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7. Effective Communication
To work effectively and culturally sensitively with clients and co-workers, we need to be aware of:

Non-verbal communication and culture – Gestures, movements, tone of voice, eye contact and facial expressions vary in meaning across cultures. In India, for example, shaking the head from side to side is an indication of agreement rather than disagreement as it is understood in countries like Australia.

Personal space – Distancing oneself or getting closer to clients may be misinterpreted as coldness or inappropriately intimate or pushy. The gender of the client and worker is also an important factor in how personal space is utilised.

Eye contact – There are many cultural variations of what eye contact means. In some cultures such as Mexian, Japanese, Korean and many indigenous cultures, avoidance of eye contact means respect. This is sometimes misinterpreted by people in authority as inattentiveness.

Use of silence – Different cultures use silences differently. Arabic people often regard silence as a time to collect private thoughts; Russians, French and Spanish might regard silence as indicating a common agreement or shared view; while in asian cultures silence is often used as a sign of respect.

Cultural variation in interpretation of social issues – For example, the interviewer and the client might have a different interpretation of social issues such as what constitutes a marriage or a marriage separation. In some cultures  woman may regard herself as not being separated from her husband, even though the husband has left, simply because they are still legally married.

Cultural responses to emotion – Different cultures have different rules about how to respond to emotions. Touching the hand of someone crying might be acceptable in some cultures, but in others, offering tissues or a glass of water would be adequate.   
Strategies for effective cross cultural communication

· Use plain language (avoid the use of jargon, idioms, sarcasm)
· Don’t assume you know what the person wants or needs

· Use symbols and pictures

· Speak clearly and slowly, not loudly or patronisingly

· Check if the information has been understood by asking questions specific to the content you have just explained. For example, you could ask: “Let’s just check that you have understood what I have said. Can you tell me where you have to go for the interview?”

· Give the person sufficient time to answer your questions

· Avoid long and complex questions or statements

· Repeat important information, paraphrase and clarify

· Be aware of possibly conflicting non-verbal cues. For example, the person may be nodding and smiling, without necessarily understaning what you have said.

· Arrange for the assistance of a language aide or interpreter if communication is not satisfactory for you or the person with whom you are trying to communicate.

What is interpersonal communication?

This activity is a chance for you to reflect on your interpersonal communication skills in general and also in relation to working with people from diverse cultural backgrounds. How competent do you feel you are in the areas listed in the table? Would your competency change if the person you were working with came from a different culture to yours? Complete a self assessment of your skills by judging yourself against the following criteria.
	Criteria
	· :

Competent
	X : Not Competent
	Comments

	Greeting client appropriately
	
	
	

	Using strategies for engaging with client
	
	
	

	Clearly explaining purpose of meeting
	
	
	

	Clearly explaining ‘confidentiality’
	
	
	

	Clearly explaining worker’s role
	
	
	

	Using eye contact (for western society)
	
	
	

	Using gestures
	
	
	

	Using silences
	
	
	

	Demonstrating active listening
	
	
	

	Using apropriate questioning
	
	
	

	Showing culturally appropriate empathy
	
	
	

	Understanding the process of using an interpreter
	
	
	

	Managing conflict in a culturally appropriate way
	
	
	

	Facilitating culturally appropriate group work
	
	
	


Non-Violent Communication
Core families of feelings

I am feeling…

Joy and Contentment
Adventurous

Affectionate

Alive

Amazed

Amused

Astonished

Calm

Confident

Content

Curious

Delighted

Determined

Eager

Ecstatic

Encouraged

Excited

Fascinated

Friendly

Giddy

Glad

Grateful

Happy

Hopeful

Inspired

Intrigued

Invigorated

Joyful

Loving

Moved

Overjoyed

Peaceful

Pleased

Proud

Refreshed

Relaxed

Relieved

Satisfied

Stimulated

Surprised

Thankful

Thrilled

Touched

Tranquil

Trusting

Upbeat

Fear & Anxiety

Afraid

Alarmed

Anxious

Apprehensive

Bewildered

Cautious

Concerned

Confused

Disconcerted

Disconnected

Disturbed

Dubious

Embarassed

Impatient

Nervous

Overwhelmed

Panicky

Perplexed

Puzzled

Reluctant

Restless

Scared

Shocked

Stressed

Terrified

Worried

Anger and Frustration

Aggrivated

Agitated

Angry

Annoyed

Appalled

Cranky

Disgusted

Exasperated

Frustrated

Furious

Impatient

Indignant

Infuriated

Irritated

Resentful

Upset

Sadness and Grief
Bored

Depressed

Disappointed

Discouraged

Disheartened

Dismayed

Despairing

Exhausted

Helpless

Hopeless

Hurt

Lonely

Melancholic

Sad

Tired

Troubled

Faux Feelings

Interpretations masquerading as feelings
Abandoned

Abused

Attacked

Betrayed

Bullied

Cheated

Ignored

Intimidated

Invisible

Let Down

Manipulated

Misunderstood

Neglected

Put Upon

Rejected

Rushed

Unappreciated

Used

Needs and Values

I need… 


Subsistence

Clean air and water

Food

Rest

Shelter

Affection

Companionship

Intimacy

Kindness

To matter to someone


Understanding
Consideration

Empathy

Peace of mind

To be heard


Participation

Accomplishment

Action

Belonging

Capacity

Community

Competence

Connection

Dependability

Encouragement

Harmony

Mutuality

Opportunities to help others

Recognition

Respect

Support

To enrich life

To serve life

To share life’s joys and sorrows

Request:

Would you be willing to…?

Leisure


Celebration


Comfort and ease


Play and fun


Recreation





Freedom


Autonomy


Choices


To speak one’s mind








Transcendence


Beauty


Love


Peace


Rhythm








Protection/ Security


Fairness


Honesty Justice


Honouring agreements


Nurturance


Openness


Order


Safety


Trust





Identity/ Meaning


Acknowledgement


Appreciation


Challenges


Clarity


Integrity


Learning new skills


Privacy


Self-development


Shared reality


To be seen for one’s striving


To be seen for one’s intentions


To be seen for one’s biography


To be someone


To make sense of one’s world














