Chapter 6

Styles of Interpersonal
Communication in Clinical
Supervision

Author’s Note

In this chapter we emphasize two fundamental personal styles: direct and indirect. They

have been applied to many studies of teaching, supervising, and other forms of interper-

sonal communication. There are numerous other ways to categorize personal styles. We
mention some of them. What we supervisors and observers say to teachers is certainly
important, How we say it is probably more important.

- Think of doctors, dentiéts, counselors, teachers, administrators, parents, and others
you have known. Some may have been very competent or skillful but you didn’t Jook for-
ward (with pleasure) to interacting with them. Others had flaws you were willing to over-
look because you believed you would gain something from being with them. Our
effectiveness as supervisors, peer consultants, mentors, or colleagues can be enhanced by
recognizing that we are not all the same in how we perceive what is going on.

A recent “popular” book by a talented writer is titled Whar Really Matters
(Schwartz, 1995).! It looks at a number of organized activities that are based on differing
theories and practices that explore ways to think about how our personal style interacts
with someone else.

We do not choose one system for analyzing styles over all others. We do not recom-
mend trying to change your style that took a long time to develop. We do recommend that
you respect others’ styles that also took a long time to develop.

In the past decade there has been much progress made in research pertaining to per-
sonality styles or traits. Over two decades and four previous publications, we have been
aware of the work done by Bales,” Cattell,> Murray and Rorschach,* Flanders,’
Blumberg,® Hersey and Blanchard,” Gregorc,® Myers-Briggs,® Kiersey and Bates, ?
Kiersey'' and many others who have studied how personality styles and interaction styles
affect what can happen when observers give feedback to those they observe.

Some of the most intriguing findings in these fields of investigation have resulted in
the Five-Factor Model or Big 5. The names of these factors are extraversion, conscien-
tiousness, agreeableness, openness to experience, and emotional stability. A colleague at
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The techniques in the chapter on feedback conferences can be used by any supervisor or
peer observer who has systematically collected observational data to analyze with a
teacher or colleague. How the data are interpreted and what decisions are reached will de-
pend to a considerable extent on the supervisor’s or consultant’s style. Styles of consulta-
tion can be described in many ways. A common distinction is direct versus indirect styles.

Ned Flanders differentiates direct teaching styles (i.e., lecturing, directing, criticiz-

ing) from indirect styles (i.e., accepting feelings, encouraging, acknowledging, using stu-
dent ideas). Arthur Blumberg uses similar categories for supervisor behavior and has
gathered some evidence that teachers prefer an indirect style of supervision. The direct
and indirect behaviors an observer may record in a classroom can also be noted in a con-
ference. They can be placed on 2 continuum, though no scale is intended. They are:
expressing and accepting feelings; praising, acknowledging and using others’ ideas, ask-
ing questions; lecturing or otherwise engaging in monologue; directing; criticizing, even
antagonizing.

Another range of possible conference behaviors on the teacher’s part can be con-
structed using the work of Robert Spaulding.'> His words that follow can be used to clas-
sify the behavior of young children in the classroom: escape, withdraw, respond to
internal stimuli, respond to external stimuli, seek help, transact, share, self-direct, and at-
tend. For an adult who is writing a term paper (or revising a book) the list can be read
from right to left as predictable behaviors. Think of them as “coping” behaviors that one
may also use to survive a one-on-one conference.

The behavior of either conferee can be described with labels used by Everett
Shostrom.'* His words are: warm, sensitive, dependent, supportive, controlling, critical,
strong, aggressive’ These characteristics can be translated into verbs that describe a range
of verbal behavior the supervisor or teacher can employ: care, guide, appreciate, em-
pathize, respect, €Xpress, lead, and assert.

One can also view the observer’s actions as aversive (dominating, punishing) or sup-
portive (approving, receptive). Setting limits and setting goals are actions that usually lie
between these extremes but can be pushed toward one end or the other.

Although teachers indicate 2 preference for observers who emphasize the supportive,
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MUNICATION TECHNIQUE 2: ACKNOWLEDGE, PARAPHRASE
]

caring style, these are not the only appropriate behaviors for an observer. Doing some-
thing aversive (e.g., when a parent prevents a child from playing on the highway) may in-
dicate a caring style at times.

In the past decade, words such as those used above plus several thousand others that
could describe personality traits or factors have been subjected to sophisticated factor

AND USE WHAT THE TEACHER IS SAYING
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a different situation is but one example; pointing to a logical consequence is an-

idea to
other. Paraphrasing can be overdone if too many responses are similar, or if they are inap-

propriately placed. For example, if a teacher says, “The car was going 60 miles an hour,”
ute much to respond, “What you aré saying is that the automobile was

it doesn’t contrib
traveling a mile a minute.” An effective paraphrase must be a genuine effort.to communi-

cate that we understand what the other person is getting at. Using the teacher’s idea shows

that the observer heard, understood, and is pursuing the thought. Of course, it can be pur-
’s. Generally,

sued so far that it ceases to be the teacher’s idea and becomes the observer
however, having a person you respect use your idea is rewarding.

COMMUNICATION TECHNIQUE 3: ASK CLARIFYING QUEST TONS

The teacher’s statements often need to be probed to clarify the observer’s understanding

ink carefully about inferences and decisions. “Tell me what you

and to get the teacher to th
mean by that” or “Can you say a little more about that?” are examples. So is “What would

you accept as evidence that. .. ”
In many instances, if we do not clarify, miscommunication is the result. Occasionally

someone will say, “You're absolutely right! Moreover,” and then the person proceeds to

say the exact opposite of what you thought you said. Of course, that could be a conscious
strategy or a case of not listening at all, but a clarifying question avoids unintentional mis-

understandings.
and asking clarifying questions took place in a high school

An example of paraphrasing
where the principal gave the faculty an administrator appraisal form to fill out anonymously.
“What you

After analyzing the compiled responses, the principal said in a faculty meeting,
seem to be telling me in this survey is that 'mnot as accessible as you would like.” Several
teachers said, almost in unison, “Could you tell us what ‘peing accessible’ would look like?”

To which the principal replied: “Well, I'd keep my door open more and welcome ‘drop-in’

chats. And if you stopped me in the hall and asked a question, I'd try to answer it briefly

instead of pointing out that 1 was oh my way to a meeting :
Having announced and clarified his intentions in public, he was destined to become

“Mr. Accessible” in the next few months. Of course he had some help from wags on the

faculty who could not resist asking, “Are you feeling accessible?”
Several points can be made with this example: (1) the paraphrase translated a statistic

into flesh-and-blood behavior; (2) the clarifying question checked the perceptions of the
subject and his observers; and (3) the public announcement of 2 resolution to change virtu-
ally ensured success. The same process takes place in the feedback conference. Note that the
principal had objective data, analyzed and interpreted the data, made a decision, made use of
paraphrasing and clarifying questions, and received verbal support in his resolve to change.

These are exactly the steps we should follow in helping teachers improve their teaching.

COMMUNICATION TECHNIQUE 4: GIVE SPECIFIC PRAISE
FOR TEACHER PERFORMANCE AND GROWTH

To say “That was a nice lesson” is not specific praise. Saying «That was an excellent
the group was an effective way 10

answer you gave to Billy” or “Removing Fred from .
handle the problem” makes the approval explicit. It is especially important to note positive
instances where the teacher has shown growth toward an avowed goal.

u

T
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the direct approach may say, “I know where she stands” or “He tells it like it is” or “I'm
tired of people ‘bouncing everything off the wall.”” Those who like an indirect style may
say, “I feel more comfortable with Mary; she doesn’t act like she has all the answers” or
“Fred helps me do my own thinking and treats me like a colleague” or “I’ve had enough
of the ‘hardsell’ approach.”

The classroom observer is often cast in a double role: as a colleague helping to improve
instruction and as an evaluator. It is sometimes awkward to deal with these two functions si-
multaneously. For example, to say “I'll devote the first few visits to helping you improve and
save the evaluating until later” does not reassure the teacher, nor can the observer forget what
has been seen. With teachers who are doing reasonably well, this need not be a problem: “I'm
expecting to write a favorable evaluation anyway, so let’s concentrate on some areas you'd like
to work on” is one approach. Teachers on the borderline deserve to be informed of this fact, but -
the conference can still be positive and productive. Fair dismissal procedures also require that
teachers be given early notice of deficiencies and assistance in atterhpting to overcome them.

In a few cases, the teacher may be in an “intensive evaluation” situation. (Some
school districts encourage such a teacher to have an attorney or teachers’ organization rep-
resentative in attendance at any conferences with an evaluator.) Obviously, the tone of the
conference will be different in the intensive case. Yet observers do not have to turn from
Jekyll into Hyde. A skillful parent serves as both counselor and disciplinarian and can do
so in a consistent style. Observers, too, should be able to fulfill both aspects of their role
skillfully.

Dissonance theory provides a rationale for changing teachers’ classroom behavior
through observational feedback and teacher-centered conferences. The writings of Leon
Festinger,”! Fritz Heider, and others supply powerful insights into the dynamics of what
Robert Burns expressed in poetic form as the gift of seeing ourselves as others see us. We
each have an externally perceived self and an internally perceived self. We develop dis-
comfort when we become aware of a discrepancy between what we believe to be “the real

me” and what “the perceived me” seems to be doing in the eyes of others or in the infor-
mation collected through systematic observation. For example, a teacher who believes
that teachers should smile a lot feels that he smiles a lot; if he views videotapes of himself

that show no smiles, he has dissonance. This dissonance can be reduced in several ways,
such as

1. “The videotape is wrong.”
2. “It was a bad day, I was nervous.”

3. “Itisn’t really that important to smile so often.”

In other words, he can (1) deny the information, (2) reduce the importance of the informa-
tion, or (3) reduce the importance of the behavior. Another possibility is that he can re-
solve to make the perceived self more like the “real” or ideal self. That requires changing
his behavior.

The goal of supervision for instructional improvement is to get teachers to change
their behavior in ways that both they and their supervisors regard as desirable. In some
cases only the observer (and not the teacher) sees a suggested change as desirable. Now

the observer experiences dissonance. Among the options for reducing this dissonance are
the following:
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Counseling 119
1. “You’ll do it my way, 0T T'll send you to Siberia.”

. s enjoying the responses you were getting” or “I sh ' .
2. “Let’s look at some more data about what is happening. volunteered” can have a desirable effect §n the tone erefh g(c)i;lsrc 2551:;16ns10n when Dickie
3. “Let’s work on something you are concerned about.” -

In other words, the observer may (1) reduce dissonance by forcing compliance from the COUNSELING

teacher, or (2) and (3) attempt to achieve consonance through increased understanding of

For many year : ) )
what is on the teacher’s mind. y years we advised observers to avoid taking on a counseling role with teachers.

: There are times when it is necessary to force teacher compliance to the observer’s ie“ :)ngt: (:;gil;t :rtlsl:;(t: tfg;;b:;g;rs s tothspen;l the limited available time helping teachers im-
mand—for example, when laws or official school policies are at stake. Most problems that psychological problems. We fel rf, €1 than attempting to work on marital, financial, or
observers and teachers work on are not that clear-cut. They concern ways of d.ealmg with 200d. In tho case of serfouse e lta ]t at the amateur psychlatrist” would do more harm than

students: choosing strategies for teaching certain concepts, skills, or facts; finding alterna- cition somewhat, problems, we still feel this way, but we have modified our po-
tive ways of managing the many variables in teaching; selecting elernen.ts of teaching The more we work with ob th ‘

style that can be modified by the teacher through the use of feedback, practice, and exper- them to separate teachers’ instms‘:.rve;f’ ¢ more we recognize that it is impossible for
imentation. It is unlikely that a teacher can eliminate a fundamental personality character- needed is an approach that avo'dc 11‘;“ .PTOblem.S from their personal problems. What-is
istic, such as dominance, emotional stability, or empathy. Nevertheless, a teacher can with problems expressed b IthSt e pﬁfalls of inept amateur therapy yet deals honestly
Jearn to use strategies that reduce the tendency t0 dosminate c:r ca(;l dzvilic;& lc:a;sizrnc;o(r; performance. y the teacher that have significant impact on classroom

ent techniques that reduce emotional stress. Some outward an ' ! ) - .

1;:32%}?? c:n be obgerved, practiced, and incorporated into a teacher’s repertoire \{Vlthollllt that f ;J;tzrlf}tﬂgeé:fnaytf: Scsl:;rssarys, Iér}, spending so much time fighting with my spouse
resorting to psychiatric therapy or profound religious conversion. Most people who prepared,” the observer might do one of several things:

choose teaching as a career have basic qualities that are compatible with the requirements

* threaten to fire the teacher i i
of the job; systematic feedback can inform and convince those who do not. e o TP

* offer advice on how to improve a marriage.

concentrate on ways of handling schoolwork at school.
recommend a counselor.

COMMUNICATION TECHNIQUE 7: ACKNOWLEDGE .

AND USE WHAT THE PERSON IS FEELING e o e o g

Carl Rogers reminds us that when a child attempts to do sozrznethmg difficu tand s g é t
ren : Lo 122 The response isintended 10 Any of the above might work i I
R i O Tt i di isn’t i gi! . ght work, depending on the situation and the nature of the indivi
) I i . : 0. It might not hurt to say, “Itis difficult, isn’t 1t, but you involved. An objective . . ) AFIT e individuals

bthi(t)imve’ e ) ' the following: ! approach consistent with other techniques in this chapter might be
£ ﬁesearchers have found that feelings are seldom acknowledged verbally in the clff\s?-
room.2> The occurrence in conferences is less well documented, but we suspect 'fhat it is
unduly limited. When the goal is to change behavior, affective aspects cannot .be ignored.
The emotions that can be expressed in 3 conference range from rage‘.to 9@?_1_’31?, frorr'x e);—l
hilaration to depfcssion. Clinical-ebservers should not ignore the significant emotion

OB N . 3 N 3
SEiEZfCR.t I;ere are some of the things you’ve mentioned that would be desirable. Let's
your 2(1: :: r;erelinsznetf'ly in L(;nc column. Here are some things you have identified about
ituation. Let’s put them in another column. No
. ; . . Now you can add or sub-
tract from either list, but the essential problem is to ask what it takes to get from here

content of what teachers are saying any more than they would ignqre important cognitive | to there.
ts. , . ' o
stat"'gl;: way to respond is to describe what you are observing: “You.appc_ear to be %uit,t; ningItolljS:;)‘r;i;elvizge tl.xa.t a (;onsmentlous supervisor might perform all the tasks of plan-
angry about that” or “This seems to make you anxious.” Dpn’t be’ surprised 1.f the”tzsc t:nd not b regarde(gi, I hegll‘ff“;gb eedback (as recorded and coded by reliable means) and still
response is “Oh, no, I'm not really angry” or “Who's gnxml.)s‘? o n(?t an).uous'). ; ol sonality factors or intep ul by tfle teach.er. We suspect that when this happens, other per-
ta deny feelings, as if it were bad to have them, especially in a teaching situation. epsge . SOnaBfaetons Wantr?ersona dsThamics aSborht for‘ ot when i huppeas, ot per
chologist once remarked, “I always knew when my mother was angry at ‘me beca;lus( . : on what teachers an fom a1 Ghserver SugEest & il apen ot oo e
showed it immediately, and I could take that; but my father would Yvaxt to ‘have at e Yot we can e open and domoeratc prcnedumes 1 morede approach
| me later, and that was an agonizing experience.” Expressing feelings can be healthy

tent tpat 1s quite structured. Self-guided discovery, teacher-guided discovery, and didacti
teaching are examples of procedures that lie along this continuum > et
) ers(f)ar—l Rogers’,, who ploneer.ed clif.:nt-centered counseling in the 1940s, argues for
person cpntered approaches in a wide range of human activities.”* He contrast
usual notions of power and control with another view of influence anci impact oo

helpful. After an especially satisfying performance before a large class of gra(.iu;its Stt}‘;
dents, the instructor was told by one student, “I enjoyed seeing that y?‘u were relis ; tg -
experience.” That is a good observation to share. Telling a teacher “You appeare 0
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