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Abstract

There is universal agreement that a major contributing factor to troubled relationships is a lack of proper communication. Many relationships could be improved and many conflicts could be prevented if the concerned parties were able to express themselves properly. Though verbal communication is the simplest and fastest way to express oneself, it is far from being the most efficient manner.

The object of this work is to present a study on how written communication skills can be put to use in marriage counseling and conflict management. For the purposes of this study, I have given a term to this discipline – documentation therapy. And I contracted the term to “docutherapy”. This word does not appear in any standard dictionary. Docutherapy implies precisely-worded, content-based written (or otherwise recorded) communication. This has nothing to do with graphology (handwriting analysis) or picture analysis.
This study will analyze the strengths and weaknesses of written communication versus verbal communication and will suggest ways of implementing it in the course of improving relationships and avoiding or resolving conflicts. The study also discusses various therapeutic techniques that are currently employed in Cognitive Behavioral Therapy disciplines that make use of some or all of the principles of docutherapy that are outlined in this study. Moreover, this study includes a number of actual case histories that illustrate the effectiveness of the techniques.
Contents

2Abstract


3Contents


4Foreword


6Harnessing the Power of the Pen: The Case for Docutherapy


6Preface


7What is the Docu in Docutherapy?


9What is the Therapy in Docutherapy?


12Applications


13Progress Charts


14Lists


15Diaries, Logs, and Journals


17Interpersonal Relationships


20Time for docutherapy


24Docu-phobia


25Conclusion


27Post Script


29Bibliography


29Sources Cited in this Study


29Related Suggested Reading



Foreword

My name is Zvi Hersh Starck and I am a student at Yanar Institute for Marriage and Family studies in Jerusalem, Israel. Currently, I am studying marriage guidance/counseling and conflict management with the intentions of launching a new mid-life career. Nonetheless, when I am asked what my calling is, my general response is that I am a writer.
Writing has always been an innate skill for me. As a youngster in primary school, I always excelled in spelling and grammar and scored high on vocabulary and reading comprehension tests. My years as a Talmudic scholar consistently called for a thorough analysis of the written word where we are told that every “kutzo shel yud” has significance.
When I first entered the work-force, I joined my family’s import and distribution business. My father started the business and he was successful at it because he is a very gifted salesman. He always knows the right thing to say. I joined the business because it was the family business and it was a very lucrative and available livelihood. Nevertheless, I could not match my father’s successes in salesmanship. His strength was in using the spoken word. My strength was in using the written word. 

In 1997, I disconnected from the family business as we made aliya to Eretz Israel. Though I initially attempted to establish a livelihood in distribution and sales, I soon had to face up that my power does not lie in a calling that relies on the spoken word, but rather one that relies on the written word. Accordingly, I had myself retrained to be a technical writer in the high tech industry. And thus, my writing career was born.

After the great “dot.com” crash in 2000/2001, I found myself unemployed as a technical writer. I set out on a quest for other sources of income. I looked into going back to distribution and sales and I even acquired a license as a real estate broker but the going was rough. During this time of employment seeking, I undertook two other projects. One was that I began to take adult education courses in psychology and counseling. And the second was that I wrote and published a complete full featured book where I expressed my personal views on Torah hashkafa and I included some personal memoires. 

The counseling project helped me understand the importance of therapeutic intervention in maintaining and enhancing interpersonal relationships. The book writing project helped me appreciate the power of expressing oneself through writing. I feel that in today’s age of quick and easy visual and audio recording, the value of deliberate and concerted writing is much underrated and underrepresented. 
From the combination of these two observations, I reached the reasonable conclusion that too much counseling energy is wasted on trying to improve communication skills in the verbal sector; especially when, as John Grey writes in Men are From Mars, Women are From Venus, the parties are speaking two separate “languages” even if it is the same “tongue”. Concurrently, the effectiveness of written communication is overlooked. I believe that written communication can penetrate where verbal communication cannot and can be a very effective tool in maintaining and improving marriages and other interpersonal relationships and in resolving conflicts.
And, thus, the case for Docutherapy.

Harnessing the Power of the Pen: The Case for Docutherapy
Preface
Mrs. Weiss had just about all she could handle with her two prepubescent sons. These guys couldn’t find enough space for themselves if they were marooned on an aircraft carrier. This one’s making too much noise. He keeps the lights on too late, he shuts them off too soon. Why should I clean his mess? Whaddaya mean my mess…? Biff! Boom! Pow!... Mommmmm!!

Yes, it was time for an after-hours call to her “therapist”, her sister-in-law. “How do I keep these boys from hailing Armegeddon?”

Calm as a knaidle, her sister-in-law responds, “The next time they come to you with a quibble, tell them to put it in writing.”

Sure enough the next quarrel began right on schedule – three hours earlier than expected. “I had the book and I just put it down for a second…”

“Just put it in writing.”

“Wha…?”

“You have a complaint, submit it in writing.”

“Then what?”

“Then he’s going to have to respond in writing.”

“You mean I also have to write it down?”

“You bet!”

Silence.

“So get writing.”

More silence. In fact the silence prevailed for quite some time – right up until the next quarrel.

Mrs. Weiss was employing a technique that I call docutherapy. (Well, this case may not actually be docutherapy, but rather a variation that I call docu-phobia therapy, but the principle is the same.)
What is the Docu in Docutherapy?

A story is told concerning Rabbi Yechezkel Levenstein, the Mirrer Mashgiach (later the Mashgiach of the Ponovezh Yeshiva in Bnei Brak). A particular student endeavored to present Rabbi Levenstein with a token of gratitude, and so, he sent to him a modern mechanical appliance of some sort. Upon receiving the contraption, the Rabbi opened the box and noticed that a small booklet was lying on top of the device. This booklet was obviously the User Manual that detailed the layout and the features of the appliance, as well as how to operate and maintain it. The Rabbi held up the booklet for all present to see and he exclaimed, “This is the proof that Torah was given from heaven! Do you see this appliance? It is no bigger than this box and it is man made, hence, its composition is not beyond the grasp of any intelligent man. Yet, the manufacturer does not expect us to be able to determine for ourselves how to use it properly and how to keep it in good working order. Therefore, he includes with it the necessary documentation – this User Manual. G‑d created this world and our gift of life and it is much bigger and much more complex than any man-made machine. It is inconceivable that the Manufacturer would provide to us such a complex ‘mechanism’ without providing the necessary accompanying documentation – the User Manual for life in this world. Such a Manufacturer would be delinquent in his responsibility as a producer of a usable ‘device’. Sure enough, the Manufacturer of the world has not shirked His responsibility. He has provided us with a User Manual that details his ‘mechanism’, how to get the best results and how to keep it in good working order.”
Yes, documentation is everywhere. We find it in products and machines – instruction sheets, user guides, schematic diagrams; we find it in transactions – invoices and statements, contracts, leases, purchase orders; we find it in procedures – blueprints, recipes, how-to books; we find it in events – journals, navigation logs, diaries, stenography; we find it in status – birth, marriage, and death certificates, diplomas, pedigrees; and, ultimately, most accomplished people will not leave this world without enshrining their posthumous wishes and instructions into a document – a last will and testament.  
Documentation is a part of everything and has been so since the creation of the world. The opening story illustrates that the world itself is accompanied by a document. The Midrash says that “G‑d looked into the Torah and created the world” as if to say that the documentation preceded the product (though, apparently, it was delivered a bit on the late side). Historical documents exist in almost every culture. We have found the Rosetta stone, the hieroglyphics on the Egyptian tombs, the code of Himmurabe, the Dead Sea scrolls. 

What is documentation, why is it so essential, and what in tarnation does it have to do with counseling skills and Cognitive Behavior Therapy? (I thought you’d never ask!)
The online Merriam-Webster dictionary defines a document as:

Noun: a. A written or printed paper that bears the original, official, or legal form of something and can be used to furnish decisive evidence or information. b. Something, such as a recording or a photograph that can be used to furnish evidence or information. c. A writing that contains information.

Also, the verb to document:

Verb: a. To furnish with a document or documents. b. To support (an assertion or claim, for example) with evidence or decisive information. c. To support (statements in a book, for example) with written references or citations; annotate. 
With these definitions we understand that the function of a document (noun) is to record and preserve information that can be retrieved at a later time to establish facts. Similarly, the act of documenting (verb) means to retrieve and furnish existing records of information.

In today’s usage, there seems to be an additional connotation of the active verb to document that I have not seen in the dictionaries: To create or form a [not yet existing] document (rather than merely to furnish one); i.e., to collect information and to enshrine it into written or printed format or into the format of another form of durable media.
This connotation adds an additional dimension to the value of a document. Aside from it being a source of information it can be viewed as a method of conveying information. In other words, to document something (jointly creating the document and furnishing it) is a means of communicating information. Thus, a user guide that comes with an appliance is the manufacturer’s method of communicating to the user, in the absence of personal hands on instruction, what the appliance can do and how to operate it. Likewise, a last will and testament is a mortal man’s method of communicating to his heirs, though he is currently quite dead and incommunicado, how his estate is to be managed. Invoices, statements, contracts and such serve “remind” parties that can, even now, fully communicate that these terms and conditions and amounts were put forth and agreed upon at an earlier date and they communicate these facts to arbitrators who may be called in to mediate a dispute. 
What is the Therapy in Docutherapy?

It is in this connotation that I wish to discuss the advantages of documentation as a therapeutic tool. Note that I do not mean documentation as a noun to imply keeping records of therapy sessions and charting the progress of the client for the use and benefit of the therapist; but rather, I mean to say documentation as a verb – to employ the use of documents as an active part of the therapeutic process to be implemented for and by the client.
This could be a technique to be used as a tool in various modes of therapy, it is not being presented as a mode of therapy unto itself. It takes advantage of the strengths of written (also printed, recorded, digitalized, etc.) communication over verbal communication. I wish to call this technique docutherapy (inspired by it’s more widely recognized big brother – bibliotherapy). I checked online dictionaries and search engines to see if the term docutherapy exists and I drew a total blank. Nevertheless, it is certain that I am not making up anything new. Much of what I am putting into this category is and has been widely practiced for quite some time. I am merely presenting a term for it and displaying it in the limelight.
I suppose that I already let the cat out of the bag. The key to this discussion is that one of the primary components in therapeutic counseling is communication. This exists on three levels:
· Communication between client and therapist
· Communication between client and himself
· Communication between the client and his peers.
The simplest and most primal form of communication is verbal communication – the spoken word. In many ways, it is the most efficient method of communication. It does not necessitate the use of implements, it requires a minimum of physical exertion, it can be spontaneous, and it need not be fully lucid as it can be accentuated by tone of voice and body language. In fact, we are taught that language itself accounts for but 7% of the composition of verbal communication and that tone of voice and body language constitute a more substantial proportion. In short, verbal language is cheap and easy. As long as the verbal speech has not been documented or recorded, it is meant for immediate consumption and is a perishable item – fast food served on disposable dishes. As such, some of the strengths of verbal communication are also its shortcoming. Since it occurs in ‘real time’ it is affected by the moods and emotions of the speaker, which, all too often, the speaker cannot fully control; the tone of voice and body language can misrepresent the meaning of the words (only 7%, remember?); it is vulnerable to external distractions and weaknesses in the speaker’s “train of thought”; it is not readily retrievable; it is non-visual; it can readily be ignored or missed or go unacknowledged.
When communication is documented, as in written correspondence, there are numerous benefits. Those being:
· It is visual – one perceives it with one’s eyes and it is, thus, more tangible. This is especially significant for those who are inclined to a more visual orientation on the VAK scale. 

· It has permanence – it remains intact for future reference. As such, it transcends time. This factor, together with the previous one, combines to ascertain that this form of communication remains susceptible to the scrutiny of a person or persons who were not a party to the initial communication – whether or not it is meant to be such.
· It is self-validating - a document, by definition, means something that is meant to furnish evidence. The first thing that it attests to is that it exists, meaning that one cannot readily ignore a document and pretend it does not exist or that it does not say what it clearly says. The best one can do to dispute a document is to claim that it is forged, inaccurate, misdated or that it was not delivered. In general, the burden of proof lies with the disputer, more so if there is authentication on the document.
· It can be impersonal – one need not be in the presence of the person at the receiving end at the time that the communication is generated. Thus inhibitions that may be a natural consequence of personal proximity can be avoided. Likewise, it is devoid of uncontrollable body language and actual tone of voice. The writer is not “on the spot” to speak his mind on the spur of the moment. He has the option to measure his words and choose them carefully. His written words may or may not convey personal emotions or tones, but if they do, they do so at the writer’s discretion. In written communication, the words themselves account for much more than 7% of the impulses. (All this assumes that the communication is not handwritten. Handwritten communication will betray the emotions and moods of the writer though one may need to be a graphologist to recognize it.)
And as a result of all the above:

· It is more formal – it calls for more exertion and a more deliberate level of input. As such, it is “weightier” and commands a greater sense of accountability on the part of the writer. 

(Note – Documentation does not preclude voice recordings. Recorded audio communication carries some of the above benefits but, obviously, not all of them. Yet, for what it does include it can be useful for our purposes.)
In short, documentation is an enhanced form of communication.

The idea of docutherapy is to capitalize on these benefits in the course of treating a client.

Applications

To repeat what I wrote earlier, I am not inventing anything new. I am actually making a reference to techniques that are already in use and giving them a label – docutherapy – and thus pointing out what these techniques have in common so that they can be applied in a variety of situations.
In fact, as I am writing this paper, I have obtained a copy of David D. Burns’ magnum opus, The Feeling Good Handbook, and am looking it over. In his introduction, he lauds his self-help therapy technique and terms it bibliotherapy. It is partially what initially inspired me to discuss this variation that I am terming docutherapy. If I am presenting the definitions, I would say that bibliotherapy encourages people to alter their thinking by reading “thought provoking” material; docutherapy encourages people to alter their thinking by “putting it in writing” and, in so doing, getting more in touch with their feelings. 
As I read more of his book (after I had begun work on this paper), it transpires that his technique incorporates written assignments, self-tests, and progress charts that are to be used by the client as a part of the therapeutic process. It seems that his bibliotherapy is actually about 70% docutherapy, though he does not seem to take note of this distinction. I suppose he places both ideas under one umbrella. The amazing thing is that he mildly alludes to this himself on page xxxiii of his Introduction where he writes:

If you want to make actual tangible changes in your life, as you read this book, these exercises are vital. Some people may neglect them. They may tell themselves, “I don’t need to fill this out. I’ll just read what he has to say and that will be enough.” I strongly urge you to resist this temptation. 
Many of the people who read Feeling Good emphasized the importance of these written exercises. They told me that they did not actually begin to experience a profound transformation in their moods and outlook on life until they picked up a pencil and paper (emphasis mine – HS) and did the exercises that I described.  
Yet, as a therapeutic concept he gives this a back seat (see Post Script). I think it is unfortunate that he seems to consider the reading the ikar (primary) and the writing as the tafel (secondary). I would ascribe to the writing equal, if not greater, importance.

To verify this, I would point out that, by his own affirmation, his bibliotherapy is most effective when it is supplemented by docutherapy; yet, docutherapy is widely used independent of bibliotherapy. Some examples:
Progress Charts

This is a common staple of all kinds of therapy. What I wish to point out here is not the value of the charts for the therapist to assess the condition of the client but rather that, in addition, it serves as a visual cue for the client to “keep up the good work” (hopefully) or (less optimistically) to “brush up their act”.

Case in point is the treatment of enuresis for children. The common method of treatment includes maintaining a chart where the parent will place a bright sticker for each day that the child wakes up dry. Aside from allowing the parent to keep tabs on the child’s progress, this affords the child a way to visually appreciate his improvement and to keep at it. In a similar vein, a child was developing a particularly detrimental habit. A psychologist advised him to maintain a weekly chart with seven wide blank columns corresponding to each day of that week. Any day that he falls prey to this habit he should color the column of that day solid black thus creating a wide black stripe. He should look at that stripe and tell himself that he doesn’t want to see any more black stripes (I am a bit skeptical as to the effectiveness of this). 

In these cases, the therapeutic aspect of the documentation does not involve language or meaning but rather the inherent visual tangibility. The purpose here is for the client to communicate signals to himself.
Lists

We all make lists – shopping lists, things to do lists, address lists, black lists, etc. Our scratch-pad lists are relatively simple, but they are crucial. Today’s high-tech world has invested limitless resources in developing the storing, managing, and maintaining of vast amounts of information in what are called databases. A database is nothing more than a list albeit it may be quite a complex one. And what, exactly, is a list?

A list is a set of elements, items, or data that have some kind of relationship to each other.
And why do we make lists?

We make lists to organize sets of information to make them most useful to us. Lists are a primitive form of documentation. When we make a list we are documenting the items that concur with the parameters of the list – list of things I need to buy, list of people I wish to invite, list of prime numbers, list of items available on a menu, list of things with no apparent relationship, etc.
Therapists advise clients to focus on issues by keeping lists such as to make a list of pros and cons, list five things that you like about X (your job, your spouse, your parents, etc.) and five things you dislike about X, make a list of all the good things that happened to you since 19?? and of all the bad things that happened in the same period. This is actually a very basic form of docutherapy. 
Diaries, Logs, and Journals

It is quite common for therapists to advise clients to maintain a diary or journal. Most of us are familiar with Daniel Keyes’ Flowers for Algernon. In that story, the diary was the sole portion of the treatment that was performed by the client. I would say that it served three purposes. Firstly, it was a convenient tool for the therapists to use to monitor the progress of the client and one that they did not need to maintain themselves (though I’m sure that in real life they would also have kept their own notes). I would not call this aspect a function of docutherapy. The second purpose is that it allowed the patient to communicate his feelings and ordeals to the therapists. The third purpose is to give the client an active role in the treatment and to appreciate what is happening. I believe that these two latter factors actively contribute to the progress of the patient and, as such, are functions of docutherapy.

Along these lines, two prominent examples of docutherapy are presented by Dale Carnegie. I am relating this from memory, as I do not have the texts in my possession, but I believe they are from his book, How to Stop Worrying and Start Living. Note that both of these examples are geared to help the client communicate with himself.
Example 1 - This is some advice that he gives as to how to develop coping skills to deal with crisis situations. He advises the client to write down on a piece of paper all of the pressing issues that are currently affecting him and to fold it, put it into an envelope, seal it, mark the date and mark it to be opened precisely one year from the current date. At the anniversary, open the letter and evaluate the current status of all of the year-old issues. Odds are that none of the issues that were deemed a crisis a year ago are still in effect. Here the client should reflect upon how he felt at the time of crisis and what became of these crises. Most likely he will be able to laugh at some or all of them and in general his experience should make him feel more empowered to deal with similar crises.
Here we are taking advantage of the retrievability (permanence and visual) aspect of a documented situation to help the client get in touch with his coping skills.

Example 2 - For a typical situation of problem solving, Mr. Carnegie says to take pen and paper in hand and analyze the problem as follows:

1. What is the problem?

2. Why is the problem a problem (i.e., what is the root of the problem)?

3. Make a list of all possible plans of action that will address the problem(s).
4. Speculate on the most probable results that would evolve from each plan of action.

5. Choose the plan with the most favorable projected outcome.

For example, one has lost his job and is at a loss for what to do about it. Mr. Carnegie suggests that he documents 4 things that relate to the problem. First he will document the problem: “I lost my job.” Then he will document the root of the problem: “I do not have enough income” or “My career has suffered a major setback” or “My wife will lose respect for me and kick me out” or some, or none, or all of the above. Of course, if the problem has more than one ramification, we should insert an additional step for prioritizing what is most urgent and what is most important. He then can move on to step 3 and document his options: Take out a loan or cash out an investment, buy a lottery ticket, contact a headhunter, send headhunter to decapitate former boss (not likely to solve much), dump wife and marry rich girl (would solve plenty but not recommended), make aliyah, make yerida, go back to school, go back to yeshiva, join the army, etc. He can then very easily follow through to step 4 to document which issues stand to be solved by each option, at what cost in time or other resources and what is the likelihood of success  and  then on to step 5 (no documentation necessary).

Of course, he can do all this mentally or through a verbal dialog with a friend or counselor, but most likely, this would lead to reaching a conclusion (rush to step 5) based on the current information and the 4 steps that led to it would be irretrievable in their precise form. If new factors come to light, he may have to start from scratch. The documentation method offers him the ability to recall all of the steps and to revise the information as new factors come into play. Further, it allows him to visually examine all the pros and cons which would help him to emotionally absorb the possible options and make him feel more at ease at his choice of action (bolster his confidence). Finally, if the results do not meet expectations, he can refer to the documentation to analyze why it didn’t work and what should be his next course of action.
Interpersonal Relationships

All of the above examples have dealt with ways that documentation can assist a person to communicate with himself and with his therapist. For the most part, these examples capitalize only on the permanence and visual attributes of documentation and don’t have much to do with the self-validation, impersonal and formal attributes. They are venerable and common practices and are not overly innovative.
The area where I feel that docutherapy is underused and underappreciated is in interpersonal relationships. This would predominately involve marriage counseling, teen counseling, as well as any situation where a social relationship is in jeopardy as in dealing with disputes. As I mentioned, documentation is an enhanced form of communication that comprises permanence, tangibility, validation, intellectual (rather than emotional) dialog, and formality. As such, docutherapy can be most effective when a problem in communication is a major element of the issues that indicate the counseling. 

Let us examine marriage counseling. Undoubtedly, there can be a number of issues that will jeopardize a marriage. I believe that Ann Landers wrote that it is always worthwhile to try to salvage any marriage unless it is subject to any of the three A’s – abuse, adultery, or alcoholism. Indeed, if any of these three evils are present, docutherapy is not likely to be very effective (although it does have a place in treating addictive behavior). Here we focus on a more mild situation where two functional people just can’t seem to get along. They will typically complain that they are not getting across to the other, they are not communicating. Note, there is a distinction in a situation where couples do not communicate because they have separate lifestyles and interests and spend most of their together time watching something electronic or engaging in meaning-[ful/less] sex and are not truly in touch. This is not a communication problem, but rather a non-communication problem. What we are dealing with are couples who do nothing but communicate, quite emphatically, at very high decibel levels, possibly broadcasting their communication throughout the neighborhood, and, yet, everyone can hear what they are saying except each other. 
Docutherapy suggests that they change the way that they communicate – put it in writing! 

Let us review the benefits of docutherapy and see how it comes into play.

First of all, it’s much quieter. There is immediate benefit to the eardrums and vocal cords. 
After that, it is visual and tangible. In many cases, one who is communicating verbally has no idea as to how the communication “appears” to the receiving party. It may be more garbled and incoherent than would be acceptable even to himself. It is important for the transmitter to be able to “see” what he is saying. Often, people do not even know what they truly think until they write it down. Suppose a couple – Mr. and Mrs. Farblunget - come to me with a communication problem. I might begin by asking each one to opine what is the purpose of a marriage, such as to imagine that your marriage is a corporation that has developed a website for the public. Many business websites present what they call a “Mission Statement” that defines the objectives of the corporation. Each spouse must write a mission statement for the enterprise Farblunget Household, Inc. Then we compare the two mission statements and try to determine if they are both working on the same mission (also to determine if they are working on a realistic mission or is it ‘Mission Impossible’). Of course there is the trite ‘list 5 positive attributes about your spouse and 5 negative ones’, etc. Another interesting visual tool is the stick figure technique that is promoted in David Burns’ Feeling Good Handbook (see Post Script).
Thirdly, it is permanent and retrievable (unless destroyed.) We may suggest to the couple that they are to communicate in writing and that we (or they) will maintain files to store the correspondence. From time to time the correspondence will be retrieved. They themselves or a third party (their therapist) will assess the material for changes, trends, and to verify what was “said” at a given time. Remember that documentation is self validating. One party cannot ignore the correspondence of the other. He or she may attempt to disavow seeing it, but as all correspondence is filed and the whole process is scrutinized by an arbitrary therapist, it would most likely ring hollow.
The impersonal aspect is one of the most important. It negates the ubiquitous “I can’t get a word in edgewise” problem. The ‘other’ is not present to cut them off, make sour faces or laugh at them, check the clock, intimidate, or distract them. Each party can take their time and fully speak their mind. They do not need to worry about getting all choked up and bursting into tears. One can continue writing even if they are too worked up to speak. Similarly, the recipient can read the correspondence at his leisure and does not need to worry about betraying an impulsive reaction (which, oft-times, misrepresents his true feelings). Nobody feels the pressure of needing a “quick comeback” or a spontaneous response. The correspondence serves as a buffer to absorb the emotional distractions and pave the way for intelligent dialog.
Lastly, the fact that all this demands a concerted effort, is formal and is being “documented” encourages the parties to take this all very seriously. The parties will take stock of what they are writing and will be aware that an objective party may get involved. Thus, they will make sure that what they write is coherent and rational.
I believe that this technique can be quite effective whenever there is a dispute to be settled. It will enable, if not actually force, each party to recognize the opposing viewpoint. Although people don’t readily change their opinions, the opposing opinion will demand respect and pose a challenge for rebuttal. (This assumes that the parties are seriously interested in settling the dispute). In fact, it can often preempt the need for official arbitration.
Case in point: I have a credit account at the local makolet. He employs a typical system where, to begin, he expects a post dated check for, let’s say, NIS 1000. When I give him the first check, he marks me a credit balance for that amount and I buy groceries as needed. When the credit is exhausted, he let’s me know that I am past the credit. Eventually, I remit another check and the cycle repeats. In the meantime, I usually run up a negative balance that usually falls between NIS 300-500. One time, I was a few hundred shekel over credit and he sent me a message that it’s time for a new check. He threw in the comment “Ani lo memayen ahf echad (I don’t finance anybody).” I responded that for as much as I finance him, he can finance me. (I actually finance him more). Unexpectedly (not that unexpectedly because he is a bit short fused), he lost his composure and screamed, “What do you mean you finance me, you don’t finance me!” I said to him that even though my check is post dated, he uses it immediately to pay his suppliers. That means that he has immediate negotiability as if it is cash. Since I give him a negotiable check up front for future compensation, I am financing him. Since I usually finance him NIS 1000 and I usually don’t fall behind more than NIS 500, it emerges that I finance him more than he finances me. He got all excited and banged his fist on the table and said that if the check is post dated it doesn’t cost me anything until the due date. I responded that that doesn’t concern him. If I borrow cash on 30 days and lend him the cash, I am financing him regardless of whether somebody else may be financing me. I couldn’t believe that this was escalating into a hot argument (I was composed but he seemed to be losing it). He started screaming, “Go ask your Rav, go ask anybody you will see that I am right!!!”
Time for docutherapy. 
I thought of suggesting to him that I had a better idea (I didn’t do it right then, and when I saw him next he calmed down. I guess he thought it over.) Here is how it works:

I will write down on paper exactly why I maintain my position and give him the paper. If he concedes, he will sign that he concedes. If not, he must write a rebuttal and give it to me. If I concede, I will sign that I concede. If not, I must write a rebuttal to his rebuttal and give it to him. Again he must sign or rebut. This will continue until one party concedes or they call a stalemate. If they call a stalemate, THEN the paper (or file) is submitted to a third party to arbitrate the dispute. Of course, the parties know up front that if they cannot reach an understanding, the opinions are turned in for arbitration.
The beauty of this is that it causes the parties to immediately reflect on the validity of their position in relation to their opponent’s. All of a sudden, they decide that it may be a good idea to listen and comprehend what the other person is saying because failure to do so now may result in their looking rather silly in the future. When a person realizes that his line of reasoning just won’t “play in Peoria” and that saying it louder doesn’t make it sound more convincing, he is much more receptive to other lines of reasoning. Accordingly, if this technique is carried out, in most cases it will be a non-starter; the parties will find some common ground (with the requisite face-saving). In a more extreme situation, it may possibly survive one volley. In the most far reaching circumstance, it may actually go to arbitration, but the arbitrator will have all the arguments in front of him and will be able to resolve the issue quickly and decisively.
This system does not depend on mutual cooperation from the parties. It can be very beneficial to one who employs it even if, and sometimes because, the other party refuses to cooperate. Case in point: I was involved in a minor traffic accident with an orthodox person who lives close by to me. My car damaged his and in his mind there was no question that I was liable to pay for it. I don’t blame him; I probably would have felt that way, as well. Yet, the money was in my pocket and I felt that I don’t need to surrender it unless it is absolutely certain that I am indeed liable and I felt that there were some Halachic issues that needed to be sorted out. In short, he insisted that I pay and I insisted on a Din Torah. He felt that I was being unreasonable and irresponsible and was visibly upset. I once made an attempt to verbally express my opinion and it backfired into an altercation including some choice insults.
Time for docutherapy!
I immediately composed a letter wherein I actually apologized for something I said to him which he found offensive but I explained to him what it meant, and why I said it, and, I gave him a list of Halachic sources which represent the basis of my position. No response.

Shortly thereafter, I composed a second letter wherein I pointed out some flaws in his position. No response. Though I was hoping that what I wrote made some kind of impression.
I was told (by some Rabanim that I consulted) that if I felt that I wanted a Din Torah then I am entitled to one and that it is his job to arrange one. Thus I need not pursue the matter further. Accordingly I went on with my life for quite some time (about two years); yet, I would see this person often and I could constantly sense a feeling of animosity. As such, I decided to do something provocative. I sent him a blank check with a note for him to sign to acknowledge that he made out the check for whatever amount and that he has no further taanot (claims). Not unexpectedly, he sent me back the check with a hot letter wherein he let off some steam. This letter was very important because it opened up to me some of what was on his mind that I was not aware of. Finally, I could see what was bugging him the most. (This was the only cooperation that I got for this entire ordeal).

I went over his letter and responded to everything that he had to say line for line (this took some time because I actually did have a life). I took this rebuttal and I added copies of my previous letters plus an additional cover letter which said that all that I have written comprises my “file” and if we ever have a Din Torah, this file is exhibit A, and I delivered it to him. I also wrote that if he refuses to call a Din Torah, I will nonetheless accommodate him and pay him his money as he demands, although I maintain my position, and I included the money (cash this time). In my rebuttal, I challenged him for a clarification (validation) on something accusatory that he wrote in his letter. 
No response.
About six months later, shortly before the High Holidays, I still didn’t have a sense of closure. Believe it or not, this was five years after the initial incident. I composed one more letter where I reiterated my demand that he clarify the accusatory statement (either to back it up or to retract it). No immediate response. I finally approached a mutual acquaintance and broached the issue. I told him that I seem to be having difficulty communicating with so-and-so. And thus he intervened; we had reached the point of arbitration that I referred to earlier.
The first thing that happened is that a day or two later, the other party approached me on the street and asked me when it would be convenient to arrange a Din Torah. I answered him to the point – almost any week night except Wednesdays could work. Here the impersonal aspect of documentation was crucial. This response was polite and factual but it was not what I wanted to say to him. I couldn’t say it to him verbally. Consequently, I penned another letter which said that because his prolonged reluctance to arrange a Din Torah brought me to go so far as to pay him the money, I am no longer interested in a Din Torah; he has the money and he can keep it. 

In the course of the shuttle diplomacy, it emerged that for all these six months, he couldn’t bring himself to read the file, nor did he touch the envelope with the money. I was totally astounded about this and, to this day, I wonder how long he would have been willing to let everything lay there untouched. In any case, the go-between prevailed upon him to read all of the material. After another day or two (about two days before Yom Kipper) the go-between approached me with two envelopes. One was a letter from the other party apologizing for his behavior. I accepted that. The other was the envelope with the money. I would not accept that. The go-between retained the envelope and donated it to tzedaka on behalf of both of us.
Let us review what transpired. There was an accident and I hit him. He was the injured party. Although I felt that there were Halachic premises to reduce or eliminate my liability to him, I will concede that they were not exceptionally powerful (it depended on interpretation). It was certain that he had no liability to me. Yet, after five years the incident is closed wherein he forfeits full compensation and sends me a letter of apology. How did it come to this?

The answer is that he did not know how to appreciate the power of the written word. As I wrote earlier, written communication is visual, permanent, self-validating, non-emotional, and formal. The writer invested time, energy, and thought to write it. As such, it commands a higher level of respect. If it does make a valid point, the recipient cannot ignore it and hope that it will go away. It is documented; it will not go away.

His mistake was that he refused to award any level of credence or respect to my position. He felt that I was merely employing delaying tactics and not facing up to my ‘obvious’ liability. Though, indeed, it was a delay tactic, the issue was that I considered it a justified delay tactic. He refused to even consider any justification to my position. All this is understandable as long as the dispute remains undocumented. Talk is cheap. However, written correspondence indicates that the writer sincerely stands by his position. One would not invest time and energy to make a point that can be circulated to objective parties if the points can not hold water. The first letter should have been a notice that I have something substantial to say here. If he would have acknowledged it at that time, he most likely would not have received any further correspondence which he was forced to acknowledge after years of ignoring it, he would have received whatever compensation was due to him, and he would not have to ultimately apologize to the guy that smashed his car. It would be a shame if he didn’t learn something from all this.
Docu-phobia

The power of the written word is so forceful that people who are not prepared to deal with it may be frightened of it. This is the condition that I call docu-phobia. It is most likely one of the most common and underrated phobias in existence. Mrs. Weiss knew it, I know it and now you know it. When Mrs. Weiss told her two sons to put their claims in writing they stopped cold. Why? 
Two reasons:

Firstly, writing is a chore. Kids will do almost anything to avoid undertaking chores, even calling a truce. 

Secondly, most people understand that what they write is meant to be seen – possibly by more people than solely to whom it is written. If the writing doesn’t look good, they don’t look good. Thus, they will think twice before committing ideas to paper and, in most cases, avoid it altogether.

I have used docu-phobia to my advantage. One time when we were doing renovations at our apartment the upstairs neighbor passed our doorway, which happened to be ajar. Something seems to have been bothering him and he let loose a tirade of complaints which were largely incoherent. I looked at him and said, “If you have complaints, I want them in writing!” (courtesy of Mrs. Weiss). That was the last tirade I heard. 

Conclusion

Most modern schools of psychology, social intercourse and even sales and marketing include in their studies a phenomenon known as NLP – neuro-linguistic programming. One of the concepts of NLP is that we use our five senses (neurological impulses) as “representational systems” to process information. Yet, no two people distribute their “neurological energy” the same way. Some people are more attuned to audio stimuli while others are more attuned to visual stimuli or those of the other perceptory senses. A second concept is that each person’s linguistic processing is biased. 

What follows is that while verbal communication may be adequate for people who have very acute audio-sensory perception, we cannot say the same for those who are more reliant on video-sensory perception. Indeed, it is known that there are many people with no hearing impairments whatsoever who appreciate and even prefer watching television with closed captions. Seeing the dialog in print helps the dialog “hit home”. 
While studying counseling at Refuah Institute in Jerusalem, we heard a lecture from Mr. Yona Pollack. In that lecture Mr. Pollack indicated that therapy is much more effective when it is supplemented with “props”. These may include visual aids such as slide or video presentations, toys and games, models, clay or dolls or even abstract props such as role playing and dramatizations. In my opinion, one of the most effective props is nothing more than a pen(cil) and a piece of paper. Much can be achieved if we learn how to harness the power of the pen.
Post Script
After I was about two thirds through writing this paper, I reached chapter 5 in David D. Burns’ work The Feeling Good Handbook. The chapter in entitled How to Change the Way You Feel: The Four Steps to Happiness. He opens the chapter as follows:
Let’s assume you want to change the way you feel. First you will need a pen or pencil (emphasis mine- HS). It's far better to confront your problems by writing them down than by simply thinking them through. I can't emphasize the importance of this enough if you want positive changes in your life! You can jot down your negative thoughts whenever you feel upset - in your office, at home, on a plane or bus. Once you get in the habit, you will see in black and white (emphasis mine- HS) just how unrealistic they are.

Many people will tell themselves, “I’ll just read this book and try to think things through a little better and that will be enough.” This is a real trap. When you're upset, your negative thoughts will chase each other around in your mind in endless circles. Once you get them down on paper, you develop a more objective perspective (emphasis mine- HS). As you read the following pages, try the techniques that I describe, even if you're convinced they won’t work for you. I think you'll be surprised to discover how helpful they can be.

He then recommends (more like insists upon) maintaining a Daily Mood Log which comprises the following four steps:

· Identify the Upsetting Event

· Record Your Negative feelings

· The Triple column technique 

· (Calculate an) Outcome 

Everything is to be written, recorded, evaluated and reviewed. All with pencil and paper and on a steady basis 10-15 minutes per day, 5 days a week, for at least a month. He also recommends an interesting technique for identifying underlying concerns and negative feelings: Draw a stick figure (to represent the client) and write into a thought balloon what the stick figure is thinking. 
I was very impressed with this. This technique is not 60 or 70% docutherapy. It is 100% docutherapy. It incorporates every idea that I pointed out about the benefits of documented communication, especially that it is visual, retrievable, and that it encourages rationality. This is actually an expanded version of the Dale Carnegie technique for problem solving and it would have made a more substantial example, but I retained the Dale Carnegie example because it is simpler, I knew it first, and it was one of the inspirations for this topic. What surprises me is that Dr. Burns still insists upon calling this school of therapy bibliotherapy!
 – HS
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