HSS Comm. And Health 
Chapter 1: 10/09/2019
Communication: The process of using verbal and nonverbal messages to generate meaning within and across various contexts (where, when, whom), cultures (characteristics, attitudes), and channels (transmitting through sight, touch, smell). Experiences, conditions (expectancy based on cultural upbringing), how is it being delivered (Face to face etc.). communication is a process, not a single activity. Process described as something that is constantly moving 
· Eg: growing up with different contexts (not looking someone directly in the eyes), can be taken as a lack of confidence in an interview purpose 
· Interpersonal communication: cannot predict outcome, no set laws, only how works in similar conditions. These channels are the physical and electronic media through which we express messages 
· Culture: a learned set of shared interpretations about beliefs, values, norms, social prac. 
· Contexts: psychosocial (beliefs, values, almost nonverbal, age, gender, race, economic status), logistical (time, place, setting), interactional (number of participants or communicators), mediated (technological interface, how to help to communicate, or affects the communication) 
7 Key Elements & Guiding Principles of Effective Communication: communication for purpose in specific context, effect content, structure and expression of message 
1. Self: personal characteristics and attitudes – know thy self  
2. Others: relationships with others, affects choice of comm strategies. 
3. Purpose: reason (goal, objective)
4. Context: setting and circumstance, need to adapt. Presentational comm: speakers and audience 
5. Content: appropriate “symbols”, can lead to misinterpretation (the message), stand for a concept but do not have a direct relationship with the things they represent, no tangible relationship  (CAT example). The data, findings
6. Structure: organize the message in coherent order, parts to make a whole 
7. Expression: practice skillful, thoughtful expression, can never take back 
Media Richness Theory: face to face is the richest medium of communication – see and respond instantly, use nonverbal communication to clarify and reinforce communication statements (still not as good through facetime), use your own natural speaking style (can have a camera voice), convey your own emotions and feelings 
Communication models: 1. Basic components in communication process, how comp interacts, why comm fails or succeeds 
· element of noise (prevents messages from reaching receivers as intended). Linear- only in one direction, source to receiver, does not address interactive nature of human communication (encoder, message, receiver). Interactive communication model - more noise enhanced in this model and feedback, not unobstructed one way street. Transactional - (uses the 7 elements) we send and receive messages simultaneously within specific contexts, nonverbal reactions send messages to the speaker
· Noise: external noise – physical elements, not limited to sounds we hear (unpleasant odour, flashing lights). Internal noise – thoughts, feelings, interfere wit ability to comm and understand a message as it was intended 

Theories – describe, explain and predict behaviours. Strategies – plans of action you select to communicate with others. Skills – ability to accomplish specific communicative goals. Knowledge, desire and skills. Knowledge = what and why. Skills = how. Desire = wanting to do it, effective and ethically.
· Ethics: requires an understanding of whether communication behaviours meet agreed-on standards of right and wrong. National Communication Association, largest professional association provides a credo for ethical communication

Additional Reading: communication principles for a lifetime – 1. Adapt messages to others, be aware of comm with yourself and others, listen and respond to others, use and interpret verbal and non verbal messages. 2. Competent communication (ethical, understood, desired effect). 3. 3rd person – self regulate communication, knowing to use intuition, human condition (empathetic, easy to talk to) 

Chapter 5: Verbal Communication – 13/09/19
Human language (verbal communication): words to generate a meaning. 
Denotative = objective, dictionary meaning (pig is swine). Connotative = personal feeling connected to the meaning of a word (pig is greedy). Human language is a system of arbitrary signs and symbols used to communicate thoughts and feelings, every language is a system (interrelated collection of words and rules 
1. Sign: represents something specific and looks like the thing it represents – jagged lightning sign 
2. Symbol: no direct relationship – letters in lightning do not look or sound like lightning. They are an arbitrary collection of sounds that in certain combinations stand for concepts. When seeing or hearing a word, apply prior knowledge, experience and feelings to decide what the word means.  
3. Triangle of meaning: 
i) Symbol: the word “steak” 
ii) Referent: the thing or action the word represents 
iii) Thought: mental process of connecting the symbol and the referent 

Concrete and abstract: superordinate = general, basic term = less general, subordinate term = specific. Concrete words: specific things referred by senses (table, Paris, Giraffe) not like furniture, city, animal. Abstract words: interpretation, ideas and concepts, more likely to misunderstand 
· Pronouns: individualistic vs. collectivist. I is capitalized, versus “us” and we. English is the only language that capitalizes the “I” 
1. Gender bias and pronouns – avoid using any pronouns, use plural forms, use variations of he or she. English language more favour to men. Most gender related word pairings lead with the male term
i) Women tend to use language less harsh, maintain relationships, cooperate with others, use tag questions such as “is this okay?” or polite forms, hedges (like, you know, kind of). Men tend to use more direct and forceful communication. Tend to use questions in sentences to gain approval , avoid making direct requests
· Verbal directness: blunt, direct way of speaking, low context. High context = saying no when real answer is yes. America is low context culture 
· Whorf hypothesis: language reflects cultural models of the world, influence thoughts, actions, behaviours – question firemen and policemen to firefighter and police offer. Question: if you don’t have the word for red, will you be able to see red or separate it from other colours recognized? If there is no word for a particular concept, won’t be able to understand that concept. By Edward Sapir. The structure of language determines how we see, experience and interpret the world around us. 
· Code switching: adapting to contexts and modifying our verbal and non verbal communication in different contexts. Active language: voice – active (subject performs the action) and passive (subject receives the action). Naturally change language based on relationship, their psychological traits, preferences and extent they share our cultural attitudes, beliefs, values 
· Jargon: specialized or technical language of a profession or homogenous group. Can prevent ppl from joining and participating in a convo 
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1.Bypassing, (to misinterpret each others words, such as bat for an animal or a baseball bat, two ppl assign different meanings to the same word, “but that’s not what I meant”) exclusionary language and offensive language are common barriers 
Euphemism: replace bland, mild, vague word or phrase for a word that is too harsh, indecent (he died vs. he passed away)
2. Idioms: have figurative and literal meaning, but they don’t match. Example: its raining cats and dogs 
3. Exclusionary language: avoid bringing up age, health and abilities, sexual orientation, race and ethnicity, 
4. Swearing: refers to using words that are taboo or disapproved of in a culture that should not be interpreted literally, and can be used to express strong emotions, coping mechanism (tourettes syndrome) 
Using “I” and “you” language appropriately. Rarely let grammar stand in the way of getting our point across – Joel Saltzman. Poor grammar = perceived level of intelligence. You language can express judgments about others
Improving way with words: expand vocab, use oral language, use active language;
a) Passive vs. expressive – cheating is a violation vs cheating violates 
b) Voice – active or passive: active (subject performs action). Passive (subject receives the action) 

Chapter 6: Non Verbal Communication – 17/09/19 
6.1 – more impacting for generating meaning than verbal components. If its not written or spoken, its non verbal. Continuous (cannot be turned off, not doing anything is still communicating), learned informally, less structured, highly contextual, more convincing. Create an impression//express emotion, interpret verbal message, detecting deception. Non verbal allows to use all five sense to send and receive messages. Rely on non verbal comm to express and identify emotional components of a message 
Metamessage: message about a message, non verbal comm offers clues about how to interpret its verbal aspects 
Mixed messages: contradiction between verbal and non verbal components 
Leakage cues: unintentional nonverbal behaviours that may reveal deception communication. 1. Nervousness (more blinking, higher pitch, vocal tension, less gesturing, fidgety movements, longer pauses, fewer facial changes 2. Negative emotions. 3. Incompetent communication (reduced eye contact, agitated, no fluid with nonverbal movement, fewer pleasant facial changes). Vocal pitch less controllable
· Positive nonverbal: nod of approval, smile, applause
· Negative nonverbal: frown, thumbs down
Linking verbal and nonverbal
1. Repeat: reinforce verbal communication, considered an illustrator. Visually repeat the verbal message. Example: elaine wants cheesecake, tells waiter, then holds up two fingers, singling her friend wants one as well 
2. Complement: expression is mirroring verbal comm about oneself. Consistent with the verbal message, job interview, words amplify but non verbal comm back up said claim 
3. Accent: amplifies, accenting (im really UPSET), can associate with loudness, tone, forceful gestures. Emphasize important elements in a message by highlighting its focus or emotional content 
4. Regulate: knowing the rules of comm, ie raising hand in class but not outside of class, tell us when to start and stop speaking, how to encourage or interrupt others to speak. To manage the flow of a conversation 
5. Substitute for (only nonverbal component): gestures 
6. Contradict: opposite of complement, negates the verbal comm 
Expectancy violation theory: expectations about nonverbal behaviour affect how you interact with others and how you interpret the meaning of nonverbal messages. Ie. 1. Not facing forward in an elevator. 2. A person sitting right beside you on an empty bus. 3. Someone not holding the door for person behind them 
a) Communicator characteristics: personal characteristics, age gender, physical appearance, reputation 
b) Relational characteristics: level of familiarity, past experiences, type of relationship 
c) Contextual characteristics: physical, social. Psychological, cultural and professional settings. Football games, classrooms etc.  
Types of nonverbal comm (10): physical appearance: attractiveness – kinder, more interesting. Clothing/accessories – socioeconomic status, education, sophistication. Hair – valued in affluent cultures (cost and money spent hair products/services)
· body movements and gestures: gestures – movements that express an idea or emotion, stress parts of a message. 1. Emblems: making the okay sign, only HAND gestures, expresses the same meaning as a word in a particular group or culture. Raising hand indicating that you want to speak. 2. Illustrators: holding up two fingers and saying “she called me twice”, there NEEDS to be a VERBAL component. 3. Adaptors: habitual gestures that help manage and express emotions. pounding your fist in anger, emotional factor, manage and express emotions. Scratching head to signify confusion. Emblems and adaptors are both “substitute for”
· touch: context (work vs. restaurant). Can express control and/or dominance (higher status/power more likely to use touch. Touch approacher (often initiate the touch with others and are comfortable with touch) vs. touch avoider (more conscious of when and by whom they are being touched) 
· facial expressions: men more likely to limit emotion. Emoticons (types characters ), help rely emotion over text. Adapt facial expressions to particular situations; masking (not expressing true emotions, contradicting, can express happiness when not, coneals true emotions with false facial expressions. Smiling when a colleague gets a promotion you wanted, use emotions more appropriate for the situation), neutralization (shows no emotion, poker face, saying LOOL when straight face), intensification (exaggerates facial expressions. Pouting dramatically when something doesn’t go your way), deintensification (reduces emotional facial expressions. Looking mildly disapproving when a group member rudely interrupts another speaker during meeting) 
· eye behaviour: signify social position, positive and negative emotion and willingness to relate. Look at speaker more than 80 percent of the time when trying to understand.  increase gaze when positive, decrease when negative, to get another person’s attention. Women>men, take more nonverbal stimuli than men. Western cultures>eastern cultures, more eye contact with low context cultures. Lack of eye contact could = rudeness, nervousness, dishonesty. Culturally determined and influences interaction.
· vocal expressiveness: volume (loud or soft), pitch (high or low), rate (speed), word stress (parts of the word we emphasize). Upspeak is when our pitch increases near the end of a sentence, valley girl talk, more prevalent in young women 

6.3
Silence: modifying behaviours, showing respect for others, putting thoughts together. 
Space and distance: territoriality – sense of personal ownership to a particular space such as usual seat in a classroom. Can have markers of territory, such as placing a coat or jacket on a chair. Proxemics – the study of spatial relationships and how the distance between people communicate their relationship with one another. Intimate space (direct contact 0-18 inches), personal distance (18 inches to 4 ft, arm spread), social distance (4 to 12 ft), public distance (over 12 ft) 
Time: cultural influence. 1. Monochronic – punctuality and time sensitivity. 2. Polychronic – able to tolerate tardiness. Social rules (late for an interview vs a social event)  
Environment: crucial part of nonverbal comm. Size of space, furniture arrangement, lighting, colour, temperature, smell/aroma. Compare a fast food place and a fancy restaurant 
6.4 – be “other oriented” (give serious attention to, concern for, and interest in other communities. Immediacy strategies (be open and approachable, direct eye contact, natural body movements, closer physical distance). Immediacy is the degree to which a person seems approachable or likeable 
Additional Reading
Nonverbal comm has 10 dimensions, more dimensions than verbal comm. More prone to misinterpretation, and has a stronger impact when verbal and non verbal cues contradict each other. Women more adept at recognizing nonverbal cues, more expressive 
· Culture in non verbal comm : differences in eye contact, personal space, assertion (asking a particular student in a classroom what their opinion is), and the universal signs (smile, frown, laugh). 
· Voice: paralanguage – vocal expression (tone, temp, rate). Disfluencies – non lingusitic verbalizations (um, ah, like, oh my god). Sarcasm – words opposite of what is said.
Patient perspective – get info before verbal content is given, when patients cannot understand terminology, supplement missing info 
Professional perspective – sometimes only nonverbal cues are there, express emotions through nonverbal cues, greater sensitivity to patient needs 

Chapter 2: Understanding your self – 20/09/19
Self awareness vs self concept = understanding of core identity (reflect on actions, how and why to make changes) leads to the sum total of beliefs you have about yourself. Like self monitoring, change the way I act, finding triggers. Self concept changes as you change, always becoming. 
· Defined by personal characteristics; age, nationality, race, religion, gender. Life experiences, attitudes and personality traits 
Sources of Self-Concept 
· Self awareness: an understanding of your core identity requiring a realistic objective appraisal of your thought, traits and feelings. With awareness we modify behaviours. keystone to emotional intelligence (Daniel Goleman) 
a) Self appraisals – how we evaluate ourselves, shaped by above factors. Actual performance – ways we act and behave. If you repeatedly succeed at something, likely to evaluate your performance in that area positively. The most influential source of SA. Social comparison – how we look in relation to others, the need to fit in – Leon Festinger 
b) Self esteem – judgements about oneself, assertiveness, responsibility, self acceptance ADDITIONAL READINGS 
c) Self monitoring: awareness of thoughts and feelings, gives ability to modify behaviours and differentiate different emotional responses (lust vs love, disappointment vs depression)
- Influence of Others: other people are a more powerful cause of self concept; significant others, groups, roles, rewards from others. Reference groups were groups you associate with (hs clique, work team etc. 
- Past Expériences : affect how to interpret and react to current events and personal circumstances 
a) Tendency to distort memories, personalize events that happen, tend to cast ourselves as the main players 
- Cultural Background: determining who you are and how you understand yourself 
a) Different ways of being and different ways of knowing, feeling and acting. Ex: western emphasize independence and being self sufficient. Asian cultures value group membership. 
2.2 Building Self Esteem
Self esteem: judgments about yourself, reputation we acquire about ourselves. 
Factors affecting Self esteem – beliefs, behaviours, performance (skills and character) 
Beware of “Self Fulfilling Prophecy”: an impression formation process in which an impression elicits behaviour, conforming to the impression
a) People tend to accept that genetics are powerful and permanent, leading to self fulfilling prophecies 
b) Ex: telling girls that boys are generally better at math, will stop trying to succeed
Strategies to improve self-esteem 
1. Practice; self acceptance, self responsibility, assertiveness, integrity, positive self talk 
2. Exceptions: not as an excuse (for bad behaviour), don’t try to control everything, respect the needs of others, understand and respect others, listen to others too. 
2.3 perception in interpersonal communication
- process through which you select, organize, interpret stimuli. Accuracy of your perceptions determines how well you interpret and evaluate experiences and people you encounter. Our position is our conclusion to perception. Using eye witnesses our often the most unreliable, different POV. 
1. Selection – using senses to notice and choose from the many stimuli around you. Needs, wants, interests, moods, memories determine which stimuli to select. Figure ground principle: people focus on certain features (figure), deemphasizing less relevant back ground stimuli (the ground). Affect how to communicate and organize/interpret info  
2. Organization: context influences the way we organize information. Information principles 
· proximity (physical proximity, sense that they belong together, eg. When two ppl are close to each other, assume they are together). 
· similarity (generalizations we make on certain characteristics. Eg. Walk to a study hall, see two ppl of south Indian descent, assume they are in computer sci). Can lead to stereotyping and inaccurate conclusions. When 2 pp share one characteristic or trait, assume they other things in common. 
· closure (elements that seem to fit. Eg. 2,4,6,8 and assuming next number is 10. Fill in missing elements to form a more complete impression of an object, person or event
· Simplicity (organizing info gives the simplest interpretation. Eg. Two ppl in first year from the same small town, assume they know each other). Reasonable, simple conclusions 
3. Interpretation: how we make sense of it, self regulate and make sure it is accurate. Factors that affect interpretation: past experiences, knowledge, expectations, attitudes, relational involvement.  
4. Perception checking: decode, reduce (misunderstandings), allow for fair and appropriate responses. Involves noticing and analyzing how you select, organize, and interpret sensory stimuli, whether you consider alternative interpretations, whether you try to verify your perceptions with others. 
2.4 communicating with confidence 
Communication apprehension – stage fright, speech anxiety affect physical. Individual level of fear or anxiety associated with either real or anticipated comm with another person, variety of comm contexts (group, public speaking). Physiological effects; sweaty palms, perspiring, fast pulse, shallow breathing
· Fear of; failure, unknown, others (authority figures), the spotlight, breaking the rules
· Relaxation techniques: prepare, practice, relax, rethink, revision, focus 
1. Systemic desensitization: sub positive thoughts for negative thoughts 
2. Cognitive restructuring: imagine yourself succeeding as you comm
3. Visualization: relax as you see yourself in difference communication situations, from those that produce more anxiety, mentally practicing the skills needed to succeed,
4. Focus: concentrate on the message, anxiety draws attention away from message 
Additional Reading
· Self concept components: attitude, beliefs, values 
· Three components of self. 1. Material – tangible elements. 2. Social – personal, social, rôle in society, interactions. 3. Spiritual – morals, personal growth, philosophy 
· Process of perception: implicit personality theory, the halo effect. Can also have the reverse halo effect. Self fulfilling prophecy: prediction, act as if prediction is true, prediction becomes true, reinforces predication (Pygmalion effect). Can create expectations and can influence. More often based on first impression.  
· Primacy vs recency – easier to build on a good first impression. 
· Consistency: balance between perceptions and attitudes. If you communicate well with one person, but not their friend, differences 
· Stereotyping and explaining motivations 

 
Chapter 8: Emotional Intelligence
Emotion: physical feeling you have when reacting to a situation. Integral to effective and ethical comm. 
The basic emotions
· Psychoevolutionary emotion theory: development and meaning of emotions, each basic emotion has a range of feelings from mild to intense (Robert Plutchik). Some emotions are a blend of two or more emotions. EX: love is a combination of joy and trust. 
1. Primary Emotions: include feeling happy, sad, angry and afraid. Considered to be instinctive.
2. Secondary Emotions: developed through socialization and cultural education. Learned responses to our emotions can lead to misunderstandings. EX: feeling guilty for sharing gossip, ppl wont feel guilty about the same things. Perception, based on our values and experiences shape our emotional response. Must take into consideration about the primary emotion and then consider how to interpret the emotion. 
· The Complexity of Emotional Responses 
1. Physiological: heart rate, adrenaline, dilation of pupils, upset stomach, muscle tensing 
2. Nonverbal Reactions: blushing, sweating, facial expression, posture, vocal tone
3. Cognitive Interpretations: shyness, awkwardness, happiness, sadness, awareness, recognition, impulse control 
4. Verbal Expression: anger, tone of voice, emotional intelligence, social competence 
8.2 shaping emotional responses
Function of emotions: values, beliefs, perceptions, cultural diversity relate to interpersonal communication 
Culture on emotional expression: 
· High context and low context, western and eastern cultures. some emotions are hardwired responses, some are learned and influenced by the environment – steven Gordon 
· Cultural theory and emotions: Kaplan, Stets, Turner, Peterson examine theories of emotion as they strive to explain the intertwined relationship between our cultures and emotions 
1. Immersion in a specific culture: stronger beliefs and customs aligned with culture 
2. Intensity of emotions: expectations of culture – strong emotions may be more challenging to control, culture may dictate behavior 
3. Types of emotions: primary emotion and secondary emotion – anger is a more physical response. Pride and shame are more culturally and learned responses, based on cultural norms and values 
4. Social situation: presence of physical or mental reminders of culture – other members of the same culture, at the same event can remind us of expectations. May include food, language and symbols 


8.3 emotional intelligence 
Emotional Intelligence: capacity for recognizing our own feelings and those of others, for motiviating ourselves, and for managing emotions well in ourselves and in our relationships – Daniel Goleman 
· [image: ]Examine emotional intelligence as a set of interpersonal communication competencies 










InTRApersonal Communication strategies – internal use of language or thought
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[image: ][image: ]InTERpersonal Communication Strategies – b/w two or more people 

Five Dimensions of Emotional Intelligence 
1) Self Awareness: recognize emotions and their impact 
2) Self regulation: emotional and impulse control, adaptability
3) Motivation: drive to achieve, optimism, willingness to accept group goals 
4) Social Empathy: understanding others’ views and perspectives, diversity awareness 
5) Social Skills: listening, conflict resolution, advocacy, team/group cooperation, leadership 
8.4 – emotional and social competence 
Emotional Intelligence in the Workplace: encompasses skill areas such as the ability to deal with other people’s negative emotions and reactions, to understand and manage our personal reactions and to communicate effectively including resolving conflicts 
· look at emotions as negative or positive within the context of task related work and social related work
· understanding, recognizing and adapting your emotional response in a work environment will help to achieve work goals. 
· Workplace benefits associated with emotionally intelligent employees: everyones ideas are respected, team work to their fullest potential, gossip and other negative behaviour stops, everyone celebrates and encourages others’ success, integrity is valued, personal potential is always developing 
*look at survey on ppt 
8.5 supportive interpersonal communication
· Being clear about intentions, protecting the other person’s self esteem, and centring your messages on the other person. Say I want to help you, or repeat history of the relationship 
· Importance of empathy: to be fully empathetic, need to have experienced life, more ability to practice emotional intelligence 
· Protecting their self esteem: when offering help, do not imply that they are incapable of solving the problem on their own, can seem like the person lacks independence and competence 
i) Communicate intentions clearly: can state messages directly (I want to help you), emphasize desire to help, reminding person of the history they share, indicate what you fell 
ii) Importance of empathy: fully empathetic = experienced life. Ability to listen, acknowledge and remain aware of the other person’s feelings. Person centred messages: helping the person develop a better understanding of the problem so they can cope and take it. Avoid shifting the story to yourself, do not tell others that their feelings are wrong, inappropriate, immature or embarrassing 
iii) Encourage through storytelling: provides a framework to make sense of events, problems, worries, and all sorts of the daily interactions. Catharsis through story telling: release of emotional strain
Assertiveness Additional Readings – 6 Additional 
Assertive messages: 1) be non judgemental before subjective. 2) interpretation of the other person’s behavior: perception checking, mainly emotional component (personal and subjective). 3) description of your feelings, clarify and specify. 4) description of the consequences (the speaker – how personally will be in the future. The person being addressed – how to interact with that person. Others – affect the working relationship within the group). 5) personal stance on the relationship: stance on the issue, request of others (how you want others to adapt to the situation), descriptions on how to act in the future (if not able to fix, go to upper management)  
Developing Assertiveness:
Chapter 7: Understanding Interpersonal relationships 
Interpersonal relationships: Limited number of people interact using verbal and non verbal messaged to generate meaning for the purpose of sharing information, achieving a goal or maintain a relationship
· Can have professional or personal relationships 
John Gottman: have to make your own good relationships 
a) People with good friends usually have less stress and live longer 
b) Longevity is determined far more by the state of peoples closests relationships than by genetics
c) People who have good marriages live longer than those who don’t 
d) Loners are twice as likely to die from all causes over a five year period than people who have close friends
What is the meaning of relationship? Meaningful attachment or connection to another person 
Schutz Intpersonal Needs Theory: fundamental interpersonal relationship orientation theory, people interact with others in order to satisfy one or all three basic interpersonal needs. 1) need for inclusion 2) need for control 3) need for affection 
Inclusion: undersocial and oversocial. An ideal social person would like being with others but also enjoys being alone 
Affection: underpersonal and overpersonal: an ideal personal type would like to be liked but is secure about oneself 
Control: abdicrat (wants control but does not do anything, submissive) and autocrat (tries to dominate, may force decisions on other peoples): a democrat feels comfortable with receiving and giving order 
7.2 developing interpersonal relationships
Impression management: the strategies we use to shape and control the way other people see us. Affect how others perceive us in social interactions as how they interpret our ability to gain influence, power, sympathy or approval  
1. Ingratiation: most common impression management strategy. Main goal = to be liked by others. Skills; complimenting someone, do someone a favour, comforting someone. Make sure not to do ingratiation insincerely 
2. Self promotion: to be respected by others, but do not brag, sometimes performance does not live up to self promotion 
3. Exemplification: offering yourself as a good example, but not just in public. Example: do not preach about not pirating CDs when u photocopy entire textbooks instead of buying them 
4. Supplication: humble request or appeal for help, compassion from others, ask for help for when u truly need it 
5. Intimidation: provoke fear, but not brutality, try not to use in comm situations. Use when others are taking advantage of you 
Effective conversations
· Ask open ended questions or give superficial information about yourself 
· Maintaining a conservation: closed ended questions only give response of yes or no. Use the funneling technique (start broad and then get more specific 
· Turn requesting cues: verbal and non verbal messages that signal a desire to speak, such as leaning forward, providing direct eye contact and lifting one hand as if beginning to gesture 
· Turn yielding cues: verbal and non verbal messages that signal you are completing your comments and are preparing to listen such as slowing down your speaking rate, relaxing posture or gestures and leaning slightly away
· Must be able to suspend your own needs and opinions to listen to someone else’s. Daniel menaker “listen very closely to loud and quiet notes, what sounds are being downplayed or skipped over 
· Ending a convo abruptly can send rude messages ; look for moment in conversation when ending seems natural such as someone leaning away, picking up their belongings, stands up, topic is fully exhausted. End on a courteous note, if not be direct and firm. 
7.3 Strengthening Personal Relationships 
Friendship: 
· Difference between adolescent and children – less intense than adults. Intimacy: the feeling or state of knowing someone deeply. Can be emotional (sharing private thoughts and feelings), intellectual (sharing attitudes, beliefs and interests), collaborative (sharing and achieving a common goal) 
· Sharing personal thoughts depends on ability: 1) to disclose personal information in a way that maintains the relationship 2)recognize that most of these disclosures center on the mundane, everyday issues 3) respect that some topics are taboo such as negative life events and serious relationship issues 
· During early adulthood and late adolescence = lonlielest times, dual task of developing new friendships while adapting to new environments 
Being mindful
· Being mindful = forces you to be aware and to participate, allows to focus on the interpersonal relationships in life.
· Listening attentively and with purpose increases understanding but when you listen mindfully, creates an atmospshere of trust that may lead to deeper more appropriate relationships 
· Mind of the environment: eliminate distractions, make eye contact. Mindful of other: pay attention, appropriate listening strategy. Mindful of yourself: physical/emotional health, learn to listen to your body 
7.4 Sharing Yourself With Others
Self disclosure: process of sharing with others personal info, opinions, emotions that would not be known to them, must judge if and when sharing is appropriate by understanding and accepting the person’s attitudes beliefs and values. Challenging to choose who, when, what to self disclose 
The Johari Window Model 
· Joseph luft and Harrington ingham: model for understanding the connections between self-disclosure, and feedback. Looks at two interpersonal communication dimensions – willingness to self disclose and receptivity to feedback.
· Willingness to self disclose: extent to which u are able to self disclose info
· Receptivity to feedback: awareness, interpretation and response to someone elses self disclosure about you. 
· As a relationship develops, disclose more, enlarges open area and reduces info in hidden area, more receptive to feedback redices blind area and opens open area. As open area gets bigger, unknown gets smaller
· Four different panes of the model 
i) Open area: information you are willing to share with others as well as info you have learned about yourself by accurately interpretating others feedback. Ex: want to share an embarrassing story about yourself to new colleagues, say it and they respond with laughter and appreciate your sense of humour. Learned that you can share info with this group and you are funny
ii) Hidden area: private self, info you know about yourself, not yet willing to share with others, contains secrets 
iii) Blind area: info others know about you but that you do not know about yourself because you don’t pay attention to or correctly interpret feedback from others 
iv) Unknown area: unknown to both you and others. Ex: avoid writing at work since you think are bad. Then do some writing, find that you are good, others see it as well and goes to open area 
7.5 Expressing Yourslef Appropriately 
Effective strategies: focus on present, descriptive, disclose feelings, adapt to person and context, sensitive to others, engage in reciprocal self disclosure, move to deeper level 
Social penetration theory 
· Irwin altman and dalmas taylor: process of relationship bonding that occurs when individuals move from superficial communication to intimate 
· Similar to an onion: outer layer is superficial and the core is intimate info
· Explains self disclosure has 3 interconnected dimensions – depth, breadth, frequency 
· the layers 
i) Layer A: most impersonal layer – music, food, clothing
ii) Layer B: impersonal layer – job, politics, education 
iii) Layer C: middle layer – beliefs, religion, social attitudes 
iv) Layer D: personal layer – personal goals, goals, fears, hopes 
v) Layer E: most personal layer – inner core, self concept 
vi) Topics: leisure activities, career, family, health 
Effective self disclosure: reacting to a situation while sharing relevant info about yourself, not a solo activity 
Effective feedback: should not be threatening or demanding. Too much personal info can overwhelm and overload 
Defensive and supportive communication: jack Gibb and the 6 behaviours each for supportive and defensiveness. Defensives: reflect our instincts to protect ourselves when someone is physically or verbally attacking us, discourage reciprocal self disclosure. Supportive: create a climate where self disclosure and responsiveness to feedback benefit both parties 
1) For supportive; description (describe another person’s behaviour), problem orientation (seeks a mutually agreeable solution), spontaneity (straightforward, direct, open, honest, helpful comments), empathy (accepts and understands another persons feelings), equality (suggests everyone can make a useful contribution), provisionalism (offers ideas and accepts suggestions from others 
2) For defensive; evaluation ( judges another persons behaviour, makes critical statements), control (imposes your solution on someone else), strategy (manipulates others, hides or disguises personal motives, withholds info), neutrality (appears withdrawn, detached or indifferent), superiority (implies personal opinions are better), certainty (believes their opinion is the only correct one) 
7.6 Developing Assertiveness
Assertiveness: willingness and ability to stand uo for your own needs and rights while respecting the needs and rights of others 
Passivity and aggression
· Passivity: characterized by giving in to others at the expense of your needs in order to avoid conflict. Ppl often blame others (taken advantage of) and do not take responsibility for self 
· Aggression: put their personal needs while violating somones needs and rights, demand compliance from others. Can be violent but can also be raising voice, rolling eyes 
· Passive aggressive: may seem passive but are aggressive. Appear cooperative and willing to accommodate the needs of others, their actions are subtle forms of aggression. Manipulate others to get what they want. 
Assertiveness skills
· DESC script: describe, express, specify, consequences – Sharon and Gordon Bower 
i) Describe: unwanted situation as completely and objectively as you can 
ii) Express: feelings as calmly and clearly 
iii) Specify: what you want to happen or the behaviour you want from the other person, make sure the other person can do the change 
iv) Consequences: positive and negative of accepting or denying the request are outlined. 
Just Say No
· Edmond bourne: saying no sets limits on other peoples demands for your time and energy when such demands conflict with your own needs and desires. 
· 4 steps; acknowledge the others person request, repeat it. Explain reason for declining. Say no. suggest an alternative proposal 
· When saying no to a person u don’t want to be friends with or want a relationship with, say no firmly. 
Chapter 4 – 22/10/19
4.1 Nature of Listening 
International Listening Association describes listening as the process of receiving , constructing meaning from, and responding, to a spoken and/or non verbal messages 
How well do we listen: raised to speak, read and write. Only recall 50% of content. According to literature, our attention span is only 10 seconds in highschool and may double as we get older. Without training, listen aat about 25 percent efficiency, most is distorted or inaccurate 
Hearing: central stimuli, ability to take in audio stimuli 
Listening: interpreting the audio. Listeners are more engaged, increased BP, HR and perspiration. Takes more than half of communication, significant factor in predicting a students academic success and survival. Listening at home more important 
Effective listening: from Covey’s knowledge, skills and desires – enduring habit. May not know you need to listen, may not have the skill to listen, can have both but you need to want to listen to make it a habit 
1. Being open and willing to listen
2. Being able to recall important details
3. Being able to respond in appropriate ways 
4. Being able to understand verbal discourse
5. Being able to read non verbal cues 
Poor listening habits (5): 
· Defensive – focusing on how to respond, regardless on what is being communicated, feeling threatened, usually during conflict 
· Disruptive – interrupt, 
· Pseudolistening – fake listening, occupied, does not have to be negative
· Selective – avoid listening to those you don’t like, not interested or care for, not engaged 
· Superficial – focused on non verbal cues, not content 
4.2 listening process
Hurier model: guidelines for listening. Hearing, understanding, remembering, interpreting, evaluating, responding – judi Brownell, you are constantly influenced by both internal and external factors that colour your perceptions and subsequent interpretations and include your attitudes, values, beliefs, and previous experiences. Different listening skills become more or less important depending on the context and purpose 
· Hearing: the ability to make clear, aural distinctions among the sounds and words in a language and detecting the meaning of non word sounds like a laugh
· Understanding: meaning of spoken and non verbal messages, asking a question is best way to make sure to understand a message 
· Remembering: ability to remember affects how well we listen. Dependent on whether the convo is interesting, under stress or have personal problems. Best ways to remember = repeat, associate, visualize, use mneumonics (memory aid, based on rhythm or pattern such as acronyms) 
· Interpreting: Empathic listening: involves focusing on understanding someone’s situation feelings or motive, respond to emotional meanings. By not listening for feelings, can overlook important part of the message (such as missing anger, frustration in someones voice). Don’t have to agree or feel the same way but understand the type and intensity 
· Evaluate: employ critical thinking skills to analyze what someone says. Once you’ve understood the message, make sure reasoning is sound and conclusion is reasonable, also understand why they accept or reject someones ideas. Effective evaluative listeners put aside biases about the speaker or message when they analyze what they hear In order to arrive at a rational conclusion. Recognize someone is trying to persuade than inform is first steps, recognize persuasive communication, critical thinking ability, assess the quality and validity of arguments and evidence 
· Respond: likely to respond verbally and nonverbally, ask questions, provide support, offer advice, share opinion, paraphrasing essential to this – making sure you fully understand the persons message 
Paraphrasing: means you can understand them, giving synonym, another way to describe the same thing. Matches the content, depth, meaning and language of the person. Restatement = paraphrase. Can use tag questions as a form of feedback (am I right? This is what you meant?) 
4.3 Listening and Strategies 
1. Thinking faster than speaking: 125-150/min, think 3 to 4 times faster. 1000 words/min hear, 300/min we can understand, and only speak 125-150. Thought speed = words per min at which most ppl can think compared with the speed at which they can speak. Poor listeners; use their extra thought speed to day dream, engage in side convos, take unnecessary notes, or plan on how to respond to the speaker. Effective listeners; hear what someone says, meaning, identify key ideas, empathize with a perons expressed feelings, analayze and evaluate arguments, determine best way to respond 
2. Listen to feedback: a way to get re-engaged. How the message is being received. Based on relationship to someone, can either say “can you say that again? Or say “were you saying this” but can be completely wrong. When speaking, look at how ppl react to you. When asking for feedback, good since it helps listeners adapt and shows you value audience, helps them listen more effectively to your message 
3. Listen to non verbal behavior: revels others intentions. Gestures, change in vocal, facial expressions 
4. Listen before you leap: do not jump to conclusions. Listen for tone of voice. Tendency to make a judgement before we have all the facts. Let the person finish and then formulate reply. Listening before you leap gives time to adjust your reaction and to clarify and correct a statement rather than making a quick decision – separate emotional response 
5. Minimize distractions: ambiance, temperature, posture, lighting, nonverbal. Other distraction – speaker delivery too soft, fast, slow, or monotone, unfamiliar accent, different mannerisms and appearance. Fix srroudings
6. Take notes that matter: depending on the type of learner as well. Too many notes can hinder recall. Paraphrase, take jot notes, 
Listening styles
· Orientation: Action (focuses on objectives and results, clear constructed messages, what will be done), time (wants short answers to questions) , person (feelings, emotions, understanding) and content (facts, evidence, logic, complex ideas) – Watson, Barker, Weaver
· Listening: Task (completing simple communication transactions effectively), critical (focuses on noting inconsistencies and errors when others speak, evaluate others), relational (connecting with others), analytical (withholding judgement to consider all sides of an issue)
4.4 listening to gender and culture 
Women pick up more non verbal signs and high context cultures – relationship (mood, empathy). Men are more content orientated (facts and comprehension) low context is being more direct. Males are content and females are mood of communication (empathic and appreciative)
Culture: high context, listen for meanings in your behaviour and who you are rather than in the words you say. Low context expect speaker to be direct. 
4.5 critical thinking about facts and inference 
Critical Thinking: is the thought process you use to analyze what you read, see, or hear, to arrive at a logical conclusion or decision. Can help come to a conclusion, decision, opinion or behaviour. Good thinkers develop and defend a position on an issue, asking probin questions, be open minded, draw reasonable conclusions 
Claim: statement that identifies ones beliefs or position on an issue or topic. Inference is a conclusion based on claims of facts. Claims of facts (false or true), conjecture (probable or improable), value (good or bad, worth of something) and policy (reasonable or unreasonable, course of action or solution). 
Common fallacies of argument: attacking the person, appeal to authority and appeal to popularity. Fallacy: is an error in thinking that has the potential to mislead others, intentional or unintential 
a) attacking the person: irrelevant attacks against the person rather than the persons message, unethical (name-calling)
b) appeal to authority: supposed expert has not relevant experience on the issues being discussed. Ex: an actor who plays a doctor on tv saying a medicine is really good, does not have the credentials 
c) appeal to popularity: action is acceptable or excusable because many people are doing it, can sometimes be used to justify discrimination, dangerous behaviour etc. 
d) appeal to tradition: course of action should be done since it has been done that way in the past 
e) faulty cause: you claim a particular situation or event is the cause of another event before considering other possible causes 
f) hasty generalizations: jump to a conclusion based on little evidence or few experiences. Do not base someonthing off of one bad experience 
The nature of reflective practice
· Description: what happened? Ex: verbal argument about proper office procedures
· Feelings: what emotions were revealed? Ex: anger, frustration, stress, 
· Evaluation and analysis: what am I able to learn from this? Ex: realizing how my sensitivity to conflict leads to immediate aggressive behavior 
· Conclusion: how could this be different, if this happens again in the future? Ex: ideally, to prevent to diminish the intensity of these emotions during times of conflict (get a different response) 
· Action plan: how to change actions: ex: train and condition myself to take a pause to remove myself, from the reflex of immediately responding to the other person 
4.6 Nature of Reflective Practice
Reflection: critically thinking about an experience as it occurs or after it occurs. Reflective practice: involves taking the time to review and ask questions to understand yourself and others. Designed to unravel a situation so that you can examine the experience from a variety of perspectives 
Gibbs reflective cycle: 
Description – feelings – evaluation – analysis – conclusion – action plan
Additional information
· 7 levels of listening: 1. Not listening = ignoring 2. Pretend = acting 3. Partially = divided attention 4. Focused = your undivided attention 5. Interpretive = trying to understand 6. Interactive = involved (Asking questions) 7. Engaged = fully engaged

Interviewing – 25/10/19
Types of interviews and interview structure: information gathering (Getting basic info such as getting a healthcard and voting), appraisal (evaluation), problem solving (to solve challenges such as ethics group, government urgent matters), persuasion (promote and persuade such as a students for wishes foundation), job (assessing credibility)
1) Opening: preparation and initiation, minimal stage, administrative (policies, files, legal liabilities)
2) Body – asking questions: a) open and closed questions, probing questions, hypothetical questions. B) questioning sequence: funnel sequence (open to closed questions//more general to specific questions) and inverted funnel sequence 
3) Conclusion: 
Responsibilities of the interviewer: awareness of biases, adapting to an interviewee’s behaviors, recording information, listening effectively, responding thoughtfully (asking appropriate questions, dealing wisely with sensitive content) 
Job interviews: 1. Awareness of skills and abilities. 2. Preparation of your resume (select optional info, career objective, education etc) 3. Know the employers needs. 4. Listening and responding questions. 5. Interview follow-up 
Techniques in counselling 
1) Preparation: planning the first meeting 
2) Initiation: first contact with the patient or client. Clarification of the purpose, making a contract of mutual goals 
3) Exploration: main working stage, development of coping skills, clients determination of challenges
4) Termination: plan for interview (Relationship) closure
Communication techniques: questions, silence, restatement, reflection, clarification, interpretation 
Questions: 
Open and closed ended questions. Open = intended o facilitate disclosure, more time consuming
1) Efficiency
2) Emotionality 
3) With depth – more you disclose further you can continue the conversation 
4) Control 
Silence
· Collect thoughts, and process info, therapeutic when used appropriately 
Restatement = paraphrase // reflection 
· Do not put emotional content in feedback, do not have emotional connection. Just restate via synonyms 
· The actual content
· Reflection: start putting in emotional content, taking to account their emotional state, to handle feelings. Find out the emotional trigger. Do not do as much as paraphrasing, brings to a deeper level 
Clarification
· Try to make the person become aware. 
Interpretation 
· Connect meaning to a feeling, offer a perspective different to what they’re experiencing 
· Clients should control whether to accept or reject the HCP interpretation
Narrative Model 
1) Hear the clients story, listen for strengths, restory, action and change 
7b Therapeutic Communication
1) Altruism: helping someone, despite your own struggles. 
2) Catharsis: expression and release of emotions. Example video, the football player retiring after 16 seasons, cries 
3) Corrective recapitulation: project experiences that allow for cathartic release. Something triggers the release. Example: friend moving away, and they find a new best friend 
4) Existential crisis 
Therapeutic factors 
Conformation: uncovering meaning in ones life. Idea of validating, affirming and approving. No confirmation= lack of respect, distant, disconfirmed with one another 
b) Control: associate control with effort. Influence and nature of the relationship. Giving control, we can also get control. Symmetry = is it going the same, open and equal type of relationship  
c) Empathy: project yourself into someones life situation. Sympathize = experienced the same siutaiton. Empathy = didn’t experience the same situation, but can understand how the person is feeling. Barriers to empathy: inexperience (inefficient), lack of motivation, distractions (occupied mind), fatigue (burn out more easily). For the patient: lack of openness, fear and rejection, inability to communicate through words (language barrier 
d) Trust: putting health and well being into professionals. Acting in a positive, consistent and reliable manner. 
Increasing listening effectiveness – carl rogers, counsels on anger 
1. Empathy and objective listening: view others as being equal. Be non judgemental and be a critical listener; open mind, don’t be afraid to be wrong 
2. reading between the lines 
Chapter 9: Professional Relationships – 01/11/19
9.1 The Nature of Professional Relationships 
- reflect work responsibilities, the quality of your relationships with colleagues and the organizational culture in which you work in. 

Types of Professional Relationships 
Superior-subordinate relationships – the superior has formal authority iver the productivity and behavior of subordinates, direct activities authorize projects, interpret policies and asses subordinates performance. Subordinates provide info about self, about coworkers and about progress of work. can look at whether youll work in the private or public sector. When youre own boss, create own culture. The majority of employees who quit their jobs are unhappy with their boss. Success = establish trust with subordinates, convey closeness, give useful feedback 
a) Behave in a consistent and predictable manner 
b) Be honest and keep your promises 
c) Share control of decision making
d) Explain policies, procedures, and decisions 
e) Concern for employee well being 
Coworker relationships – ppl who have little to no authority over one another, but work together to accomplish goals of a company. Pple who don’t share important info or have dif work style derail performance. To satisfy relationship = 
1) Individual excellence: do both perform well 
2) Interdependence: do you have complementary skills and need one another to successfully complete a task
3) Investment: time and energy added in helping each other succeed
4) Information: share info openly 
5) Integration: compatible work value 
6) Integrity: treat each other with respect
Customer Relationships – interactions between someone communicating on behalf of an organization and an individual who is external to the organization. Ex: colleges treat students, HCP and patients. 
a) Need to feel welcome, customers need enough info to make a decision to make a decision or solve a problem, customers needed to be treated with respect. 
Is the client always right? Don’t take complaint seriously, listen attentively, separate issue from emotion, make statements that show empathy, explain reason for decision without arguing, if company is at fault acknowledge and apologize, ask how solve problem

Maslows Hierarchy 
1) Survival – most likely the job is just for the money
2) Security 
3) Belonging – less attrition and less turnover. Ex: working in a company where its not your essence but feel comfortable 
4) Importance 
5) Self actualisation – life work, resonating with it 
Employment engagement: flexible work schedules, going above engagement to focus on overall employee experience, opportunities for professional and personal development, programs focused on mental and physical wellness 
Effective supervisory strategies 
a) Behaviour: consistent and predictable manner
b) Honesty: keep promises
c) Sharing: decision making control 
d) Explain: policies, procedures, and decisions in a clear manner 
e) Concern: express concern for employee well-being 
Co worker relationships 
· Individual excellence (performance), interdependence (complementary skills), investment (time and energy), information (sharing), integration (compatible work values), integrity (mutual respect) – describes overall chemistry 
Needs of HCP: Clients and patients 
· need to feel welcome
· need enough info to make decisions and they need to be trated with respect, there is a business in health care. Clients have the power to take their business elsewhere 
classic organization hierarchy: 
f) board of directors (are the ones who appoint the CEO), upper management, middle management, lower management (management of divisions), support staff, frontline workers (people who actually keep the business going, paid the least)
08/11/19 – Chapter 9 Cont’d
Organizational Culture Theory 
a) Organizational Culture: atmosphere, energy you feel when you walk in, attitude. Theory = describes the ways in which shared symbols, beliefs, values, and norms affect the behaviours of people working in and with an organization. Customs in an organizational culture include personal, celebratory and ritual behaviours (responding to an email, bdays, attending department meetings), social behaviours (politeness, supporting worried collegues) and communication behaviours (giving colleagues nicknames, jargon)
b) Subculture: values are different than the large organization. Ex: marketing dept, may be different compared to accounting dept across the hall 
9.2 professional communication challenges 
- ineffective and inappropriate = tension in workplace, limited advancement, job loss
Rumour: unverified story or statement about the facts of a situation, gossip = type of rumour that focuses on the private, personal or even scandalous affairs of other people 
1) Do not spread rumours, evaluate reliability, other gossip, consider potential consequences, before self disclosing assume your secrets will be spread, talk to someone with authority if gossip is out of control 
· Small amounts of personal info, helps ppl feel closer to another, humanizes the workplace 
Managing Gossip: positive and negative gossip. How to change environment to turn gossip to be uplifting. Rules: don’t spread rumours, check reliability, change the subject, confidentiality and protecting yourself. Can affect job position, can contact authority if it gets out of hand 
Sexual Harassment: unwanted sexual advances, verbal or physical conduct of sexually nature, intimidating or offensive work environment. Mainly involves a supervisor or colleague using power to demand sexual favours from a subordinate to secure job, promotion, salary. 
· Victims feel: anxiety, self blame, depression, anger, feelings of helpnesses, fear of further escalating harassment. Protection: Canada labour Code, Criminal Code
Working with Friends
a) Not being able to disclose info that you would normally disclose, constructive feedback is difficult, no PDA
b) Approval from friend, need mutual respect, but need to be able objective decisions. Sometimes difficult to tell bff that they have not met expectations on a work team, can put you own reputation at risk  
c) Sometimes hold the friends to a higher standard ie. Go harder on them to not show favouritism
Interview questions
Exit interview: organizations gather info to develop strategies for retaining employees and to improve work place for those who remain. Not known if the info will be confidential. When losing a job, cycle is denial, anger, frustration, adaptation. 
9.3 workplace and job interviews
Interview: is an interpersonal interaction between two parties in which at least one party has a predetermined purpose and uses questions and answers to share information, solve a problem or influence the other. Types: appraisal//disciplinary//exit. Traditional interview is a selection interview. 
Before the interview: preparation. Mistakes = having little or no knowledge of the company, being unprepared to discuss skills and experiences and unprepared to discuss career plans and goals. Assess strengths and weaknesses. Always be ready for a thoughtful response, don’t assume the interviewer did not see it in the resume. Practice interviewing = create list of questions, practice answers out loud and confidently 
During the job interview: interviewer wants to learn more about you, you want to learn more about the organization while creating a good impression. Common questions; why did you leave your last job – try and see if you were trouble to former employer and to see if you will be trouble here as well. Focus on why the new job is suited better towards your goals and values. When talking about a weakness, talk about it while saying how u overcame it. Enhance credibility, and learn more about the job
Probing – follows up another question, encouraging more depth. Open – requires more detailed answer. Closed – short answer. Leading – implies the response the questioner wants to hear, hypothetical. 
Examples: probing, leading, hypothetical 
Interprofessional Communication – ADDITIONAL Readings 
Barriers to Effective Comm
a) Role uncertainty: people cannot express issues. Convergent language = therapeutic language. Patients feel that time is a premium. 
b) Responsibility conflict: what’s the root cause of the disease and how to cure. 
1. Role stress: engagement and culture
2. Lack of interpersonal understanding 
3. Autonomy struggles: code of ethics, in times of recession fields that thrive are education and health. Ability to gain reimbursement (if the client is paying out of pocket). The everyday struggles of a practitioner to operate 
Professional – HCP and family members 
1) Limited contact w professionals: more time pressure, depends on the context (emergency versus family physicians – more time constraint in emergency). Feelings that HCP do not have enough time 
2) Limited access to info: privileged: straight from the HCP, first source, usually the patient is not in the proper state of mind to get the info first. Filtered: receives info from the patient or another HCP. Where is the info coming from? 
Patient – family member relationships 
1) Disruption of family member roles: role adaptation – if a someone gets sick in a family, can ruin organization in a family, lack of roles, don’t know whos responsible for what (paying bills, grocery shopping etc.). Over and under functioning; over = push beyond the limit. Under = not pushing a lot. 
2) Closed communication patters: does culture effect dynamics of a family. Look at the rules, low or high context 
Additional Readings – 12/11/2019
Leary model; to reword: dominance = aggressive, submission = passive. Love = affection, hate = lack of affection. 
**on exam: schematic approach to look at the transaction in basic comm, 4 ppl involved in process, direction of arrow shows who initiates the convo. Not patient centred, mainly around the head physician. Every arrow indicating a communication dialogue/ episode. How many time they interacted 
Ideal Communication Network: all info should flow through the person receiving the care. 
Chapter 10 – Working in Groups 
Group: interaction of 3+ interdepenedent ppl using verbal and nonverbal messages to generate meaning for the purpose of achieving a common. 
Types of groups: social, self help, learning, service, public. Group size: ideal size for a group is 5-7 ppl, to avoid ties in decision making, always better with having an odd number of ppl. Groups larger than 7 tend to divide into subgroups 
1) Self – help, learning, service, and civic groups you join by choice because they offer support and encouragement, gain knowledge and assist others. 
2) Work groups: labour crews, management groups, research teams – responsible for maing decisions, solving problems, implementing projects, or performing routines in an organization 
i) Committees: created by larger group or by a person in a position of authority or take on specific tasks
ii) Work teams: given full responsibility, permanent, don’t take time from work to meet, meet up to do work
3) Public groups: discuss issues in front of or for the benefit of the public, in public audiences. 
i) Panel discussion: several people interact about a common topic to educate, influence, or entertain an audience
ii) Symposium: group members present short, uninterrupted, presentations on different aspects of a topic for the benefit of an audience
iii) Forum: provides and opportunity for audience members to comment or ask questions. Moderator needed to make sure all members have an equal opportunity to speak
iv) Governance groups: legislatures, city and county coucils, educational instrituions make policy decisions
4) Virtual groups: relies on tools, audioconferencing, communicate across time, distance and organizational boundaries 
Interaction and interdependence: ways members behave towards each other. When tension arise, best to say a funny comment. One action of one member affect all the members. 
Common goal: a collective purpose that defines and unifies the group. Some groups have a group and others are assigned a goal. Effective groups work together to accomplish a common goal. 
	Advantages
	Disadvantages

	· Lone problem solver cant match the diversity of knowledge and perspectives of a group
· Make friends, socialize
· Challenge assumptions, critical thinking, establish high standards of achievement 
	· Time, energy, resources
· Potential conflict among members 
· Behavior of some members may talk too much, arrive late for meetings, 



10.2 balancing individual and group goals
a) Primary tension: universal dynamic when ppl first get together, feel communication styles, who they resonate with. Thrown into a new group. Social unease, overly polite. Hidden agenda: members private goal conflicts with the group goal
	Homophily
	Competence
	Familiarity 

	Is a preference to be with others who share your values, attitudes, and personal characteristics 
· Trust and comfort 
· Need to remember that you need a variety of mindsets to complete a task 
	· Necessary skills, knowledge and abilities to contributw to the group work and to achieve the goal of successful completion 
	· Reduces anxiety, and if the group is successful, then they will re form for next projects



b) Secondary tension: real side, who is responsible for what, 
c) Group cohesiveness: this is the third stage – norming 
d) Group membership: homophily leads to familiarity. Homophily = like leads to like. Familiarity = want to have things consistent. Competence = want to be around ppl who know what they are doing, have the skills 
e) Cohesion: the mutual attraction that holds the members of a group together 
Norming on fill in the blanks: being to work as a cohesive team 
Group roles: task role and maintenance role are both positive. Task is the content and maintenance is the relationship 
Leadership theories: great leaders inspire ppl 
Tuckman’s Group Development Model: 1. Forming: getting comfortable with group. 2. Storming: competing for status and influence. 3. Norming: defining roles and expressing opinions. 4. Performing: working effectively and harmoniously
[image: ] Storming: can help members develop relationships, decide whos in charge, trust and clarify group goals 
10.3 Balancing Conflict and Cohesion 
Secondary tension: confident members begin to compete with one another, openly disagree on substantive issues. Describes the frustrations and personality conflicts experienced by group members as they compete for social acceptance, status and achievement. Ways to ease = joke or discuss any personal difficulties 
Characteristics of group tension; energy and laretness, nosy and dynamic, ppl speak at the same time, sit up/lean forward/squirm in their seats. 
Group cohesion
· United and committed to a common goal, high levels of interaction and enjoy a supportive communication climate 
· Share sense of teamwork, pride in group, conform to group expectations. 
10.4 balancing conformity and nonconformity 
Group norms
· Set of expectations held by group members concerning what kinds of behavior or opions are acceptable or unacceptable, good or bad, right or wrong, appropriate or inappropriate 
· Without norms, group lack on agreed on ways to organize and perform a task. Nonconforming behavior helps members recognize and understand norms of the group
· Constructive non conformity: when a member resists a norm while still working to promotw the group goal. Allows members to voice serious and well justified objections without fear of personal criticism or exclusion for taking a position. 
· Deconstructive nonconformity: when a member resisits conformity without regard for the best interests of the group and its goal, such as by showing up late to attract attention or interrupting others to exert power. 
10.5 balancing task and Maintenance Roles 
Group role: is a pattern of behaviours associated with an expected function within a particular group context. 
	Initiator/contributor
	Proposes ideas, provides direction, gets the group started
	“lets consider the clients POV”

	Information seeker
	Asks for releant information, request explanations, info gaps
	“how can we agree on apolicy when no info”

	Info giver
	Researches organizes, relevant info
	“I checked HR”

	Opinion seeker
	Tests for agreement and disagreement
	“what do you think”

	Opinion giver
	States personal beliefs, analysis and arguments
	“ I don’t agree that he’s guilty”

	Clarifier/summerizer
	Explains ideas and their consequences
	“weve been trying to analyse the problem, heres what we agreed upon”

	Evaluator/critic 
	Asses the value of ideas, diagnoses problems
	“these numbers don’t consider monthly costs”

	energizer
	Motivates members, creates energy, 
	“incredible! Weve come up with a solution”

	Procedural technician
	Prepare meetings, room arrangements, provides materials and equipment
	“let me know if you need a flip chart”

	Recorder/ secretary
	Accurate written records of group recommendations
	“please repeat the deadline dates so I can them into the mins”


Group Task and Maintenance Roles 
Group task roles: focus on behaviours that help manage the task and complete the job. Provide useful info, help group stay organized
Group maintenance roles: affect whether group members get along with one another while pursiing a common goal. Create a supportive and inclusive communication environment, resolve conflicts, encourage group members 
Self centred roles: they put their own goals ahead of the groups goal and other members needs. Disrupt work, prevent group from achieving goals. Threeways to deal: 1. Accept, contront or exclude. Group may allow disruptive behaviour when it is not detrimental to the group success or when the positive outweigh the negative 
a) Self centred roles: aggressor (sarcastic and critical), blocker (stands in the way progress, delay tactics), dominator (prevents participation, manipulation), recognition seeker (boaster, pouts when not getting enough attention), clown (inappropriate humour, distracts), deserter (withdrawn, above the group, stops contributing), confessor (shares personal feelings, emotional support inappropriate) 
b) Group maintenance roles: encourager, harmonizer (resolve conflicts, group harmony), compromiser, tension releaser, gatekeeper (monitors and regulates flow of communication, encourages productive participation), standard monitor (norms and rules, tests against group established standards), observer/interpreter (interprets feelings, nonverbal communication), follower (supports group, willingly accepts others ideas)
10.6 developing group leadership
Leadership: ability to make strategic decisions and use communication to mobilize group members toward achieving a common goal. Leadership incompetence is about 60-75%. 
Three Leadership Theories: 
· Trait theory – have the leadership trait or not, inteelince, confidence, enthusium, organizational talent, good listening. Limiting factor means that you are not able to develop leadership skills. Saying if you have only certain traits, they are the only ones who can be great leaders. Some people can be natural leaders, but others can develop the skill 
· Styles Theory – assertiveness, aggression, passive; autocratic, democratic, laissez-faire. Shutz firo theory (abdicrat = laissez faire, to let people do as they choose, group makes all the decisions, and actions). Democratic = gold standard. Limiting factor is that if someone is only one style, they cannot adapt to different groups. Autocratic = give orders, take credit for successful results, good in an emergent situation
· Situational theory – task motivated and relationship motivated. adapt according to environment, either be democratic, autocratic or laissez faire. Built on different styles of leadership. Task motivated (completing a task even if the results are bad between the leader and members. example: when you are going to be a new coach, old coach was well respected, unsure of relationship with team, stick to the task at hand. Relationship = work well with others but may not complete the task at hand, may tolerating 
a) Match leadership style to leader-member relations (positive, negative, neutral), task structure (disorganized and chaotic to highly organized and rule driven), power (how much the leader posses). Look at ppt for diagram. 
10.7 5-M Model of Leadership
1. Model: do you model what you express, leadership behavior. Walk the talk. Project image of confidence, competence, trust. Speak listen effectively, 
2. Motivate members: guide, develop, support, defend, inspire. Rewarding deserving members, solve interpersonal problems. Give members authority make judgments about the doing the group work. 
3. Manage group process: are you good at what you do. Well organized, fully prepared for all meetings. Adapt to member strengths, weaknesses, when to monitor and when to intervene to improve group performance. 
4. Make decisions: willing and able to make appropriate, timely and responsible decisions. Make sure everyone has and shares the information needed to make a quality decision. Solicit feedback from others. Intervene when a group lacks confidence, willingness, ability to make decisions. 
5. Mentor members: motivates that person to set high standards, seek advice when needed, develop characteristics of a great leader 
a) Be ready and willing to mentor every group member. 
b) Encourage and invite others to lead: group members can assume leadership, implement a group decision. 
c) Inspire optimism: do not blame group. Convert situation into a teachable moment. 
d) Create appropriate balance and boundaries, neither psychiatric counsellor nor a group member’s best friend. 
Leader versus Manager
· Manager: with a certain title, stability, objectives, makes rules, minimizes risks, plans details, show ppl how to do things right
· Leaders: subjectives, how to do the right thing, passion, set direction, takes risks, 
15/11/19 – Additional Readings, Group Dynamics 
Group size: small and large groups. More people = less intimacy. 5-7 members is the prime number. Content: receives more attention, these are tasks groups. Process: usually determines whether a group works effectively. 
· Task groups: to attain the goals at hand. Ex. A jury, can come to a consensus, even though different personalities. Only look at the evidence
· Midrange: any department of the gov, health care, mixture of both content and relationship 
· Process: like support groups, or AA. No task, only about people connecting with each other
Phases of a group: orientation (forming, primary tension), conflict (storming, secondary tension, can be constructive or deconstructive. Ex: couple 20 years after marriage), cohesion (norming, establishing unity, roles are defined, clear direction, formality), working (performing, producing at the highest level of proficiency), termination (group no longer staying together, a task group, or a group can be indefinite, not leaving, depends on the nature of the group, short term or long term. 
Chapter 11: group decision making, problem solving and conflict
11.1 decision making and problem
· Culture, age, family, education, social status, religion, dreams, fears, beliefs, values, interpersonal needs, personal preferences
· Effective groups have the potential to make excellent decisions because more minds are at work 
Decision making: refers to making a judgement, reaching a conclusion, or making up your mind. Results in a position, opinion, judgement or action, choice b/w alternatives 
Problem solving: is a complex process in which groups make multiple decisions as they analyze a problem and develop a plan for solving the problem or reducing its harmful effects. 
a) Conflict does not have to involve negative emotions and may be helpful in the problem solving and decision making process
1. Clear goal = Vision, mission and values. Everyone understands and supports the groups mission
i) Questions of fact: investigate the truth, reliability and cause of something using the best info available 
ii) Questions of conjecture: examine possibility of something happening in the future using valid facts and expert opinions to reach a probable conclusion 
iii) Questions of value: consider the worth or significance, 
iv) Questions of policy: investigate a course of action for implementing a plan 
2. Quality content = credible content, where does the info come from, databases, evidence based research or position. Ability of members to collect, share, analyze the info needed to achieve the group’s goal 
3. Structured procedures = do you have in place in organization a clear procedure on how to handle situations. Are there procedures to deal with contingencies and conflicts etc.  benefits: balanced participation (are you fully engaging all the people in the organization, no fear in participating), clear organization (is the paper work there, channels, procedures), group empowerment (everyone can contribute, linked to balance participation), conflict resolution 
11.2 Decision Making Methods 
Voting – quick decision is needed, may not be the best way to make important decision. Majority vote; requires that more than half the members votw in favour of a proposal. There is also the two-thirds vote. Consensus – is reached when “all members have a part in shaping and that all find at least minimally acceptable as a means of accomplishing mutual goals, everyone opinion has to be heard. authority rule – groups may be asked to gather information for and recommend decisions to another person or larger group. A leader doesn’t go w it, demoralized, resentful, unproductive members. F – members relunctly give in to group pressures or an external authority. alse consensus
Groupthink: in group pressure, so much cohesion and unity, simply agreeing since everyone gets along with each other. Cohesion becomes negative, the group does not evolve. To avoid groupthink: give ppl the same problem to work on independently, encourage honest feedback, bring in a third party (no emotional connection to group or task at hand), express lingering doubts 
Decision Making styles: need to learn to adapt to different styles 
· Rational: I make logical decisions in a systematic way. Be careful not to analyze a problem for too long
· Intuitive: trust feelings of gut and instinct. Feels right 
· Dependent: often see the opinions of others. Feel uncomfortable making decisions others are not happy with. 
· Avoidant: I tend to put off decisions that make me uncomfortable. 
· Spontaneous: impulsive decisions. Often make decisions they regret. 
11.3 Resolving Interpersonal Conflict
Conflict: as the disagreement that occurs in relationships when differences are expressed. 
Destructive and constructive conflict – connect with terms in chapter 10, deconstructive nonconformity and constructive nonconformity. Destructive – create hostility, prevent problem solving. Complaining, personal insults, permanently harm a group. Constructive – express disagreement that respects others’ perspectives, dialectic experience. 
Ethical Decision Making 
1) The research responsibility: use what they know honestly, do not supress info, reveal sources
2) The common good responsibility: ethical members are committed to achieving the group goal rather than winning a personal argument
3) The reasoning responsibility: objective thinking, sperate from personal issues. Avoind presenting faulity arguments, build valid and recognize fallacies 
4) The social code responsibility: 
Conflict Styles
a) Competition: aggressive, what I need, regardless of the circumstance. Operate from position of power, leave people feeling resentful
b) Avoidance: passive aggressive, do not care for their own needs, 
c) Accommodation: passive, sacrifice for the betterment of the group without thinking of their own needs
d) Collaboration: assertive, everyone gets what they require (cooperation, respect). Acknowledge everyone 
e) Compromise: indirect, saving face, give someone time to respond, save from embarrassment 

11.4 Problem Solving: Brainstorming
- can generate a lot of ideas, not something to do when time is limited 
- reasons not to use brainstorming, is when you use the D.O.T method 
D.O.T. Technique 
· Similar to brainstorming, however know what to get done, do not need new ideas, objective is already known 
· More often this is used to solve the process not the task 
Additional Readings: Conflict and Communication – 19/11/19
Two kinds of Conflicts – there are 4 levels of conflict (personal, interpersonal, intragroup, intergroup) 
a) Content conflicts (task)
b) Relationship conflicts (process): Esteem, control (to gain control, need to relinquish some), affiliation (think of the firo model) 
Techniques for Managing Conflict 
c) Appeal to a third party; bringing someone as a fresh set of eyes to work through the conflict 
Culturally Sensitive Communication – 26/11/19
Enculturation: ENC, born in the country of culture. Through family and education etc. 
Acculturation: think of acquired, not born in Canada or country of settlement. Assimilating to the country 
Improving intercultural communication 
· Ethnocentrism – consciously competent = ethno relative, working to become a better communicator in respects to culture 
· Unconsciously competent – culture engrained, instinctive 
Effects of cultural barriers – wont be scenario based, just up and down on exam
1. Access to mental health and counseling = stigma, language barriers (how to talk to a psychiatrist if cannot communicate in English etc.) 
2. Malpractice suits and issues, greater clinician errors 
3. Health costs go up, due to hospital readmissions and other costs 
4. Compliance = rate of adherence, attrition/drop off rate increases, more chronic illnesses. Wont stay on treatment plan 
· Can talk about the disease without the illness but not the illness without the disease
Additional Readings – Gender, Aging and Communication 
Gender: How = 
· Women: rapport, inclusion, process. More apologetic and polite. Rapport = nonverbal, establish relationship 
· Men: facts, outcome, segregation based on knowledge. Direct and less apologetic 
Dyadic: a conversation with one person (more likely to disclose when its only one person, women tend to disclose more with same sex dyads
Team: think of team vs team. Competition. Group = a group of people, does not necessarily denote competition
Gerontology: psychosocial, and others things. Geriatrics is just medicine, not much of a communication aspect  
Additional Readings – Ethics and Communication
Autonomy: self determination. 
Beneficeince: making a decision like a parent for a child, overriding autonomy 
Nonmaleficience: ethical integrity 
Chapter 14 – 03/12/19
CORE: clear, oral, rhetorical and eloquent. Informal: casual, colloquial expressions, short and discrete words. 2nd type = consultative. 3rd type = intimate: significant other, “bae”. Informal language from oral to clear style. Speaking to someone with a certain rhetoric, shows their position, intense language (metaphors, hyperbole). Formal is eloquent and rhetorical. 
14.2 modes of delivery
Extemporaneous: notes and outlines as a guide, not full paragraphs, like cue cards and ppt. 
Manuscript: write and read word for word, not memorized 
14.4 vocal characteristics 
Fluency: stutters, lack of fluency, smoothness 
Articulation: physical sound you are making, regardless of whether it is correct or incorrect. Can you produce the sound at all 
Pronunciation: saying the physical sound correctly 
14.5 physical delivery 
Final Exam – 123 questions 
26 applied, 97 content 
20 questions have the hints 
1. Interviewing and counselling – 10 questions, 4 applied, 6 content 
2. Therapeutic comm – 5 questions, 2 applied 
3. Chapter 9 – 15 questions, 2 applied 
4. Interprofessional comm – 4 questions, 2 applied 
5. Health care comm models – 3 questions, 2 applied
6. Chapter 10 – 15 questions, 3 applied 
7. Small group comm – 3 questions, none applied
8. Chapter 11 – 14 questions, 3 applied 
9. Conflict and comm- 3 questions, 1 applied 
10. Chapter 3 – 13 questions, 0 applied “and we run into the arms of America” the land of the free -???
11. Culturally sensitive comm – 5 questions, 1 applied 
12. Gender, age comm – 7 questions, 1 applied 
13. Ethics and comm – 5 questions, 1 applied 
14. Chapter 12 – 7 questions, 0 applied 
15. Health promoting – 2 questions, 0 applied 
16. [bookmark: _GoBack]Chapter 14 – 12 questions, 4 applied (baby x9 NOT alliteration, it is REPETITION) (when your love is a lightbulb – metaphor))
17. One diagram and graph – LEARY model – Types of interview and interview structure. Traditional vs. culturally competent approach to care (know the differences, pathology vs the illness, UNDERSTAND THE ESSENCE)
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Bypassing

Exclusionary language

Offensive language

*euphemisms

Idioms (video)

Slang

Misinterpreted words and meanings.

Words that reinforce stereotypes, belittle others, or exclude
others (ex. “jargon”).

Not “swearing” is perceived as more intelligent, more
pleasant, and more skilled in regulating emotions.

Words or phrases that develop as informal (meaning)
conversational language.

Nonstandard words or phrases that tend to originate in
subcultures (ex. teenagers, musicians, athletes, gangs, efc.).
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EMOTION

Emotions are coordinated responses to changes in the environment that involve:

« invoking specific subjective experiences
« activating relevant cognitions, especially related to taking action in relation to

the self and environment

- coordinating bodily states so as to prepare for certain reactions (e.g., fight or
flight)

+ appraising the ongoing situation for changes

INTELLIGENCE

Intelligences are abilities to understand and problem-solve about information
that involve:

+ reasoning about abstract relationships (fluid intelligence)

+ storing material in an organized fashion in memory (crystallized intelligence)
« learning targeted material

« inputting material through sensory and perceptual channels

« processing information quickly

EMOTIONAL
INTELLIGENCE

Emotional intelligence is
an ability to understand
and to problem-solve
that involves:

« managing emotional
responses

« understanding
emotions and
emotional meanings

« appraising emotions
from situations

+ using emotion for
reasoning

- identifying emotions
in faces, voices,
postures, and other
content
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Develop Self-Awareness Monitor and identify your feelings in order to guide your decision making.
Example: Noticing whether you have raised your voice because you are
angry or surprised.

Manage Your Emotions Restrain or release your emotions when the situation is appropriate. Practice

relaxation to recover from emotional distress. Example: Deciding whether
expressing strong emotions will facilitate or interfere with your goals.
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Motivate Yourself Persevere in the face of disappointments and setbacks. Seek the support
of friends, colleagues, and family members to stay motivated, improve
your mood, and bolster your confidence. Example: Seeking help from a
trusted mentor.
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Listen to Others

Develop Interpersonal Skills

Help Others Help Themselves

Engage effective listening skills to ensure you understand what another
person means. Use effective, empathic listening. Example: Paraphrasing
what you hear to make sure you understand someone before responding
emotionally.

Use self-disclosure, assertiveness, and appropriate verbal and nonverbal
communication. Try to resolve conflicts. Example: Deciding whether and
how to share your emotions with a close friend.

Help others become more aware of their emotions. Help them speak
and listen more effectively. Example: Providing emotional support to a
distressed friend.




