
1

I. Learning Contracts

Learning contracts are an excellent way to create a personalized strategy to successfully learn new material. The 
learning objectives for Chapter 8 are listed here. Think about how you’ll master each of these learning objectives 
and complete the chart with a plan for each objective. Use the example provided in Chapter 1 as a guide, but keep 
your own learning style and how you learn best in mind and get creative! You may be asked to create these learn-
ing contracts on your own, or your instructor may collaborate with you.

Learning Objective
Resources and 
Strategies

Evidence of 
Accomplishment

Verification of 
Accomplishment

Completion Date

What am I going to learn? What resources, 
strategies, and 
experiences will I use 
to learn this?

How will I know I 
have learned this?

How will I prove I 
have learned this?

To be added 
by student and 
instructor.

8-1. Explain the concept of 
personal space and recognize 
verbal and physical space 
violations in daily interpersonal 
interactions.

Chapter

8
Professional 
Communication

Topic 8-1:  Core Concepts in Communication

Topic 8-2:  Communication Blockers

Topic 8-3:  Active Communication

Topic 8-4:  Conflict Resolution



2  M A S S AG E  T H E O R Y  A N D  T E C H N I Q U E :  S T U DY  G U I D E

Learning Objective
Resources and 
Strategies

Evidence of 
Accomplishment

Verification of 
Accomplishment

Completion Date

What am I going to learn? What resources, 
strategies, and 
experiences will I use 
to learn this?

How will I know I 
have learned this?

How will I prove I 
have learned this?

To be added 
by student and 
instructor.

8-2. Distinguish among 
submissive, assertive, and 
aggressive relating behaviors 
in daily interpersonal 
interactions.

8-3. Analyze different learning 
styles and mental processing 
differences, and recognize 
these differences in others.

8-4. List three communication 
blockers and describe 
how they obstruct open 
communication.

8-5. Categorize the 
components of active 
communication and describe 
the basic concepts of 
awareness, active listening, and 
the delivery of a message.

8-6. Describe three points 
in a massage session at 
which client and therapist 
communication plays a vital 
role for achieving treatment 
goals.

8-7. Appraise the benefits 
of using an assertive 
communication model with 
clients.

8-8. Describe three strategies 
for reaching a fair and 
equitable resolution to a 
conflict.
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II. Glossary Terms

Instructions: Please write in a brief definition of each term.

Active communication 

Assertive relating 

Conflict resolution 

Filter 

Personal space 

Reflecting 

III. True or False?

Instructions: Indicate whether each of the following statements is true or false.

1. People who adopt passive ways of relating allow others to frequently impose on their personal space 
and often hold back their true feelings.

2. Kinesthetic learners like charts, diagrams, and written directions and are drawn to a well-crafted 
brochure full of pictures that show the clinic’s services.

3. Feeling sympathy for another person can be a communication blocker.

4. When labeling others, people are convinced that they know someone else and lose the opportunity for 
greater depth of understanding.

5. To enhance communication with a client, it helps to try to psychoanalyze the client to understand 
their shortcomings.
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6. When talking to a client to agree on the goals for a massage session, it is better to sit behind a desk in 
a position slightly higher than the client’s position.

7. The technique of reflecting helps ensure that the listener really understands what the speaker means.

8. Speaking in you-statements is an effective technique to explore how a client feels about the topic being 
discussed.

9. Using slang with clients helps the client relax and relate to you as a person.

10. Conflicts with clients will never occur if you practice good communication skills.

IV. Matching

Instructions: Match the correct answer to its description.

 A. Assertive F. Kinesthetic learner
 B. Extraversion G. Introversion
 C. Visual learner H. Aggressive
 D. Passive I. Sensing preference
 E. Auditory learner J. Intuitive preference

1. Dominating conversations and arguing with other people’s ideas

2. Draws energy from a quiet inner world of thoughts and ideas

3. Seeking approval from others by being agreeable and selfless

4. Likes to work through information

5. Likes to see information

6. Focused on clearly defined tangible information

7. Focused on the big picture

8. Self-aware and self-confident without being egotistical

9. Likes to hear information

10. Draws energy from the outside world of people and activity

V. Sentence Completion

Instructions: Fill in the blanks with the correct answer.

1. Standing too close to another person during a conversation could violate the other’s .

2. People who prefer thinking like to make decisions in a logical, objective way, while people who prefer 
 often like to make decisions based on finding harmony to make everyone happy.
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3. People who fall into the habit of defining everything in terms of “should” and “ought” may engage in the 
communication blocker referred to as  .

4. People who  always try to see the bright side of a situation, to balance out anything 
negative with a positive.

5.  is the ability to identify with and understand another person’s feelings and difficulties.

6. A listener’s attentiveness to a speaker’s  can alert the listener to an inconsistency 
between what the speaker says and truly feels or tell the listener that the speaker is not verbalizing some-
thing important.

7. The active listening technique of verbal  includes asking questions, sounds made while 
listening, and even attentive silence.

8. If your body is in an open position and you are making  with the listener, you more 
likely feel ready to share.

9. During massage, good communication includes asking the client for  about the tech-
niques being used.

10. For the conflict resolution process to be successful, both parties must accept  for their 
portion of the problem or conflict.

VI. Short Answer Questions

Instructions: Complete all of the following short answer questions.

Topic 8-1:  Core Concepts in Communication

1. The chapter discusses how communication is affected by people’s relating styles. For each of the following 
pairs, briefly describe what could go wrong in communication if both people stayed within their usual styles 
of relating.

Passive therapist talking with an aggressive client

Aggressive therapist talking with an aggressive client

Passive therapist talking with a passive client
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Aggressive therapist talking with a passive client

Topic 8-2:  Communication Blockers

1. Sometimes it is necessary for a therapist to reassure a client, such as about the likely outcomes from mas-
sage treatment. When does reassurance become inappropriate?

Topic 8-3:  Active Communication

1. Describe body positions and movements that signal to a client that you are interested in hearing what he or 
she is saying.

2. Name three communication tasks you should accomplish when speaking to a new client the first time in a 
booking phone call.

Topic 8-4:  Conflict Resolution

1. What does it mean to “attach to words” another person is speaking?

2. How can you avoid attaching to another’s words?

VII. Case Studies

Topic 8-1:  Core Concepts in Communication

James, a massage therapist, is talking with his client, Martisa, about scheduling a long-term treatment plan. 
James’s personality preference is to be organized and orderly, but Martisa seems unable to decide how to approach 
a plan for treatment. She repeatedly says things like “Can’t I just call when I’m not feeling well?” and “Let me see 
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how I feel that day about having a massage.” James is becoming frustrated as she does not seem to be responding 
to his logical explanations for establishing a set schedule. What can James do to improve their communication?

Topic 8-2:  Communication Blockers

Consider the following conversation between a massage therapist and a client:

Client: “I don’t really have to do these exercises everyday at home, do I? I really don’t think they’ll help much.”
Therapist: “No, you’re wrong. They will help you a great deal.”
Client: “I’m not sure I have the perseverance to keep doing them.”
Therapist: “Oh sure you do! I know you’ve got what it takes – you’re a strong person!”
Client: “Well, OK. I wonder if I should try to do them at the same time everyday or be flexible and see how each day goes….”
Therapist: “Here’s what you should do. I’ll write a precise schedule for you to follow and then you’ll always know 
exactly what you should be doing and when.”

In this brief conversation, the therapist uses communication blockers that impede having the best possible commu-
nication. Identify at least three different communication blockers that occurred. What is a likely result of how the 
client will behave in the following days?

Topic 8-3:  Active Communication

You are talking with a new client about what she has written on your intake form about why she seeks massage. 
She seems a generally quiet person and tends to answer your questions mostly with simple yes or no answers. 
When you ask if she is having any specific pain or soft tissue problems she would like addressed in today’s ses-
sion, she first says, “Well, not really, I mean, maybe my shoulders ache a little, but I don’t know, I guess that’s not 
a big deal.” What techniques of active listening can you use to improve the communication with this client and 
learn more about what she is feeling? Write down a sentence or two of words you might say to this client.
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Topic 8-4:  Conflict Resolution

You are talking with another massage therapist in the spa where you both work. Both of you had asked to attend a 
special training seminar to learn new techniques that will enhance your position at the spa, but the manager told 
you that only one of you can attend because the other is needed on the day shift when the seminar is scheduled. 
The manager leaves it to the two of you to make the decision. The other therapist argues that she should be the 
one to go because she has seniority. You believe that you should be the one to go because as a newer employee, 
you have greater need to learn new skills. Soon your conversation is becoming an emotional argument. How can 
you resolve this conflict? Describe how to apply the conflict resolution process in this instance.

VIII. Activities

Topic 8-1:  Core Concepts in Communication

Reread the section of the chapter on “Learning Style Differences.” Of the three learning styles described (visual, 
auditory, kinesthetic), how would you classify your dominant style? (You may have more than one learning style or 
preference, so consider what your primary style is.) Now go online to either http://people.usd.edu/~bwjames/tut/
learning-style/ or http://members.shaw.ca/mdde615/lrnstylsquiz7.htm and take the learning style inventory and 
read your results. How correct were you in your original self-assessment? Write about what you now know about 
how you can best learn new material as a massage student.

Topic 8-2:  Communication Blockers

For each of the following communication blockers, write an example of a statement a massage therapist might 
make to a client that could impede further communication.

Judgment:
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Equalizing:

Psychoanalyzing:

Inappropriate reassurance:

Sympathy:

Aggressive relating:

Submissive relating:

Topic 8-3:  Active Communication

Go online to do a Google search, and enter the search term “conversation.” Then click the appropriate button for 
“Images” search. You will be presented with dozens of photographs and other images of people. As you scroll 
through this apparently random collection of images, look for photos of two or more people that show what looks 
like effective communication and also for images that show what may be poor communication. Select two images 
of each type to analyze. (Clicking on an image usually enlarges it.)

Write a brief analysis of each image, paying attention to the following characteristics:

The space between the people:

Body positions of both people (open or closed):
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Presence or absence of eye contact:

Facial expressions:

Hand or other gestures:

Possible signs of distraction:

Signs that the listener is listening actively or not:

How confident are you in your assessments? Note that while it is often easy to see how effective communication is 
among other people, it can be difficult to “step outside” oneself to see how you look yourself in conversation. Write 
down two or three things you will try to work on your own conversations with others to enhance communication.

Topic 8-4:  Conflict Resolution

Think of an argument or conflict you have experienced lately with a friend, family member, teacher or another 
student, or even a stranger. Remember it in as much detail as you can.

Turn to Table 8-3 in the chapter, the worksheet for preparing for conflict resolution. Although you likely cannot 
now resolve a conflict you had in the past, you can still answer most of those questions as you think through a 
process of self-exploration. Write down your answers on a sheet of paper.
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Now consider: if you had gone through this process back at the time the actual argument or conflict occurred, 
might the result have been different? How?

IX. Rubrics

Learning Objective Excellent Good Needs Improvement

8-1. Explain the concept 
of personal space and 
recognize verbal and physical 
space violations in daily 
interpersonal interactions.

The student is able to accurately 
explain and give examples of 
personal space and to recognize 
and describe verbal and physical 
space violations in daily interper-
sonal interactions.

The student is able generally 
to explain the concept of per-
sonal space and to recognize 
some verbal and physical space 
violations in daily interpersonal 
interactions.

The student is not able to 
explain the concept of personal 
space and cannot recognize 
verbal and physical space vio-
lations in daily interpersonal 
interactions.

8-2. Distinguish among 
submissive, assertive, and 
aggressive relating behaviors 
in daily interpersonal 
interactions.

The student correctly defines 
and describes each type of 
relating behavior and can iden-
tify them in daily interpersonal 
interactions.

The student describes each type 
of relating behavior as they are 
manifested in daily interpersonal 
interactions.

The student is unable to 
describes each type of relating 
behavior or identify them in 
daily interpersonal interactions.

8-3. Analyze different learning 
styles and mental processing 
differences, and recognize 
these differences in others.

The student is able to accurately 
explain and differentiate differ-
ent learning styles and mental 
processing differences, and rec-
ognize and describe how these 
differences appear in others.

The student is able to gener-
ally explain different learning 
styles and mental processing 
differences, and recognize these 
differences in others.

The student is not able to 
explain different learning styles 
and mental processing differ-
ences or recognize these differ-
ences in others.

8-4. List three communication 
blockers and describe 
how they obstruct open 
communication.

The student can accurately list 
four or five communication 
blockers and can describe and 
give examples of how they 
obstruct open communication.

The student lists three com-
munication blockers and can 
describe how they obstruct 
open communication.

The student is not to list three 
communication blockers and 
describe how they obstruct 
open communication.

8-5. Categorize the 
components of active 
communication and describe 
the basic concepts of 
awareness, active listening, 
and the delivery of a message.

The student can accurately and 
in detail categorize all the com-
ponents of active communica-
tion and can describe and give 
examples of the basic concepts 
of awareness, active listening, 
and the delivery of a message.

The student can categorize the 
components of active commu-
nication and can describe the 
basic concepts of awareness, 
active listening, and the delivery 
of a message.

The student is unable to catego-
rize the components of active 
communication or describe the 
basic concepts of awareness, 
active listening, and the delivery 
of a message.

8-6. Describe three points 
in a massage session at 
which client and therapist 
communication plays a vital 
role for achieving treatment 
goals.

The student can describe and 
explain four or more points in a 
massage session at which client 
and therapist communication 
plays a vital role for achiev-
ing treatment goals and give 
examples.

The student can describe three 
points in a massage session at 
which client and therapist com-
munication plays a vital role for 
achieving treatment goals.

The student is unable to 
describe three points in a mas-
sage session at which client and 
therapist communication plays a 
vital role for achieving treatment 
goals.
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Learning Objective Excellent Good Needs Improvement

8-7. Appraise the benefits 
of using an assertive 
communication model with 
clients.

The student is able to describe 
and give examples of at least 
three benefits of using assertive 
communication with clients.

The student is able to describe 
two benefits of using assertive 
communication with clients.

The student is unable to 
describe any benefits of using 
assertive communication with 
clients.

8-8. Describe three strategies 
for reaching a fair and 
equitable resolution to a 
conflict.

The student can accurately 
describe and give examples of 
four or five strategies for reach-
ing a fair and equitable resolu-
tion to a conflict.

The student can correctly 
describe three strategies for 
reaching a fair and equitable 
resolution to a conflict.

The student is unable to 
describe three strategies for 
reaching a fair and equitable 
resolution to a conflict.
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