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It was his third attempt to obtain the affirmation he so
desperately wanted when his co-worker blurted out in
an irritated jest, “Are you having as much fun being
wrong as I am being right?” Her statement silenced
him. In the spirit of “brainstorming,” he thought he
could contribute to a meaningful solution that would
validate him, but as he stumbled in the articulation and
error of his thoughts, his more sagacious co-worker
pulled out the fragile footings from beneath him. Her
bold statement (her usual trademark) left him in
disbelief (his usual trademark) regardless of their 18
year tenure together. As I observed the interaction I
surmised it no different than an impoverished 18 year
marriage.
It takes time and experience to discern how our own
particular brand of communication could be the trigger
that has sabotaged important relationships at the
office, with customers, or at home. Mark Twain’s old
adage, “Nothing so needs reforming as other peoples
habits,” often holds sway in our conscience, but
perhaps, you have already discovered savvy
communication strategies where you experience great
satisfaction. Many of us initially learned the basics in
Interpersonal Communication 101 classes which
produced a relative degree of success. Even with
achievements
gained
through
appropriate
communication skills it still seems easier to avoid
conflict rather than “engage effectively.” Especially if
you are one who acquiesces or compromises for the
purpose of avoiding any semblance of negative
encounters. It is my hope that as you read through the
sections titled FOUR STYLES OF COMMUNICATION, and
MOVING BEYOND NEEDS MET OR UNMET, that you
discover an important dimension of communication
and also experience new empowerment through a
subtle shift. If you discern the shift, you might say to

yourself, “That is so simple, why hadn’t I thought of
that before?”
There is a desire within us for wholeness, to be
understood and to be known in the certain way that we
wish to be known. When feeling heard and understood
(sometimes called attunement) we experience
satisfaction in the relationship. Many times we are
perplexed as to why we were not heard or understood
as we meant to convey ourselves. We thought we had
spoken plainly, making ourselves perfectly clear.
However, after observing people in personal
skirmishes and listening to patterns of speech, I
noticed the emergence of a faulty assumption used to
interpret the other person in the heat of the moment
and how it connected to a recurring unmet need
unconsciously by past experience. We conclude that
the other person cannot or will not meet that need in
us, thus we react by that assumption. Thus, we have
preempted the possibility. Most importantly we did
not understand that we had an unmet need cuing up
every time a certain “trigger” activated an old
experience where a particular high priority need was
not met in our past.
It became evident that a small shift in understanding
ourselves can yield tremendous results. This article
will hopefully provide insight for updating your own
communication skills. The insights shared are adapted
from a communication strategy birthed out of deep
need in our nation’s history. Through the work of early
civil rights activists, a “way to rapidly disseminate
peacemaking skills” emerged. The roots of NVC
(Nonviolent Communication) developed by Marshall
Rosenberg took form. This model became popularized
in the 1970’s and evolved further in 1992, becoming
known through four stages: Observation, Feelings,
Needs, and Requests.
This way of effectively

communicating has been adopted and adapted by
many organizations since. More impressive still is how
this process has been functional for peace negotiations
in conflict zones like Rwanda, Burundi, Nigeria,
Malaysia, Indonesia, Sri Lanka, Columbia, Serbia,
Croatia, Ireland, and the Middle East. With this type of
historical lineup, NVC has proven itself as an enduring
tool of conflict resolution where satisfaction can be
achieved on both sides of an issue.
The theory supposes all human behavior stems from
attempts to meet universal human needs and the
premise that these needs are never in conflict. The
implication of that statement is huge. Conflict arises
when strategies for meeting needs clash; the needs of
you and the person you are in conflict with are both
important to understanding in order to arrive at
satisfaction for both sides. At first glance that appears
obvious but it is not readily discernable what needs are
unmet. Usually one person deems their need as more
important than the other person; thereby feeling
justified in minimizing what the other needs.
Depending upon your personality, perhaps you are the
person who always concedes and feels walked on.
When internal or external pressure mounts maybe you
take on the belief that your needs are not as important
as the other, leaving you feeling resentful and
devalued. Both positions are faulty because both your
needs and the other person’s needs are equally
important. Yet many times we find ourselves in a
situation that is not clear cut and we arrive at the
conclusion that someone needs to “lose.” If one person
wins and the other loses, this creates the breach in the
relationship that we all try to avoid experiencing. This
strategy will hopefully open up new ways to
experience conflict with confidence. It is proposed that
if we can identify our needs, identify the needs of others
and the feelings that surround these needs, harmony can
be achieved. Many organizations have taken this
foundation of Rosenberg’s and expanded the concepts
to fit functionally within their own organizations. It has
also been called Compassionate Communication. We
have adapted Compassionate Communication for our
















clients and present it below with easy steps and
imagery to acquire the basics through Four Types of
Communication Lenses.
Lens 1:
Lens 2:
Lens 3:
Lens 4:

Must find someone else to blame
Still must find fault, only it is self-blame instead
Noticing my own emotional experience
Curious about your emotional experience and reaction.

The initial goal is to connect feelings to needs which
initiate a process to inform us of something we had not
known prior. Once the particular feeling is connected
to a particular need, the basic need has been
identified. There could be other needs that emerge as
well. This is a huge shift that can impact change. Most
of the time conflict happens with something that
triggers us. After that an overpowering sensation or
feeling seems to overtake us in the moment. We have
never learned to connect the feeling to the basic
human need. We have never considered feelings and
needs as a deep driving force of energy. Then and only
then can we move toward filling the needs of both
parties. If we don’t identify actual needs at this
juncture, we loop into a Protector War (we protect our
feelings and turf). Remember feelings are an energy
that exist in your body and needs are vital energy that
make up your humanness. At that point we can shift
our thinking and Move Beyond Needs as Met or Unmet.

Feelings the Golden Road
FEELINGS ARE AN ENERGY THAT EXIST IN MY BODY.
Whether feelings we are experiencing are:
pleasant, unpleasant or neutral,
They are the “road” pointing us to the UNIVERSAL NEEDS
that are alive within me.

Advice Giving: I think you should______________.
Educating: This could turn into a positive experience if you just____________.
One-Upping: That’s nothing, wait until you hear what happened to me.
Consoling: It wasn’t your fault, you did the best you could.
Sympathizing: Oh…you poor little thing.
Story-telling: That reminds me of something that I heard on the news…
Shutting down: Cheer up! Don’t feel so bad. Come on let’s go (shopping, etc).
Interrogating: When did this begin?
Correcting: That’s not how it happened.
Reassuring: It will all be OK.
Denial of Feelings: Don’t worry. It’s silly to worry.
Minimizing: This is not that important.
Diagnosing: Your problem is you are a compulsive worrier.
Analyzing: I think you are reacting like this because of your personality type.

message and could not take the time. The event was the
same, calling a friend and getting their voicemail, but
my reaction is different depending on what needs of
mine stimulated my calling.

My needs are always present inside me
whether they are actively engaged
in this moment or not.

Feelings we enjoy arise from needs
that are MET
Feelings that we find unpleasant arise
when our needs are UNMET.
Sometimes thinking of needs as met or unmet did not
assist me in creating the quality of connections I was
longing for in my relationships. There was still an
implication of wrong doing. For instance: “When you
didn’t call at the time you said you would, I felt frustrated
and sad because my needs of connection and
consideration were not met. Are you willing to tell me
what comes up for you when you hear me say this?”
Though my intention was to use Compassionate
Communication to build connection with others, they
often perceive blame from me and continue to feel
disconnected from me. Admittedly, I held tightly to the
belief that my needs should be met (Should Energy).

There is an array of instruments each representing one
of my needs. All the instruments are on stage whether
they are playing or not, just as my needs are always
present inside me.

My needs are NEVER in conflict
with your needs—
My needs are NEVER in conflict with your needs—though
our strategies for expressing our needs may conflict—just
as the instruments in my internal orchestra are not in
conflict with the instruments in your internal orchestra,
though sometimes it may take some translation to enjoy
the harmony our needs produce.
In many cultures the word NEED often has a connotation
of weakness, unpleasant vulnerability, and desperateness;
acknowledging needs may even imply something is lacking
within me.
We understand NEEDS as the VITAL ENERGY that make up
our humanness, each human having the same set of
universal needs. It is not an event itself. For example,
sometimes when I call a friend and get their voicemail I
feel sad and frustrated because I want connection and
empathy and prefer to get it from that person. Sometimes

when I call that same friend and get their voicemail I
feel relieved because I want ease in conveying a

By adding into our process a new step—taking the time to
connect to the living energy (the beauty) of a need before
making a request of ourselves or others, we can
experience a shift to an expansive fullness that others
are drawn to and brings us into connection with what
we desire.
From my former lens I was not fully appreciating NEEDS
AS THE LIVING ENERGY INSIDE ME THAT CREATED MY
HUMANNESS. I was holding needs as something that
could be MET OR UNMET by another person or
situation, which left me un-empowered and
frustrated.
It is important to realize that others tend to resist a
request made from that type of energy (SHOULD
ENERGY). Even when we use should energy on ourselves or
others.
There are so many perspectives on how to approach
conflict resolution and understanding our needs and
identifying the needs of others; this is one of many. If you
have any questions regarding practical implication or
application of the thoughts shared in this newsletter we
invite you to call us. If the principles seem counter
intuitive, that is even better as our hope is to ignite
curiosity and implore conversation, not to provide trite
platitudes. Our goal is to provide more options in dealing
effectively with the common issues of life.
For more information

Regarding Communication Styles & Strategies
Contact: crystal@crystalandassociates.com 402.598.8511

Strategies of

through Four Types of Lenses
The first lens must find someone else to blame.

Lens1
Whatever is happening is definitely YOUR fault(the other).
When I look through this lens, I cannot see your pain.
My mind is busy telling myself that YOU are the problem.
Thoughts through this perspective can appear as:
 I feel___________________because YOU did______________________
 If only you were not so_______________________(stupid, mean, inconsiderate, spineless, passiveaggressive, selfish etc.), then, I wouldn’t feel the way I do.

This lens will still find fault but by blaming self instead of the other

Lens 2
Whatever is happening is definitely MY fault.
When I view the situation through this lens, my mind is busy telling myself that I am the problem.
Thoughts through this perspective can appear as:
 If only I wouldn’t have____________________, then my customer/boss/coworker would not be upset with me.
 If only I would have been: (Thinking right, more organized, smarter, assertive, savvy, stronger etc.).
 I will never get this right! If only I could change (_________) things would be better.

The third and fourth Lenses are ways to respond by connecting feelings to needs.
Lens 3 noticing my own emotional reaction in a new way

Lens 3
Moment to moment I NOTICE what emotional reaction I experience either as sensations in the
body or with descriptive feeling words: (Happy, sad, annoyed, angry, joyful, serene, connected,
disconnected etc.) AND…
I connect those feelings to the needs within me that are stimulating them.
The focus in seeing through LENS 3 is self-empathy;
Thoughts through this perspective can appear as:
 When I experience you taking my ideas as yours, I feel defrauded and used, from the need of being
known for the work that I do and the contribution that I make.
 When I see that you have not responded to our last conversation about (fill in blank) I feel anger arising from the need of being
heard and the need for having a team who responds and respects the process/chain of command/etc.
 When you make excuses for missing a dead line, I feel powerless and/or insignificant arising from the need of being respected.

Lens 4 opens self, curiously to understand the others feelings and needs

Lens 4
Moment to moment I am CURIOUS about what emotional reaction
YOU ARE experiencing and what needs YOU HAVE that are stimulating these emotions. The focus
here is empathic curiosity about YOU, wondering what feelings YOU may be experiencing and what
needs may have illuminated through them.
Thoughts through this perspective can appear as:
 He did not show up on time, perhaps something unavoidable caused the unexpected delay and imagine that
he might be feeling frustrated and embarrassed for being late.
 OK, he did not respond to my email again, I am wondering if he did not receive it, or if it’s buried beneath 50
others. He may be experiencing overload. He may not even be aware how urgent it is for me to get a
response immediately; I will check in with him another way so I don’t miss my deadline.
Credits:
Marshall Rosenberg – Non-Violent Communication
The Center for Non-Violent Communication: http://www.cnvc.org/
Four Lenses of Communication adapted from
Peggy Smith Certified Trainer NVC Four Chairs of Communication
Art: Pinterest, Flicker, Oakley.com, Desmond Oliver Burnett
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