finally she decided to tell 
him. He confessed to me that after that he just stopped doing it. It 
wasn't worth risking their good relat ionship and so he learned to 
modify his behav iour. 

No matter how poor your relationship may be right now, you 
can immediately begin to improve things. However, it will require 
effort, change, and an understanding of what is happening, and 
there must be a w i l lingness on both s ides. 

Exercise 2 - Understanding your own responses 

Recall a situation when something your partner said or did upset 
you . . .  Now ask yourself the fol lowing. 

1 Why d id I feel upset ? 
2 Was I prejudging my partner's behaviour without giving 

him/her a chance to explain ? 
3 Was it really worth an argument ? 
4 Was I behaving in a reasonable, mature manner? 
5 What did (or would) winning the argument achieve ? 
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The Flirt 

6 How will my behaviour (or winning the argument) affect our 
relationship ? 

Pausing to ask yourself these kind of questions i n  the future will 
help to avoid many arguments that could have a long-term 
detrimental effect on your relationship. 

Direct attack rarely gets the response you want, and indicating 
disgust or contempt towards a partner only further adds to the rift. 
Partners may become so overwhelmed by their fee lings and their 
inability to make any headway that they resort to the primitive 
response of yelling and screaming. All  this conveys is how upset 
they are - it doesn't solve anything. 

Husbands, more than wives, survive in response to verbal 
attack by switching off. They actually stop thinking. This is a 
safety mechanism that happens when fee lings are getting c lose to 
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being out of control .  If you don't think and don't speak, you can't 
get into an argument. The problem here is that this behaviour 
prohibits any kind of solution e ither. One has to work through 
problems; not ignore them, refuse to d iscuss them or storm out of 

the house. 
Sadie had been m arried for 35 years when she made the 

decision to s tart go ing out on her own and doing her own thing. 
Her husband , George, seemed only to want to come home in the 
evenings, eat  d inner and then collapse in an armchair and watch 
TV. ( A  fami l iar story to many ! )  When the family was young, 
Sad ie's l ife had been a lmost fu l ly occupied with satisfying the 
children's needs, escorting them to and from various activities, 
etcetera. In the even ings, by the time they had gone to bed, she 
had also been content to relax in an armchair reading or 
watching TV. ' I  want to do something w i th my l ife ! '  she tried to 
explain to George. 'We hardly ever go anywhere and I ' l l  be old 
before I know i t  and I won't have done anything . '  George didn't 
understand what had got into her. His response was to tell her to 
count her b lessings, she should be grateful now to have a bit of 
peace. For h i mself, a t  the end of a day's work (he ran his own 
business which was very demanding both physically and 
mental ly )  he really fel t  that he needed to rest and the last thing 
he wanted was to have demands made on his free time. He may 
sound selfish,  uncaring and insensitive, but he really didn't 
understand what Sadie was trying to communicate. Decid ing at 
length that she had to do something, Sad ie went ahead and 
started dancing lessons. S t i l l  George came home and sat 
watching TV, only now i t  d idn't  fee l  quite the same when Sadie 
wasn't there. He became aware of a fee l ing of unrest. Then one 
evening he arrived home to find his wife dressed in a new 
evening-gown j ust abo u t  to leave the house to go to a ball. He 
looked at her, noticing something that had been missing for 
some time: there was a sparkle about her, she looked excited, she 
was going to do something that made her feel good and he was 
miss ing out on a l l  this.  H e  gave her his usual brief kiss of greeting 
and headed for the stairs.  'Hang on,'  he told her. ' I 'm coming 
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with you.'  Then rushing ahead , h e  went to shower and change. 
After that he began to attend t h e  classes and dances each week 
and they rediscovered something they had almost lost: the 
pleasure in doing things together. 

Here is an example where verbal communication didn't work 
but action did. Remember, you always have a choice. Finding the 
best way requires mental effort fol lowed b y  positive action. 
Nothing of value is ever achieved without effort. Sadly, a relation­
ship sometimes reaches the stage where one,  or  both parties , feel 
the effort required to put things right isn't worth making; they 
either settle for indifference, w hich is terribly damaging to a 

person's self-esteem, or they spend years in unresolved conflict. In 
the end, a state of continuing disharmony may be al l  that is left of 
that once loving relationship. 

Learning to become an active l istener reduces stress and resent­
ment. Fifty per cent of communication means really l istening. 
When a husband announces: ' I  think a l l  those meetings you get 
involved in are a total waste of time',  what h e  may be saying is, 'I 
miss you being away from me so muc h . '  This is what I mean by 
really listening. 

Much confl ict between coupl e s  is caused because the sexes do 
think in such different ways. Often when the w o m a n  is feel ing 
hurt, depressed or angry, what she needs i s  not the s olut ion, but 
for the man to empath ize. One w o m a n ,  s u m m ing up this 
situation, said , 'I j ust want a hug sometimes,  not  ten different 
ways of how to put th ings righ t . '  As she continued to speak I 
gathered that she cared for an e lderly d is a b l e d  mother who 
could ,  at times, be very difficult . The prev ious day she had 
discovered her mother try ing to m ake her own bed and had then 
witnessed her collapsing on the bed exhausted . 'If only she 
would leave those things to me it  would save an awful  lot of 
aggravation and Mother having to spend days on her back , '  she 
complained to her husband. He i mmed iately po inted ou t that 

she could ask for help from Age Concern, or get in a n urse or 
home-help , or have her mother put into a nursing horne. She 
already knew all this and didn't feel i t  was necessary; at that 
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moment a l l  she was asking for was a bit of understanding of her 
feel ings of frustration - and a hug. 

When men are upset they may need space to discharge their 
feel ings by doing something active, or by relaxing at the local pub 
with friends - not necessarily talking about their problem but by 
removing themselves from any questioning at home. You have to 
get to know how your partner's needs are best met at these times. 

Many men find a woman's approach to certain th ings so 
illogical that they tend to shrug their shoulders and opt out of the 
situation refusing to d iscuss it. This is a pity, for if real 
communication can take p lace, the practical approach he is able 
to offer, along with the abil ity to empathize, is invaluable. 

Women do demonstrate more emotional distress than their 
male partners. When a woman becomes very upset this is an 
indicator of the intensity of her fee l ings, a way of releasing a build­
up of energy. I t  does not mean that she no longer wants to l ive 
with her partner. 

In saying this I am not suggest ing that only men use logic, but 
research does strongly indicate that men's brains more frequently 
apply logic whereas women operate far more at an intuitive level. 

EMOTIONAL BLACKMAIL 

Emotional b lackmail is a tool many resort to when direct com­
munication fails ,  but it really doesn't work long-term. The other 
person may go along with this for a while but such behaviour is 
seen as degrading and insulting and breeds the desire to retaliate. 

With adults,  manipulation can be more subtle and less direct 
than the strategies used as a child, but they are nonetheless 
effective. Being sick, having a m igraine, developing mysterious 
pains, are ways of manipulative control that can be surprisingly 
real to the sufferer but serve to d isrupt the pattern of unacceptable 
behaviour and conflict.  

A client told me recently how, when she cannot cope with her 
husband's moods, she actually starts to vomit and appears to have 
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BETRAYAL 

It is hard, when you love someone, to find that instead of them 

'being on your side' they seem, at times, to enjoy putt ing you down 
or joining in the criticism. Just when you most need their support 
they join the opposition. This may occur when,  for example, you 
have just finished planting out the garden and a vis itor arrives. 
Your partner brings them out into the garden to see you. 
'Shou ldn't you d ig over that patch first ?' the visi tor comments. 
'And this really isn't the right time to move dahlias. '  Of course all 
this is said without any thought of upsetting you. However, your 
partner then turns and says, 'That's what I thought. I t's ridiculous 
tackling the garden this time of the year ! '  

How let,down you feel - it's almost l ike a betrayal. Whatever 
your partner thought, she could have supported you in front of a 
relative stranger. 

Knowing someone very well ,  spend ing a great deal of your life 
with them, does mean that we often tend to take them for granted 
or make l ight of their feel ings. In fact, the i r  fee l i ngs shou ld matter 
more to us than any other, but too often we brush them aside by 
using derogatory words such as: Don' t  be ridiculous ; You're so 
disorganized you' ll never do it; It's no good asking you , you haven' t  a 

clue . When this happens i n  front of other peopl e  i t  is  even harder 
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take' defending oneself in public is embarrassing and . f 1 f to ' pain u or 
most of us . 

We look to our partne
.
r to help bu ild Our self-esteem and feel 

let,down when they fad to offer support or criticize. Ev 
nstructive criticism can backfire if offered at an inapp . 

en 
cO ropnate 
moment. By treating our partners with as much Courtesy as we 
would afford a stranger we are less likely to hurt or cause offence. 
Now isn't that a strange though t ?  

How d o  you cope when you are o n  the receiv ing end ? How 
many times has your partner embarrassed you, ignored you or 
your opinion in company, suggested by word or act that you are 
of lit tle consequence ? Do you show that you are upset, do you 
silently seethe ,  or do you wait  unt i l  you are home and then have 

it out with h i m ? Maybe the moment isn' t appropriate - after all, 
if you are a t  d inner w ith your husband's boss you hardly want to 
show him in a bad l ight. N onetheless, you could ask him to spare 
you a few minutes, move away and qu ietly point out that his 
behav iour is hurt ing your feel ings or offend ing you. If you're 
generous,  you might sugges t  that perhaps he didn't realize what 
he was doing. I f  you wait until you are home the moment may 
have passed, it may even be forgotten or denied , or it may be 
suggested to you that you were over,reacting. If i t  hurts, then it 
is  better to bring things out into the open and express those hurt 
fee lings rather than harbour negative thoughts and destruct ive 
emotions. 'Sorry love.  I didn't realize,'  can put th ings right in a 
moment. 

We are hurt most of all when our trust is  betrayed . It is 
devastating when someone to whom you have committed your 
whole being, entrusted with your innermost thoughts and feelings, 
goes and reveals these to someone else. When a partner has an 
affair these kind of thoughts play an important role in how you 
cope. I suppose he 's  telling her everything. They probably iau�h 
together over me . I bet they are discussing how our sex life was . 1n 
order to protect ourselves we turn to their faults, become very 

bitter, and the powerful desire to hurt back takes over. This ma.y 
be physical:  we read of those who kill their partners because thetr 
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trust has been betrayed. If I can ' t  have her no one else will . More 
often the hurt is demonstrated by using words to undermine the 
other partner; anything you can drag up is used and it becomes 
imposs ible in many cases to remember that you ever had a good 
relationsh ip. A l l  thought is d irected at supporting your role of 
being the victim. 

DEVALUED 

One of the most destructive behaviours in a relationship is being 
made to fee l  devalued. We a l l  need to fee l  appreciated. 

Both sexes are sens itive to the way their p artner views others; 
even when this is done from the armchair watching television. 
Men who praise the appearance of women who have good looks 
and fantastic figures are going to make any woman but the most 

secure feel inferior. This can effect one's freedom and sex l ife. The 
wife may come to feel  so inferior that she undresses in the 
bathroom and is so conscious of her imperfect body that when she 
is touched it is difficul t  to enj oy the pleasures of physical contact 
and the sexual response is d i m inished. Of course something 
simi lar happens when women are a l ways prais ing o ther men, 
although this might be pointing o u t  the ir ability to provide 
materialistic things ; few charismatic men on the screen are shown 
as being hard-up or a fa i lure. Unfortunately, the recent open 
approach to sex, as shown on te levision, h as done more harm than 
good, leaving many feel ing inadequa te .  

A very good way of keeping a healthy relat ionsh ip go ing is to 
avoid talking about your partner's behaviour to others, either in 
front of them or behind their b acks. I t 's okay to express your 

pleasure or to share surprises, but to go on about how selfish, 

insensitive , or thoughtless someone is does no one any good. If you 

are hurt or upset by someone's behaviour the person with whom 
you should d iscuss this is the one concerned. If you absolutely 

can't - and some people will  steadfastly refuse to d iscuss emotions 

because they don't know how to handle them - then you may 
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Expectation plays an important role 

obtain constructive help by speaking with a counsellor who will 
be i mpartial  and able to help you to get things into perspective. 
You can then make positive decisions as to how you m ight 
improve matters. 

Words of appreciation go a long way and cost l ittle effort. We 
need to know that we p lay an important role in our partner's life. 

THE POWERFUL EFFECT OF STRESS 

Stress is felt by people in different w ays; what may seem only a 
little thing to one person can appear l ike the end of the world to 
another. In a close relationship we get to know those things that 
are stressful to our partner; this ought to lead to support and 
encouragement in helping them overcome their spec ific problem, 
but often we use scorn or ridicule which isn't  any help at all . 
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People don't choose to feel stressed, and such comments as, 
'Don't be silly, the decorators will only be here for a week ! '  when 
the wife is dreading it, isn't going to help the situation. Telling 
your husband, 'Forget work, it isn't your problem,'  when the 
thought of tomorrow is keeping him awake, won't help alter the 
way he feels. Sometimes all you can do to help is to be present and 
encourage him to talk about what is bothering him. Enabling your 
partner to talk will help him to feel  better. You may not have a 
clue what he is talking about but can stil l  listen attentively as he 
tries to put his thoughts into words. You may even find that some­
times you are able to offer suggestions that can be implemented to 
improve the situation, or to help your p artner see things from a 
different perspective. 

When we are stressed we behave d ifferently. This d iffers from 
one person to another, if your partner retreats into silence, this 
may be his way of dealing with stress - by prodding or nagging him 
to snap out of it you are not helping but only adding to the stress. 
Another person may drink to excess, talk incessa ntly, even have 
an affair - which may sound like an additional stress but which 
diverts the mind temporarily from the problem. Obviously, if 
someone retreats into silence for too long there is cause for 
concern. If they can't or won't talk, seek professional advice. One 
woman, recognizing how stressed her husband had become due to 
an excessive workload, asked how she could help.  'Just be happy,' 
he replied. This removed a further burden of fee l ing that he was 
letting her down. 

A very good way to reduce stress and p revent depression is 
to do some kind of physical activity: j oin a gym or rambl ing 
club, start playing pool, or take up a sport.  I f  this is not 
possible, any activity that involves both the bra in and the body 
will help. 

Fear creates stress which in turn produces a state of anxiety 
which can manifest itself as conflict. Knowing what i s  going on in 
your partner's life will help you to make the right moves. You will 
know when to stay quiet, when to encourage their talk ing, when 
to suggest taking a walk together. 
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M uch conflict can be avoided by recognizing another person's 
character, understanding the ir thinking strategies, and accepting 
them without trying too much to change them. After all, this was 
the person you chose to spend your life with, so why try now to 
change that perso n ?  

How is i t  that a husband or wife can be perfectly charming and 
co-operative with everyone when he or she is at work but then 
come home and behave so differently ? And when you try to 
enquire as to what has gone wrong you feel close to having your 
head bitten off! There are those who need to have a safety valve 
and use their partner w i thout realizing that this is what they are 
doing. This can b e  seen as a compliment if you are able to 
recognize that your p artner, who may have longed to explode all 
day at work but d ared not, feels  safe enough to discharge that 
negative energy at home . If you can understand this you may be 
able to make al lowances. However, if it continues, the problem 
needs to be addressed. I t  is neither kind nor fair to 'take it out' on 
your partner or family. 

J ac k  arrived home one d ay in a foul mood . His wife, Lyn, who 
had been home a l l  d ay cop ing w i th three small children had put 
them to bed early,  cooked a nice d inner, and was looking 
forward to spending the evening with her husband. But he barely 
spoke during t h e  m e a l ,  found half a dozen things to criticize, and 
then stomped o ff into h is study.  Lyn followed. He raised his head 
and glared at h e r. 'Now what do you want?' he demanded. ' I  
wondered why you n e e d  t o  b e  so angry with me ?' she said. At this 
he seemed to physically c ollapse,  looked very contrite and said, 
' I 'm sorry, love. I 'v e  h a d  one hel l  of a day at the office. It 's 
nothing to d o  w i t h  you . '  I t  was then so easy for her to approach 
him, put her arms around h im and j ust hold him tight for a few 
moments. Of cours e  she could have said,  'So have I !  What makes 
you think you're the only one who has to deal with difficult 
people ?' This is the kind of conflict we can so easily avoid if our 
intention is to resolve the matter and not to stand up for what 
we often mistakenly see as 'our rights' .  Communication not 
confrontation is the key .  
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BEHA VING BADLY 

There are some people with whom you cannot argue. This results 
in a feel ing of helplessness and the conviction that they will 
always win, manage to reduce you in some way, and leave you 
feel ing l ike a complete idiot. Often the ir attitude causes a 
complete mental blank which seems to endorse your belief that 
with this particular person you can't think straight. This is often 
why many women do not let thei r  husbands teach them to drive. 
explaining with a sigh: 'He's got infinite patience with his staffbu� 
absolutely none with me ! '  Th is k ind of thing can happen in 
reverse where the woman makes the man feel l ike a helpless 
moron in the kitchen so that he backs off and never does any 
domestic j ob. 

The main reasons for such behaviour are : 

a .  it gives the person power which they desperately need to 
compensate for other areas in their l ife ( they may feel very 
insignificant at work ) 

b. they do not value the ir partner's fee l ings 
c.  they need to fee l  superior. 

There is another problem where caring becomes controlling; 
this is when it gives the carer power and/or a sense of identity and 
feeling of importance. J u l ie,  who is a bright intell igent lady, 
married a man like this. H e  took such control over her life that 
when they went out for a meal he even chose the food she was to 
eat. After a couple of years she fe lt she cou ldn't tolerate his 
behaviour any longer and d ivorced him.  Withi n twelve months 

she was dating another man with exactly the same tendencies. 
Here was someone who, in a strange way, needed that control 
because it made her fee l  spec ial  and important, and in a 
round about way it enabled her to fee l  that she controlled him. 

Treating your partner bad ly may be another forIll of back­
handed compli ment - you treat them as you would yourself. If you 
are in the habit of sco ld ing yours e lf when you do something you 
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consider stup id or negligent you may use similar words with your 
partner. 

When we are away from others and in our own homes, we 
usual ly fee l  able to let down the facade that is almost always 
present to some degree when we are with other people. It's a bit 
like l icking your fingers at dinner, you would never do it in front 
of strangers, but you fee l  you can w ith only your fam i ly present. 
This isn't meant as an insul t  to them but indicates that you feel 
safe enough to be yourself. 

We need to be able to let go sometimes and home ought to be 
the safest environment in which to do so. If our actions are being 
m isunderstood we need to explain them. 

INDIFFERENCE 

Ind ifference is very destructive within an int imate re lationship. 
When the person, who is supposed to love you, seems to pay l ittle 
or no attention to e ither what you a re doing with your l ife or how 
you feel, it  can be hard not to create an argument j ust to get 
attention. It's a b i t  l ike the child who sets h is bedroom on fire - at 
last he gets noticed ! Some people do let work or hobbies take over 
their l ives without recognizing what is happening and fail  to see 
how damaging i t  is to the ir relationship. 

No marriage , or a relationshi p, is going to l ast unless we tend it 
with care . We should never assume things are all  right and that 
our partner doesn't m ind, or won' t  notice , or isn't interested. 
Using courtesy means enquiring of, and considering the other 
person's feel ings. 

'You don't  m in d  if I go and watch the football,  do you ?' This is 
a question that defies you to obj ect. Part of the question is 
suggesting that you are a good type who wouldn't want to spoil his 
pleasure. Another is assum ing he knows you well ,  while the body 
language and tone of voice is tel l ing you that this is something he 
really wants to do and he doesn' t  want you to deprive him of his 
pleasure. You may even find yourself making excuses for this man 
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refer to other things that happened m the past,  You are far more 
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, 
If all this fails you may clothe yourself with apathy and 

eventually cease to care whether your p artner wants to do things 
with you or to share your company. Woe betide apathy, it is the 
most insidious path to the destruction of a relationship, 

Feeling unimportant in a relationship is another perceived view 
of a partner's indifference. I f  one p artner spends too much time 
with the children or v isiting her p arents, the o ther may feel 
second-best and that he is of little i mp ortance. Once again, this 
may reflect poor self-esteem w hich results i n  angry accusations: 
'You put everyone before me. '  What is he try i ng to convey? That 

he feels neglected and worthless - and this h urts. These people 

need a lot of reassurance and demonstrations of love. I t  may be 
true that one partner is neglecting the relationship and even 

though the other may be well-balanced, e v e n  able to understand 
why, there is still a need to communicate one's own feelings. 

AVOIDANCE 

Often avoidance is used when people are not good at expressing 
themselves. If you're not present you don't  h av e  to deal with 
confrontations or emotions. But being somewhere e lse or with 
someone else, or being too busy to talk,  usual ly  only serves to 
drive a couple further and further apart. G o ing off to the pub or 
club each night, baby-sitting for a neighbour,  or training for 
hours at the gym, may remove you fro m  the scene but such 
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to discUSS the i r  beha v lOur. Sometimes we Just let it pass , but if it is 

someth i ng very serious ,  such as drinking too much, drug 

addiction, gam b l i ng,  o r  spend ing money you can't afford, then 

something n e eds to be done.  Trying to force them to look at what 

they are doing m ay result i n  denial  or out and out conflict. Where 

communication has c o m p letely broken down and your partner's 
behav iour is destroying your relationship, seek outside help. You 

may choose to do this through your doctor, social worker, or go 

directly to the appropriate organization, such as Alcoholics 
Anonymous. 

EMOTIONS 

Emotions are rea l l y  what conflict is al l  about, If we didn't feel 
angry, hurt, insulted, unfa irly treated, etcetera, we would still 
disagree about certain things but we wouldn't get upset. One 
problem that we a l l  have to learn to deal with in close 
relationships is the fac t  that, at t imes, we feel d ifferently about the 
same thing. Someone else's experiences are going to be different 
from yours - at least some of the time - for we are all unique with 
our own h istory which determines how we perceive things and 
how we act or react. 

In a close relationship it  helps to focus on the positives. With 
this in m ind you may l ike to consider the following points about 
your partner: 

• What is there about your partner's appearance that pleases 
you ? 

• Recall a mannerism that you find endearing, 
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• Identify something your partner does that makes l ife easier Or 
more comfortable for you. 

• Name something he or she does freely for others. 
• Recall the way he or she coped in a certai n  d ifficult situation. 
• List three qualities in your partner that you admire. 
• Think of a time when your partner was really supportive. 

Now picture a situation where you see your partner relaxed and 
happy. How do you feel when you do thi s ?  

To improve your relationsh ip, consider whe ther you perhaps 
need to change your attitude. When you know you are in the 
wrong ask yourself, Do I stil l  search for j ust ification or control? Or 
do I experience regret and does this cause fee l i ngs of gu i l t ?  Here is 
the moment to ask, How can I improve things ? 

Encourage your partner to talk about h is or her emot ions. Far 
more men than women try to avoid this: they are fearful of being 
put on the spot or being made to fee l  inadequate and believe it's 
better not to know. If you can approach this subject w ith an open 
mind, you will  be amazed how enlightening i t  can be. You will 
know how to avoid saying or doing certai n  th ings that upset; you 
will have the opportunity to explain yourself and where your 
behaviour has been m isunderstood; you wil l  d iscover how to cash­
in on the good feelings which can also lead to a far better sex l ife. 

Learn to recognize when someone is at their most vu lnerable. It  
is not constructive or kind to offer criticism or advice when 
someone is unable to respond pos i tively. When d iscussing 
emotional matters it is important to find the r ight moment. 

SEX - UNDERSTANDING WHAT I S  

HAPPENING 

All too soon it seems the romance goes out of the w i ndow, the 

excitement has gone, and the unimaginative r i tual that many 
couples s ink into has them wondering, where did it all go wrong? Is 

it possible to still  feel that flutter of excitement in your stomach 
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when your partner touches you after a dozen or so years together? 
You may s t i l l  love that person but are you still experiencing the 
magic ? Do you stop and really look at your partner when he or she 
comes through the door after work ? Do you plan spec ial surprises 
for each other and evenings where you put the children to bed 
early and then give each other your total attention? 

Much of the confl ict and resentment that centres around how 
we have sex , how often or how good it is, has l ittle to do with the 
act itself but with the ongoing re lationship and the attention you 
give to each other. What most women regret is that the courting 
has d isappeared. The man is dis i l lusioned by the ordinariness of 
the ir l ife together. For both of them the spark has gone. 

It is far better to deal with sexual confl ict at an early stage in 
your re lationship and the only way to resolve it is through 
communication.  I f  your intention is to improve your sex life and 
not to verbally attack or accuse your partner, it is still possible, 
even after a number of years , to get your sex l ife back on track. If 
there is some thing you do not l ike or actively d islike, you don't 
have to go along with it ;  explain how you feel and search together 
for an alternative that can be mutually enjoyed. When your 
partner attempts to explain that there are things that he or she 
doesn't l ike, this doesn't mean that you are being rejected. 

Each partner of the couple needs to fee l  loved, important, 
special, attractive, and here i t's not enough to tell yourself you're 
still okay, as we grow o lder we need to see this reflected in 'the eye 
of the beholder'. Tell your partner how beaut iful is the expression 
in her eyes, notice the shape of her ears, the way she holds her 
head, her smile - none of these things are going to change with 
age. Using words is essential.  'You will  always be beautiful to me', 
can go a long way to making a woman feel and act desirable, but 
it needs to be s incere. 

The way a woman responds to her partner will give him the 
confirmation he needs. Share with him how you feel when he does 

certain things; guide h i m  so as to enable you both to enjoy sexual 
fulfi lment. 

Where the confl ict  concerns the number of times you have sex 
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there is a real need to share your thoughts and feelings. When one 
partner doesn't feel like intercourse this doesn't mean they have 

stopped caring, there may be a dozen other reasons - worry often 
being one of them. I f  having good sex was an indication of Our 
depth of love we would need to ask ourselves: why do so many 
people have one-night stands, brief encounters, or have sex with 
people they don't even know ? There is a great difference between 
using someone to satisfy physical needs and sharing a sexual 
experience as an expression of loving feel ings. 

The maj or reason for conflict in sex, I am told by an 
experienced sex therap ist,  is that men and women are so very 
different. When there is an argument, for example, the man's way 
of 'making i t  up' and ind icating that th ings are now all right is to 
make love, whereas a woman won't make love until  the argument 
is over and she's feel ing better about it .  Tiredness is another area 
where we differ. A woman's response to sex is  much more affected 
by tiredness than a man 's. H e  seems much more able to put his 
sex into another box and often, despite t iredness, stil l  feel the 
powerfu l sexual urge. Another area of conflict  l ies in the inability 
of the man to recognize that the woman needs far longer than the 
man to experience an orgasm - they also need to exper ience sex 
as part of the whole experience of being loved. I t  is  not always 
vital that to enj oy good sex you must both e xperi ence an orgasm. 
When, perhaps for medical reasons, you are unable to have 
intercourse, you can still pleasure each other. M as turbation is not 
a dirty word, but an alternative that can enable continuing 
mutual sexual satisfaction when intercours e  is  not poss ible or 
adv isable. 

Here are some t ips for a happy sex life :  

• Turn complaints into requests. 
• Be specific rather than general when you talk about your needs. 
• Never use should and always . 
• Never make an assumption - check i t  out.  
• When you pick up on someth ing being wrong, don't h ide it, 

ask. 

Intimate Relationships 5 5  

• Recognize the role children play in affecting your sex life . 

• Communicate. 

Where the man fee ls let down because his once, very sexually 
active partner, now seems to have lost interest, he may need to 
question what he is fa i l ing to do that used to be part of the 
enjoyment in the ir early days. Women also need to be attentive to 
the ir changed behav iour - especially after having children. The 
husband needs to feel that he still has a very special role and the 
wife should ensure that she encourages this and that she continues 
to make herself attractive for h im. This demonstrates that he is 
important to her. 

Our needs do change and sex can be enjoyed into our sixties 
and seventies, so long as we continue to communicate how we feel 
and how our needs can be met. 

An unsatisfactory sex life is one reason why partners search for 
someone else. I t  is rare that one looks for someone else when 
everything is good at home. 

When someone starts an affair the sense of rejection and 
betrayal on discovering this is so destructive that it is almost 
impossible to talk it  through calmly. You feel hurt, angry, 
confused, perhaps even guilty. You may want to retaliate, accuse, 
yell abuse, punish your partner in some way for doing this to you. 

There are a number of reasons why one seeks a second relation­
ship or sexual experiences away from home. Because infidelity is 
such an emotionally charged s ituation, using a med iator may be 
necessary. Organizations such as Relate and Marriage Guidance 
have a very good record, and even if your partner won't 
accompany you, you can still  be helped by talking through your 
feelings with a ski lled counsellor. 

People who are emotionally insecure often seek other relation­
ships in an endeavour to prove something important to 
themselves. I t  is not enough that their partner finds them 
satisfactory, and with their problem they may move through many 
different relationsh ips searching for a solution that can only be 
resolved by deal ing w ith the poor self-esteem and often a damaged 
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, ISS Ion. ertaml It takes courage to admit  when we are at fault or h d Y ave rna e a 
mistake , but doing so doesn't have to destroy your self I' " ' , 

- mage or a 
relat ionsh Ip. Remember, I t  s okay to be wrong sometimes - you're 
only h Ulnan .  I t  also makes it easier to l ive with you when you are 
not always right. 

When you are certain that it is your partner who is in the 
wrong, remember to ask yourse lf, How important is it to correct 
him? What will it achieve ? If i t  is a l i tt le thing you may decide to 

let  i t  go. I f  i t  matters, approach the subj ect calmly and if you feel 

yourse lf head i ng for an a l l �out row take yourself off and make a 

cup of tea. Give yourself time to calm down. I t  is difficult to see 

th i ngs c learly when you are very angry and this ' t ime out' 

stra tegy can be very helpful  - so long as you don 't use it to add 

fue l  to the fi re . 
, f h ' feel ing loved is 

I n  an intimate relationshIp, most 0 t e time, 

more i mportant than be ing right. 

THOUGHTLESS PEOPLE 

1: ·getfu1 
h htless Of 10 1 

You may fi nd that you cannot change a t aug 
, t made that 

h S eople are J Us 
h Person however m,uc you try. orne P 

, g to t eill 

h d interestln " 
way. Often the thoughts in their ea s are so 

f to fetch 111 

I I ' n the car, 0 
that they don't remember to eave petrO I 

pi 
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h ' g before i t  rains. This doesn't mean they don't care, but 
he was In . t 

h ' priorities are dlfferent to your own. Such people are 
h t t e lr , , 

' t a 
cleve r  i n  a speCIfic area and In order to pursue their 

ften very 
h '  h a 

h s the y  d iscard al l  those t Ings t ey see as superfluous. The 
tho�g :ws is that often they don't notice if the dinner is an hour 
goO n 

au forgot to iron a shirt for them, and wil l  go out qu ite 
late, or y 

d Th ' I the next day in a c re ase one. ey can be intolerant of 
happ l  Y 

h " ' f  h h I I '  I e  who waste t e l r  time 1 t e y  ave a strong compe mg urge 
peop 

I k S '  ' h "  , d dy or ca m p  ete some tas . C lentIsts, p YSlC lStS, artIsts an 
to stu 
musicians frequently come into this group of people. Life can be 

tough on those who l ive with them but they really don't know 

that they often appear thoughtless or insular. They need people to 

love them and care for them who are not too demanding. 

FREQUENT CAUSES OF CONFLICT 

In my work I have noted certain areas that seem most frequently 
to cause conflict between couples. These are: 

• different goals and v a lues 
• money 
• interference by members of both or either of the famil ies 
• lack of communication 
• boredom and lack of fulfilment 
• putting careers first 
• children 
• hobbies and i nterests 
• selfishness 
• jealousy 
• constant rem inders of the p artner's weaknesses 
• alcohol an d  drugs 

If only h d h k '  we a t e  wisdom t o  look a t  out goals before embar mg 

b
o

n a long-term rel at ionsh ip we m ight avoid much confl ict and 
reakdow ' dl I ns In marriage. However, when you are rna y in ove, 
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you either ignore the fact that you have d ifferent goals or 
expectations in l ife , or bel ieve they won't matter. When, later, 
different goals become important, there will  be a need to sit down 

and discuss-them before they become an issue. Sometimes 
compromise will be the only way forward. If one wants to go into 
politics while the other has dreams of liv ing in an isolated cottage 
in the country, you may have to agree to someone else playing the 
supportive role in pol itics - a secretary o r  friend perhaps - while 
the other accepts that they will  spend m any hours, even days 
alone. Suppose your spouse has always dreamed of going to live in 

New Zealand and you cannot bear to leave your homeland. One 
of you will have to be prepared to give u p  your dream or you seek 
a compromise, perhaps agreeing to try l iv ing abroad for six months 
of the year. 

Money and how it is spent will always create conflict unless 
certain rules are agreed. Where one partner is quite hopeless at 
budgeting i t  may be necessary to agree to the other partner taking 
control in this area. When someth ing is very important to you, try 
to analyse why this is so and then express your thoughts. What you 
see as important may simply be a status symbol which, at the same 
time, enables you to feel secure. I n  a case l ike this you may need 
to review your values and cons ider other ways of making you feel 
comfortable with who you are . 

Annette, when she married Mark, insisted that he sold his old 
MG car in order that she could purchase bedd ing for the home. 
She thought this more important than an old car he didn't use, but 
to Mark his car had been the love of his l ife until he met Annette. 
They say love conquers all, but in a case l ike this she had been 
unable to appreciate his feel ings and he had fai led to convey 
exactly how important the car was to h i m .  I often wonder if this 
was the beginning of the road to their d ivorce which followed 
some years later. 

Interference by members of e i ther fa m i ly should not be 

tolerated. There is a strong d ifference between advice - which you 

may or may not choose to use - and i nterference. When one's 
parents have done much to help, it  is hard to ask them to please 
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step back and let you m ake your own m istakes and to run your life 
the way you dec ide w i t h  your partner. ' I  love you Mum, but . .  . '  
said without intention t o  h u r t  or reject i s  something most of us 
may have to use a t  some time. Then make sure that you arrange a 

little surprise, such as an outing in which they are included, to 
reassure them that you are not cutting them out of your life 
comp letely. 

A number of stories filter through to me of couples, who once 
married, find themselves spend ing every Sunday at one or other of 
the parents' home. 'J u s t  come for d inner,' you are told. Those 
parents are going to h av e  to learn to fill the space you leave with 
new interests or activit ies. A friend told me how, after eight 
months of spend ing every Sunday w ith his wife's parents he 
exploded saying, 'I have a family too ! But I don't want to spend 
every Sunday w ith them e i ther. We have our own lives to live and 
I want to be home Saine weekends . '  

Values too c a n  cause constant friction i f  they are not under­
stood . Have you ever tried liv ing with a very tidy minded person 
when you are j us t  the opposite ? I 've spoken with two couples who 
resolved this prob lem quite d ifferently. In one case the tidy 
partner, to whom i t  really m a ttered, decided she would do the 
tidying up i n  areas where her husband thought it wasn't 
important. I n  the other case the husband told me that at first his 
wife's untid iness drove h i m  to d istraction, until he paused one day 
and asked h imself wh ich was more important, the tid iness or his 
wife?  At this stage he made the conscious decision to lower his 
standards and enj oy l iv ing in the same house with the woman he 
loved. 

When your partner is constantly reminding you of your 
weaknesses, fau lts or c haracteristic traits, it slowly erodes the 
relationsh ip and damages morale. You probably already know 
what your fau lts are and don't much like them yourself. To be 
constantly told that you keep putting off doing things, or have a 
bad memory, usually only serves to make you feel even more 
inadequate . This k ind of nagging may lead to you stubbornly 
refusing to attempt any change . When excessive focus is placed on 
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your charac teristic weaknesses and very l ittle on your good 
qual it ies it can destroy your bel ief i n  yourself. You may feel the 
need to defend yourself, but hav ing no defence you look for faults 
in the other person thus moving the focus away from yourself. It 
goes li ke this. 

'You always procrastinate. Why d o  you keep putting off doing 
i t ?  You know it's got to be done . '  

' I  don't always procrastinate . '  
'You d o  unless its something you want t o  d o  for yourself.' 
'You're a fine one to talk, by the time you got round to picking 

the beans they were so tough we couldn't eat them. '  
'That was due t o  the bad weather w e  had, not me putting off 

doing it . '  
'You a lways find an excuse . '  
Nothing's changed, the nega tive fee l i ngs continue. You have 

al lowed yourself to get on to the roundabout that can go on for 
hours. 

If you are the one procrastinating you could agree: 'I know, I 
have always had this problem. I don't know what to do about it. I 
have tried . '  

This could then b e  met w i th a posi t i ve response: 'Suppose we 
l ist priori ties and put them on the memo board. We could tick 
them off when they are done and celebra te w i th a bottle of wine 
each time we complete the current l i st . ' 

Does this sound better ? When you have to agree to disagree, 
having a code word can help. You first mutually agree to this and 
then, when e i ther of you feels  that the conversation is going 
nowhere and neither of you is  prepared to re l i nqu ish your stand, 
you use a word or sentence that means, let ' s  call the whole thing off· 
Remember, nagging does not get a positive response though it may 
sometimes get th ings done. 

Boredom and a lack of fu lfi l ment w i l l  often cause the one 
experiencing these fee l i ngs to a ttack the o ther. Qui te often this 

occurs when the wife gives up work to h ave a fam i ly. Suddenly 
she fee ls so unimportant, has l i ttle to talk about outs ide her 
maternal role, and the future looks terr i b l y  bleak. When she tries 
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to express how she feels  her husband's response only adds to her 
misery: 'What do you expect me to do about it ? You're the one 
who wan ted to give up work and start a fami ly. ' True, but she 
didn't know then how l i ving twenty-four hours a day with a small 
child can erode one's confidence in the outside world, and how 
unimportant o ther people can make you feel .  Encouraging her to 
fol low a hobby or interest outside the home will give her a sense 
of identity she desperately needs, and this will  result in greater 
harmony within the home. And no, you can't change her l ife for 
her, but you can help her to fee l  better about the position she is 
in and a lso to ensure that she gets some freedom to fo llow other 
pursuits. If i t  is agreed that the husband fills the role of caring for 
the chi ld and the wife returns to work after the confinement, the 
same fee l i ngs of insignificance can stil l  occur. I t  is hard to 
reassure yourself that what you are doing is of immense value 
without any immed iate feedback - in business our success is 
reflected back a t  us. 

When one partner starts to spend more money on alcohol than 
is reasonable, you may try talking about it ,  but there is often strong 
denial that anyth ing is wrong. You cannot help alcoholics until 
they recognize they have a problem. Pressure almost always 
creates a negative response. Arguments or tears will seem, to the 
alcoholic, j ustification for taking one more journey down to the 
pub, or opening one more bottle of wine. You may try expressing 
your feel ings to a partner whose l ife is being controlled by alcohol, 
but if there is no definite s ign of improvement it may be necessary 
to get outside support. Do not fee l  guilty about taking this action. 

Drug problems can a lmost never be resolved by partners. 
Although YOLl may think at first that there is no harm in taking 
drugs, the addiction usually escalates, also the amount of money 
involved means that - unless you are very rich - other areas of 
your l ife w i l l  have to suffer. 

For several years Kathy lived with Keith, financially supporting 

his drug habi t  by working days i n  an office and several nights a 
week in a bar. She tried persuasion, argument, calm talking -
gradually she sold everything she had to give him money he 
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declared that he desperately needed. By then she was pregnant 
and giv ing up work made things even more stressful. Then, One 
day, she rea l ized that nothing was going to change and that her 
first priority must be her baby. She gave up financing his habit , 
moved out and started a new l i fe on her own. I n  a really negative 
relationship we need to know when to move out. 

Selfishness is one more reason for escalating arguments and 
unless there i s  recogni tion and a c hange takes place, the partner 
may decide enough is enough . After years of argument, and if 
nothing changes, one finally gives up and leaves. If the selfish one 
has been al lowed to always have h is own way as a child, he may be 
quite oblivious to the fac t  that hi behaviour is unreasonable. An 
intimate relationship is a l l  about sharing and caring. 

DEFENSIVE MECHANISMS 

Every one of us uses defensive behaviour a t  least some of the time. 
Let us not forget that as part of the animal kingdom we use 
defensive behaviour, when we fee l  threatened, as part of our 
overall survival mechanism. There are a number of different 
behaviour patterns we can adopt when we fee l  threatened: we may 
retreat into our shells, run for cover, s tand and fight; or like the 
hedgehog who curls up into a ball  when threatened, we defend 
ourselves by presenting a prickly exterior. I n  some cases we may 
feel perfectly able to cope with personal criticism but use an 
attacking posture if our famil ies are threatened - albeit verbally. 
All these are natural defence mechanisms, the problems arise 
when we adopt one of these behav iours and the person whose 
words or behav iour is creating the threat fa ils to recognize what is 
happening. People who are normally easy-going, calm, agreeable, 
and willing to meet you more than halfway, can change 
dramatically when they feel threatened. There are many 
occasions when we fail to recognize that a partner has interpreted 
words or actions as threatening and are mystified by what we see 

as their unwarranted reaction. 

Intimate Relationships 63 

In a close re lationship, what often happens is that one partner 
unwittingly puts pressure on the other without realizing they are 
doing so. Their  reaction may not be si mply because they feel 

pressurized, but because they feel threatened. 
With some people their defensive behaviour is always on the 

alert; it is as if they expect everyone always to be either cri ticizing 
them or putt ing them down. John was like this, and even when 
his wife, H ilary, made a comment that had nothing to do with 
h im at all, he would turn it around and interpret it persona lly. 
They came to consult me when the stress in their relationship 
became intolerable. H i lary was threatening to leave. 'I love him,'  
she told me, 'but I can't bear the way he reacts to everything I say 
as if I were deliberate ly trying to hurt him or destroy his 
confidence. If I praise someone e lse's garden he will  ask what's 
wrong wi th the one he made. If I suggest going for a walk he will  
ask, don't I think he gets enough exercise ? When I tell  him I 've 
had a wonderful  day out with an old friend he will say I must find 
life with him very boring. ' J ohn sat and l istened in si lence until I 
turned and asked him how he felt about what Hi lary had ju st said. 
'But she does keep going on at me. I can never do anything right,' 
he replied. 'I feel an utter fa ilure . '  He then added, 'She probably 
would be better off wi thout me. I ' l l  go if that's what she wants.' 
This wasn't what she wanted, but she d idn't know how to 
communicate to him that when she spoke of other people it 
wasn't an indirect suggestion that he was lacking in that area. 
John was so stressed by internal conflict and a poor self-esteem 
that he couldn't a llow h is defences to relax for a moment. In 
therapy we d iscovered that this behaviour went back to his 
childhood and a very d ictatorial father who always used every 
possible opportunity to make John feel inadequate or a fa ilure. 
John's way of dealing w ith this was to try to be alert at all times 
and never to trust anything his father said at face value. Once 
John and Hilary came to recognize the root of the ir problem, they 
agreed on a code word that she could use that told him she wasn't 
trying to get at h im or undermine h im in any way. 

Healthy relationships need time to evolve. Focusing on what 
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you mutually enjoy and those things you have in common is far 
more productive than giv ing unhealthy attention to your 
differences. Apprec iate each others i nd i v iduality and don't try to 
submerge it. I have known women who have h idden their skills in 
the mistaken belief that i t  would make the husband feel better. 
They believed that the husband would not be able to cope with a 
wife who was more learned in some areas, or had abilities or skills 
that he lacked. This does noth ing to enhance a long-term 
relationship. 

Imagine a husband who has been servic ing the car for years, 
rushing home to change a tyre, and then discovering that h is wife 
used to help her brother with his rac ing car and actually knows far 
more about mechanics than he does? Or the husband who never 
cooks thinking that this is where h is w i fe needs to feel superior 
and she then finds out that he once worked as a chef? We also 
need to respect our partners. 

FEELINGS DO COUNT 

Some people maintain harmony by viewing the ir partner's 
id iosyncratic behaviour with am used tolerance. Once, visiting the 
family of my late husband's boss, I listened to h i m  explaining some 
of the odd ities of h is wife's behaviour: ' Lisa can never go to sleep 
without going back downstairs and check ing that the TV is 
unplugged,' he said. 'And she never cuts the meat until it 's cold. 
When I practise on my gu itar she a lways starts to sing.' But he 
viewed these habits with amusement, finding them endearing. He 
didn't allow them to annoy h i m  and I learned a lot from that visit. 
Of course he could have become irritated or frustrated by her 
behav iour, but love helped h i m  to find a better way so that their 
relationsh ip was not damaged by criticism or nagging. 

Have you ever planned a surprise that went hopelessly wrong? 

Do you remember how it fe l t ?  Did you accept responsibil ity or did 

you feel the other person had failed to l ive u p  to your expectat ions ? 
I t  can happen with a secretly p lanned party or celebration of some 
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k ind; it may be a holiday, it  could be something as simple as buying 
a piece of furniture for the home without consulting your partner. 
In Jane's case, it was to be a bit of decorating. 

She had planned this for weeks. N ormally they did the 
decorating together, but on this occasion she decided she would 
redecorate the hallway as a surprise. However, when Norman 
arrived home from work he walked straight through, fail ing to 
notice the changed decor. Fee l ing a bit  disappointed, she pointed 
out to him the results of her labours. Norman looked and then 
slowly shook his head. ' I t  soaks up too much of the l ight , '  he 
observed, 'And the colour doesn't match the curtains, though I 
suppose you could change those. '  N ow Jane was really upset. ' I 've 
worked all  day on this and you don't l ike i t ! '  What started off as 
Norman simply fai l ing to notice what she had done had moved on 
to criticism of her efforts which led to her mistaken interpretation 
that she was unappreciated. Conflict fol lowed. I t  may have been 
an all-out row, she may have retired to the bedroom and left him 
to get his own supper, or she may have waited on him in stony 
si lence with a marked d i ligence demonstrating how much she did 
for him. 

When our expectat ions are not fulfilled we can believe that not 
only is the other person unfeeling, but that they do not value us. 
In reality they may s imply be unobservant, tired out, preoccupied, 
or do not value things in the same way - what is important to you 
may s imply not matter to them. I f  these feelings are not 
understood and negative ones are allowed to 'brew' the situation 
can become so d istorted in the mind of the one with the 
expectations that she begins to feel  nothing she does is of value. If 
this is a continuation of childhood experiences fol lowed by the 
thought: No one cares what I feel,  no one appreciates what I do , it can 
grow out of al l  proportion to the original act of omission. It can 
also prompt many rows. 

Before getting into confl ict that causes us to say things to each 
other that we may l ater come to regret, we need to consider the 

feelings of the other person. Some people are more sensitive than 
others. 
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JEALOUSY 

It  is l ike a monster that lurks beneath the bed, ready at any 
moment to show its head and take over your l ife. Jea lousy can 
usually be traced back to c h ildhood e xperiences and is very 
difficult to overcome. The most faithful constant partner 
imaginable can sti l l ,  unwi ttingly, c ause j ealous responses. 

Tracy came to see me because she was p lanning to go and live 
with her boyfriend but was aware that she was experiencing 
powerful feelings of distrust. ' I t 's  ridiculous,'  she confided, 'for in 
my calmer moments I know Paul is j us t  not l ike that. He's never 
looked at another woman.'  We did some regression together and 
she uncovered a painful experience from her childhood. She had 
arrived home one day to d iscover that her brother and two sisters 
had been taken on holiday by th eir father (who was separated 
from her mother) and she had been excluded. 'Mum tried to 
explain to me that Dad couldn't cope with any more children and 
that I would get a treat later. But i t  made no d ifference, I never 
totally trusted h i m  again. '  This was when the jealous feelings 
started; over the years they h ad grown to include total distrust for 
all  men. 

People struggl ing with feel ings of j e alousy do often misinterpret 
the actions of others. They need a lot of reassurance. Where they 
frequently suspect or accuse their partners of flirt i ng, or having 
affairs, they end up destroying that which they most desperately 
need - a constant loving relationship. Sometimes their irrational 
behaviour will  drive the partner to have an affair  to justify the 
fa lse accusations. 

When you, or your partner, are feel ing jea lous, you need to 

communicate your fears and al low your partner to reassure you. I 
know i t's hard, but try to keep th ings in perspective. Starting a row 
won't prevent you from feel ing jealous. Where such powerful 
feelings are causing constant conflict, or underm in ing your 
relationsh ip, it can be very helpful to cons u l t  a hypnotherapist 

who wil l  help you identify the root cause of the problem and how 
to deal with it.  
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TERMINATION OF A RELATION SHIP 

There is probably more conflict and arguments when an intimate 
relationship comes to an end than in any other area of life. 
Although some relationships end amicably, and the two con­
cerned even stay good friends, this is not what usually happens 
and there are intense fee lings of pain, rejection, gu i lt, self­
justification, fear for the future and, of course, anger. 

Where children are concerned it is very important to try to 
conduct the termination with as little damage as possible to the 
family. Reassure the children - many children in these 
circumstances bel ieve that in some way the break-up must be their 
fault. Depending on age, it is better to tel l  the children - together 
if you can - that you have decided you cannot continue to l ive 
together and have decided to separate. Unless the children are 
really mature, they should not be put in the position of choosing 
which parent to go with. You have a responsibility and the 
children's wel l -be ing should always come first. 

However hurt or angry you may feel,  try to talk things through 
with your partner behind closed doors. These are your problems 
and not the children's. 

Sometimes it is easier to talk t hings over in a place where you 
are more l ikely to keep your cool - a pub, dining together, or on a 
park bench. Whatever the reason for the break-up, getting angry, 
shouting accusations or using emotional blackmail is not going to 
help. What you want is the best possible outcome. ' I ' l l  take him 
for al l  I can get ! '  is  not a way forward if  you want peace and 
harmony. You need to know that you have behaved fa irly and can 
walk away feel i ng good about yourself. 

A solicitor who is experienced in advising on divorce explained 
to me that a woman w i l l  often carry the guilt for the break-up, 
belieVing that in her role as homemaker she has fai led and so 
accepts anything the husband dictates. 

Fear for the future, or having too little money on which to exist, 
can cause unreasonable demands from both sides. If a man plans 
to start a new life and possibly a new fam ily, having to pay over an 
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unreasonable amount to h is e x - wi fe c an leave h i m  feel ing very 
bitter and resentfu l - it  may a lso spo i l  a n y  chance of getting things 
right a second time around. 

Outside people can influence you to be unfair i n  your demands 
and sol icitors aren't always the best people to turn to for advice as 

their job is to get the best deal  possible for you.  Family members are 

also going to be biased, so using an impart i a l  person - preferably 
one you both agree on - could save a lot of pain and conflict. 

Exercise 3 - Resolving conflict in an intimate relationship 

Spend a few m inutes reviewing a recent d isagreement with your 
partner that did not have a satisfactory outcome . . .  Now answer 
the fol lowing questions: 

• What were you thinking ? 
• What did you fee l ?  
• Did you experience the need to d e fend yourself? I f  so, what 

defensive behaviour d id you use ? Angry verbal attack?  S ilence? 
Refusal to l isten ? 

• Did you turn the s ituation around and b lame h i m  or her? 
• Were you able to look at the issue objective l y ?  
• Did you stick to the cause of the confl ict  or  drag in other times 

or examples to support your pos i t io n ? 
• Did you fee l  hurt, unfa irly victimized ? 
• Did you find you were always being made to fee l  that you were 

the one in the wrong ? 

Close your eyes and p icture the scene again o n l y  this  time: Avoid 
blaming anyone; don't drag i n  old conflicts or behaviours; stick to 
the issue; see how you could have resolved the conflict by using a 
more positive approach and real l y  cons idering the other person's 
views. Create a sat isfac tory outcome. Finally,  make yourself a 

promise to use this approach next t i m e  you get into an argument 
or conflict. 
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To build on your relat ionship: 

• Value i t  
• Learn t o  b e  content with the one who shares your l ife -

searching menta l l y  for someone better or d ifferent rarely works, 
the grass on the other s ide of the fence isn't any greener, it's 

only your perception of i t  
• Avoid comparisons 
• Exercise tolerance - most people don't set out to cause 

aggravation, to upset or hurt, but we are al l  human with al l  the 
frai lties that g o  w i th being human 

• Use forgiveness - it offers wonderful heal ing 



4 Family Conflicts 

We all get involved in rows occasionally,  and most families 
experience conflict from time to t i m e .  Some conflict is actually 
good for us when it occurs in a safe environment. Within the 
security of home we can learn to practise our responses, develop 
strateg ies that work, and learn how to handle our emotions. 
Hopefully, we also learn how to use anger productively and to 
develop other surv ival responses such as fear and caution. 
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In the security of home we learn to practise OUT l·eSpnnses . 
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By the t ime we are out i n  the world we will  have learned many 
sk il ls that enable us to cope in a positive manner with our 
colleagues at work, neighbours, friends, brief encounters with 

strangers and, of course, intimate relationships. 
Unfortunate ly, many people never get beyond their own front 

door when it comes to learning techniques to resolve conflicts. 

I nsults ,  sarcasm, threats, physical violence are all used because 
those involved have never found a better way of saying or doing 
things. We believe that those closest to us ought to know better, 
that they should know what hurts, and that they could treat us 
differently if they chose to do so. The truth is that those closest to 
US often do not have the abil ity to step back and see us as separate 
people with feelings that are real and that matter to us. Harsh 
words uttered in moments of anger can have long lasting effects. 
When they are uttered by those whom we believe love us, or at 
least should understand us, the hurt can leave open wounds that 
fester until it  seems nothing can ever heal them. 

The good news is that understanding and appreciating other 
members uf the family can be learned and irnplemented at any 
t i me. Sibling rivalry, when understood, does not have to destroy a 
fami ly. Certainly learning the right skills in communication can 
hr ing a deeper understanding, you can learn and earn respect from 
those closest to you. However, we do need to know how to handle 
envy, j ealousy, greed, criticism, guilt,  and how to turn around 
negative reactions and build positive constructive behaviours. We 
, tiS( ) need to learn how to control our tempers. 

FAIR TREATMENT 

With this book in mind I asked my neighbours, who are in their 
seventies, if they had ever had any serious confl ict within their 
Lllnily. They shook their heads. 

'What is the secret?' I asked. 
' Don't let things escalate, '  she replied. 'As soon as anything 

hothers you, talk it over.' 
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Th is is a second marriage for each of them as they were both 

widowed and they have several chi ldren from their first 
marriages. 

'We treat them a l l  the same,'  her husband told me. 'You 

wouldn't know which child or grandch i ldren belonged to either of 
, 

us. 
Treating all the fam i ly with fa irness is sometimes hard to do 

when the needs of one member are far greater than the others. If 

one child is homeless and another has his own house and 
obviously doesn't need help, i t  may be very difficu lt  to hold back 
because you can't afford to give equal ly to both. You may have to 
ask yourself the question, ' Do we give equally, irrespective of their 
needs, or do we do what we feel is best at  the time ?' Some may say 
that as adul ts your children have to fight the ir own battles and 
resolve the ir own problems. You will  have to make your own 
decisions according to your ethics and values. I t  does help to 

explain why you have made a certain decision that is likely to 
cause conflict if not understood. Again and again we come back 
tu communication, it can prevent or resolve so many conflicts. 

MAN I PULA TION 

We all use manipulative behaviuur as children. You just know 
that your mother can't put up with a tantrum in certain situations, 
so it is a wonderful moment to get your own way. 

By the time we have matured we ought to have found better 
ways of getting cn-operation, but when this fails we tend to fall 
back into the child ish mode that used to work - at least some of 
the time. 

If someone suggests that you are being manipulative, before 
rushing to defend yourself, carefully e xamine the evidence. We do 
sometimes usc this type of behaviour without realizing it. Using 
words or actions that suggest someone close to you is selfish, 
gu i l ty, inadequate or unattractive can all  help in the manipulative 
game. By making people feel bad about themselves you can usually 
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get them to come round to doing things the way you want. 
Manipu l ation should not be used if you wish to prevent bad 

feelings or open conflict. 
Elderly people quite often use manipulat ive behaviour and 

because it is not easy to point this out to them, other fam i l y  
members can find themselves manoeuvred into doing al l  k inds of 
things they would rather not do because they don't k now how to 

refuse. 

DEVELOPING STRATEGIES 

Some behaviour and responses are in-bu ilt,  others we learn to 
copy; we also have our individual personalities that affect the way 
we view si tuations. We really do need to learn to recognize which 
strategies we are using and under what circumstances. To respond 
with anger where it enables you to stay alive is a good thing; to 
lise threatening body language in a jostling queue is not. 
Adopting a quiet distant stance at a family gathering is okay if 
that's part of the way you gradually merge. Going straight in and 
chatting to someone who happens to look a l ittle lonely is okay 
too. However, if you are using a certain k ind of behaviour because 
you feel threatened, or have problems with your own identity,  or 
because of the way in which you are viewing others, then l ife can 
feel a lot better if you find out 'why' you behave in that way. 
Having been hurt in the past you may back off to avoid 
experiencing those fee l i ngs again, but this doesn't resolve 
anything and can lead to an impoverished emotional l ife. When 
you understand the 'why' you can begin to do something to 
change such debi l i tat ing behaviour. 

If you need help in this area you may benefit by reading my 
book Are You In Control? (see Further Reading) . 

There are times when we may suppress certain emotions, 
choosing to deal with them in our own way or leaving them until 
a later time when we feel more able to discuss them. Suppression 
is different from repress ion, it is a del iberate choice to inwardly 
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control certain feelings and, al though this may cause some 
immediate discomfort it  can, at t i mes,  be the wisest course. 

Here are some questions to ask yourself  that will  help in a 

si tuation that is creating conflict  within the fam ily: 

• Why does it matter to me ? 
• Why do 1 react instead of respond ? 
• Why do I fee l  badly treated ? 
• Why do I feel misunderstood? 
• If 1 win what does it  achieve ? 

Tips that wil l  help in an argument: 

• Try to remain calm . 
• Recognize when points of view are simply different and not 

necessarily wrong. 
• When you pass j udgement focus on the issue not the person. 
• Recognize when defensive behaviour is being adopted and 

learn how to change it to pos i tive communication. 
• Stop using blame. 
• Admit when you are wrong. 
• Learn when to step back and take time away from the situation 

(do something else for a while - cool down ) .  
• Where you prove your point, try to help the other person so 

that the argu ment does not destroy their self-esteem or your 
relationsh ip. 

• Resolve long-term confl ict/disagreement so that it  does not get 

resurrected in the fu ture. 

Linda had a very poor relationship w i th her father, and although 
she had two chi ldren she rarely took them to see him despite his 
constant phone calls and letters. 

'1  just can't forgive him for the way he treated Mum,'  she told 
m e .  '1 know he's lonely but that's his own fault.  He should have 
thought of that years ago. He left everything to Mum. She was an 
absolute slave to him.'  
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told her that I thought he was probably sorry and regretted 
some of his past behaviour. 1 also suggested that perhaps the 
chi ldren would benefit from seeing their grandfather. 

'That's his loss ! '  she exclaimed. 'He doesn't deserve kindness. '  
Behind her words were feelings that ran very deep. She was 

angry, sad, bitter and also felt  gu ilt. Each time we met the 
conversation would somehow come round to her father. 

'What would you l ike to be able to do about it? '  1 asked. 
' I 'd l i ke to tell him exactly how I feel, '  she responded. 
'Would that make you feel better?' I enquired. 
She was s i lent for a few minutes and then turned to me and 

speaking softly said, ' I  suppose it wouldn't improve the situation, 
would i t ?' 

' It  depends how you do it , '  I ventured. I went on to explain 
that if her intent ions were good and that she real ly wanted to 
communicate how and why she fe lt so reluctant to take the 
children to see him, perhaps they could work things out 
together. 

'But it won't do any good if you spend the time j ust telling him 
how rotten he has been, '  I said. 

I didn't see her for some weeks after that and then one day she 
phoned.  'Guess what ?' she began. ' I  went to see Dad. I told him 
how m iserable and sad I fel t  and how I 'd even found myself 
wishing he had died instead of Mum. He broke down and cried 
and told me he felt the same. He said he couldn't undo the past 
and he d idn't fee l  there was any point in going on l iving. I never 
thought in a m i l l ion years that he would ever cry over anything. 1 

had no idea he felt  l ike that.' 
All the anger and negative feel ings had dissolved. Forgiving 

him, she discovered, had, in the end, been so easy. 
'We're planning to go on holiday together and take the 

children. Can you imagine that ? I guess he'll still drive me crazy 
occasionally - but do you know what ? I actually love that 
awkward, bossy, stubborn man.'  
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NAGGING 

There are few th ings within the family structure that cause more 
conflict than disregard for the value of others and being accused 

of nagging. Let us look at the structure of a typical example. As 

you w i l l  see this can be done in a variety of ways. Crime: Leaving 

the bathroom light on. 

Parent to child 

Accusation. You always leave the 

light on! 

2 Sarcastic. You paying the 

electricity bil l ,  then ? 

3 Derogatory. You're hopeless! You 

can't even remember to switch 

off the light. 

4 Request .  Could you please try to 

remember to switch off the ligh t ?  

Child to parent 

Denial. I don't always leave it 

on! 

Attack. Don't you ever think of 

anything except money? 

Retaliation. I suppose you never 

forget anything? 

Response. Okay. Sorry. 

The 'request' used opens up an opportunity to communicate 
and to perhaps even find a solution to the problem. But suppose 
that no matter what you say you stil l  get a negative response ? You 
may then have to accept the situation, put in a smaller l ight bulb, 
or decide it really isn't important. Continued nagging may 
eventually get the desired result but won't promote good feelings 
and the next time you make a simi lar observation the old nagging 
may be resurrected giving ammunition to the guilty one. 

A neighbour told me that her husband always wakes her up 

when he gets out of bed in the night and if she dozes off after lunch 
he deliberately wakes her. 'We ll ,  she doesn't want to spend her life 
sleeping,' he said. I t  sounded unreasonable to me for they are both 
retired, but her words made me re-think the s ituation: 'Oh, he'll 
never change ,' she said. 'He can't abide the thought that we're 
wasting our l ives sleeping. ' The smile she then bestowed on him 
showed that her love for him dealt with the issue far more 
effectively than arguing or nagging. 
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Annie, describing to me the rift with her mother-in-law, told 

how she was a lways nagging, d isapproving of the way they spent 
their money and pointing out that they never saved. 'What right 

has she to criticize ? I t's not her money or her l ife.'  I knew the lady 

in question and was surprised to hear these comments. A few days 

later I happened to meet her, and without any prompting from me 
she explained how worried she was about her family. 'Annie is a 
lovely girl, '  she said, 'and I know she would like to return to her 
career, but she needs two years to complete her training which 

came to a halt when she had the baby and they just don't know 
how to save. I try to offer constructive advice but this only seems 
to make her angry and resentful. '  I t's useful to remind oneself 
occasionally that things are not always as they seem, or as we 
interpret them. 

THE PROBLEM WITH CHILDREN . . .  

The way we see our parents behave towards each other will have 
a powerful effect on the way we in turn behave. We learn to be 
tolerant, violent, to demonstrate anger, to love, care for others, 
show compassion and so on in much the same way our parents did. 
Later we will  come to be influenced by other family members, 
friends and schoo!. By then much of the groundwork will have 
been done and, as our parents seem godlike to us when we are 
young, we believe that their example is the one to follow. If there 
is already a lot of conflict or suppression in the home we may rebel 
and take the opposite road, but you will have witnessed for 
yourse lf how often children grow up to be like their parents. 

If you are not happy with your own feelings or responses this 
may be the moment when you need to reflect on the influences 

from your childhood. Try to recognize if you are using behaviours 
that evolved from them rather than ones you have consciously 
chosen as an adult .  

People who readily resort to anger are often holding on to 
childhood behaviour. As children, getting angry may have been 
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the only way to be heard, or noticed, or to get them what they 
wanted. Weak parents may have submitted to this kind of 
dominant behaviour, fai ling to stand firm or to d iscipline and 
follow through rules that would have taught the child his 
behaviour was unacceptable. 

Violent and disruptive behaviour of children at home and in 
schools causes terrible distress and d isorder. These children seem 
to lack the ability to pause and consider the effects of their 
behaviour. We are currently hearing of schools that are totally 
losing control because of the violent behaviour of even small 
children who have never learned to respond to d isc ipline. It has 
been found that where this behaviour persists, involving the 
chi ldren in physical activities and competitive sport does help. 
These enable the build up of energy to be released safely. 
Sometimes the problem is due to a chemical d isorder of the brain 
which needs professional d iagnosis and treatment - a lthough with 
very small children medication is not recommended. 

Most mainstream schools lack the resources to supply specialist 
teaching and supervision and so have no choice but to suspend or 
expel pupils who cause d isruption in the c lass. The teacher's 
priority is to protect other pupils and staff. Hav ing a stand-up row 
with a teacher will  not help your child, but your cooperation with 
school staff will .  

Compulsory National Service was, arguably, a very helpful 
training ground in teaching young men control and how to fit into 
society - they had to learn to l ive and work with others. Since this 
ended , we have seen a rise in uncontrollable anger and destructive 
disruptive behaviour. 

Unless parents agree certain ru les and endeavour always to 
support each other in front of the chi ldren, they are going to 
encounter problems. People who have never had the job of 
bringing up children before, can have surprisingly strong views 
about what they should and shouldn't be a llowed to do. Where 
parental beliefs confl ict, the children quickly learn to play one 
parent off against the other. Perhaps without realizing it, one 
parent will undermine the other so that control becomes 
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impossible. Consistency is so important when dealing with 
children - they need to know where they stand and stated 
boundaries enable them to feel safe. Constantly changing the 

rules w i l l  eventually lead to a confused child who finds it hard to 
operate in the outside world. Talking things through, agreeing 
rules and supporting each other, however hard this may seem at 
times, will  strengthen the parent's position. However, it is worth 
remembering that rules should not be set in concrete and 
sometimes i t  wil l  be necessary to negotiate. 

There is going to be some conflict with your chi ldren as you 
endeavour to bring them up to be caring, respons ible adults. This 
is natural and forms part of the training ground that will hopefully 
enable them to l ive in harmony with others later. Children will 
always be pushing against the boundaries you decide, and, from 
time to time you wil l  need to review these boundaries. Rules and 
cond itions enable you both to feel safe and if they can be made 
jointly there should be less conflict. More help on resolving 
conflict with teenagers is given in my book 1 3-1 9 (see Further 
Reading ) .  

INTENTIONS 

When you fee l  yourself sl iding into an argument, try asking 
yourself why. What is your aim? Do you want to hurt? Hit back? 
Teach a lesson ? Punish ? Or do you want a satisfactory outcome? 
When you know that you are in the wrong (and that's not always 
clear in the heat of the moment) it does no haml to apologize, 
explain what you had been fee ling at the time, ask the person to 
forgive you. You may, on the other hand, search for justification 
that's going to make you feel better - this isn't however, going to 
improve the relationship. A reasonable person is usually more 
than willing to accept an apology. It is good to remind ourselves 
occasionally that the person's intention may have been quite 
different to the way (or ways) in which we interpreted their words 
or deed. 
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Let's look at a few of these. 

a .  You offer to help someone and they refuse. Maybe they are not 
rejecting you but trying to remain independent or save you the 
trouble. 

b. You te ll  someone someth ing in confidence and then discover 
they have repeated it to someone e lse. Perhaps they forgot they 
were not supposed to speak of it ,  or they tnay have allowed the 
excitement of the revelation to carry theln too far and it wasn't 
until afterwards they retnembered that it had been 
confidential e.g. a son landing a new j ob,  a daughter-in-law 
expecting a new baby. 

c. You d id something that, i n  your eyes, tnade you look really silly 
and your parent, who wi tnessed it ,  told everyone. They may 
really have found it funny and to share the story wasn't meant 
to degrade you or tnake you look stupid.  

Ah we l l !  These things are going to happen from time to time. The 
way to avoid conflict is to know your intentions and to feel good 
about who you are. 

LONG. TERM CONFLICT 

Flashes of anger are rarely taken too seriously and are usually soon 
forgotten, but conflict that i s  sustained over a long period needs to 
be addressed. Long-term conflict within fam i l ies i s  a cause for 
concern and is l ikely to resu lt  in l asting d a tnage to the family 
structure if not resolved. A l l  too often we hear of fam i l ies who 
haven't spoken for years, some tak ing fatni l y  tnembers to the 
courts over issues that ought to be sorted out by sitting round the 
table together and talking it  through. 

Often the cause of such conflict  is protnpted by jealousy, greed, 
fear or misunderstanding. Jealousy i s  a very painful  emotion and 
colours every area in a relationsh ip - it  not only destroys harmony 
but will  also destroy the person who is unable to cotne to terms 
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with the etnotion. I f  a brother and sister have grown up with 
fee lings of jealousy, they wil l  tend to perceive every situation with 
resentment and wil l  be incapable of being impartial in their 
j udgements. 

Sarah has recently been promoted at work and her mother is 
passing on the good news to her brother, Peter. 

'I wonder who she had to suck up to in order to get that,' he 

responds. 
Mother, quite shocked replies: 'Sarah isn't l ike that! She is very 

consc ientious and good at her job.' 
Peter shrugs, 'They tnust be short on staff. I wouldn't put her in 

a position of authority . '  
'Why ever not ?' 
'Oh, mother ! '  Peter sighs. 'You know Sarah. She'll try to be 

fairy godmother to everybody and that doesn't work when you're 
in charge. You have to be able to control people and Sarah 
doesn't, she manipu lates them.' 

By this time the tnother is upset, wishing her two children liked 
each other, wondering where she went wrong, helpless to change 
anything. She could argue Sarah's case but realizes this will only 
alienate Peter further, for part of his problem is that he needs all 
his mother's praise and approval for himself. 

'You never could see anything wrong in her! '  he explodes 
angrily ( though i n  rea l i ty he isn't really angry but by now is feeling 
very hurt) .  

' I  see fau l ts in both of you,' she protests, 'but I also see all the 
wonderfu l things you have both achieved and I'm very proud of 
you. '  

Slightly m o l l ified he k isses her cheek and turns to leave the 
house. Outside he meets h is brother, Jack. 

'Hey ! '  J ack greets hitn. 'Heard the good news ? I've just landed 
that big contract I was tel ling you about.'  

'Great ! I hope i t  goes wel l ,  you deserve a break,' Peter says. 
What i s  the d ifferenc e ?  H e  feels no threat from his brother, 

there was never any cotnpetition between them and their parents 
treated them a like. But Sarah had been different, she was a girl, 
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and he had been aware that in many subtle ways h is parents were 
softer on her. When she cried his dad would always put her on his 

lap and comfort her, but when he got upset n o  one took any 
notice. Remember, this is the way he recalls th ings from his view 
point. He climbs into his car wondering why he feels so bad about 
Sarah. Other people like her and, he adm i ts,  if she was in real 

trouble he'd do anything to help her. The best th ing, he decides, 

is to avoid seeing her and any time h i s  mother turns the 
conversation towards her he'll  j ust  keep quiet. This is using 
avoiding tactics which will prevent any outward conflict, but they 
are not going to resolve h is inner conflict or make him feel better 
towards his sister. 

How could this situation be resolved ? First Peter has to 
recognize that he has a real problem caused, not by his sister's 
behaviour, but by the way he feels.  Then he needs to spend time 
with his sister and talk through the problem. I f  they care for each 
other - and in this case we know they do - then she will help him 
to overcome the gnawing jealousy that is destroying any hope of 
peace. Perhaps she might have a word w i th her parents suggesting 
that they make an effort ro demonstrate their feel ing for him. 
Many times parents fail to recognize that their son's feelings, often 
discounted in our society where men are supposed to be 'tough and 
not cry', are as real as a daughter's. There will  still  be occasions 
when Peter experiences the old j ealous fee l i ng raise its head, but 
having become aware, he should be able to recognize when this is 
happening. By using a l ittle positive self-talk he will  be able to 
prevent his feel ings from escalating out of control .  

When you are being criticized and you know that you are in the 
wrong, try using the following procedure: 

Someone says to you, 'You always dom inate the conversation 
when I bring my friends home . '  

1 Admit it. ( You should feel safe enough to do this within the 
family. ) 

2 Indicate when you recognize the criticism is fa ir. I didn ' t  realize 

I did that.  
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3 Voice future intention that will avoid further conflict. I'll try 

to remember and take a back seat next time . 

When you are certain that you are right and just in your criticism 

of a member of the fam ily it is wise to: 

1 State your case. You are not pulling your weight around the house. 

2 Listen to their response and try to understand - empathize. I'm 
so tired when I get home from work (or school) . 

3 Exercise patience, understanding, tolerance. I understand , but 

perhaps you need to organize your time so that you don't waste it. 

4 Be assertive and stand your ground if appropriate. I'm going to 
set you some tasks that you can fit into the weekends and I expect 

them to be done . 

ACTIONS DON'T AL WAYS SPEAK LOUDER 

THAN WORDS 

I am surprised how many young adults feel their parents don't 
really care about them because they never say so. 'But I 'm always 
there for you' or 'Didn't I buy you your car?' or 'You should know 
I'd do anything for you', are the kind of responses they get when 
they question the parent. Many people do believe that actions 
speak louder than words and there isn't any need to keep telling 
people how you feel .  I f  i t  happens too frequently there may be a 
ring of insincerity about it, sounding as if i t  is being said more from 
habit than from a spontaneous emotion. The truth is that most of 
us need to be told occasionally. 

There are many people who really care very much about each 

other but find it impossible to put their feel ings into words; this 
is often because they never heard or witnessed love being 
demonstrated when they were young. With some folk such 

demonstrations of feelings or words are embarrassing. I recall 

seeing an old friend last year whom I hadn't spoken to for some 
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time and discovered he had been quite i l l .  We chatted for a while 
and when we parted I gave him a hug and k issed the side of his 
cheek. He felt stiff and awkward and I could tell  that he found it 
hard to respond. However, his eyes were s m i l ing as I left him so I 
didn't feel my spontaneous actions had been rej ected. He d ied a 
week later. How glad I was that I had showed him that I cared 
about him. We never know when this m ight be the only 
opportunity we have to say or d o  those t h i ngs that need to be 
done, or which reflect our feel i ngs. 

Of course there will be situations within the family where you 
are close and you know this. You would d o  anything to help each 
other and you feel there is no need to express al l  this i n  words. But 
wou ldn't it be nice if a brother, sister, pare n t ,  or child d id say, 'I do 
love you ' just once in a while ? You could say i t  too ! 

POSITIVE CHANGE 

If  you have a relationship with someone that needs pOSItive 
change, or you need to say thi ngs you have avoided saying, you 
may l ike to use the following exerc i se .  Read through i t  fi rst, then 
when you are ready to do it,  find a q u iet p lace where you will  not 
be interrupted. ( I f there's no place at home, s i t  in your car, or close 
your eyes and do it all. a trai n  j ourney, or luck yourself in the 
bathroom for ten minute s ) .  

Exercise 4 - Positive change to improving a relationshi/J 

Close your eyes, relax and breathe deeply for a few minutes. 
Pay attention to your breath i ng, try to s mooth out any 
j erk iness or unevenness; feel your chest gen t l y risle: and fall  as 
you breathe in and out . . .  Now mentally check over your 
body starting with your toes and fee t ;  t i l t  your toes up towards 
your body, tense the muscles and then let gu and rel a x .  Do the 
same now with your calf muscles and then your th igh muscles 
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- tense for a few moments and then let go and relax. Imagine 
that your legs are as heavy as lead, so heavy you just don't 
want to l i ft them. Now pull  in your tummy muscles, hold 
them . .  . let  go and re lax . Next, breathe in very deeply, hold 
that breath for a few seconds and then breathe out and relax. 
Now tense your shoulders and your neck muscles; again hold 
that position for a few moments before you drop your 
shoulders, let go and relax. Fina l ly tense the muscles in your 
arms and hands, make your hand into two fists and hold on 
tightly for a few moments . . .  now release all that tension, let 
go and relax. 

2 For a few m i n u tes pay attention to external sounds - maybe 
you can hear the sound of d istant traffic or people going past. 
Now be aware of any closer sounds, the clock ticking, your 
own breathing. 

3 Picture yourself in a p lace where you feel utterly at peace -
make this somewhere out of doors, it could be in a lovely 
garden ( real or i m agined ) ,  a heautiful beach, in a woodland, 
s itting outside a country pub - anywhere will  do. 

4 As you p icture yourself s itting there you begin to examine a 
relationship you want to improve. With no need to defend 
yourself or to feel negative emotions, j ust think about how you 
could improve this relationship. Move things around inside 
your head until you feel good about them - imagine a positive 
response. 

5 Imagine that you now look up and see, coming toward you, the 
figure of that very person you have been think ing about. You 
wave and they wave back. Perhaps you rise and go to meet 
them. M i nutes later you are sitt ing side by side, relaxed and 
peacefu l .  

6 You begin to talk, saying to them those things you have been 
needing to say, things that will  really improve your relation­
ship. You clear away old misunderstandings affixing no blame, 

accepting respons i b i l i ty for improving the situation. You can 
tell this person how much YOll care, how important they are to 
you. If it feels appropriate you can take their hand, give them 
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a hug. 

7 When you are able to envisage a pOSItive response, make 
yourself a promise to fol low it through when next you see this 
person - if necessary make a point of arranging a meeting - or 
j ust turn up on the doorstep with a smile. 

The negative pictures we play over and over again inside our 
m i nds have a very powerful influence on the way we see life and 
the way we behave. By changing negative pictures to positive ones 
we change our responses. 

LIVING WITH THE ELDERLY 

Why is it that so many elderly people now l ive in nursing homes 
or retirement homes ? If we go back fifty years they were almost 
unheard of. Five generations ago almost everyone's way of earning 
a li ving was connected with the land, but as industry developed, 
and cars, trains and planes enabled us to explore our world, many 
fa milies were split up. People moved to find work, to get 
promotion, to cash i n  on new opportunities. They began to have 
choices so that some moved to l ive in the country and others 
settled in the c i ties mak ing them their new home. As things 
progressed and ageing parents needed to be taken care of, or 
he lped by l iv ing close to their fam i l ies, there was, in many cases, 
no longe r anyone to fi ll  that role. Moving an elderly parent to live 
w i th you can work but it can also be quite disastrous. If they have 
lived most of their l i ves in one location, moving means leaving 
beh ind o ld friends and a way of life that has been familiar to them 
for perhaps seventy or eighty years. Caring for an elderly relative 
may inhibit other activities such as working on committees, or 
spend ing time with friends, or pursuing hobbies, and one can 
begin to fee l  very resentful.  The elderly person in your life may be 
a del ight to l ive with, but they could be cantankerous, bitter, 
ungrateful .  If YOll are contemplating such a move, the best advice 
is to give it a try-out first. If this is impossible, think hard before 
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you make any move that cannot be undone; it is k inder never to 
embark on such a proj ect unless you absolutely know YOll can stick 
with it. Constant conflict or l iving with unpleasant undertones is 
not the way for the e lderly to end their days. 

Janet and her husband decided to take over the responsibil ity of 
caring for her mother. They bu ilt  an annexe on to their house 
which enabled the old lady to have her own rooms and to be 

comfortable. After s i x  months they had become desperate. The 
mother was so lonely that she spent every evening sitting with 
them and they almost completely lost the privacy in their 
relationship they had p rev iously enjoyed. When they tried to 
explain this to her she retired to her rooms and refused to spend 
any time w ith them, e ating alone and sitting for hours staring out 
of the window. 

You going to be okay , granny? 
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To live with an elderly person can be very rewarding, adding 
another dimension to your l ife; perhaps they take on little tasks 
and actually afford you more freedom. But if they become very 
severely disabled or mentally confused, unless you have plenty of 
support , you can expect to fee l  exhausted and fed-up at times if 
not downright depressed. A lot of communication and fore­
thought needs to go into the decision before you take a step that 
can be very hard to retract. If you are forced into placing your 
parent in a 'home', beware of guilt. Spending the next five years 
feeling remorse will  do no one any good. Where you honestly 
cannot see l iving together working, it  is better to avoid conflict by 
taking the right action from the beginning and then, recognizing 
why you have done this, you do not carry around a burden of guilt. 
Remember, you have done what you believe is best. Al though 
famil ies may love each other, it  is not always possible, or 
advisable, for them to l ive together. 

If you have an elderly person l iving with you and there is a lot 
of conflict or irritation, try to identify the core of the problem. It 
may be that you are not getting enough time to yourself. In this 
case seek help, there really is p lenty out there. If you make it 
known to your local church they will probably be able to arrange 
for some 'sitters' to come and visit your old mum or dad. Help The 
Aged and The Carer's Group are two organizations that can offer 
practical help and advice. You are far less l ikely to get fed-up if you 
have time to pursue your own interests. Remember also that the 
elderly need to have friends and interests of their own; by helping 
to arrange this you enable them to retain their own identity and 
provide outside mental stimulus. 

Julie had looked after her mother for two years without a break 
when she exploded one day, yel led at her mother, smacked her, 
and then burst into tears. I t  wasn't until  a l l  this happened that she 
realized she was at breaking point. It  need never have happened if 
she had acknowledged her feeli ngs earlier and taken steps to give 
herself time away. 
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TOTAL BREAKDOWN 

When this occurs within a family it seems that nothing can ever 

resolve the s ituation. Even when attending a funeral of a close 
member of the family,  those who have never spoken for years may 
still ignore each. Sadly, they miss the opportunity to move forward 
and let bygones be bygones. 

Before any possible hope for reconcil iation there must be a 
desire to put  things right. This may only be on the part of 
one of the inj ured parties but can sti l l  be a pos itive start ing 
po int. 

A l ice was i n  this position, her daughter- in-law had not 
spoken to her for over ten years and nei ther had she seen her two 
grandc h ildren in a l l  that time. Her son still  visited her very 
occasionally but a lways alone. He never mentioned h is family 
unless asked and then e xcused his chi ldren not visiting by 
explaining that they were too busy with their studies; he had to 

admit that h is w i fe s i mp ly would not come. A l ice said she d idn't 
know why, but I bel ieve that she was using denial as a way of 
protecting herself. Finally she decided that she would do 
anything, even say she was sorry for whatever had caused the rift, 
just to see h e r  fam il y  again before it was too late . She was 
seventy-e ight and realized that t i me may be running out. A lice 
tried commun icating this to her son, asking h im to relay it to her 
daughter- in-law, but there was never any response. We can 
empathize w i th the old lady, and also appreciate the impossible 
position the son was in - he couldn't force his wife to visit and 
maybe the ch ildren really d idn't care about an old lady they 
hadn't seen in ten years. There is also the possibility that the 
wife refused to l e t  the grandchildren visit  and forcing the issue 
could have caused conflict w i thin the marriage. But then we 
don't know what happened to cause the rift, we don' t know what 
Al ice said or d id - or the way in wh ich it was interpreted may 
have hurt the daughter-in- law. We can't j udge. Let us hope we 
would have handled things d ifferently. 
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A few months ago my son brought home for the night a young 

man who was backpacking around England. He had come from 

Australia and hadn't seen h i s  father or paternal grandmother for 

almost twenty years. There had been a complete rift in the family 
following his father's return to England which resulted in the 
chi ldren being brought up i n  another country without any 
contact. Richard had decided it  was time to put things right. He 
arrived on his grandmother's doorstep w i thout any warning. The 

welcome he received had been overwhelming .  I n  h i s  own words, 
'Just turning up had been the right thing to do.'  Then R ichard met 
his father, sti l l  filled with anger and resentment for the way he had 
abandoned the family and made no effort to keep in touch. But 
when Richard looked a t  his father those feelings melted away as 
he saw his father as 'a guy with a problem'. R ichard told me: 'We 

had a wonderfu l  reunion and a most memorable day. I still saw 
flashes of h is temper that had scared me as a child,  but they were 
no longer directed towards me - sometimes it  happened with the 
traffic ,  once when he lost the parking space he was about to take. 
I actually fe lt sorry for h i m . '  

W e  should use negative experiences a s  learning experiences, 
this way good can come from anything. I n  R ichard's case he 
vowed never ever to abandon his fami ly, no matter what 
happened. When he had talked with h i s  father for some time he 
d iscovered that the reason h i s  father had failed to keep in touch 
was that he hrtd believed it would he better that way for all  of 
them. 

To grow up we do need to move away from our parents; we have 
to develop ways of survival that do not include them. However, 
we are part of a 'tribe' and contact is essential to our completeness. 
The disappearance of this c lose family contact is, I believe, one of 
the reasons why modern society is having such a hard time. The 
security, on-going values, the urge to care for the elderly, the 
community sp irit, are all being lost and there is nothing to replace 
them. 
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HOMOSEXUALITY 

An intimate relationship between two people of the same sex can 

cause a l l  k inds of confl ict, especially within the famil ies of those 
twO people. Although gay relationships are now much more freely 
talked about, most parents find it  hard to understand how their 
child could become homosexual. The parents may fee l  that they 
and their value s  are being totally rej ected. Before decrying their 
son's or daughter's behaviour out of hand, they need to find out 
more and to try and understand. Following detai led research it is 
now known that many homosexual men do actually have either a 
differently constructed brain or hormonal balance. Homosexual 
men rarely choose this path but are compelled there by the way 
they function. One c l ient, in attempting to convey his own 
particular internal conflict told me, 'The way I feel has little to do 
with my sexual responses but i n  a hundred different ways I think 

and feel l ike a woman trapped in a man's body.' Both men and 
women who choose partners of the same sex as themselves may 
also have been influenced by traumas in their past that caused a 
certain psychological response. Lizzy, whose mother demanded to 
know why her daughter was in a lesbian relationship repl ied, 
'Because you never loved me, mother.' In her own way she was 
seeking the love of another women to compensate for what she 
lacked as a child.  

PROTECTION 

I have recently been in contact with several families where one 

member is known to be taking drugs. Protecting them, supporting 
them financially, bail ing them out, achieves nothing. 'But we 
can't let him go to prison - or starve,'  one father said to me. The 

son is twenty-seven and sti l l  l iving at home. 

Protection is instinctual and fam ilies, even those who have 
considerable conflict, w i l l  close ranks against a common enemy. 
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You may call your sister anything, but heaven help the stranger 
who dares to critic ize her! 

I t takes immense strength to stand back and let those you care 
about answer for their own misdeeds. Th is, however, is often the 
best and kindest way to help them. Making excuses for them, 
justifying their unlawful or unacceptable behaviour, blaming 
others, does not resolve the ir problem. If you could see into a 
crystal ball you really wouldn't do it.  

If confl ict occurs, or is resident in your family, examine it 
carefully. Having decided that you really want to end it, proceed 
with the following exercise by first answering the questions and 
then making your decisions. 

1 How long has it been going on ? ( I f  i t  persists longer than a day 
or two it needs your immediate attention. )  

2 Do you know the root cause ? 
3 How important is the issue ? 
4 Do you understand the reactional response of the other 

person ? 
5 Do you understand why you are angry, upse t ?  
6 No matter where the fault l ies, are you prepared to say you are 

sorry without adding conditions to this i n  any way ? ( I t's no use 
saying ' J 'm sorry, but you did start it'  - or ' I 'm sorry, but if you 
hadn't . . .  ' )  

7 You have decided to end the confl ict so you a )  call a truce or 

agree to disagree and let it go or b )  say you're sorry or c) forgive 
uncond i tionall y. 

Depending a ll.  the situation, you may choose to do one or all three 
of these. 

There can be no ifs or buts , to bring conflict to all. end the 'sorry' 
must be genuine and not cond i tional. I t  was suggested to a man 

who declared he really d i d  want to make things up with his 
brother, to telephone this brother and s imply said that he was 

sorry. ' But it wasn't my faul t ! '  he declared.  ' I  d idn't cause the rift.' 
'But do you want to be friends aga i n ?' he was asked. The man's 
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eyes fi lled with tears; he nodded. 'Then who was right or wrong 
twO years ago doesn't even come into it. J ust say you're sorry,' he 
was advised. I t  worked, the man returned ten minutes later 
beaming all  over h is face. 'Thanks,' he said. 'We're seeing each 
other next week. You can't believe how pleased he was to hear 

, 
me. 

There is the possibil ity that when you try to put things right you 
will be rejected or verbally abused, but you will have tried and that 
has to be worth the risk. I f  you approach the other person with all. 
open mind and your intention is to show that you care and that 
the person is important to you, this usually gets a positive 
response. 

I have a friend who regularly tries to communicate with her 
estranged sister; to date it hasn't worked. This doesn't step Peggy 
from trying. 'You never know,' she says, 'perhaps, one day she will 
want to b e  friends again,  but if I give up trying there isn't even a 
chance. '  I n  the meantime she prays for the happiness and well­
being of that s ister. 

Prayer, or meditative thought, is a way of mentally transmitting 
positive v ibrations. How often have you thought of someone you 
haven't spoken to i n  months ( maybe years) and they phone or you 
rece ive a letter from them ? A l l  thought is a form of energy - it has 
all. effect. 
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We expect our friends to understand us.  They have been specially 
chosen, not thrust upon us through family relationships, or forced 
into our li ves by our working env ironment. The relationship with 
friends ought to be ideal,  so why do conflicts happen? How can 
hurtful words and insu lts arise between friends ? Why do friends so 
often seem to d isappo int us or let us down ? And how can we 

nurture a friendsh ip ? 
Our att itude, as we have already seen, is shaped by our 

experiences. If we h ave been let down in the past we may convey 
negative messages and our reserve or m istrust may be mis­
understood or misinterpre ted.  Se lf-doubt or resentment begins to 
creep in: Is it me , or them ? 

EXPECT A TION 

Expectation also plays a large part in the quality of our 
friendsh ip and relat ionsh ips w i th neighbours. Who gives and who 
takes ? Are your expectat ions too h igh ? Too idealistic? Do you 
misinterpret the behaviour of others, look for slights or react 
adversely to criticism ? Criticism can be hurtfu l and destructive, 
but when offered by a friend - the one person you can really trust 
- you should be able to examine i t  and see how it can be 
effec tively util ized . Someone who cares about you is not going to 

wi lfully offer destru c t ive c r i t ic ism.  
J i l l  is  a friend whom J ackie sees about four times a year. They 
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We need to get our priorities right 

speak on the phone in-between times and enjoy the same hobbies 
and interests. It occurred to J il l  recently that she hadn't heard 
from her friend for some t ime. When she mentioned this to a 
member of the family it  was pointed out to her that she was always 
the one who made contact. 'Perhaps,' they suggested, 'she doesn't 
really want to see you or keep in touch.'  This had never occurred 
to J i ll ,  neither had she noticed that she was the one who always 
phones. For a few moments doubt wrapped dark fingers around her 
mind . Was she pushing a friendship that was over ? Why did she 
keep in touch with her? Well,  she admitted to herself, I am very 
fond of her and I enjoy her company. J il l  made a decision and 
dialled her number. Jackie sounded delighted to hear her. 'How 
come you never ring me ?' J il l  asked. 'Well,  you are always so busy,' 
Jackie explained. ' I  know you'll get in touch when you have time 
so I leave it to you .'  
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Bringing things out in the open, asking without accusing, being 
optimistic about the outcome, can all help to avoid misunder­
stanuings and arguments. 

Sometimes friendsh ip may be spoi led by feelings of j ealousy. If 
you had to share parents with a number of competing sibl ings all 
after parental attention, then it is easy to see why you may want a 
'special friend' all to yourself. 

Close friendship should give room for self-expression. Often 
possessiveness occurs when you have only one friend and you see 
him or her equally enjoying the company of several others. 
Suddenly you don't feel so special any more . You may look for 
confirmation of your doubts and begin to read all kinds of things 
into their behaviour: they haven't rung you for a fortnight, they 
ignored you at the last party, they belittled you in front of others. 

We cannot hold on to a friendship by strangling it. The 
relationship needs freedom to breathe. Show that you care, even 
tell your friend how special she is to you, but don't make her feel 
guilty about other friends or you will soon find them avoiding you. 
If you are having these kinds of problems you need to expand your 
own group of friends, start a new hobby, m i x  with a different 
group, offer your help to a charity. N o  one need be lonely or 
friendless, but we do have to give to receive and in this case one 
needs to give of oneself and one's t ime. 

There is the danger of trying to fit in with a valued friend's 
expectations rather than being onese lf. If, for example, you value 
time spent with your friend but really don't enjoy outdoor sport 
YOll ought to be able to explain this and to step back and not mind 
when they enjoy that pastime with someone else. This also applies 
to intimate relationships. 

JUDGING OTHERS 

Where there is complete trust between friends you can say or do 

almost anything, knowing it will not be misinterpreted. You are 
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within your rights to firmly defend friends against unfair criticism 

and gossip. 
When Pat left her husband and two chi ldren the whole village 

was talking - how could she do such a thing ? 'They were such 
lovely chi ldren,'  everyone said, 'and the husband had given her 
everyth ing. ' Pat was a neighbour of mi ne, I knew her well, and 
when she left w i thout telling anyone I was convinced that she 
must have a very good reason. There was no way she would 
have left her children unless something absolutely terrible 
had forced her to go. I even began to wonder whether she had 
been kidnapped or murdered. I waited. Six months later she 
got in touch. I t  was then I d i scovered that her husband had 
become phys ically v iolent towards her, though she had never 
men t ioned this before. She also told me that he had threatened 
to kill  both her and the chi ldren if she tried to take them away 
from him. Pat had made the only decision she felt possible at 
that t ime.  

This poses the question do we ever have the right to judge 
another?  Do we really know the facts and what goes on in someone 
else's life ?  

I t  is  easy sometimes to push a friendship too far, to have 
unrealistic expectations, or to presume that they would do as 
much for u s .  Sometimes this isn't possible, for we all have our 
own way of evaluating things and coping. Be ing able to drop 
everyth i ng to help a friend may come easily to some , but there 
are other people who get easily stressed and find several 
com m i tments arriving at the same time too much for them. 
However, this doesn't make them less of a friend. Judging other 
peop le by the way you would have acted can be very dangerous 
and often unfair.  I would never have done (or said) that . . . is a 
response prompted by the belief that others ought to behave as 
you would . 

Remember friendship is invaluable, tend it with care and when 
necessary, give your fri end the benefit of the doubt. Never take 
friendships for granted. 
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NEIGHBOURS 

Unless we live in isolation, most of us have to learn to live in close 
proximity to other people. Even if you never speak to the man 
down the street or the people next door, neighbours can still cause 
an awful lot of havoc in your l ife . We have all heard of noisy 
neighbours who have their hi-fi blasting out music into the early 
hours of the morning; screaming chi ldren out in the street when 
one is trying to study; the man who decides his hedge needs 
trimming and hacks yours at the same time. Conflict with 
neighbours affects most of us at some time during our lives. 

Learning to use certain strategies and sk i l ls wil l  help to avoid 
conflict and confrontation. Understanding how to interpret body 
language can prevent aggressive reactions from escalating out of 
control.  

Situations with neighbours sometimes j ust cannot be ignored 
and one can't sell up and move on every time there is a problem. 
So how do we cope w i t h  confl ict ing situations with neighbours? 
Of course the best way is to try to prevent confl ict occurring in 
the first place. Try to be a good neighbour. Develop a caring 
attitude wi th a wi l l ingness to see both po ints of view. We need 
to appreciate when someone is  having a stressful time and to 
make a l lowances. Remember that it  is not the offending 
behaviour that usu ally causes the problem but how it is 
discussed: a polite request to speak about the problem that is 
causing you d istress or irritation can often resu l t  in it being 
resolved when you try co-operatively to find a solution. If your 
approach resu lts in withdrawa l,  the ne ighbour avoids you and 
does nothing about the situation,  it  may be his way of dealing 
with what he sees as unreasonable demands, or something about 
which he can do nothing - his son com ing home late at night 
and revving his motorbike engine under your window, or his cat 
d igging up your plants. 

Sometimes finding a solu tion can be fun. Mark kept his dog 
chained up in the yard at night. The problem was that Mark slept 
overn ight at his parents house in town o n  Fridays which resulted 
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in the dog howl ing until  the early hours of the morning. Mark 
refused to do anything about the situation. Frustrated neighbours 

had tried complaining but i t  made no difference. They discussed 

ways of resolving the problem; everything from poisoning the dog 
to opening the gate and letting it out was suggested. Then 
someone had the bright idea of dropping a large marrow bone over 
the fence each Friday night. This kept the dog happy for hours and 
peace once more returned to the community. 

Driven beyond reason we tend to resort to yel l ing or even 
physical v iolence. Ne ighbours can end up in the courts because 
things have got out of control and neither party knew when to 
retreat or when to give the situation time to cool down. When 
yell ing doesn't work one may retreat into si lence, steadfastly 
ignoring the man or woman next door, behaving as if they are not 
there. This can cause a lot of anger in those being treated as if they 
don't exist and a ki nd of hatred campaign gets underway. All  this 
may sound e xtreme and you may think that this would never 
happen to you, but it  is surprising how certain things can drive a 
normally quiet ,  law-abiding person to take things into their own 
hands or to v iolate decent civil ized behaviour. A newcomer to the 
district is often v iewed as having less rights than those who have 
been there for years and any 'pushy' or authoritative behaviour 
may be met w i th resentment. 

The most recent research finds inconsiderate parking as being 
the most frequent cause of friction between neighbours. Now 
wou ldn't you think a thing l i ke that could be easily resolved ? 

Continuing to be a kind or thoughtful neighbour, despite 
provocation, can sometimes work miracles. Jack had such an 
experience. 

Jack bought land which had a public footpath running through 
one field.  Months later he decided to plough up the land and re­
seed it as it was i n  a very poor state. 

A woman, who a lways took her dog into the field for exercise, 
complained bitterly to him: 'YOLI have no right to do this, all the 

villagers have been coming here for years,'  she protested. 
'But the field needed ploughing,' he tried to explain. 
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She didn't want to l isten. 'Remember, we were here long before 

you came. You have to l ive amongst us, '  she warned him. 'You had 

better watch out.' 

Well,  Jack re-seeded his field, put up new styles and re­
established the path. He often saw the woman out with her dog, 

walking the path across h is land - she consistently ignored him. 
Then he heard that her husband had d ied . Despite her rudeness 

he felt sorry for her and found h imself wondering how she was 

going to manage on her own. 
The next time he saw her he made a point of stopping her. 

'Sorry to hear about your husband. If you need a lift into town any 
time I always take my wife in on Fridays to shop and we could pick 
you up if it  would help.'  

Putting the past beh ind them, they began regularly to give her 

a lift and the woman's l ife was enriched by knowing two such 
lovely people. 

Sometimes it  takes a tragedy to get things back into perspective 

and to recognize what really matters in l ife . Often being right or 
wrong simply isn't  important. 

Refusing to get direct ly involved leaves no possible way to 
resolve a conflict. I t  does, however, enable some people to feel 

better as the heartbeat slows and one fee ls more relaxed and in 
control than when one is constantly in the 'battlefield'. 

In circumstances involving conflict with ne ighbours, research 
has shown that it  is men who admit to wanting to avoid 

confrontation while women seek actively to 'sort things out'. This 

is where women may prod and push a man into a situation he 

would much rather avoid. You 'll  have to speak to him ; you 're going 
to have to do something; you can ' t  let them wall< all over you, are the 

kind of phrases that can push someone into endless arguments or 

confrontation. If you truly feel that your way of dealing with 

things by doing noth ing is the wisest course of action, stick to it. 

The problem is that by doing so you can end up feel ing badly 

about yourself, in which case you need to remind yourself that the 

person pushing you may not have the best of intentions. To avoid 

a row or fight doesn't mean you are weak, insignificant, or a 
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coward. Some times backing off is  the wisest thing to do, and the 

bravest. 
An archetypal figure can create conflict that seems totally 

unreasonable. If someone, whom you really hardly know, creates 
feelings of fear or m istrust in you, it may be that the ir appearance, 
or voice, is reminding you of a fearsome teacher or father who 
always intim idated you. I n  a case l ike this you are going to find it 
hard to respond to that person without prej udice. If, for no 
apparent reason, you find yourself dislik ing or distrusting a 
neighbour, ask yourself if he reminds you of someone from your 
past. Once you have recognized why you are experiencing such an 
irrational response you w i l l  find it easier to accept that person 

without prejudging. 

DIFFUSING A SITUATION 

First of all we need to recognize that using a certain posture or 
words can demean, i nsult,  suggest criticism and alienate people. 
To diffuse a volatile s i tuation both your words and body language 
are important. To say you are sorry while adopting a threatening 
stance wil l  be interpreted as tactics to get the other person off 
their guard while you come in for the 'kill ' .  At least 70 per cent of 
communication is body language, your words may deceive but 
your actions w i l l  tel l  the true story. So when you try to d iffuse an 
escalating argument you ITIUSt be true to what you think. 

Avoid argument wherever possible, it  prevents you thinking 

clearly, creates a reaction instead of a response, and causes most 
people to move into either a defensive or attacking position. 
What you need, to make th ings work, is communication not 
argumen t .  

I f  the neighbour's radio i s  persistently blasting out at midnight 
and preventing you from sleeping, explain what your problem is, 

don't verbally attack him as a thoughtless moron. Give the other 

person a graceful way to retract by suggesting that perhaps they 
were not aware that . . .  
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However, if someone is in a rage and threatening your life, you 
back off. No attempt to negotiate a t  that  moment is going to work. 
Enraged people are incapable of applying reason. You may try at 
another time, use an independent person,  write a letter or try a 
phone cal l ,  but at that moment you need to remove yourself from 
the scene. 

When a si tuation is heading for long-term conflict you may 
need to ask yourself: 

• Can I afford to let this go ? If  i t  isn't  going to cause you to have 
a breakdown, intrude on your space, cost you a lot in monetary 
terms, lett ing go may be the si mplest path to a peaceful 
existence. 

• I s  there any way I can help th is s ituation ? Often, by doing 
someth ing that is seen as he lpful you get the co-operation you 
have been seeking. 

• Would it be better to use an independent person to he lp resolve 
this?  

• Is  legal action necessary ? Remember it 's  costly and there is no 
guarantee that you will  win.  

• Do they need to feel that  they h ave won, and if so, can I 
arrange this wh ile s t i l l  achiev ing m y  goal ? I found this 
approach once worked very well  w i t h  me when , by allowing a 
neighbour to purchase a p iece o f  land he had coveted for some 
time I was able to purch ase t h e  l and a longside his property 
which he had tried to 'pro tect '  at a l l  costs, even th ough i t  d id 
not offic ia l ly  belong to h i m .  H e  was ,  I d iscovered , afra id that 
if it changed hands it would encroach on h is pr i vac y . What 
happened in the end was that we agreed between us to see 

that this never happened and h e  became most he lpfu l  anJ 
cooperat ive. 

Megan came to see me as a c l ie n t  explain ing that she was suffering 
from terrible depression. 

' I  never feel well  any more , '  she told me, 'and I 'm always 
depressed . ' 
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I asked her to try to identify when a l l  this started. Gradually she 
told me of a new neighbour who had moved in next door and, 
after only a few weeks, h ad hacked down a hedge that was 

extrem e ly old and rare. 
Tears flowed as she sobbed, ' I t  was such a beautiful hedge. How 

could he have done i t ?  A nd half of it came into our garden. The 
trouble is that the roots were h is side of the fence and so we can't 

take legal action. ' 
' How do you think legal action would have helped ?' I queried. 
' I t  might h ave stopped h i m  doing anything l ike that again.' 
It might,  but i t  wouldn't replace the hedge she was grieving 

over. I then suggested that she considered the best thing she 
thought she could do in the situation. 

'Move, '  she repl ied.  'I  can't bear to look at  the man. But we 
can't afford to. '  

Here was a s ituation where a compromise had to be found. Of 
course she could go on l i ving there feel ing miserable and upset, or 
she could make some pos i t ive decis ions that would enable her to 
feel better. She wasn't ready yet to forgive him. 

I suggested planting a new hedge her side of the fence - one that 
she could tend and watch grow to maturity. 

'But first, '  I said, 'why not go round to see h im, express calmly 
how much you cared about the hedge. You might even suggest 
that perhaps he didn't know how rare and beautiful  it was when it 
flowered .  Then you could ask h is co-operation in see ing that your 
new hedge was a llowed to grow happily on your side of the fence.' 

Before she was able to do t h is I saw her several times, helping 
her to build confidence by using positive affirmation and 
visual izing a satisfactory outcome. 

Once she had a clear picture in her m ind of the new hedge she 
went to call  on the man next door. 

' How did it go?' I asked when she next came to see me. 
'Oh, he was rea l l y  ever so nice. He explained that the hedge was 

scratching h is car every t ime he drove in, and he d idn't know 
about the hedge flowering.'  

Her smile told me the problem had been resolved. 
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UNDERPRIVILEGED 

Badly behaved ne ighbours may have a problem that is  reflected 
in the way they treat you but ac t u a l l y  has noth ing d i rec tly to do 
with you. I speak of those who fee l  underprivi l e ge d .  This may be 
in material istic terms, educat ion a l l y ,  i n  appearance, culture or 
background. Much of school b u l l y i ng is as a res u l t  of young 
people feel ing in some way underprivi leged ; b y  attack ing they 
are suggesting the fau l t  is the other person's. You could label this 
envy. Wha tever the reason, the b u i l d  up of resen tment needs an 

outlet and they are goi ng to take it o u t  on someone. If you have 
a nice car and the fam i ly down the road cannot afford one, it is 
quite possible they may let  down your tyres or 'accidentally' 
scratch the side of your car. I t  isn't j us t  the car that causes this 
behaviour but the fact that they fee l  deprived and a ngered by a 

situation they bel ieve is not their fau l t  and they want to hit  out 
at somebody. 

Remember that at a fundamental level we are tribal ,  and being 
part of a trihe offers protection. Th is is why underprivi leged 
people often form into gangs or groups,  i t  gives them support and 
enables them to feel safe. You are hard ly l ik e l y  to take on , or to 
remonstrate with someone who has j ust trampled a l l  over your 
garden while searching for a ball  i f  there are twe nty other 
youngsters standing at the gate . Someti mes i t  is better to retreat. 
Then again, sometimes it need someone only to g i ve them a 
chance and to treat them with courtesy to ge t a posi tive response. 
Make a person feel gooJ about themse lves, give them a chance, 
and they almost always responJ p osit i vel y .  

SUFFERING 

Almost daily our attention is drawn to stor ies of sufferi ng: from 
the old gen tleman who l i ves up the road l os ing his  wife, to 
innocent peop le imprisoned, cha ined, starved and kept in total 
darkness. The stories that the people concerned tel l  us are, in 
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themselves, a surprise, for they speak of their learning from those 

experiences: that wonderful moment when rays of sunl ight 
pierced the dark , or the d iscovery of a new insight into love. I 
wonder, does it  take something so extreme to happen before we 
learn to get l ife into perspect ive ? When you consider many of the 
things we argue about or al low to contaminate our th ink ing, 
declaring that we w i l l  never forget or forgive, we ought to be 
ashamed. But things that are close to home and immediate have 
such a powerful effect on our emotions that it is more difficult to 
be compassionate than when things do not affect us personally. 

My friend, Pam, who d ied some years ago, he ld the belief that 
most of the things we allowed to upset us were real ly just l ittle 
things. Th is meant she would c lean up after a neighbour who had 
trimmed the hedge and allowed the trimmings to fal l  on her side 
of the fence. 'After a l l , '  she reasoned, 'he did cut the hedge. '  
Quietly putting things right can often take very l ittle effort and 
save unnecessary conflict. 

Feel ings are very powerfu l ,  they do count, and there are those 
who carry around so much hurt that it damages their whole l ife. 
So when i t  is 'only a l ittle th ing', learning to l e t  i t  go is the sensible 
way to prevent the b u i ld ing, brick by brick, of a wall of pain based 
on smal l  d ifferences. 

Let's  end the conflict and meet halfway , is now being adopted by 
nations in an attempt to avoid further war and bloodshed. I t  is 
cal led negotiation. The same attitude could prevent fights or 
stony s i lences with our ne ighbours. What is really important is 
resolving the problem, not w inning the argument. 

Tips 

• Respect at a l l  t imes your neighbours' rights to their own 
opin ions and values.  

• Try to be a good ne ighbour. 
• When a confl ic t ing s i tuation arises, stick to the issue; not who 

is right or wrong. 
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• Be courteOUS. . . . .  
. when a discussion IS turning Into an argume 

• RecogO lze . . . . nt and 
leave it unttl another specified time. 

suggest you . . . 

If keep the issue Impersonal It w t l l  help - you w·l l  
• you can . 1 not 

be seen as attacking the person but dealmg with what has 

happened. 

• When you know that you are in the wrong, admit it and 

apologize. 

6 Conflict in the Workplace 

In my research, questions covering the subject of confl ict at work 
prompted the most response. People seemed always willing to 
answer my queries, throw in their own suggestions, and explain 
how and why they believed confl ict arose. 

Those things employees l isted as the cause of most conflict in 
the workp lace included: 

• lack of communication about what has to be done and what is 
going on 

• bosses who really don't know what they are talking about 
• colleagues who don't pull their weight 
• bosses who don't pull their weight 
• bosses who won't l isten 
• colleagues who will  never do anything to help outside their 

spec ific j ob 
• being unfairly blamed and given no chance to explain or 

defend oneself 
• refusing to take responsibil ity 
• unfair criticism and accusat ions 
• bosses expecting too much from the employee 
• undervalued - lack of recognition and praise 
• unreasonable expectations 
• preferential treatment 
• rumours that come about due to lack of proper information 
• ideas that are put into operation without evidence that they 

will work 
• silly rules and pettiness 
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• over-zealous management 
• hypocrisy 
• sexism and conflict arising fro m  sexual d ifferenc 

behaviour 

From the management point of v iew problems included: 

• unco-operative staff 

es and 

• people who believe certain j obs are beneath them 
• employees who down tools and always leave on time no m atter 

how acute a problem may be 
• ignoring priorities 
• not completing work on t ime and fai l ing to inform 
• changes in law and legislation that have to be implemented but 

appear unreasonable to staff 
• people who allow petty quarrels to affect their work 
• people who put their personal l ives first 
• partners, co-directors and co- managers who refuse to cooperate 

or implement work that has to be done, fail to successfully 
delegate, have differen t  priori ties, do not make themselves 
clear 

When I asked about conflict with customers and cl ients I was told 
that those kind of problems were much easier to resolve as there 
was usually a will ingness on both sides to achieve a satisfactory 
outcome. 

Depending on whether you are the boss or the staff, problems 
are viewed differently. One man I know, who has experienced 
both positions, thought that bosses who won't l isten, preferential 
treatment, people who put their personal l ives first ,  and a negative 
attitude were for him, the worst.  

He shared with me his philosophy: I enjoy my work, do the best' 
I c�n, never quit when things get d ifficult ,  and I take the time to 
enJoy my hobbies and interests. 

I .  recall  one managing direc tor of a very large engineering 
busmess tell ing me that haVing hobbies which he treated with as 
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Little things can drive you crazy 

much enthusiasm as he did work, was what kept him sane. His 
commitment to running the local j unior football team meant that 
no matter where he was during the week, he was always home for 
the match on Saturday. 'Those boys are our future , '  he told me. 
'One day, the respect we show to them now will  be reflected in 
how they handle life when they are grown up.' 

RECOGNIZING PRIORITIES 

The most i mportant thing in the workplace is getting the job 
done. If  this fails everyone is out of a job anyway. People who fight 
against change someti mes fail to appreciate this. What seems 
unnecessary to them is often done to enable a business to survive 
or move forward. Sometimes there will  have to be a complete 
restructure or the business goes under. 
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In some impossible s i tuat ions the employer may decide that all 
the aggravation isn't worth the returns and close down the 
business. Th is happened some years ago w i t h  a man who had 
really tried very hard to care for the wel l - be i n g  of his  employees. 
He had, at his own cost, arranged for them to rece ive ful l  pay for 
up to three months when they were s ick,  private health 
treatment, paid time-off for further tra i n ing, and at Christmas he 
went round to each home with a hamper of food and a turkey. 
When unrest and resistance began among h is workers because a 
full order book meant working overtime, h e  fel t  t hings had gone 
far enough. He closed the business and retired. ' I  have made 
enough to l ive if I am carefu l , '  he sa id. ' I  j ust  couldn't take any 
more. It wasn't worth i t . '  

It  helps if you work i n  a n  organization, o r  a large firm, to 
recognize that the most successful  way of accompl ishing things is 
to drop the 'them and us' atti tude and to see yourselves as part of 
a complete unit. You need each other to make things work. You 
also, in many cases, need the investors, so if a large proportion of 
the profits goes in the ir direction it  helps to bear in mind that 
without their investment there wouldn 't  be a job. 

It is important to recognize that people's bel iefs d iffer. This 
doesn't necessarily mean that one is wrong and the other right -
they are very diffe rent. We may have d i fferent be l iefs from our 
colleagues, or staff, but that should not prevent a joint effort from 
succeeding when our objectives are the same. 

Where people's personalit ies d iffer it is  not possible to change 
them, so learning to work with them is the only way. Seeing 
things differently at times may turn o u t  to be a real bonus. 

Your personal aims will  not a lways coincide w i th those of the 
people with whom you work. We need to recognize when this is 
the case and so avoid disappointment or frustration. There will 
always be those for whom family comm i tments or hobbies come 
fi rst. Insisting on overtime being worked and fa i l ing to appreciate 
the importance of family celebra tions ur a loca l  football  match, 
will not get you the best results - it cuuld lose you a good worker 
or col league. 
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However, you need also to be aware of the dangers in getting 
toO personally involved, or you can find that you become a welfare 
officer for the whole family of your staff - wasting precious hours 
on the phone trying to help resolve problems that ought not to 
concern you as an employer. You can, at times, become too kind 
and sympathetic which is fine in your own time but doesn't help 
run a business. 

The most important thing from the management's point of 
view is completing the job and getting the work out so that it can 
be invoiced. As an employee you may feel  that quality is more 
important and that you cannot bear to see work for which you are 
responsible go out if it's not up to standard . As you are paid by 
those who employ you, then you may have to accept that in the 
workplace some of your standards or priorities have to take second 
place. The stress of being forced to put into production new 
inventions before they were ready caused a friend of mine to 
become i l l .  Final ly he decided he was not going to compromise 
and so left the firm. Life is about making dec isions and from time­
to-time we a l l  have to make them. 

Fix your mind on the goal, remember why you are working and 
if you are unfulfil led try talk ing to someone who may be able to 
help. Perhaps you need more respons ibil ity, flexibil i ty or a new 
chal lenge. 

Your personal goals may be quite different from your firm's. Can 
you l ive with this ? Perhaps your dreams and ideals will  need to be 
real ized away from the workplace. People divide roughly into two 
categories where their work is involved: there are those to whom 
the work they do gives the ir l ife purpose and meaning, and there 
are those who work to earn the money which allows them to do 
what they wish with their l ives elsewhere. If these two can be 
combined there is a total sense of fulfilment but for most people 
this is not possible. 

Cassie works night shifts and long hours because by working 
this way her income is greater and that enables her to pursue her 
hobby which is water-skiing. This hobby means so much to her 
that she is prepared to put up with anti-social hours and dirty, 
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physical hard work . She st i l l  does her best but does not delude 
herself by attempting to clothe it with high ideals. 

If you do not like your job you have three cho ices: leave, change 
your attitude, or accept you don't l ike it and focus on the 
advantages: perhaps it's c lose to home and does not involve long 
journeys; or i t  enables you to finish when the children come out 
of school; or the money is good. 

FOR THOSE IN AUTHORITY 

Tips to improve relationships and efficiency: 

• A void being patronizing. 
• Beware of tak ing people for granted.  
• Do not make promises you have no i ntention of fulfil l ing. 

( We' ll see about that is often interpreted as a p ro m ise ) .  
• When you make mistakes don 't use other people t o  cover u p  for 

you. 
• Take time to get to know your staff . 
• Beware of those who focus only on the problems and not on the 

solutions . 
• If something isn't work ing, change it .  When you discover an 

old way was more prod uctive don't be too proud to adm i t  it, and 
reinstate the practice or procedure. 

• When changes are about to take p lace that w i l l  affect the staff 
keep them informed. 

• When yuu set deadlines follow them through - if they are seen 
as not important, staff wi l l  lose trust and c o nfidence in you. 

• Remember it's okay to point out when thi ngs are not going 
according to plan or drop below standard so long as you also 

give praise when it is j ustified. 
• Recogn ize where your responsibi l ity begins and e nds: to take on 

more than you can handle leads to inefficiency, to pass things 

on to someone else when the go ing gets tough is unfair, 
especially when you are d irectly responsible.  
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• Act w i th dignity, treat others w i th courtesy, apply a little 
humour, and with a b i t  of luck you'l l  survive. No one said that 

being at the top would be easy ! 

A man who was in charge of the firm where my husband worked 
always made a point of walking through the workshops once a 
week - no matter how busy he was - and speaking with each 
employee in turn. He would keep a l i ttle notebook to remind him 
when someone had been on holiday, or celebrated an important 
occasion, or a baby was expected, and his kind enquiries were 
always appreciated. My husband told me that any member of the 
staff would have done anything for that man, he was so wel l - l iked 
and respec ted. He showed that he cared. 

In a conflicting s ituation, being a good l istener will reduce stress 
and lead to better communication. People need to feel they are 
heing taken seriously and even if nothing can be done to alter a 
si tuation you w i l l  have more co-operation if they feel  you have at 
least heard them out. 

BLAME 

The role of management is to skipper the ship and make sure that 
the crew are looked after and that you arrive safely at your 
destination. I t  is absol u tely no use blaming one of the crew when 
the ship is going down, so be aware at a l l  t imes of your true 
responsi b i lity. To many, inj ustice is the hardest thing to accept. 
As the boss, proving you did not do something, or that it wasn't 
your fault ,  is something you may have to let go. Seen in this l ight 
you are going to have to take most of the responsibility, criticism, 
and blame when things do not go wel l .  

A s  we have a l ready seen, accusation fails  to get a positive 

response; where this concerns more than one person those con­

cerned immediately j o i n  ranks to defend themselves. Intentional 

or not, by accusing someone you cause them to feel threatened. 

Try to convey the fee l ing that you really do want to find the 
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solution rather than blame anyone. You make me angry is an 
incorrect statement - we choose our responses e i ther consciously 
or unconsciously. A lso remember that to blame someone else is to 
render yourself helpless, for what you are saying is that you can't 
do anything about the situation because of someone or something. 
When th ings go wrong your approach needs to be NOT Who is 
responsible? but How did this happen? How can we correct it? How 
can we prevent it happening again? 

Instead of search ing for someone to blame, learn to see that 
sometimes all  that is needed is  to forgive and accept respon­
sibil ity. We al l  make wrong decis ions sometimes, whether you are 
the President of America or the person who opens the mail. 
When a thing is done i t  cannot be undone; by applying a positive 
approach you move on. Making m istakes, doing something 
wrong, is a learning experience - you know not to do it that way 
next time. 

All too ofte n our responses are governed by fear. Will they sack 
me? Bawl me oue Make me look ridiculous in front of everyone? Will 
1 have to pay for this ? 

To resolve the problem where blame is being used, even if this 
involves only two people, call ing a meeting ( or enqu iry) is a good 
way of temporarily remov ing yourself from fac e  to face conflict. It 
gives both of you space and t ime to consider, and although 
deliberate delay can a lso cause confl ict,  i t  is more often 
constructive in helping ult imately to resol ve the problem. 'Let's 
meet after lunch - or tomorrow - and take a look at this.  We will 
both be in a better position to d iscuss it ration a l l y . '  I f  you have the 
authority to give the meet ing an offic ial air  t h i s  w i l l  a lso help. It 
may also prevent th ings going that far another time. 

Many people are currently using the med i a  as an excuse and 
blaming the bad examples of well-known personal i ties and 
misinformation. We blame TV or the newspapers for our problems 
or weaknesses. We are told that the reason we can't do certain 
things is because of the inab i l ity of teachers or the police or 

politic ians to set an example - or that our d iet ,  pollution or a 
strange new virus is the cause of our prob lems.  The trouble l ies in 
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the fact that at least half of the time we really believe what we are 
being told. I t  used to be called propaganda, now perhaps it  would 
be more accurate to label i t  'systematic destruction of the human 
being's ability to think for himself '. 

Returning to the effects of delay: when you are waiting for some 
materials, a p iece of equ i p ment, or for a job to be done, excessive 
delay can be very serious. If nothing happens to right the 
situation, fee l ings w i l l  escalate from frustration to anxiety and 
then to anger. We h ave al l  heard people yell ing abuse over the 
telephone when something l ike this happens. If your pipes burst 
and the p lumber doesn't arrive, or al l  your l ights have gone out 
and you are p lunged into darkness, i t  is hard to stay calm. But 
real ly being politely insistent w i l l  get the man to your door faster 
than cal l ing him names. If you are the person respons ible for the 
delay - or m isunderstanding - apologize, then excuse yourself and 
deal with the problem. 

Waiting to be paid, especially if you run a small bUSiness, can 
eventually turn d istress into outright anger. When polite requests 
fai l  and the customer ignores you, there becomes an explosive 
moment when you may fe e l  l ike breaking down their door. Should 
you find yourself in this position it is more productive to let the 
smal l  claims court deal with the problem. 

EXCUSES 

Excuses only irritate - if you are already stressed they can 
infuriate. W h y  do people use excuses ? Usually to avoid admitting 
their omissions, weaknesses, faults, or to play for time. Excuses 
also enable us to avoid making the effort. One of the times when 
this most frequently occurs is when something or someone is late 
arriving. 

Some people are habitually late and really j ust don't seem to 

know how to change. This can cause chaos within a fami ly, 

frustration in a relationship,  i t  may result in losing one's job at 

work. Someone w ith this problem needs retraining, step by step, 
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by someone who has patience and understanding and who will 
offer support and encouragement. Sometimes a big shock, such as 
the one my mother once gave to m y  father, may work. Although 
my father had his own business, he always found getting up in the 
morning extremely difficult and depended on my mother to keep 
prodding him and nagging h i m  u n t i l  he finally got out of bed. 
Even then he grumbled at her and was not grateful .  One morning 
she decided she'd had enough and left h i m  s leeping. On waking he 
discovered he had m issed a very i mportant meet ing. My mother 
refused to accept respons ibil ity any longer and from then onwards 
he was forced to set the a larm c l o c k  and rise without any 
prompting. 

Another type of person may have the comp letely opposite 
problem, always arriving far too early everywhere, which can be 
frus trating for those who are forced to fit into an unrealistic time 
schedule. At the root of this behaviour is fear.  I n  Jenny's case, as 
a child, her mother's casual approach to t i me meant that Jenny 
was frequently late for school and had to walk into class amidst the 
whispers and giggles of c lassmates and the strident accusing voice 
of the teacher. Once Jenny ident ified the cause of her fear she was 
able to use a more rea l istic approach to being on time. 

When you are tempted to use an e x c us e  in your workplace, 
make sure it is a reason - you ' l l  get a better response and won't 
experience gu ilt. 

MAKING THINGS BETTER 

No matter what your position at work, you can i nfluence things 
for the better. Som.eone who is fee l ing very despondent can be 
smil ing minutes later if the right approach is used . Happy people 
are more content, less l ikely to complain or  get i nto arguments, 
and they create positive energy from which everyone benefits. Try 
smil ing and sharing a joke with people who have really boring 
frui tless jobs. The fact that you bothered to notice them makes 
them suddenly aware that l ife isn't rea l l y  so bad.  
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Remember to be aware of internal dialogue and tell yourself 
regularly that you're good at what you do; that work can be a real 
challenge; that your efforts do make a difference; and that you can 
make things happen - if you really want to. 

If there is a bad atmosphere in the office where you work, or in 
the store, the ward, the classroom, on the workshop floor, look out 
for resentment - it isn't always towards the management. Where 
some workers appear to get off l ightly while others carry the load 
there w i l l  be unrest and negative undercurrents. Again, you need 
to talk about it and see if anything can be done to improve the 
situation. 

PETTINESS AND SILLY RULES 

No matter how mature your outlook, pettiness or silly rules can get 
to you. Even if you maintain a calm outward appearance you can 
end up feeling very fed-up on the inside. Sometimes these feelings 
finally escalate into a frustrated explosion. Often those respon­
sible are not aware that their decisions are causing negative 
reactions, or they are too obstinate to change them. Being told, 
'You must not use the premises for personal activities' meant one 
woman being sacked because she operated a small lottery 
synd icate during the lunch hour in her own time. Another lady I 
know went to work at a checkout in a large food store. She was 
told that she mustn't pause to speak to other members of the staff 
sti l l  working on the t i l ls when she stopped to go for her breaks. ' I  
have never treated people l ike that in my l ife ! '  she said, and a few 
days later gave in her notice. 

You w i l l  probably have experienced petty rules yourself. If they 
bother you , try to communicate with the one respons ible; it's 
possible that she is unaware of how pointless or infuriating the 
rules are. M aybe she can offer you a good reason for them that 
enables you to feel better about adhering to them. 

People at management level who become over-zealous -
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watching for every tiny misdemeanour - are focusing their 
attention in the wrong d irection and wil l  be seen as petty and 
small-minded. Saving a few pence while pounds are being wasted 
elsewhere happens all too frequently. 

At a local motorway services the manager decided that in order 
to economize he would get rid of the man whose job it was to 
collect the overnight parking fee from lorry drivers. The man's 
wage was less than a quarter of what they took in fees but this was 
completely overlooked. When this was pointed out by one of the 
staff the information was ignored. Someone was either a very poor 
manager or on an ego trip that prevented h im from admitting 
when he was wrong or that there might be a better way of doing 
things. Behaving l ike this does cause resentment and when a 
bigger issue comes up it may be used to fuel feelings of frustration 
that can then escalate into outright conflict.  

The good news is that many organ izations now recognize that 
useful information can be gleaned by l istening to their staff and 
regular meetings are arranged for this reason. The person 
experienced in doing the job often knows more than the manager 
and can offer productive suggestions to improving quality, saving 
costs, or boosting output. Some firms even offer financial rewards 
to employees who put forward ideas for improving production or 
the product. 

Unnecessary procedures and paperwork are also seen as stupid 
bureaucracy preventing people from gett ing on with their job. 
Blame here is usually j ustified and the government is beginning 
to recognize (at last ! ) that what people need is less paperwork, 
not more. It  has been suggested that for some, creating more 
paperwork is a way of j ustifying their j ob - if this is true it 
does nothing for their self-estee m. I n  order to induce change, 
many people will have to speak out - certainly doctors, 
police anJ teachers I have l istened to ,  bemoan the fact that they 
waste valuable time fi lling in sheets of paper that prevent them 
from doing the job they are employed t o  do.  Such seemingly 
pointless requirements create frustration, fee l i ngs of impotence, 
and results in the build-up of stress. If  you can do noth ing 
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to change the system it's best j us t  to accept it or try to dis­

regard that particular area - seething over it will  do you no good 

at all .  

UNREASONABLE RULES 

A doctor recently expressed to me how unreasonable rules and 
requirements by the Government and within the health service 
were creating problems and causing stress in many medical 
practices. One major problem, he explained, was that in selecting 
doctors to j oin the practice ( or to work in hospitals) they were not 
allowed to d iscriminate between the sexes. But in reality having 

an even balance of male and fe male doc tors did not work. The 
female doctors, quite rightly, wanted to take time off to have a 
family, or to be with their family, and the majority wished to work 
only part-time. ' I 'm all  for fairness,' he said, 'but this doesn't work. 
It means that the rest of us have to work many extra hours to cover 
for up to six months at a t ime while a female doctor is taking 
maternity leave, and something like eighty per cent of night calls 
in our practice are done by the male doctors. '  He wasn't belittling 
the contribution female doctors made, stating that many patients 
preferred to see a lady doctor. The only way to avoid this kind of 
stress and conflict, he believed, was to make sure that the 
requirements of the job were clearly defined and understood by all 
those concerned before any new doctor was taken into the 
practice. 

The police force experiences similar problems with inflexible 
rules that prevent them from doing their j ob properly. If one 
policeman steps out of line in a volatile confrontation with a 
criminal by using swear words or hitting the culprit, he can be 
subjected to media exposure and criticism regardless of the 
circumstances. Quite recently a policeman who had been injured 
and was lying on the s ide of the road waiting for an ambulance 
used a swear word when speaking to a colleague. This was 
overheard by a passer-by who reported him to the superintendent 
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who then had to fol low this up and use d iscipl inary action. Is it any 
wonder that such rules cause confl ict?  

Talking to a man who runs a small  post office I discovered that 
impractical requirements and rules control h is working life. For 

example, when someone wants to post a parcel the post office staff 
are supposed to weigh the parcel and then hand it back to the 
customer who must stick the stamps on h imself. This, he pointed 
out, is almost impossible to do when they are busy as it means 
holding up everyone else while this takes p lace, or for the 
customer to move away while someone else is attended to and 
then to queue again to hand back i n  the parcel .  Completing the 
paperwork for Recorded Del ivery is also supposed to be done by 

the customer, but, as J ohn told me,  with h is experience it is much 
more efficient for him to complete the paper work for them. 

If you have any influence over rules which could be petty or 
unfair, perhaps you would l isten to those affected, use common­
sense, and do something about them . I f  you are the one affected, and 
no one will l isten, it may help to turn those petty rules into 
cartoons in your head and see them as ridiculous even though you 
may have to fol low them. This w i l l  help.  Laughter is a wonderful 
way of coping with situations which you cannot change and it can 
also discharge negative energy. You may have had a personal 
experience of being in confl ict with a colleague and then 
something happens that makes you both laugh, after that it's 
almost impossible to take the issue seriously. 

RUMOURS 

These are going to happen no matter how correct or careful you 
are. They can cause a great deal of misch ief or u pset. Start 
muttering that the firm is struggling and people begi n  to look for 
alternative employment. I t  is important to keep s taff informed 
and by acting positively, to give them confidence.  Some changes 
may have to be kept secret until  implemented.  I f  you arc in this 
type of situation, demonstrate confident behaviour - remember 
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that body language is constantly being read. When you are 

feel ing exc ited, confident, or despairing, your staff will sense 

your mood. 
When people become unsure they experience fear, and when 

people are afraid there is a build up of tension; often this tension 
is released by starting an argument. This can be prevented by 
communicating effectively and setting the right example. 

Rumours at a personal level can easily degenerate into bicker­
ing, resentment and d irect confrontation. If you hear rumours that 
concern you, before getting upset, investigate. 

Bill,  who is area manager of about twenty camera shops, heard 
that a letter had arrived on his superior's desk accusing him of 
rac ism. He was not only angry about this but also upset as he 
definitely d id not see h imself as a racist. Because he had not been 
informed d irectly of this letter he didn't fee l  he could do anything 
about it.  However, d istressing thoughts continued to bother him, 
he became d istracted at  work and his level of competence 
dropped. Finally he decided to ask h is boss whether there was any 
truth in the rumour, and to explain his position, making it clear 
that he treated everyone on merit. As shop manager he was 
responsible for recruiting, and as almost half the staff were people 
of ethnic origin he fel t  he had evidence to support his position. He 
was delighted and rel ieved to hear h is boss confirm that he had 
received such a report but had taken no action as he didn't believe 
a word of it .  

Avoid spreading gossip. Before passing it on,  ask yourself, Am I 

right to talk about this? If  it is directed at you and is serious, the 
sooner you denounce it  and/or ask those responsible to prove it, 
the better. Gossip and rumours can have a disastrous effect and 

even cause some people to take their own lives. 

HYPOCRISY 

Don't be a hypocrite. Tel ling your staff that there is a need to 
economize and then going out and buying a new car isn't going to 
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convey the right message. As we have seen with people in recently 
privatized public util ities, managers giv ing themselves large salary 
increases wh ile freezing the spend ing budget or cutting back on 
staff only creates resentment and loss of respect. 

'Say what you mean and stick by what you say' is a good way of 
avoiding this problem. People do respect sincerity, and by being 
honest and sincere you earn a posit ive response. 

When the boss of a small factory went down on the workshop 
floor to help get out an important consignment of goods, one of 
the staff looked at him, rubbed the back of his neck in wonder, and 
said, ' I 've been working at one job and another for the best part of 
forty years and this is the first time I 've ever seen a boss rol l  up his 
sleeves and help. ' The boss's act ions demonstrated more clearly 
than words how very important the job was. After that no one 
ever minded helping out or staying on i f  it  was necessary; they 
knew that the ir boss spoke the truth. 

FALSE PRIDE 

How often do we refuse to cl imb down, admit  we are wrong, or 
refuse to accept criticism because of pride ? Being proud of 
achievement is one thing, but pride that becomes an obstacle to 
progress or successful negotiation i s  r id iculous. You may be 
immensely proud about having fo und a be tter way of doing 
something at work, and then someone comes a long who suggests 
an alternative that could save time. Somehow i t  feels as if you are 
being personally attacked when you were enj oying a bit of an ego 
trip and so you refuse to l isten or to apply the new technique. 

If you don't have th is  problem you may st i l l  have to work, or 

live, with people who do. How can you deal with i t ?  One way is 
to try and present your idea or solution i n  such a way that they 
either take it on board believing i t  to be their own (or partly 
theirs ) .  You could drop a casual suggestion and leave them to 
come to their own conclusion that leads to them us ing your idea. 
Do not criticize what they are already doing - that is not your 
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aim . Many people wil l  accept a new idea or procedure if they are 

involved in the d iscussions, but put up a brick wall if they are told 

to do it .  
There is  a d is tinct d ifference between pride and arrogance. 

Arrogance is the ego at work, pride is tempered by hum ility. 
People who are j ustly proud can be del ightful; people who use 
arrogance can be a real pain. Have you ever worked with someone 
who is a lways boasting ? 

A VOIDING PANIC 

When the pressure is on and people become stressed, a build-up 
of energy results which can easily prompt a panic response. 
When we panic we are unable to think clearly or act in the best 
way. 

Most panic is caused in the workplace by running out of time. 
Here's how to avoid leaving things until the last minute: list your 
order of priorities. I t's a good piece of advice to 00 this at the 
beginning of each day. When you find yourself running out of 
time you need to ask: How urgent is i t ?  How important is i t ?  Can 
it wait until  tomorro w ?  

W e  need t o  b e  clear about our priorities. Leaving the most 
difficult or worst j obs until later doesn't make them go away. 
Often, d oing them first is best. You then have a clear day where 
you can look forward to the rest of 'things to be done'. 

I went once to visit the Managing Director of a large factoring 
company. H e  waved his  hand at his  pending file. 'Do you ever get 
this happen ing ?' he asked. 'You have a file for th ings you need to 
deal with but can't do right now. Perhaps you need time to think 
about them, or you're waiting for additional information. The 
next day you flip through the file, some of them once again get 
pushed o n  one s ide.  This goes on for a week. Suddenly you realize 
that the decis ion has been made for you - it's now too late to do 
anything about it  and you drop the papers in the bin.' 

I often think about that man; he had put into words 
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something that ought to be c lear b u t  that we so often miss. 
Th ings that seem terribly i mportant often turn o u t  t o  be not that 
important after a l l .  

Useful tips 

Learn to recognize s igns of panic and calm down. Breathe deeply 

for a few minutes and picture a scene that is calm and peaceful. 
Practice visual izing this when you are s i tt ing on the bus or in the 

tube train, after supper, and before you go to sleep, so that it is 
readily available to you when you need i t .  A lso pausing and 
asking, What is the worst thing that can happen to me? will help pull 
things back into perspective. A panic attack does feel as if some 
'unknown' is attacking you and i t  is hard, a t  that moment, to see 
that the real problem l ies in the way you are thinking. By 
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Sometimes we need to ask ourselves does it really matter? 
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changing your thoughts you give yourself time to calm down. You 
will  then be able to think more clearly. Remember that the worst 
thing that can happen to you is to die, and that is most unlikely to 
happen in most situations in the workplace. 

WINNING AN ARGUMENT 

You have done all  the right things. Listened attentively. Given 
the other person a fair hearing. Focused on the main issue. Taken 
into account their way of thinking. When things got heated you 
stepped back, giving each of you a few minutes to collect 
yourselves. From a l l  the evidence you have you know that you are 
right and you now point this out. They have no further defence. 
You win the argument. Do you go away feeling good ? Gloat? Sigh 
with relief and d ismiss the whole thing? If you want co-operation 
in the future, if you want the best outcome, you will need to take 
the time to make that person feel comfortable about what has 
happened. Caring about the person and his feelings is vital in a 

good working relationship; it is also important to your own growth 
as a human being. Let's see how you could do this. 

Imagine that you work for the local education authority and 
your job is to organize transport for disabled children. You instruct 
your assistant to inform the parents of new children, for whom you 

arrange transport, of the dates for half-term. But somehow she 
confuses your instructions and telephones around to tell them 
that transport will  be available for them following the half-term 

holiday. When this comes to light she explains that this is what 
you told her to do. You pull  out the notes you had left with her and 

point to the top of the page. Here it  is clearly typed when 

collection is to begin. There is some further discussion. By now 
she's feeling vulnerable and a little stupid. The error has to be 

corrected. You can now throw the papers back at her and tell her 

to phone everyone concerned and explain her mistake thereby 

leaving her to cope with her embarrassment. Or you help find a 

way out for her. Reason tells you the mistake wasn't intentional, 
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she was trying to do her best and to fol low instructions. 
Unfortunately she got these wrong . H o wever, gloating Over her 
predicament or feel i ng a sense of satisfaction because you were 

right, isn't going to improve your working relationship. Neither 
do you want her to spend the next few d ays fee ling bad about it. 
'Look here, '  you say, ' it isn't the e nd of the world. I 've made 

m istake myse lf, it can happen to anyone. I know you'll be extra 
careful following instructions next t i m e .  J ust apologize for the 

error - no need to say it  was yours . '  

UNDERSTANDING 

Most of what I have covered i n  this chapter so far deals with 
interaction between management, authori t ies and staff, but much 
confl ict can occur between people sharing the same work. If you 
are experiencing negative behav iour w i th co-workers try to 
understand the way they think. F i n d  o u t  what they are feeling, 
whether they are really getting at you because they cannot attack 
the person d irectly concerned.  If, for example,  a woman is having 
trou ble at home, she may come to work and take it out on 
someone who either cannot reta l iate or isn't i mportant to her. She 
may be using you wi thou t realiz i ng it .  You could help by 
de liberately choosing to take your tea break at the same time and 
approaching her. Perhaps you start by say i ng, ' I 'm sorry you fee/ so 
upset' - this doesn't admit that the fau l t  is yours - 'but you seem 
so unhappy and I wondered if i t's more than the photocopier (or 
whatever caused the dispu te ) that's troubling you. Can I help in 
any way ?' By using this approach you are giv ing her an opening; 
she no longer has the need to protect herse lf, and you may be able 
to help. You have opened the way to be ing her friend instead of 
her enemy. 

In some problem areas you may need to exam ine the other 
person's way of th ink ing. Do this  w i th a n  open mind and you 
will sometimes discover that their way of think ing is better than 
yours. You can then learn fro m  i t ,  i mplement the ir suggestions, 
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or adop t  the ir ideas. We can learn so much from each other once 

we move beyond the need to defend ourselves and to protect our 

egoS. 
Where there is a difference of op inion, unfair criticism, or 

people who refuse to l isten, try to avoid buying into negative 

emotions. Don't turn the s ituation around so that you only 

consider its effects upon you. I t  is far more productive to stay 

positive and invest igate why a certain situation has arisen. Dealing 
with the cause rather than the effect means getting to the root of 

the problem .  
Suppose a colleague flatly refuses to take over the work you 

have been doing on the computer, saying: 'You started it, you 
finish it .  I t 's not my responsibility ! '  But you have other work to 
complete before going home and she has nothing important to do. 
You may choose to interpret this reaction as selfish, or that she 
thinks your work inferior and doesn't want to get involved, or that 
she is being deliberately awkward. Or you may ask: 'Can you help 
me to understand what the problem is ?' You then d iscover she is 
terrified of messing things up and has never actually used that 
program before. She may be scared of looking fool ish in your eyes, 
or her own . 

EXCLUS ION 

How do you respond when you d iscover that you have been 
excluded from a function that involves everyone e lse i n  the office ? 
(This also applies to gatherings involving fam i l ies and friends . )  I t  
could be a n  outing, a wedding, a fiftieth b irthday celebration, a 
christening, an evening at the bowl ing alley. Do you fee l  
de liberately ignored, rejected, undervalued, snubbed , d is liked ? 
Treatment l ike this can really hurt or knock your confidence for 
six. You could ask why or assume the worst - that they really don't 
want your company; or you cou ld let it  pass and see i t  as not being 
that important. Tim, who is  an office manager, d iscovered that 
the rest of the people in h is office had been inv ited to the evening 
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celebration of one of the girls who was getting married. Although 
he didn't actively enquire if everyone was going, it  looked that 
way. He shrugged, after all he didn't  know the girl very well and it 
was hardly l ikely to ruin his life if he d idn't  get inv ited. A few days 
before the wedding she came to h is desk and asked if he had made 
a decision yet. She was actually fee l ing hurt that he was the only 
one in the office who hadn't accepted her invitation. ' But I never 
received one , '  he explained. I t  turned out that she had quietly 
sl ipped it into his In-tray w ithout saying anything and he had 
missed it. 

How often we j ump to conclusions w i thout knowing all the 
facts. If you are upset over a s ituation that i nvolves others, before 
leaping to defend yourself (or to attack) ,  ask yourself, Do I have all 
the facts ? This way you can avoid many upsets and confrontations. 
Many people 'hear' and then go off and make their own 
interpretation based on what they thought they heard. This is 
biased thinking and can be very negative. 

Where money or space is involved we do have to decide where 
invitations stop. If  you are not invite d  and you feel good about 
yourself, exclusion ought not to bother you - you should be able 
to appreciate the situation. This also appl ies to things like 
birthday and Christmas gifts, awards and treats. One shop 
assistant whose daughter was getting m arried explained the 
situation to her colleague: 'We would love to invite you but we 
have had to decide on a budget now that Jeffs retired . .  . '  There 
wasn't any need to say more, her words c onveyed the message that 
she cared and trusted that her friend would u nderstand . 

MISTAKES DO HAPPEN 

Everyone makes m istakes some of the t ime,  at work this can be 
very serious. Before exploding at  the person responsible it is 
imperative to ask yourself: was this done intentionally?  If  it wasn't, 
bawling someone out is only going to make them fee l  even worse 
and will do nothing to rectify the s i tuation. 
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People don't del iberately make mistakes, but all too often we 
rush to attack them for their foolishness, care lessness, ignorance, 
incompetence. Getting angry, upset, accusing them, can make 
things even worse, for when someone becomes intimidated they 
find it harder to think clearly or to function properly. Keeping 
your cool and communicating clearly is a far better way of 
improving matters. 

The self-righteous prig who declares he never makes mistakes is 
delud ing himself and preventing himself from seeing how, when a 
mistake does happen, all is not lost if it is used as a learning 
experience. 

Some people are so insecure that they are afra id to admit that 
they could possibly make a mistake or do anything wrong and will 
search around for someone else to blame. This can make them 
look ridiculous and lose the respect of others. If  you are in the line 
of fire, and the accusation thrust at you is unjust, refuse to accept 
the blame, send it back from whence it came. When, for example, 
papers you have been accused of losing are discovered in the boss's 
briefcase, he may stil l  try to offload the mistake on to some other 
innocent being. This kind of delusionary behaviour is frequently 
prompted by fear: the self-esteem of these k ind of people is so 
fragi le they cannot cope with being wrong. Perhaps if you work or 
live with someone l ike this you can exercise a l ittle compassion 
and help them to focus on their achievements and successes. Later 
smirking and declaring ' I  told you so ! '  won't improve the 
situation. 

Roger works as an electronics engineer. He is extremely clever 
but fails to pay attention to small detail.  A new design is sent to a 
potential customer with one important detai l  m issing. Roger 
bel ieves that he never makes mistakes and accuses h is secretary: 
she should have picked it up. But she isn't the engineer and 
although she p icks up errors in dictation she doesn't have the 
knowledge to recognize this kind of omission. ' I 'm sorry, Roger, 
but you cou ldn't have told me, or expected me to do it. I don't 
know anything about d igital electronics. With your workload 
though, I 'm not surprised that it should happen, you have so much 
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to think about. '  Here we see that although she has refused to 

accept responsibility for his mistake, she helps him to recover his 

self,esteem by suggesting why he forgot to include the detail. It 

was kind and thoughtful of her, it cost l ittle,  and their good 

working relationship is maintained. 

If you have made a mistake, acknowl edge it and take action to 
rectify it. When you are in the wrong i t  doesn't hurt to apologize. 

ANOTHER LOOK AT SELF,TALK 

We can use internal dialogue to build our confidence, to change a 
behaviour or to reframe an attitude. Or we can use self, talk to 
destroy our self, image, render u s  helpless or create negative 
attitudes. Either way, we may be complete ly unaware that we are 

doing this. 
Silent muttered words, or negative self,talk has a subliminal 

effect. It's a bit l ike the days when messages were flickered on to 
the cinema screen; one wasn't even able to read them at a 
conscious level so that they bypassed the logical mind and went 
straight to the unconscious part of the brain. In this way the 
cinema,goer was prompted to go into the foyer and purchase food 
and drinks without being consciously aware of why he had made 
the decision to do so. 

lf you are thinking negative or d erogatory th ings, they are 
going to influence the way you see yourself and others. Stupid 
imbecile! Idiot! Can ' t  you ever get anything right?  What makes you 
think anyone is going to listen to you ? When words like this are 
directed towards yourself, or another, they can a l l  too easily cause 
confl ict and create self,doubt and a lso affect the way you interact 

with others. Life will fee l  a lot better when you learn to catch 
yourself doing this and make a del iberate effort to s top doing it .  

Do not generalize, not everything you do,  or someone else does, 
is a waste of time , stupid and idiotic. Look for the good in yourself 
and others and remember that, when you expect people to 

respond positively, most do. 

Conflict in the WorkJ)lace 1 3 1 

SUCCES SFUL NEGOTIATION 

To successfully negotiate you must be sure of your facts. If you 

have to retract you will  send out the message that you don't really 
know what you are talking about and people will no longer trust 

your j udgement or be convinced by your arguments. Try to see 

both points of v iew. Understand the thinking processes of the 

other person. 
Keep d iscussions impersonal if possible. Where you have to 

crit icize ,  remember that people do tend to take criticism 
personally, therefore direct any necessary criticism at the deed, act 
or problem, not the person. Don't drag up old issues. The way you 
influence others will  depend upon the message behind your words 
and the way you communicate this. There may be areas where you 
will have to agree to d isagree and, if you are in a position of 
authority, may need to insist on a certain procedure even though 
the other person does not see things your way: 'Yes, I understand 
why you fee l  it is quicker in this case to handwrite the lists but I 
still need them to be put into the computer, please. '  Beware of 
having to be right,  it has no place in successful negotiation, the 
important thing is to do what is best. 

When you wish someone to do something and you are aware 
that there is going to be resistance, a more effective way is to offer 
ideas ind irectly by suggestion. To do this it is essential to know the 
other person. If you talk in a way that assumes he bel ieves the 
things that he does not believe, you are influencing by suggestion. 
Establish rapport and then offer the ideas indirectly and the other 
person accepts them automatically. To do this you need to start 

with ideas that are easily acceptable and then progress to your 
objective: you talk around the subj ect rather than analysing it. 
Let's see how it m ight work: 

You w ish to move one of your staff into another department. 
This lady is skilled but rather shy and resistant to change - it 
makes her fee l  threatened and unsafe. You have already 

mentioned the need for someone to move, now you say: 'Jane, 
you've been doing a wonderfu l job here. I can see how you have 
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grasped the essentials and appreciate how your ski lls could be used 
to benefit both the firm and yourself when you move on to 
Department X. They urgently need someone l ike you . There is a 
very friendly atmosphere in that department and you will be left 
to get on with your work in your own way. I 've asked the 
department head to introduce you to the work team and Jackie is 
looking forward to having you w i t h  them. I wonder if you could 
show them how to use the new FR2 equipment.  I 've arranged for 
your desk to be taken over there tomorrow . '  You haven't scared 
her by focusing on the change this  w i l l  involve, neither have you 
discussed how it  will  directly affect her ,  b u t  you have made her feel 
that she is needed and that you have absolute confidence in her 
ability so that she w i l l  not fee l  threatened. You also spoke as if this 
is abou t to happen and not some t hi ng under debate. Arranging for 
her desk to go w ith her means she won't fee l  completely cut-off 
from the env ironment where she has come to fee l  safe.  

All  this manoeuvring may seem a waste of t ime - why can't 
people just do as they are asked ? However, i t  is worth the effort 
and will lead to greater efficiency. People who are happy in their 
environment work well and produce less m istakes. They also send 
out positive energy from which w e  can all  benefit. 

EXPECT A TION 

There is  a lovely story of a woman who opened the door to a man 

she bel ieved was the plumber.  S h e  h a d  a tap that wouldn't turn 

off and it needed a new washer.  Her husband h ad recently died 
and , unt i l  h is death , he had al ways d e a l t  w i th these k i nds of jobs 
in the home h i mself. Before the man had a chance to speak she 
escorted him to the bathroom and gave h i m  her husband's tool 
box. The man changed the washer and assured her it would not 
cause her any more trouble.  W h e n  ask ed how much she owed 
him he shook his head and said t here wasn ' t  any charge, it had 
only t8ken him five m inutes. He was actually a sales repre­
senta tive who had been sent cold-call i ng to try and generate 
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some bus iness for a double-glazing window firm. 'Why didn't you 
te ll hed' h i s  wife asked h i m ,  when he later related the story. ' I  
couldn't, ' he rep l ied.  'What she needed r ight then was for 
someone to stop the tap from dripp i ng and I could see that i t  
wasn 't the moment to try and sel l  her double glazing. ' Isn't i t  
amaz ing what expectat ion w i l l  d o ?  

Expectation affects results. I t  i s  a positive energy that influences 
everyone around. However, if the expectation is unrealistic it can 
create despondency and peop le end up feel ing pressurized or 
bull ied. Where management expects five workers to accomplish 
the same amount of work that e ight used to do - and we hear more 
and more of this as people try to cut back on spending - they wil l  
not get better results .  People feel used, exploited, unappreciated. 
They also get over-burdened and t i red. 

Discovering that you can do more, or expand your thinking, or 
use your skills i n  ways you have never dreamed of, can be a 
wonderful revelation and leads to a good sense of self-worth. Like 
the supervisor in the c lothes shop who started as a counter 
assistant and told me, 'I never dreamt I could ever supervise until 
management suggested 1 give it a try . '  Many people fai l  to real ize 
their potential because of poor personal expectations. 

There is nothing wrong with having goals, but some of the time 
we need to make haste slowly. Expectations are fine so long as 
they are realistic.  When people understand why more is expected 
of them, they are far more w i l l i ng to make that extra effort. If you 
are an employee and fee l  that you are in this s ituation, ask.  This 
will show that you are i nterested in the success of the fi rm. Who 
knows, i t  could lead to promotion! 

FACE TO FACE CONFLICT 

When the problem is d i rectly yours, st ick to the point and 
express th is c learly.  I f  you th ink you are being unfairly treated, 
or asked to do things which are not in your job specification, 
explain why you fee l  you cannot do them. If others seem to be 
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getting preferential treatment: working fewer hours,  be ing given 

travelling expenses or protective c lothing, you have the right to 

ask why this is so. 

Where colleagues are clearly not pull ing their weight and more 

of the burden is falling on you, first talk to them about it  - perhaps 
they are not aware of what is happening. Should this fai l  to resolve 

the situation you may have to speak to your immediate boss. Once 

he has been made aware he should take action that does not 
rebound on you. Many people put up with a lot for fear of reprisals 
- this shouldn't happen if everyone is open and explanations have 
already been given as to why certain things need to change or to 
be done differently. 

Some people believe that certain j obs are beneath them; if they 
are employed to do secretarial work they do not bel ieve they 
should be asked to make the tea, post the mail ,  work in reception. 
The sad thing is that these people usua l ly have a poor sense of self­
worth and need the image their job a llows in order to function. I 
know of a boss in a small firm who used to clean out the toilets 
himself because his staff thought it was degrading to do such a 

chore. In cases like this it can happen that will ing staff are taken 
advantage of by others and do far more than is fair. 

In the workplace things are seen from two points of view: the 
boss's and the staff's. 

In attempting to resolve a conflict, unfair accusations will 
achieve nothing, unwillingness to co-operate wil l  slow things 
down and things considered unreasonable w i l l  be sabotaged or 
will not be implemented. 

It is, therefore, essential for all concerned that a point of 
reference is established: 

1 decide what the problem is 
2 establish the desired outcome 
3 determine the best way of making this come about. 

Although unions in most cases do much good in representing and 
caring for their members, strikes and picketing still  happen and 
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can inc ite fear, conflict, and direct confrontation. How do you 
keep control of a group determined to cause troubl e ?  We have to 
remember that however unreasonable someone else's point of 
view may appear, they have the right to their own opinion. 
People who feel  very strongly about something find it hard to 
listen to any alternative. If  you belong to a union but do not 
support their views you might st i l l  be e xpected to back their 
actions. When you don't, it could be seen as betrayal.  This 
doesn 't mean you don't have the right to fol low your conscience 
but you are l ikely to suffer reprisals - colleagues will often resort 
to childish, petty behaviour. By remaining courteous and firm 
you will  avoid at least some of the reactions of those who view 
your stand as unacceptable. 

A postman I know described how, because he didn't support 
strike action (he thought it achieved nothing but bad feel ings), 
the mail he sorted was strewn over the floor causing him 
considerable delay as he had to sort it  all over again. We may ask 
how grown men, many married and with famil ies, could act in this 
way? The answer has to be that they haven't yet found a more 
mature way of dealing with those who do not agree with them. To 
show how they feel they may refuse to speak or to sit with the 
offender during breaks. So much for democracy and the freedom 

to follow your own beliefs ! Depending on your type of employ­
ment, confrontation may occasionally arise and you may be forced 
into making hard decisions. You have to be very strong to go 
against the crowd. If  they will l isten, talking persuasively works 
better than the 'you are all  idiots' approach. 

A VOIDING VIOLENCE 

Confrontation that is heading towards violence needs immediate 

action the moment it is recognized. Move back, or move away, 
perhaps go and make a cup of tea. If you have been opposing 

certain action but can be seen by others to be genuinely trying to 
meet them halfway, they may be more open to listening to your 
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v iew. Another way to stop a t irade of words or abuse is by asking 
a quest ion. So long as it is a meaningfu l one your opponents are, 

we hope, going to pause and consider it ;  they may then st i l l  try to 
conv ince you by answering i t  from the ir v iewpo int, but you will 
have gained time thus allowing the bui ld up of angry energy to 
dissipate. 

Another way of diffusing v iolent confrontation is to repeat 

what is argued by expressing it in your own words: 'Wait a minute, 
have I got it right. Is this what you mean ?' This gives the message 
that you are l istening and trying to understand. You then rephrase 
the cause of the problem. If a l l this fai ls ,  remove yourself from the 
scene , you w i l l  gain nothing by becoming involved in physical 
violence. Getting your j aw broken will  not solve the problem. 
Perhaps later, when all  parties have calmed down, you can 
approach the topic again more rational ly.  

7 Conflicts with Strangers 

It  sounds ridiculous that we can get upset with people we don't 
even know, those who mean nothing to us and whose opinion of 
us really ought not to count. But the reality is that conflict with 
strangers can become so intense that some people will seek to 
physically damage and even kill  in the heat of conflicting 
emotions. 

ROAD RAGE 

I have in front of me a newspaper report recounting the story of a 
taxi-driver who caused the death of a cyclist in a 'road rage' 
incident and now faces a jai l  sentence. I n  his defence the taxi­
driver explained his behaviour by saying that the cyclist 'cut him 
up' and then acted like a madman in the ensuing argument. 
Another report tells of a man who swerved v iolently, deliberately 
h i tt ing another man, whom he then left dying on the pavement 
from head injuries. 

How can such terrible things be avoided ? What is going on ? 
Road rage was virtually unheard of ten years ago. On the surface 

it looks as if people have lost the abil ity to control their emotions, 

lack self-discipline,  no longer respect others or life and do not 
cons ider the consequences of their actions. But something more is 

going on. Most road rage is a consequence of belieVing that 
someone e lse is not giving you the consideration to which you 

hel ieve you have the right. This leads us back to the way we are 
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taught and our upbringing. The desire to retaliate is fue lled by the 
thought, How dare he do that to me! 

Many people who normally behave calmly seem to change 
when they get behind the steering wheel.  They experience power. 
In a way the vehicle compensates for personal inadequacies. 

If you have been brought up to fee l  loved, special,  that you are 
important, then you do not have to protect your self-image, 
bolster your ego, or prove things to complete strangers. 

In direct confrontation, admitting you were at fault to someone 
who is in a rage seems, in their eyes, to justify their anger. They 
believe they have every right to yell abuse or hit out at you - it was 
your fault. So you have to move carefully. Even the most 
reasonable of people have been known to behave irresponsibly 
when their cars or l ives are threatened. A reason for this is rooted 
in fear that moves the body directly into its survival mode. Blood 
pressure increases, adrenal in flows in abundance, the body begins 
to sweat, tension builds up in the muscles and so on. The 
immediate response to this is to run or fight. I t  is part of the animal 
world and we would do well  to remind ourselves that we also are 
animals with the same instincts for survival. By pausing for a few 
moments before reacting, the logical c ivil ized response is restored 
and, although perhaps your car is written off causing great 
inconvenience, you are still alive. 

Road rage has become such a serious problem that we all need 
to learn how to respond should this happen to us. Behaviour 
strategies, communication skills, and the right approach can be 
critical to our well-being. 

Most of the time when there is a road accident or incident, both 
parties believe that it was not their fault.  By accusing the other 
person for the bad driving incident we protect our own position 
and believe we are j ustified in being upset or angry. 

A car, to many , is a status symbol. It may seem more important 
to them than their own life, and when an accident or incident 
happens, all the driver's energy is directed towards protecting this 

symbol of prestige. It has been suggested that one reason most road 

incidents are caused by men is, to some extent, due to testosterone 
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and how i t  prompts survival through aggression i n  males. 
However, if this were the case, why don't all men get mad when 
placed in a threatening situation ? And here we are, back to lessons 
taught in the home - it is essential that we learn, and teach our 
young, self-discipline and respect for others. Self-discipline and 
respect are the core of civilization. 

My friend Fred and I turned a corner in the High Street to see 
traffic congestion which had brought everything to a halt. One 
lady driver, who needed to back into the only available space in 
order to allow a large lorry to pass, seemed incapable of reversing 
her car. A man who had j ust stepped out of his van began to shout 
obscenities at her. The woman looked confused and very red in 

the face. 
Fred stepped forward. 'Just a moment, '  he said to the yelling 

man, 'that lady is doing her best, she can't help being a poor 
driver. ' 

'Then she shouldn't be on the road ! '  the man declared 
angrily. 

Fred looked the man in the eye and told him, ' I  happen to know 
she has a bad heart and looks after an elderly sick mother at home. 
She's under a lot of stress.' 

'That's her problem, not mine ! '  The van driver thumped the 
back of her car and returned to his  swearing. 

Fred intervened again. 'Try being gentle with her. Perhaps she 
doesn't realize she can't reverse into that space.' ( It had a NO 
PARKING s ign beside i t . )  

Not getting anywhere with the lady driver the man now 
directed al l  his  pent-up frustration on to Fred. 'Do you want me to 
thump you ?' h e  yelled. 

' I  shouldn't try if I were you, '  Fred said. ( He's six foot tall and 
heftily b u i l t. ) 

'See my dog ?' The man pointed to a large Alsatian sitting in the 
front seat. 'I could let him out on you. '  

At this p o i n t  I moved away into the books hop I had come to 
visit and left them to it .  

A few minutes later Fred j oined me, smiling, 'All  sorted out, '  h e  
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said, and turned to look at the books. 
We were talking to the shop owner some ten m inutes later 

when the door was flung open and the angry van driver came in. 

'So this is where you are ! '  he sa id. 
I must admit I fe lt my own heart thump qu ite v iolently at this 

point. We all  turned to look at the man. 
'I knew I 'd find you, '  he declared. 'I j ust came back to say I was 

in the wrong. I should never have spoken to that woman the way 
I did.  The truth is I 'm al l  wound up; I ' m  wait ing to have a liver 

. , 
operation. 

We expressed sympathy and I told him how I admired his 
courage in coming back to apologize . 

'Well ,  I was in  the wrong,'  he said. Then, turning to the shop 
owner, he asked, 'You don't happen to have a book on How To Do 

Your Own Liver Transplant ,  do you ?' 
This made us all  laugh and we spent fifteen minutes chatting 

comfortably together. 
This true story beautifully demonstrates how the right approach 

can diffuse an explosive situation and how, if we better understood 
people and perhaps learned to be a l ittle more charitable,  many 
conflicts could be averted. 

Confident peop le, not needing to prove anything to themselves 
or others, do not take the bad driving behaviour of others 
personally. They see it  as either an error of j udgment (and we can 
all make those ) ,  a thoughtless moment ( we al l  have those too),  
something going wrong with the car, or an il l-mannered person 
who isn't worth getting upset over. 

When people are stressed they often react v i o lently where 
normally they would never do so. I t  is worth looki ng for the 
reason why someone reacts so forcefully before getting into a 
heated argument. There are med ical reasons why some people 
become very upset in tense or threatening si tuations. Again 
they may not even be aware that they have, for example, an 
over-active thyroid, diabetes, an incubating v irus, or a brain 
tumour. 
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STRA TEGIES THAT WORK 

When someone verbally attacks you and you have no idea why, 

try asking: 'Did I do something wrong ? Is there a problem? Could 

you explai n ?' This way you are giving the person thinking time 
which may be all they need in order to calm down. We can all be 
thoughtless at times. We may be preoccupied with thoughts of an 
appointment and are already late, or we may be very worried over 
a relative who is i l l .  Bear this in mind when next you get into what 
seems l ike unwarranted confrontation. When you are in the 
wrong, if you apologize and explain, this will almost always diffuse 

a s i tuation. 
I was once driving down a steep hill when my car brakes failed. 

Ahead of me was a parked van, coming up the hill was a car. I 
pulled on the handbrake but still managed to skid into the side of 
this new car coming towards me. At the sound of the impact the 

If you apologize this will almost always diffuse a situation 
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van owner came rushing out of the house. The other man leapt 
from his car and the two of them began shouting at each other. 
The van driver was convinced the fault  was that of the other man 

who, he believed, should have stopped. The car driver was yelling 
that if the man hadn't parked his vehicle right o n  the curve in the 

road the accident wouldn't have happened. All this time I was 

standing alongside them trying to get i n  a word. 'But it was my 
fault,' I repeated. 'My brakes failed.' After a few minutes I actually 
got through to them and they both paused, looked at me for a 
moment and then returned to verbally attacking each other again. 
They both refused to change the ir d irection of thinking and 
acknowledge they had made a m istake - as far as they were each 
concerned the fault lay with the other man. I t  really was funny; 
even at the time I can remember thinking how ridiculous the 
whole situation had become. Of course i t  was eventually sorted 
out, but this goes to show how we need to take a few moments to 
think about a situation before j umping to conclusions. 

However, changing direction is hard for most people, especially 
when they lack confidence. We do someti mes need to review our 
approach or ideas about certain things and changing your mind 
can result in new insight or a good experience. The thought, for 
example, that all bank managers are only after your money and 
charge extortionate fees, may be completely reversed when one 
goes out of his way to help you start a new business, or gives his 
free time to see you after working hours. 

Muttering what a thoughtless rude idiot the woman is who just 
pushed in front of you can prompt a very nasty reaction. If you 
want to say something and really believe it is essential, say it 
d irectly to the person concerned. 

The best learned lessons, as we know, are from example. You 
have to be seen backing up your words with action for them to 
carry any real impact. 

Getting mad with the telephone man because your line is 
temporarily out of order won't put the matter right any faster. In 
fact, while you go on at him you're preventing him from getting 
on with his job. And is it his fault personally that things have gone 
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wrong ? Often when we attack a person verbally we are really 
frustrated w ith the system, angry because the product has let us 
down or d isappointed us, or the service we have come to expect 

has failed us. 
We make our demands depending on how these things affect us. 

Attacking the girl who sold you a shirt because the buttons fell off 
isn't going to put things right. She may not have the authority to 
replace it without first speaking to her boss. By being courteous 
and understanding of her position you may be sure that she will do 
everything possible to find a satisfactory solution. 

When people abuse you, m isuse you, ' take you for a ride',  or let 
you down, you become disillusioned and distrust creeps in. Giving 

people the benefit of the doubt before accusing or attacking is by 
far the best approach. If you have had many bad experiences you 
may tend to focus on those instead of all the occasions when 
people have treated you fairly, and the product or service you 
purchased was excellent. Those who have become out-and-out 
cynics fai l  to recognize anyone as being genuine and lead an 
isolated m iserable l ife. 

Where health is concerned we do, at times, become extremely 
anxious, especially if we feel helpless in the hands of our doctor or 
hospital staff. Afraid of reprisals, the patient struggles to cooperate 
when often feeling that the diagnosis, treatment, or refusal to 
consider the illness from a different angle threatens his future. If 
this happens to YOll or your loved ones, remember what is at stake 
and speak firmly to someone - you may even have to clearly state 
that you will take things further if you do not get the help you 
seek. However, gentle persuasion usually achieves far more. No 
one wants conflict at such worrying times, but if, for example, you 

bel ieve your child isn't getting better and needs a second opinion, 
ask for it .  This applies in many areas of life where we feel at the 
mercy of strangers. If you are normally a retiring sort of person who 
finds it difficult to speak up, ask someone close for their support. I 

recall an elderly lady whom I knew who was having a terrible time 
with false teeth that didn't fit .  The dentist had told her there was 
nothing wrong and that her problem was psychological. I 
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accompanied her to the dental hospital and with my support she 

felt confident enough to insist on seeing an expert. The outcome 
was that he recognized her gums could not support the dental 

plate anJ a more sophisticated design was needed. This made the 
difference between spending the rest of her days indoors (she 
hated being seen without teeth) ,  or having the freedom to enjoy 
the last years of her life shopping and visiting friends. A l l  this was 

achieved without using anger but by being firm and refusing to 
accept that nothing could be done. 

I also suggest that you stay alert for l ip service that is often used 
to placate but leaves things unchanged. There is a bel ief in some 
businesses that if you soft-talk the customer you put them off 
taking further action and that most people wi l l  then stop 
pestering. Isn't it true how we sometimes do this ? I t  happened to 
Joan when she had the end part of her house re-ti led. A few weeks 
later she noticed that one tile had sl ipped. After making three 
phone calls and getting nowhere she gave up: ' I  can't keep going 
on at them,' she said. Now her son is going to do it for her. 

Of course we don't actively seek out confrontation, but when it 
is the only way, make sure that you stay in control .  If people are 
trying to put you down or intimidate you (perhaps by using their 
knowledge or position of authority) using this v isualization 
technique wi ll  help. 

Exercise 5 - Protecting yourself in a volatile situation 

Stop speaking for a moment - no matter what's going on -
take a couple of real ly deep breaths, and as you do this imagine 
a protective barrier around you. This can be anyth ing that 
comes easily to mind, an electric field, a suit of armour. ( I  had 
one woman who used to imagine herself wrapped up in foi l . )  
This visual ization changes your focus and removes your mind 
from perce iv ing yourself as the victim. 

2 Now, if you want to take control of the conversation, visual ize 
an outgoing force such as a rocket, aeroplane, or express train. 
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Pictu re it going away from you. This moves you out of the 
receptive mode and into the outgoing mode. 

3 You are now ready to express your views, give an explanation 
if necessary, and bring the argument to a satisfactory 
conc lusion. 

Using this exercise real ly does help. Emotions do often get in the 
way, preventing us from expressing ourselves c learly. If you are 
with a very forceful  person you may be afraid of bursting into tears. 
Using positive visual ization enables you to calm down. You then 
move from coping with the situation to control l ing it .  

Powerful emotions sometimes result in 'c lose-down'. We switch 
off, and by not thinking we deny our feel ings. This can be very 
dangerous. On the one hand we become vulnerable; on the other, 
when we lose touch with our feel ings, it is possible to cause 
material damage, an act of violence, or even comm it murder. 

Have you sometimes wondered how people can do the terrible 
things that you hear about?  It is often because, at that time, they 
have lost contact with their  inner self where values are seated. If  
you stop feel ing in battle, i t  enables you to shoot the enemy, 
whereas if, at that moment, you related to the enemy as another 
human being, you would most l ikely be unable to pul l  the trigger. 

In some cases the unreal becomes real  and people behave as if 
the imagined act has been done or the situat ion actually ex ists. 
This can be funny, as in the case of the man who came home and 
found his wife locked in the bathroom. She explained that there 
was a mouse in the house and it had chased her upstairs. This 
bel ief was so strong that she had been in the bathroom for several 
hours awaiting his return. Of course m ice do not chase people, but 
in her mind they d id. 

A friend of mine, when she reads a fiction story, becomes so 

involved that she experiences being part of the plot. She remarked 

one day to her husband, 'I haven't been able to get dinner ready, 
this man is about to be shot if anyone moves.'  We al l  transport 

ourselves into fantasy land some of the time: it can be fun and is 
relaxing, but we need to know how to release ourselves from those 
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internal pictures and return to real ity. For those who fail to do 
this, terrible th ings can happen. Prompted by pictures of violence 
and rape they go out and do something s i m ilar. In such situations 

it is almost impossible to reach the m i nd of that person, you 
become part of his fantasy. The same thing can also happen to 
people who take certain drugs. You may be an innocent stranger 
but someone's psychotic behaviour can still  affect you. Where 
needless violence or vandalism is happening, the safest course of 
action is to call the pol ice. 

However, if someone else's l ife is at stake you may feel 
compelled to act .  Using words without accusing may work : 'Look, 
he's only a frai l  old man , '  or 'She's j ust a l ittle girl . '  Or you may try 
a request: 'Please, don't do that.' I f  you can get people talk ing you 
distract the mind and stand a better chance of bringing them back 
to reality: 'You must be very angry, or upset . . .  ' Leave it open, if 
they need to talk you have opened a door. 

VANDALISM 

This is another cancer of modern society that creates feelings of 
anger and despair. Often, acts of vandalism are thoughtless, we 
don't know who did them, and there seems nothing we can do to 
stop them. Wrong! We can ! We need to remove the cloak of 
complacency which protects us and get involved with police 
initiatives to reduce such crimes, join N e ighbourhood Watch, 
support pol itical decisions that are made to eradicate vandalism, 
educate our chi ldren to respect o ther people's property. 

We hear so much critic ism of the pol ice these days that we 
forget their job is to protect us. I nstead of look ing for the isolated 
cases where there is error or incorrect procedure we should keep 
our minds on the overall good of our police force and support 
them. I f  you speak in derogatory terms abou t the police in front of 
your chi ldren they will get the message that they are the enemy or 
people to be scorned. What a child needs is to trust the police -
one day her life may depend on it.  
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Over and over again we read of people atte mpting to e x p l a i n  -
even j ustify - unruly behaviour, violence and vandal ism, theft a n d  
even rape. Many now suggest that such behav iour i s  d u e  to one­
parent famil ies, poor housing cond itions, unemployment. The 
most recent survey indicates that it is because fathers h ave to work 
such long hours and see li ttle of the ir chi ldren.  We ll ,  these 
situations existed before World War Two, dur ing the war, and 
afterwards, but we d id not have the cri mes that are now s t i l l  
escalating. During my own childhood, ( I  was five w h e n  t h e  war 
started) no child was afraid to walk alone either i n  the daylight or 
at night. I recall how we would go across the fields pick i ng 
blackberries and Mother would send the dog with a note in his 
collar to find us when tea was ready. 

I have spoken with many people who recall those pre- and post­
war times and without exception they agree that murder, street  
rape, vandalism and v iolation of the laws were so rare they found 
it  difficult to recall one case. They rat'e ly locked doors, would 
always stop and help someone in trouble or whose car had broken 
down, and the only kind of drugs they knew about were the ones 
their doctor might prescribe. They agreed that what had changed 
was the degree of discipline and respect for other people and thei r  
property. Civilization as we knew it is on the way out,  unless we 
take action now. It is not a bad thing to report a wrongdoer, c a ught 
early enough it  may still be possible to direct the ir energies into 
other positive actions. 

TERRITORIAL RIGHTS 

The natural part of our primitive urge to survive has n o w  
evolved t o  cover a l l  manner of th ings that are, i n  rea l ity,  n o  
longer necessary to survival. We seem to have lost our way. W e  
live with the m isguided bel ief that w e  need t o  have m o re and 
more material possess ions. We then go on to protect these, oft e n  
with our l ives, as we l ive w ith the illusion that t h e y  are essen t i a l  
to us. In some communiti es everything i s  s t i l l  shared, b u t  for 
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most modern day men and women the unfortunate belief is 
'what is mine is mine' and look o u t  if you step over that invisibl� 
l ine of de marcation! 

A tremendous amount of conflict is caused by people bel ieving 
that others have no right to own or to do certa in things. They 
wish to protect thei r  privacy, their 'space' - even when they don't 
actually own it. They see foreigners who wish to settle nearby as a 
threat, or they don't want a youth club by them, or they don't 
want the local pub to play music on Friday n ights. 

Ethnic divisions are causing unrest and even erupting into 
violence with people wanting their own schools and rel igious 
places of worship where they can follow their own faith. 
Recognizing the rights of small groups, homosexuals, racial 
minorities, the underprivileged, has not resolved the problem. 
What does seem to be needed is a deeper understanding and 
respect for each other and healthy integration. 

Of course people's m isuse and abuse of land and property is 
wrong, and people are right to try and protect the environment, to 
prevent pollution, and to stop the discharge of harmful substances 
into rivers and seas that are a threat to health and l ife. But surely 
there are ways to influence decisions and the actions of those who 
have the power to make or change the laws without setting fire to 
ships, overturning lorries, vandalizing builder's equipment, 
invading the premises of research laboratories ? 

Protection of our way of l ife , and the Earth we inhabit, should 
be achieved with reverence and respons ibility. Resorting to 
childish acts of destruction or opposition does not build a healthy 
future for our children. The fact that we must now all  lock our 
doors, be careful to avoid going out at  night alone, carry mobile 
telephones as a safety precaution, surely tells us that what we are 
currently doing will  not resolve the problems, neither will  it 
allev iate conflict. 

It is also important that we avoid making such sweeping 
statements as: all Blacks are ignorant, a l l  Germans are arrogant, all 
politicians should be shot, never trust an Irishman, teachers are 
id iots. We know this isn't true, and yet so many people go on 
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saying these kind of things. I watched a l ive American show the 
other day where a number of volunteers from the audience were 
being questioned about their attitude towards Black people. One 
woman stated that she truly believed all Black people were the 
same and that she could never l ike one. A number of Black people 
then volunteered to go into another room and talk with her -
when she came back she had changed her view. That was all i t  
wok . 

RECOGNIZING THE DANGER SIGNS 

Certain things happen before people become explos ive. Learning 
to recognize the signs early on means we can usually prevent 
physical violence. Here are some of them: the voice tone changes, 
hands are made into fists or they begin to make threatening 
gestures, deep breathing replaces normal breaths, pupils dilate, the 
face becomes red, the body stance becomes aggressive. When you 
recognize the other person is losing control: 

• A void direct accusations. 
• Do not become verbally abusive. 
• Use words that indicate you are l istening to what the person 

has to say - this can be achieved by re-wording statements that 
reflect the problem. 

• Step back. Acknowledge that you are both upset and ask how 
best the person thinks you could sort this out e .g. exchange 
insurer's names, find out more about the situation, use a 
mediator. 

• Agree to differ. If your thinking processes are very d ifferent 
there may be no way of reconciliation. 

When you are losing control:  

• Be aware of internal self-just ification. 
• Ask yourself if it  is really worth getting this upset. 



1 50 How to Resolve Conflicts 

• Listen to the other person's point of v iew and try to understand 
why he or she is so upset. 

• Recognize your own resistance and other influential forces (e.g. 
my husband will  go berserk when I tell  h i m ) .  

• Acknowledge other external forces that may be preventing you 
from thinking straight ( e.g. your w ife is j ust about to have a 
baby and this idiot has run into the side of your car ) .  

• Do not use threats. Recognize your own desire to retaliate. 
• Focus on how to resolve the problem. 

When you use reactive behaviour it means that you are out of 
control. You need to know how to detach yourself from unpro­
ductive emotions; to do this ask yourself what you w i l l  achieve by 
feeling that way. Does it help you to think more c learly or to state 
your case in a way that can be understood ? Is  i t  going to help you 
find a satisfactory solution ? 

There is a big difference between being aggressive and being 
assertive. Of course it isn't right to let other people always put you 
down, get away with things, or accuse you unj ustly. A llowing this 
does nothing for your self-esteem, i t  a lso ind icates to the other 
person that such behaviour is permissible which doesn't do the 
aggressor or anyone else any long-term good . Remember that 
when you choose to back off you have maintained control, you 
made a choice . 

People who react are often insecure and i nwardly afra id - they 
cannot afford to be wrong - being unable to cope with what they 
perceive as failure. The ego raises its head crying, I can ' t  let him get 

away with that! Aggression may demonstrate itself through verbal 
abuse and angry accusations, physical acts of violence or 

destruction, or thoughts that fue l  further anger and self­
justification. 

You need to feel confident enough to be assertive when that is 
the right course of action to take, but it does take courage. 
Remember your body language counts so try to avoid a 
threatening stance. Address the problem rather than the person. 
'You imbecile, cutting down that tree ! '  is not the best way to 
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There is a big difference between being aggressive and being assertive 

prevent further devastation to the trees that edge the car-park. 
Try to talk about the tree not the person's action: 'Excuse me, but 
I'm sure you can't be aware that there is a tree preservation order 
to protect our environment.' The man expl ains that he's j ust 
doing his job. You can then go on to explain, if you choose, that 
trees are being cut down at the rate of an acre per m inute. We 
hope, at this stage, he wil l  volunteer to pass on the information to 
the management. If, however, you are met with bell igerence and 
total lack of co-operation you can explain that because it is so 
important you wil l  have to take further action. Then make it clear 
that you don't really want to take things that far. Try to get his co­
operation. Breathe evenly, speak calmly, offer h i m  a chance to 
back down without losing face. What you have done here is to use 
a good recipe for constructive assertive behaviour that stands the 
best chance of success. 
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• You avoided accusing h i m  d irec t l y  or suggesti ng he should have 
known better. 

• You stated your interest. 
• You gave concrete reasons. 
• You listened to him,  openly recogn izing h is position. 
• You suggested a solution. 
• You remained respectfu l .  

Le t's end the conflict and find a solution.  

8 Living In Harmony 

I hope that what I have shared w i th you in the previous chap ters 
will  help lead you to a hol istic caring approach for a l l  l ife. As 
Albert Schweitzer d iscovered, unless he developed a reverence for 
all living things, h is l ife was bereft of purpose and meaning. 

Beware of your ego. Notice where you react when you ough t to 
respond. Reactive behaviour is an indicator that you are out of 
control j ust as reactive conditions on Earth are an indicator that 
Earth is out of control .  

In our quest for harmony and peace we must stop categorizing 
and general izing. Negative thoughts that begin w ith all people are 
a warning that you - or those using this phrase - are assuming that 
a race, or collection of people, all  behave in the same way, or that 
they all have the same values, or that they suffer the same fau l ts .  

I t  is dangerous to assume you know based all. very l i ttle 
information, biased opinions, or other people's say-so. Before 
being led into actions that are l ikely to affect others, it is wise to 
ask yourself, 'Do I know this for a fact?' And, 'Am I acting all. my 
own principles or in response to theirs ?' 

The way we behave to a large extent is influenced by: 

• our needs - we will  fight for food, air, attention 
• our upbringing and experiences 
• the way we view l ife 
• the values we place all. ourselves and others 

All too often our egos gets in the way of fair, logical thinking. We 

become arrogant, focusing only on how things affect us and what 
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we can 'get out of it . '  We become greedy. The terrible th ing is 
that our ego trips becomes collective and whole nations are led 
into confl ict and war. Believing that you are part of a super race 
or that you have the right to certain land, or that your re l igiou� 
beliefs are the only right ones, i s  both dangerous and foo lhardy. 
We become aggressive and fue l  our actions with motives and 
goals to support the collective ego. We come to believe that we 
are more important and that we have more rights than other 
races or nations. 

When you ask people to j ustify such bel iefs you are told: we 
have the right because we are civi l ized; we educated those people; 
we have nurtured the savages . . .  But does this really give any 
group of people the right to p lunder another country, to take away 
for gain the natural resources or products of their land ? 

We should give, educate, feed, heal for the good of mank ind, 
not because of what we stand to gain. 

Many seemingly righteous ventures into poor, underdeveloped 
countries where man attempted to enforce his rel igious beliefs 
were truly no more than ego trips. Natives often exchanged their 
right to think for themselves, to learn and evolve natural ly in 
their own way and in their own time in return for clothing, food, 
medicine and trinkets. 

We are now witnessing the res u l ts of our enforcing 
'civ i l ization' on others, most noticeably in the v iolat ion of land 
and pollution of water. Where we fai led to pass on true values we 
have, in some cases, now reilloved ourse lves and left the natives 
of those countries with half�val ues - wanting what the white 

man had but not hav ing the experience to follow through and 

with only half�taught lessons. There are now many who violate 
their own land and murder the i r  own people in search of those 

th ings they believe they need but which, in truth, often do not 
matter. 

Before doing anything that infringes on man's freedom or his 

rights we would do well to search our hearts and to ask the 

question: What is my real intention ? This appl ies equally to 
politic ians where many are so clearly riding the ego trip .  What 
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makes them believe they are so right ? Is their intention to achieve 
what is  best for al l  men and women, or for the party to which they 
subscribe ? 

Naturally there are good people in pol itics who, w h i l e  acting 
with true humil ity, serve the people by fol lowing a path which 
leads to the benefit of  al l .  But  I would just l ike to hear some 
politicians occasionally listen with courtesy to the 'other side' ,  
and to consider with sincerity what is being said. They m ight learn 
something. I do not bel ieve destructive d ialogue aids the ir 'cause' 
and from my conversation with other 'ord inary' people,  I know 
that many are sick of the pol itic ians rude, d irt�throwing, 
destructive verbal rantings. I would l ike to ask: 'What truly good 
things do you plan to achieve ?' 

At an individual level, no one can make your choices for you, 
no one can set your goals, no one can motivate you, u nless you 
decide this is what you really want. But if you want to help change 
the world into a better place, you can. 

Visual ization and positive affirmation wil l  help you ach i ev e  
your goals. You can l ive i n  peace and harmony with those whose 
l ives touch yours. Learning to care for people you meet on l ife 's  
path is  not self�sacrifice but the way to happ i ness and world 
peace. 

My recipe would be something l ike this: let every thought and 
action be motivated by love ; care for others ; respect those with phys ical 
and mental disabilities ; be truthful and honest; revere all life ; honour the 
Earth. 

The time has come to take a look at what we are doing to Earth 
and how we can help create positive long�term effect. We are part 
of the total energy system that is our universe. When one part of 
an organism fails to function or to fulfil i ts role the rest suffers.  
Earth is  a l iving organism where each part contributes towards the 
whole. Of all the things man is now doing in the name of progress, 
decimation of the trees is perhaps causi ng the most immed i ate 
harm. We cannot live without vegetation; we cannot l i v e  w i thout 
trees. Not only do we need trees to enable us to breathe, the y  
balance Earth. 
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We have to reconci le global confl ict and to a ssume 0 
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Organizations Offering Advice 

and Support 

Using your telephone directory you can find the number to any of 
the following organizations who are there to help and advise you. 
If  the organization is not l isted in your area you can obtain the 
number of its head office through the telephone operator or your 
Citizen's Advice Bureau. 

AUSTRALIA 

Alcohol 
Alcohol & Drug Information 

Service 
Alcoholics Anonymous 

Gambling 
Gambling Anonymous 
Lifeline 

Geneml Counselling 
Community Health Centre 
Crisis Care Distress Call 
Domestic Violence 
Lifeline 

HIV & AIDS 
AIDS Council 

Homosexuality 

Gay Counselling Service 

Missing Persons 
Red Cross 
The Salvation Army 

Pregnancy 
Childbirth Education Association 
Pregnancy Support Centre 

Rape 
Lifeline 

Rape Crisis Centre 

Young People 
D istress Call 

CANADA 

Alcohol 

Alcohol Abuse 
AI-Anon 
Ala-teen 
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Drugs 
Addition Research Foundation 

Narcotics Anonymous 

Eating Disorders 
Overeaters Anonymous 

Gambling 
Gamblers Anonymous 

General Information for Residents in 
Canada 

The National Clearing House 
(tel:  1 800 267 1 291 ) wil l  always 
put you in touch with an 
organization who wil l  help with 
your problem 
Contact Local Crisis Lines for 
help and advice with crisis 
Any Government Clinic 
Institute of Family Therapy 
The ClSC Clinic, Quebec , offers 
a first l ine contact 

HIV & AIDS 
AIDS Hotline 
Nat ional AIDS Clearing House 

Information 

Homosexuality 
lesbian & Youth, Toronto 

Pregnancy 

Birthright 

Rape & Sexual Abuse 
Communications and Public 

Affairs 
Contact local Sexual Assault 

Support Centres 

SOUTH AFRICA 

General Counselll' ng and Ad ' Compassionate F ' 
Vice 

S 
nends 

outh African Fed ' M 
eratIon � 

ental H ea lth 
or 

UNITED KINGDOM 

Alcohol Abuse 
Accept N at ional Se ' [VIces 
A lcohol Concern 
Fami lies Anon 

Bereavement 
C�USE - offers help and support 
with bereavement 

Drug Abuse 

Fa mi lies Anonymous 
N a t ional Campa ign against 

Solvent A buse 
Rel ease - he lps with drug and 

abort ion problems 

Eating Disorders 
A norexia & B u l i m i a  Nervosa 

Assoc iation 

Education 

Advisory Centre on Education 

Fam ily Prublems 

Soc ial  Serv ices Department 

G ambling 

Gambl ing A nonymoUS 
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General Counselling and Advice 

Children's Legal Centre (offers 

advice on law affecting young 

people) 

Institute of Family Therapy 

National Association of Citizens 

Advice Bureaux (offers help 

and advice on any subject) 

Relate 
Samaritans 
Youth Access 

HIV, AIDS & Sexually 
Transmitted Disease 
Nat ional AIDS Helpline 
Terrence Higgins Trust and Body 

Positive 
Look under VD or contact your 

local hospital 

Homosexuality 
Acceptance Helpline for Parents 
Parent's Friend 

Mental Disorders 
MIND 

Missing Penon 
MiSSing Persons Bureau 
The Salvation Army 

One Parent Families 
Gingerbread 

National Stepfamily ASSOc iation 

Pregnancy 

British Pregnancy A d visory 

Service 

Brook Adv isory Centres 

(specialists in birth control for 

young people)  

Family Planning Assoc iation 

UNITED STATES OF 
AMERICA 

A IDS A c t ion N at ional Hotl in e  
1 800-342-2437 

AI-Anon/A lateen 1 800-344-2666 
Childhelp USA 1 800-422-4453 
Gay &, lesbian Adolescent 

Soc ial  Services 1 3 1 0-3 58-8 7 2 7  
National Drug Abuse H o t l ine 

1 800-662-4 3 5 7  
N ational Eating Disorders 

Assoc iation 1 9 1 8-4 8 1 -4092 
N ational Sexually Transmitte d  

Disease Hotl ine 
1 800-22 7-8922 

G eneral Information 
See self-help gu ides in local 

telephone d i rectories 
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