POSTIONS, INTERESTS, NEEDS

Positions

Positions are what people say they want. They are usually only one among many ways that they could meet their interests and underlying needs. 

· The best way to find out people’s positions is to ask them WHAT they expect.

Interests

Interests are the reasons people want what they say they want. They are often hidden. They are what people feel that they need. 

· The best way to find out people’s interests is to ask them WHY they want what they say they want

Needs

Underlying needs concern basic emotional needs like the need to be loved, the need to feel safe and secure, the need to feel in control of one’s life, the need to belong. Everybody has these needs.

· The best way to find out people’s needs is to ask them WHY is what they want REALLY IMPORTANT to them. 

OPEN AND CLOSED QUESTIONS

Two main types of questions are open and closed questions. 

A closed question is one that may be answered by a simple YES or NO and usually begins with…




DO YOU…?   ARE YOU…?, HAVE YOU…?

Open questions are aimed at provoking an extended free response and might start with 

WHAT…?, WHERE…?, WHICH…?,, WHY…?,, HOW …?,WHEN …?
The repeated use of closed questions needs to be avoided because a series of such questions can become very wearing and can be seen by person as interrogation.

For example, if you want to ask person his/her opinion on human rights situation in country X you would not say „Do you agree that human rights situation in Kosovo is desperate?“ This invites simple yes or no response. If you had phrased the question „What is your opinion about human rights situation in country X?”  You would instead invite a response that required person to express his/her opinion. 

REFLECTIVE QUESTIONS

Reflective questions are aimed at clarification and confirmation that you are listening actively:


You said...can you explain in more details please exactly what you mean there?


Let me just check that I am understanding you correctly...


Is what you are saying...?

PROBING QUESTIONS

Usually begins broadly and then they are more focused on detail. It involves mix of open and closed questions.

Two basic probing techniques are:

· funneling, where you start with large, broad questions and gradually narrow the focus down to specific information you are seeking

· drilling, where you decide in advance the question areas  you want to pursue and dig deeper and deeper until you strike response you have been looking for

CHECKING QUESTIONS

Sometimes it is necessary to check what you are hearing or correct misunderstanding. You should not ask just to satisfy curiosity. Checking questions are important tool to help person to recognize their interests and needs and to take responsibility for fulfilling them. 

SOME HELPFUL HINTS

It is important that you develop your own communication and questioning style. Even if you use mostly open questions and deliver them in non-respectful or aggressive manner you will not get satisfactory answer.

· Adopt friendly, supportive manner

· Be prepared to explain clearly why you need to ask question

· Think about some questions in advance. However do not be constrained by prepared questions

· Try to ask clear, concise and specific questions

· Always acknowledge answers positively and in encouraging tone

· Probe when you need for extra information. Use phrases like “Is that all?” or “Are you sure we have covered everything?”

· Always check your understanding by summarizing and using reflective questions.

Quick look at communication skills
Respect – every experience, feeling and opinion matter. Effective communication is impossible without respect for the other person’s needs, concerns and history. Respect is shown by attentive listening and question which encourage the other person to express personal views without fear or blame

Observant listening – enables us to understand message in its complexity by paying full attention to the speaker. While listening let the other person know that you heard him/her and check have you understood correctly. Pay attention to related emotions. Our body language reflects our attention while listening

Clear message – enable understanding and sense of safety in communication. Avoid ambivalent messages and long explanations

Open Questions – key to high quality communication and analysis as they encourage further information exchange. These questions can not be answered by simple YES or NO

Summarizing - enables easier understanding of long explanation. In summarizing you say what you heard while using other person’s phrases.

Paraphrasing – enables better orientation in the flow of conversation; possibility to check what has been understood and acknowledgment of what has been said. In paraphrasing you say what you heard with your own words.

Reframing – paraphrasing what has been said by focusing on the positive aspect of the message (while checking if the core meaning has been captured) opens space for constructive approach even at times where resistance and difference seems too great
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