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Communication Skills for Managers

Psychoanalytic method that describes a personality and life 
scenario of a person

Transaction = I give you a stimulus, You respond to this
stimulus

= I say something, You respond with something

= I put emotions in the message, you respond to
my emotions with your emotions

Misunderstood emotions in communication = conflict



EGO STATE
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– a pattern of feelings, experiences and behavior

– we each have three basic ego states 

– three different modes in which we think, feel, behave, 
and communicate

– we move between these ego states when we are relating 
to others



Communication Skills for Managers

Ego states (parent, child, adult) 
Analysis - which part is the cause and which is reaction

- judged by features:

• used words

• voice tone

• gestures

• facial expression



Ego States
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PARENT
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Critical Parent
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Words: - you should, must, never
- you cannot do that
- everybody knows that
- how could you?
- proverbs, idioms, moralising, comments

Voice: - sharp, decisive, strained
- impatient, patronising, dressing-down

Body language: - point-finger arouse, eyebrow high
- head trembling, shoulders stiff



Nurturing Parent
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Words: - good, nice, lovely, you poor
- We´ll arrange/manage this
- Can I help you?
- Don´t worry
- Don´t get angry, …

Voice: - with love, smooth
- comforting, attentive, soothing

Body language: - body towards the receiver
- arms are moving towards receiver
- stroking the other´s hair



ADULT
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Adult
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Words: - what, why, how, where, who 
- correct, practical
- What are the facts?, What follows? 
- What is necessary?, What fits?
- I conclude …

Voice: - objective, balanced, correct

Body language: - thoughtful, observant, open
- eye contact, upright, openminded
- interested, perceptive
- testing, concentrating



CHILD
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- is the source of our energy

- has the most control over our lives



CHILD
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Rebellious Child
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Words: - Ha!, I didn’t do it
- No!! You must be joking!
- Why me?, I won’t take that
- Quit that!, You’re nuts! 
- That’s none of your ****ing business!

Voice: - defiant, demanding
- moody, loud, grumbling

Body language: - closed up, chin and lips forward 
- sprawled, stamping, pouting
- sticking the tongue out
- refusing, protesting



Free Child
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Words: - Wooohoo!, Great!, Nice! 
- I feel…, I need…, I don’t like …

Voice: - loud, free, energetic

Body language: - laughing, air-kissing
- direct anger, crying, bright-eyed
- open mouth, lively, excited
- relaxed, playful, spontaneous
- curious, expressing feelings



Adapted Child
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Words: - thank you, please, perhaps, I hope so 
- I would like to… 
- I don’t know, I’ll try 
- That’s unfair, It’s always me…

Voice: - monotone, humble, tearful

- soft, pleading

Body language: - restrained, sad, pouting, closed, dejected
- hanging shoulders, downcast glance

- crossed arms and legs, shrugging

- shy, fearful, gives in easily



EGO States Questionnaire
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TASK FOR INDIVIDUALS



TRANSACTIONS
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TA -
complementary
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TA - crossed
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TA - ulterior
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TA - ulterior
- games -
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https://www.youtube.com/watch?v=NfIuXG8AN9Y

https://www.youtube.com/watch?v=J_HCF1Tnwy8
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SUMMARY VIDEOS

https://www.youtube.com/watch?v=NfIuXG8AN9Y
https://www.youtube.com/watch?v=J_HCF1Tnwy8

