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CroinkyBaHHS HE 3aBXKAU BiOyBaeThbcs BepOanmbHO. Bu nuBuTech Ha mrofeit
(Hampukian, Apy3iB, POAUHY, CYCIIiB, KIIEHTIB...), CIyXa€eTe iX 1 pearyere Ha Te,
o BiI0yBaeThcsa. YacTo 37a€ThCsl, 10 KOMYHIKAIlISI € JOCUTh MPOCTOIO, aje
Hacrpa/i 1e ckianauii npouec (Baerdsley & Shrabal, 2019). Takum unrOM, T
CIIJIKYBAaHHSM MU PO3yMieMO Oe3rnepepBHUMN Mpolec, Y AKOMY JBO€E a00 OiIbIie
Jr0JIe 0OMIHIOIOTHCS 1H(POpPMAIlIEI0 Ta MOCTIMHO BIAMOBIIAIOTH OJIUH OJTHOMY.
BinpmiicTh TOBCAKACHHUX B3a€EMOJIA TPOXOonATh go0pe. bimbmie Toro, y
HernpodeciiiHOMY CHIKYBaHHI JIFOJIM HaBAXKYIOTHCS BIJIMOBICTH BaM, SIKIIO IIOChH
nmige He Tak. Hampukiaza: skio BM Ha ciMeidHOMY 00111, 1 Bamia MOBEIIHKA
HeaJIeKBaTHa, XTOCh OOOB’S3KOBO MPHUBEPHE 1O LHOIO yBary (Bamia Martw,
Opat/cectpa...). CHOiIKyBaHHSI TaKOXX € BaXXJIMBUM Y IIOJEHHIN MpaKTHIIll
eprotepaneBTiB. KomyHikailisi BiAirpae mepuopsaHy pojib y PI3HHUX acleKTax
eproreparnii, Hampukiaal: Yy CHIBOpali 3 KIIEHTaMd Ta  POJUHOIO,
MDKIpOQECciiHOI0 KOMaHJIOI0 Ta 3allikaBIeHHMMH cTopoHamu. lle ocHoBa
JOTJsIny, OpieHTOoBaHOro Ha kiieHTa. o6 HagaTu HaneXHy MIATPUMKY
KJIIEHTaM, TOTpIOHI Aesiki 0a30Bl HABUYKM CHUIKYBaHHS Ta cTaBieHHs. Ha
BIIMIHY BiJl 0araTb0X TMOBCAKIACHHUX B3a€MOJIiIN, KII€HTH, SIK TPABUIO, HE
nepeOnBalOTh CBOTO TEpamneBTa, SIKIIO CTABJICHHS YHM TOBEIiHKA TepareBTa
HeazekBaTHI a0o He3posymum. [[o6 nocsarru OaxaHuX pe3yibTaTiB Ta

JIOTIOMOTTH YUY OPAJAUTHU KIIIEHTY eproTepanii, He0O0XiJHa YiTKa KOMYyHIKaIlis.
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BcTtyn

Cxema 1: EneMenTH KOMyHiKanii

[ BiANPaBHUK ] ‘ KaHan ‘ [ oTpuMyBay ]

Koaye nosigomneHHA «fAK 0OMiHIOETBCS iHPOPMaLLiED?» JeKkoaye nosigomneHHA

[ BignpaBHUK ] _ KaHan _ [ oTpumyBau ]

Crae oTpumyBavem «fAK 0BMiHIOETbCA iHPOPMaLLiED ?» [ae 3BOPOTHIi1 3’BA30OK

«[MoBigaoMAEHHS 3p0O3yMino?»

Cmae 8i0NpasHUKOM

Ak moau cniikywTtbess? CroiikyBaHHS MK JBOMa ab0 OLIbIe JTHOIBMU
nependavae nepeaady iHdopmariii (MOBIIOMIICHHS) BiJ OJHIET 0COOM 10 1HIIOT
(iammx). Yacro moam OakalOTh IOBIIOMHUTH INOCH I1HIIMM 13 3a37ajerijib
copMOBaHMM HaMmipoM, ajie CIUIKyBaHHS 1HOJI BiJIOYBAa€TbCS HECBIIOMO
(Velentzas & Broni, 2014). Oco06a, sika xoue nepeaat iHpopmailiro, HA3UBAETHCS
BiAnpaBHUKOM. [HpopMalis, Ky BiIMpPaBHUK XO4ue MOBIAOMUTH OJIEpKyBady,
Ha3UBA€EThCS MOBiAOMJIeHHAM. BinnpaBuuk odopmittoe iHpopMmariito y popmari,
3posyMiiomy oaepxyBady(am). lleil akT TEpeTBOPEHHS  HA3HBAETHCS
KonyBaHHsM. [loBimoMieHHS MOXyTb OyTH 3aKO/J0BaHi B pi3HHX (hopmarax:
YCHOMY, THCBMOBOMY a0o0 BidyanbHOMY. Ilicias 1bOro IMOBIIOMIICHHS
nepenaeTbes yepe3 kanaj. Kanam — 1ie cnoci0 po3moBCIOHKEHHS TOB1IOMIICHHS,
HaIpUKIaa: y po3MOBI (Biu-Ha-Biu) ab0 3a OIOMOTOIO JIUCTa, Teledony, paio,
TenebayeHHs, KoMl 1oTepa uu cMapTdona. [licnsa nepegadi iHdopmallisi MOBUHHA
OyTu 1HTepmpeToBaHa ojepkyBaueMm. lleli akT iHTepmpeTarii BiIOMUHN SK
aexoayBanHsi. Ilicns iHTepmpeTalli MNOBIJOMIICHHS OJepKyBad HaJICUJIA€
NOBIJIOMJICHHS Ha3aJ BIANPAaBHUKY, 100 MIATBEpAUTH, YU HaJiclIaHe
MOBIJIOMJIEHHST Oyso 3po3ymino. Lleil akT mepeBIpKH BMICTY IOBIIOMJICHHS

(3BOpOTHA TmepeBipKa) BIIOMUN K 3BOpPOTHME 3B’s30K. Konu onepxyBau aae
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BIATYK (3BOPOTHIM 3B’S130K), BIH CTa€ BIANPABHUKOM 1H(OpMAIlii, a BIAIPABHUK
cTae ofiep>kyBadeM (BiH OTpUMY€E 3BOPOTHUH 3B’s130K). Lle nukmunHuii mpoiiec, y
SKOMY POJIi BIIITPaBHUKA Ta OJIepP>KyBaya MOCTIMHO YepryloThes (IUB. cxemy 1).
HaiiGinpm 4iTko 1e BimOyBaeThes y TenedoHHIM po3MoBI abo uepes yar. Y
IpsIMi pO3MOBI 111 poJTi HE € YiTKUMH. Hanpukiiaa, po3riistHEMO CUTYaIlli0, KOJIH
BU CIIyXa€Te€ KOTOCh, HE TIOTOJKYETECS 3 HUM 1 TOMY XMYpUTE OPOBH 1 XUTAETE
rojioBoto. Toji B OJHOYACHO OJIEpKyBau 1 BiAMpaBHUK. Bail criiBpo3MOBHUK
TaK0X BUKOHY€ OOUBI PO OJHOYACHO, OCKIIBKH, MPOJIOBKYIOUH PO3MOBY, BiH
CIocTepirae 3a BalllOl0 HEBEPOATBLHOIO MOBEAIHKOIO, IHTEPIpEeTye 1ii Ta
BIJIMOBIJTHO KOPUTYE CBOIO BIAMOBIL. Y TEKCTOBOMY IOBIJIOMJICHHI B MOXETE
CYNpOBOKYBAaTH TMOBIJIOMJICHHSI CMAiJIMKOM, 100 BKa3aTH, 110 BU MAETe Ha
yBa3l B MOBiIOMJIeHHI. CMalJIUKK 3aMiHIOIOTH HEBepOaJbHE CHIJIKyBaHHS Ta

MOJICTIIYIOTh IHTEPIPETAIIIO TTOBITOMJICHHS.

He3Bakaroum Ha MUKIIYHICTh CIUIKYBaHHS, IIeH Kypc Mae€ JHIHHY CTPYKTYpY,
0 poOUTh HOro MpO30pUM 1 3pO3yMITMM. 3BEpPHITH yBary Ha CKJIAJHICTh

IIUKJIIYHOTO TIPOIIECY CIIIKYBaHHS.

Y nepmiomy po3aiii MH pPO3TIASHEMO 3arajbHl CTaBJICHHS, HEOOXITHI Yy
B3aemonii. Jlpyrmii po3ain  po3rasgae  pi3HULIO MK BepOaTbHUM 1
HeBepOaJbHUM CHUIKYBaHHSIM, a B TPeTbOMY PO3LJi MpPEICTaBICHO OIS
HAaBUYOK ciiyxaHHs. OOTOBOPIOIOTHCS Pi3HI HABUYKH HEBUOIPKOBOTO CITyXaHHS
(Bupa3 oOsuyusi, 30pOBUMM KOHTaKT, MOBa Tula, MIA0aJAbOPJIMBI KECTH...) Ta
HAaBUYKH BHUOIPKOBOTO CiyxaHHS (TIOCTAaHOBKA 3amuTaHb, mepedpasyBaHHS,
peduiekcis, emMolliitHe BIAKPUTTA. .. ).

Y dYerBepTOMY PpO31ijdi MH PO3TISTHEMO HABUYKU PETYJIOBaHHA (pO3MOdYaTh
PO3MOBY, TIOBEPHYTHUCS JI0 TIOYATKOBUX ITIJIEH, TPOSCHUTH CUTYAIlil0, MIPKyBaTH
BrOJIOC, 3aBEPIIUTH PO3MOBY), a B II'ATOMY PO3AJII MU 30CEpeIMMOCs Ha

HABUYKAX HIOAHCYBaHHS (BIATIHKOBA eMrmarisi, KOH(MPOHTAIis, MO3UTHUBHE
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NEepeHa3uBaHHs Ta CaMOPO3KpUTTH). HampukiHii po3auUTiB Mpo HABUYKU
CIIyXaHH$, PETyJIIOBaHHS Ta HIOAHCYBAaHHS HAaBEJEHO JI€AK] NOIMPEH] TIOMUJIKH,
a TaKOX IMOpagu Ta MiAKa3Ku. B ocTaHHbOMY po3aijii MU OOroBOpUMO JEsKi
NOIIMPEH] MiABOJIHI KaMeHi, MOB’s3aHl 3 IHTEPHPETAII€I0, Yepe3 BaKIUBICTh

1HTepIpeTalii B CiJKyBaHHI.

HaBuaabui i
@]

[Ticns Toro, sIK CTYZEHT 3aKIHUUB I1eH KypcC, BiH

* 3Moxe mnpo(eciifiHO CHUIKYBAaTUCS B PI3HUX KOHTEKCTaX, 3aCTOCOBYIOUH

BIJIMTOBITHI HABUYKH CITUIKYBaHHS 3 1HIMBITyaIbHUMHU KIIIEHTAMU Ta TPyHIaMu
* 3MOK€e MPAaBUIILHO CHIJIKYBAaTUCA B PI3HUX CUTYaIIsAX

* 3MOe IHTEpHpeTyBaTH HEBEepOaJbHY TMOBEIIHKY Ta pearyBaTH HaJCKHHUM

YUHOM
* YcBigoMITIOBaTUME CBOE HEBEpOalibHE CIIJIKYBaHHS

* 3MOX€ aKTUBHO CIIlyXaTW pO3IMOBIIb KJII€HTA, BUKOPUCTOBYIOYM HABHYKH

HEBHOIPKOBOI'O Ta BUOIPKOBOI'O CITyXaHHS

* 3MOxKe BUKOPHUCTOBYBATH HABUYKHU CIIYXaHHA, PCTYJIIOBAHHA Ta HOAHCYBAHHS B

NOTpi1OHUHI Yac

* byae o00i3HaHuil 11010 HeEOE3MEeK, MOB'SI3aHUX 3 JICIKUMH HaBUYKaMU

CHUIKYBaHHS

* 3M0OK€e pO3MIPKOBYBATH HAJl PI3HUMHU MPOOJIEMaMHU IHTEPIPETALlii, sIKI MOXKYThb

YCKJIaIHUTH CIILIKYBaHHS

10
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1. 3araJjbHi cTaBJIeHHA

VY mepuioMy po3/iiii MU PO3TIASHEMO 3arajibHI CTaBICHHS, HEOOX1THI Y

B3a€EMO/III.

Jlyst woro motpiben 1ieit po3ain? st Toro, mo6 OyTH XOpOIIUM MapTHEPOM Y
CIIJIKYBaHHI, MOTPIOHO 3BEPHYTHU yBary Ha JesKi 3arajibHi CTaBJICHHS 1
HaJaImTyBaHHs. be3 ux HamamTyBaHb He OyJi€ XOPOIIOTo CIJIKYBaHHSI, HABITh
SKIO BU OMAHYBaJIM NIeBH1 HABUYKH CIIUJIKYBaHHs. Te came MO)KHa CKa3aTu 1 B
1HIIy CTOPOHY: CHUIKYBaHHA Oy/ie CKJIaIHUM, SIKIIIO BU JIMILIE 3BEPTAETE yBary
Ha CTaBJICHHS, aJie He OBOJIOJIIETE HAaBUYKaMU CHIKyBaHHA. [1oTpiOGHO 1 Te, 1
1a111e. HeoOX1aH1 K afeKBaTHE 3arajabHe CTABICHHS, TaK 1 HABUYKHU

CIILJIKYBaHHS.

1.1. KilieHTOLEHTPUYHICTH

Konu ximieHT 3BepTaeThCs 0 BaC SIK 10 KOHCYJIbTaHTA, BAKINBO, 00 TyMKH Ta
MOYYTTS KJIIEHTA OYyJIM [IEHTPAIBHUMHU Y B3aeMo/Iii. SIK eprorepaneBT BU OyaeTe
BIJIITOBXYBATUCA BIJ TOTO, 3 UMM MNPUXOJIUTH O Bac KII€HT. MOXIUBO, y
KIIi€HTa € mpobiema, MPUYUHY SIKOi BIH MOXE HE PO3yMITH, 1 XOTiB Ou
IPEICTaBUTH MPoOieMy BaMm, OyTH MOYYyTHM, a MOTIM MMOYYTH BiJ Bac PilICHHS.
[ToBimoMyeHHs, sIK€ HAICHIIA€ KIIEHT, MOXe OyTH sK BepOadbHHM, TaK 1
HeBepOanmbHuM. HeBepOanbHe CHUIKYBaHHS 4YacTo € €IUHOK  (PopMoro
CHUJIKYBaHHS MDK JCSIKMMH KileHTaMu B eprotreparii (auB. 2. BepbanbHe Ta
HeBepOasibHe CIUIKyBaHHA). [logymaiiTe mpo MeBHI TPymnu, SK-OT JIIOAU 3
IHTEJICKTyalbHUMHU ~ BajJlaMH, JIIOAM 3 JIEMEHIIEI0 YU HEBPOJIOTIYHUMHU
poznagamu... Lle Moke yCKIaIHWUTH 3aBJaHHS eprorepaneBTa 3pO3YyMITH
MOBIJOMJICHHSI, SIK€ XOY€ JOHECTH KII€HT. ToMy Ba)JIMBO CIOCTEpIraTH 3a
KJIIEHTOM 1 OyTH 00epexHuM 3 iHTeprnpeTamismu (nuB. 1.3. Bynbre ctypboBaHi,

ajie HeUTpabH1 Ta OCTAaHHIN PO3JILI).

1.2. be3po3aijibHa yBara

[Ilo6 crpuiiHATH MOBIAOMIICHHS KJII€EHTA, BAKJIUBO OyTH MUJIBHUM J0 TOTO, IO

BIH TOBOPUTH. Bu MOBUHHI BIIKPUTHCS PO3IMOBIII 1HIIOT JIIOJUHH: 5 TPOCTO MOPYY
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13 1M KJieHToM. Hepo3ainbHa yBara, sika TaKOXK Ha3UBA€THCS MOBHOIO YBArolo,
03HAYae, 1O BU aKTUBHO CIIYXA€ETE T€, 10 MPUBHOCHUTH KIIEHT (nuB. 3. HaBuuku
ciayxanns). Jlerko BigBomikatucs. [leski pedi, sSiki MOXYTh JIOMOMOITH Bam
MOBHICTIO 30CEPE/IUTUCA, 1€ 3aKpUTU HOYTOYK, IepeBecTu TenedoH y
0€33ByUHUHN PEXKUM,...

O Konu eu npayrosanu 6 niuny 3miny i momunucs, 8u modceme oymu Oinbiu

A ) : . . . . .
CXUNIbHI 3aHA0MO UWBUOKO 8I0N08ioamu Ha p03n0610b Kiuienma, AKuu xouve

obecosopumu 3 eéamu ce@ili 0ocgio y oemansx. Konu eu ompumyeme
iHhopmayito ni0 muckom uacy i, HANPUKIAo, HAMA2AEMECs HEeNOMIMHO
OUBUMUCS HA 200UHHUK, WO0D BUHAYUMU, CKITbKU 4aCy V 84C 3ANUUULOCS

3 KJIIEHMOM, 8U Hacnpaedi He cryxaeme, o 8IH MA€E CKA3AMU.

® Mosxe OyTH KOPHCHO MPOYMTATH Balllli HOTATKM MPO OCTAHHIN ceaHc

Teparii nepesa TUM, sIKk ToYaTH HOBUH.

1.3. byabTte cTypOOBaHi, ajie HEUTPAJIbHI

Sk oco0a, sika Ha/la€ MOCITyTH, BU IOBUHHI BMITH HEYIIEPEHKEHO CITIIKYBAaTHUCH 3
KJIIEHTOM, IPUBITHO BUCTYXaTH HOTO MpoOsieMy, MOCTABUTH XOPOIIIl 3alIUTaHHS 3
npogeciiiHoi TOUKH 30py Ta IHTEPIPETYBAaTH HOTo CI0Ba. SIK 11e MOXKHA 3pOOUTH,

Oyzae 0OroBOpeHO B HACTYIHUX PO3/LIAX.

BaxnmnBo yBaxkHO crioctepiratu 3a kiieHTaMu. CrnocTepe:keHHs1 — 1€ MpoLec
YBOKHOI'O CIIOCTEPEKEHHS 3a 4MMOCh abo kuMoch. lle akT momiuatu abo
crioctepiratu. CrHoOCTEpEeKEHHSI € OCHOBOIOJIOKHUM Y eproreparii, OCKIJIbKH

BOHO Ja€ 3MOTy M0OAYnTHU HEBEpPOAIbHE CIIJIKYBaHHS.

Ha npyromy erami Mu HajaeMo 3HAYEHHS TOMY, IO CIIOCTEPIraEmMo, 1 Le
HA3MBA€THCS iHTepnperanielo. TakuM YMHOM MU Ja€EMO IHTEPIPETAIliI0 TOTO,
mo cnoctepiraemo. Koiu Bu 3yctpivuaerecs 3 KUMOCh, BU HEMHUHYYE OTPUMYETE
«TIeplie BpaXeHHsD» PO 1HIIY JIOAUHY.

O Hanpuknao: 6in abo 6ona 30aemuvcs cniguymiusum, yYnepmum, MUIuM,

A 3 .
HEBNEBHEHUM, HEPBOBUM, Glacm0p0H€HuM abo eecenum. Bu uacmo mue
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yesioomnroeme, wjo Yi AKOCMi 6a3yrombCs Ha Momy, wo 8u bauume 6 iHuill
M00uni, abo y ii nogedinyi. Ille i € inmepnpemauia. I[lobauumu
3HEepPBOBAHICMb JIOOUHU HEeMOXCIUBo. Bu moowceme 6auumu ocoby, saxa
WBUOKO 2080pUMb, MAE CRIMHINL PYKU, NOCMIUHO PYXAEMbCS HA CBOEMY
cminvyi, ... Bu inmepnpemyeme yi acnexmu c8020 cnocmepeicenHs i

npuxooume 00 BUCHOBKY, WO nepeod 8aMu 3HEPBOBAHA IIOOUHA.

daxiBii 3a3Ha4alOTh, L0 BAXKO HE KEpPyBaTHCS BIACHUMHU IOTJISAJAMH,
HACTPOEM, JOCBIJIOM, YIEpeIKEHHSAMU Ta MoTuBalieo. Lle minkpecioe
BaXJIUBICTh CIIOCTEPEKEHHS Ta YCBIAOMIICHHSI PI3HUII MK CIIOCTEPEKEHHSIM Ta
1HTepIpeTaliclo. 3HayHa YacTUHA T1JIBOJIHUX KaMEHIB Y CHIJIKyBaHHI IMOB’s3aHa
3 mpobiemamu iHTeprpeTaii (AuB. 6. [lommupeni miaBoAHI KaMeHi, OB’ sI3aH1 3
IHTEpIpETAIII€I).

Q

% UYu € ui peyeHHs iHTepHpeTaliIMU Y CIIOCTEPEKCHHAMU?

A. Konu a apmyeas, Ha ixHix 06au44ax 6yna panbliuBa MOCMIUKQA: ........cveeeervevenn.

MepeTBOpPiTb iHTEpNpeTaLii Ha cnOCTEpEXEHHA.

1.4. Ilpossirs iHTepec i OyabTe T1ONUTIUBI

EprorepaneBTy BayXJIMBO MPOSBISATH IHTEPEC IO TOTO, IO MOBIAOMIISE KITEHT. Bu
MOBHHHI MOBOJAUTUCH Y MPUPOAHIN cOCiO, 00 KIIEHT HE BiUyBaB cede HE y
CBOiM Taputli. Bu moBUHHI OyTH MUPO 3alliKaBJICHI B TOMY, III0 KJIIEHT AyMae,
BiI4yBa€ 1 10 BiH poOuth. Lle TakoX NMEBHOIO MIpOIO BHUMAarae 3J0pPOBOI

mikaBocTi. lle BmmBae Ha Te, un OyJe KIIEHT TUIUTUCS 3 BaMU 1H(OpMaII€.
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Konmu BuM 3ycTpivwaerecs 3 KIIEHTOM, JalTe HOMY 3pO3YMITH, MOCMIIIKOIO
(MIMIKOI0) 1 TOTUCKOM PYKHU (3KECTOM), 1110 BIH € OaKaHUM 1 1110 BU 3HANETE Yac,
00 BUCITYXaTH MOTO PO3MOBiAb. SIKIO BU CTAaBUTE 3alUTAHHS MPO MOYYTTS Ta
OYMKH KIJI€HTa Ta JEMOHCTPYETE CBOIO 3alllKaBJIEHICTh, KIIIEHT 3axoue
MOAUIMTHUCS JOIaTKOBOIO 1H(OPMAITI€IO TT1]T Yac BTpy4YaHHs eproTepanenta. Llle
OJIMH BXJIMBUU aCHEKT — BUIIPOMIHIOBaHHS CMOKOI0. CHIla TaKOTO CIOKOKO B
TOMY, III0 BU JIa€T€ KIIEHTY BIAUyTTs Oe3neku. KiieHT BigdyBae, 110 Ma€e 4ac

HOJIIJIUTHCS IEBHUMHU PEUaMH y CBOEMY BJIACHOMY TEMIII.
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2. Bep0aabHa i HeBepOaJibHA KOMYHIKALISA

2.1. BusHayeHH4 i OCHOBHI BifMiHHOCTI

Konun mu HamcuimaemMo TMOBIIOMIJICHHSI OJIep)KyBady, 1€ MOxe OyTu (OpMOro
BepOanbHOi a00 HeBepOabHOT KOMYyHIKallli. BepbajbHa koMyHikamis — 1e
BUKOPHUCTAHHSA CIiB JUId nepeAadl noBigomiaeHHs. Ls dopma criinkyBaHHS MOXKe

OyTH MHCHMOBOIO 200 YCHOIO 1 BiZIOYBa€THCS CBIAOMO.

Ha BigmiHy Big BepOasibHOI KOMYHIKaIlli, HeBepOajJbHA KOMYHiKamiag — I1I¢
nepeaya moBiIOMJICHHS 32 IOMOMOTOI0 MOBH TiJIa, HANIPUKJIIA, MIMIKH, )KECTIB,
30pOBOT0 KOHTAakKTy... Taka ¢opMa CHiKyBaHHS HE 3aBXKIW BUHUKAE CBiJIOMO.
VYci nmoau nocTiiHO BUKOPUCTOBYIOTh HEBEpOabHE CIUIKYBAaHHS, HABITH SKIIO
BOHM IIbOTO HE YCBIJOMIIIOIOTH. 3a3BMYail BBAXKAa€ThCS, IO BepOabHE
CHUIKYBaHHS BUHMKJIO Mi3HIIIE HEBEPOAIBbHOTO, @ MUCbMOBE — ITI3HIIIE YCHOTO.
binpIa yacTMHA HAIIOTO MOBIJOMIICHHS B OyAb-SIKOMY BUMAAKY IMEPEIA€THCS
HeBepOanbHUMHU 3acoOamu. HeBepOanbH1 MOBIAOMIICHHS TIIMOOKO PE30HYIOTh.
[TouyTTs 9acto He MOTPeOyrOTh ciiB. [lodyTTS YacTO BMHHUKAIOTH Ye€pe3 MOBY
Tiza. CMyTOK, paJiCTh, pO34apyBaHHs, HE3aXHILEHICTh, BIEBHEHICTh Y cO01 — 11€
«BUIIPOMIHIOETHCSD» BiJl KOTOCh. KpiM TOT0, HEBEpOAbHE CITIIKYBaHHS € TIEPITIO0
dbopMoOIO CIUTKYBaHHS, Ky MU BUKOPHUCTOBYEMO sIK Jitoau. HemoBisiTa mie He

MAIOTh CJIIB, aJie¢ BOHU CHUIKYIOTHCSI CBOIM T1JIOM.

O Hemosnama oemoncmpyroms — pi3HOMAHIMHI  eMOYIliHI  cmaxu  ma

HOBIOOMAAIOMb NPO Ye c8oim doznadanvhuxkam (Tad, pyxu, pyxu odei i
TI).

Y po3MOBI CIUJIKYBaHHS BiJIOYBAa€ThCS OJTHOYACHO Ha PI3HUX PIBHAX: HA PIBHI
3MicTy (1110 CKa3aHO0) 1 HA PiBHI B3A€EMOBITHOCHH (1K cka3aHo). Ha piBHi 3micTy
CHUIKYBaHHA 3a3BUYail BiI0YBa€ThCs BEpOATbHO, HA PIBHI B3AEMHUX CTOCYHKIB —
NEePEeBaKHO HEBEPOAIBHO.

Sxmo BU AICHO XO4YeTe 3HATH, IO BiIOYBAETHCS BCEPEOWHI JIOAWMHU, 9aCTO
Kparie 3poOuTH BUCHOBOK 3 ii HEBepOadbHOT MOBEAIHKH, HIK 3 TOTO, [0 BOHA
ropoputh. MoBa Tijla BiJirpae BaXJIUBY pPOJIb y B3aEMOAIl MK JOJbMH
(Burgoon, Manusov, & Guerrero, 2021). ¥V cBoili HeBepOaabHI MOBE/IHII BU
3a3BHYail OUIBII YECHI, HIK Y BepOasIbHIi: BU MOKETE KOHTPOJFOBATH CBOI CJI0BA
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Ta T€, K BU IIOCh TOBOPHUTE, aji¢ Ba)kue KOHTPOJIIOBATH, HANPUKIAJ, BUpa3
oOnmuuusi. [{nst eproTrepamneBTiB BaXKJIMBO 3BEpTaTH yBary Ha HeBepOasibHE
CHUIKYBaHHS KJIIE€HTIB, OCKIJIBKU II€ 4acTo €auHa (popma CHUIKYBaHHS JESKUX
KJIIEHTIB.

Hacmynui npuxnaou niokpecnioromos 8aniciugicms CHOCMEPEHCeHHs 3a
MOB0I0 Mina ma 0bepeicHoCmi 3 inmepnpemayisimu.

O AHH — X10nyuK i3 cepliosHorw iHmenekmyaipbHoo Hedocmamuicmio. Bin ne
§ Moowce 206opumu. Konu ein 2yoe, 6ce dobpe. Ane koau 6in cmykae no Hoci
Yy 6’ €emuvCst 207106010, UOMY NO2AHO.

Maypiy mae aghaszito enacnioox 2ocmpoi HeOOCmMamHoOCmi MO3K0B020
Kpo80o0bicy (incynremy). Bin eniznae npeomemu, ane He mModice 3HAUMU 05
HUx cnig. Maypiy nasuusecs cninkysamucs 3a 00NOMO20H0 Hecmis.

Y Pobepma cunopom Aneenvmana. Bin uacmo nocmixaemvcs i yacmo
cMIEMbCA, HABIMb  AKWO nodyeaemvcsi no2ano. Mu Hnazueaemo ye
[0I0CUHKPAMUYHUM CRIIKY8aHHAM. Bacxcnueo 0obpe snamu Pobepma, wo6
NPAGUILHO THMEPNPemy8amu o0 CMIix.

Y 1960-x pokax JBO€ JOCHITHUKIB TIPOBEIU EKCIIEPUMEHT 13

@ HEMOBJIAITAMU Ta BI3yaJIbHUM OOpPHBOM, I100 TIIpoaHali3yBaTH ix
CIIPUHHSTTS IMONHU. BizyansHuil 00puB nepeadoavae iMiTarlito nepexoay
3 OJiHI€T MOBepXHi Ha iHIIY. [loegHABIIM MPO30PY CKISAHY MOBEPXHIO 3
HEIPO30pPOI0 TEKCTYPHOIO MOBEPXHEIO, OCHITHUKN CTBOPHIINA Bi3yaJbHY
ckemto. [ligyora 3a TEKCTYpPHOIO TOBEPXHEI0 Mayila TOW CaMUi MaJTFOHOK,
10 ¥ HEMmpo30pa TEKCTypHA MOBEPXHS, L0 CTBOPHIIO Bi3yalbHY LII03110
oOpuBy, MpHU LIOMY €KCHEPUMEHT HE Hapa)kaB JAUTHHY Ha HeOe3INeKy.
Marepi minum Ha npoTuiiexkHuid 61k ckeni. [1{o mobaymnu gocmiiHUKNA?
Te, mocMmixaiacsa MaTH CBOIM TUTHHI YU IT1IBOIUJIA HAJISIKAH] 041, BIUIMBAJIO
Ha JIii [1iTeit mo-pizHomMy. BiIMIHHOCTI B MiMiIli TparoTh poJib. HeMoBIisATa,
K1 TO0AUUIIN HAJIIKaHy MaTip, IO CTOITh 3 1HIIOTO OOKY, 3aJUIIMIIUCS Ha
CBOIX MICLISIX 1 HE pyXajucs Aaji. [Hin HeMoBATa, SKi 0aYMIIN MOCMIIIKY
Ha OO0JMYYSAX CBOIX MaTepiB, BIEBHEHO pyxanucs Boepen. lLlei
eKCIIEPUMEHT MOKa3ye CUITy HeBepOaIbHOI KOMYyHIKaIlli.
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Bep0anbHa KoMyHiKalist HeBep0ajsbHa KOMyHIKaLis
= BUKOPUCTAHHSI CJIIB JIJIsl Iepenayi = repejaya MnoBiJOMJICHHS 32
MOB1JJOMJICHHS. JIOTIOMOT'OI0 MOBH T1J1a, HAIPUKIIA,

MIMIKH, KECTIB, 30POBOTO

KOHTAKTYy....

Bunukae mizHime [Tepma ¢popma criikyBaHHs.

s hopma ciinkyBanus Mmoxe Oyt | Taka popma criikyBaHHS HE 3aBKAU
MMChbMOBOIO 200 YCHOIO 1 BUHHUKAE CB1IOMO.

B1/10yBa€THCS CB1IOMO.

Ha piBHi 3micTy criijikyBaHHS Ha piBH1 B3a€MOBITHOCHH MIEPEBAKHO

3a3BU4ail BiI0yBa€ThCs BEPOATBHO HeBepOaJIbHE.

VY cBoili HeBepOaIbHIN MOBEMIHII BU
3a3BUYail OUIBII YECHI, HIXK Y

BepOabHii

2.2. CuhiBBiITHOIIEHHSI MiX BepOaJbHUM i HeBepOAJIbLHUM

CIIJIKYBAHHAM

CtocoBHO BepOalibHOI KOMYHIKaIlii, HeBepOajbHa MOBEAIHKA B PO3MOBAX MOXE

BIJIITpPaBaTH POJib Y TPhOX BUIAIKAX:
Hegep0aabHa noBeiHKa 3po3yMisia cama 1mo cooi

HC TPAILIAE€TBCA, KOJIM HE 3aBXKIU HOTp16H1 CJIOBAa, IIIO6 BHCJIOBUTH CXBAJICHHS YU

HCCXBAJICHHA.

O Hanpuxnao, saxwo éu xoueme xozcocv emiwumu, 8u modxceme 0OIUHAMU

s

1102o0.

Hegep0aabHa noBeiHKa MiATPUMY€ BepOaIbHY
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CkazaHe CcIOBO MIIKPIIUTIOETHCS B1AMOBIIHOIO HEBEPOATBEHOIO MOBEIIHKOIO.

O Konu xmoco kasxce, wo uiomy wocb nodobacmvcs, 6iH «NOBUHEH)
s . : . .

NOCMIXHYMUCS, PEenika «AKUti NPUEMHUL CIOPRPU3» CYNPOBOOINCYEMbCSL

BIONOBIOHUMU JHcecmamu, sIKi nepedaoms 30UBY8aHHs, A CYMHA ICMOPIs

NIOKPecIoEMbCs MUM, WO Nieyi Onyweni ma upas oo1u44ss NOXMypul.
Hegep0aabHa noBeiHKa B3a€EMOJi€ 3 BepOAJIbHOIO.

SIKI110 BU TOMITUTE PI3HULIIO MK THM, TIPO 1110 XTOCh TOBOPUTH BEpOAIbHO, 1 TUM,

110 BiH BUITPOMIHIOE HEBEPOATHbHO, BU MOKETE 3aILTyTATHCS.

2.3. HeBiamoBiaHicTh MK BepOaJbHUM i HeBepOAJIbHUM

CIIJIKYBAHHSM

Sk 3ramyBanocs BUILE, MOXXE BHHMKHYTH HEBIAMOBIIHICTH MK BepOaJbHHUM 1
HeBepOaTbHUM CIUIKYBaHHAM. Tak OyBae, HAMPUKIIA/, SIKIIIO XTOCh MTOCMIXa€ThCS
1 Ka)xe Bam, 10 BiH cTpameHHo 3muid. [Ipo mo #aeTses Hacnpasai? Yu cipasai
BiH Takui 37aud (TOMy, IO TaK Ka)ke€) UM BCE HE TaKk Bxe ¥ moraHo (60
nocMixaeThes)? Y TakuxX BUMAAKaX OJEpKyBady Ty’Ke€ BaXKKO BHOpaTH OIlHE
OpaBWIbHE 3 LHUX JBOX CYNEPEWIMBHX CIOCTEPEKEHb. 3 I1HIIOTO OOKYy, s
eproTepaneBTiB TaKOX MOXKe OyTH BaKJIMBUM IMOKAa3HUKOM T€, IO XTOCh

BITUYyBa€ CyNepeuuBl MOYYTTH.

Ane eprorepamneBTH MOBMHHI HE JIMIIE 3HATH MPO KOHQIIKTHY BepOalbHy Ta
HeBepOaJIbHy KOMYHIKAIIIF0 CBOIX KIIIEHTIB. Takox Moke OYyTH HEBIAMOBIIHICTh
MK BepOadbHHUM 1 HeBepOalbHUM CIUIKYBaHHSM, SKE€ BOHH cami

BHKOPHUCTOBYIOTbD.

O Hanpuxnao, konu gaxieeyv ousumscs Ha C8iti 200UHHUK |y MOU Jice Yac
‘

Kagice, Wjo y KIIEHMA € 4ac 8UCI08UMU C80L NOYYMMSA Y 61ACHOMY MEMNL.

Sk mpodecionan y 1ii rajry3i B TaKOXK CXUJIbHI BUPa)KaTH CBO1 MMOYYTTS BUPa30M

00mruus abo MOJI0KEHHIM Tij1a. Bu NOBUHHI YCBIIOMUTH, 110 TAKUM YHMHOM 1HIII
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TaKOXX HAMararoThCsS BU3HAYMTH, IO BiIOYBAETHCS 3 BaMH, CIOCTEPITAlOUYU 3a
BaIllOI0 HEBEPOATBHOIO MOBEIIHKOK. YacTo BU MOXKETE HE YCBiAOMITIOBATE, IO
TaKOJK HAJICUJIAETE MMOBITOMJICHHS CBOECIO MOBOIO TiJIa, IKE€ MOKE B1ITOBIIaTH a00

HE BIJIMTOBIJIaTH TOMY, 1110 BU TOBOPHUTE.

2.4. Ilpukiaaau acneKkTiB HeBepOAJIbHOI KOMYHIKAMil
Croci0 MoBJIeHHS:
* APTUKYJIALIS
* PUTM MOBJICHHS
* HaroJoc
* TYYHICTh
* TeMOp
* MEJIOJIiA
* BUKOPUCTaHHS MOBH

Oco00.,1MBOCTI 1M0JI02KEHHS TiJIa | 30BHILIHOCTI

* X0J1a: BIIeBHEHA a00 MOBUTLHUMU KPOKaMH, MpsiMa 1ocTaBa abo cyTyyBaTa

* CHUJIHHA: Ha Kpa€yKy CTUIbLA a00 CHOKIMHO BIAKWHYBIIUCH, KPYTUTHCS Ha
CTLJIBIN @00 CUIUTH HEPYXOMO

* CTOSIHHSI: PYKH 32 CIIMHOIO, PYKH CKJIAJIeH1, TIJIeY1 31THY T BIIEPE/T, ONOpa Ha OJTHY
HOTY.

e MaHepa 1 YacToTa IUXaHHS

* IK MM TIOBOJIMMOCS 3 HAIIUM OJISITOM, OKYJIIpAMH, CHTapEeTaMH Ta MPEAMETaMHU,
HAIMPUKJIA] PyYKaMH Ta CKPITKaMH TOIIO

* HaIIll OYi: SIK MU HUMHU PYXa€eMO 1 Ha 4oMy (POKycyeMocs

Kecrtu

¢* TUKAHHA MaJIbIISIMHU
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* po3MaxyBaHHS pyKaMu B TOBITp1
* iepeOMpPaHHs MAJIbLSIMU BOJIOCCS
Ipuxknaam Mimiku

* cepauTe o0aMaUs

* MiAHATI OPOBU

* BUpa3 o4yen

NoausiTbca Lel KopoTeHbKuit ¢inbm Ha Youtube:
O https://www.youtube.com/watch?v=eVrPLQz41Q
S
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3. HaBHYKM aKTUBHOIO CJIyXaHHS

VY momepeaHix po3auliax MU 3raJyBajid MPO BAXKIUBICTh JACSKUX 3arallbHAX
HaJalTyBaHb 1 CTaBJI€Hb Ta PI3HUIIO MDK BepOalbHUM 1 HeBepOabHUM
CHUIKYBaHHSIM. Bu 3p0o3yMind, 110 BH CHUIKY€TECS, HABITh SIKIIO BH I[OTO HE
YCBIAOMIIIOETE. AJie SIK MU pearyeMo Ha iHinidoBaHe criikyBaHHsA? [lepma i
HalyacTila peakiisi— e BUCIYXaTH JIOJUHY. Y [bOMY PO3IiIl MM MOOAYMMO
BU3HAUEHHS CIlyXaHHS Ta OOTOBOPUMO PI3HI THUNM CiayXaHHS. MU 3akiHUyeEMO
PO3/1T OTJISAIOM MOIMKUPEHUX TTOMUJIOK MPH CIyXaHHI Ta JACSIKUMU MOpajaMu Ta

XUTPOILAMH, 11100 OYyTH XOPOILINM CITyXadeM.

3.1 Bu3zHaueHHsI Ta NPU3HAYECHHS

AKTHMBHO CJIyXaTH — O3HAYa€, 1110 BH 30CEPE/KEHI Ha JIIOJUHI, KA X0Ue Bam
II0Ch CKa3aTH, 3a0XO0YYIOYM i1 Ta Jal0ud 1l MOXJIMBICTH MOJIUIUTHUCS THUM, IO
JIHCHO ISl He1 BAKITMBO. AKTUBHO CITyXaTH — 1€ O1IbIIIe, Hi’K TPOCTO TI03BOJIUTH
KOMYCh BUCJIOBUTHUCS, OUIBIIE, HIK TIPOCTO MOYYTH, 110 TOBOPHUTH 1HIIA 0CO0a.
JloOpe ciyxaTu BUMarae akTUBHOI BIJJIAHOCTI, a MOBEJAIHKA CTOCOBHO CIIyXaHHS
3aBKIM Ma€ BUXOIUTH 13 IIUPOTO0 HAMIPY TMOYYTH. AKTHBHE CIIyXaHHS Mae
TPYHTYBaTUCS Ha MPUUHSATTI, MMOBa3l JO MOYYTTIB 1HIIOTO Ta TEPIMMOCTI 10
ocobnmBoCTel. Sk eproTepaneBTy BaMm MOTPIOHO MOKA3aTH, 110 BH 3aIliKaBJICHI B
TOMY, II0 TOBOPHUTH KJI€HT, 00 AaTU WOMY BIAYYTH, IO HOro mouynd. Bamri
BepOabHI Ta HEeBepOaabHI peakKilii MalOTh CBIAYUTH IPO TE, IO BU YBaXKHI J0
1HIIIOI JIFOJAWHM, III0 B BBA)KA€TE€ BaXKJIMBUM 3HATH, IO JJII HHLOIO O3HA4dae il
cuTyarisi. SKIo0 BU YBaXHO CIyXaeTe, BU TOKpAIIUTE CBOK 3/JaTHICTb

crpuiiMaTy Ta IHTEPHPETyBaTH BepOalibHI Ta HEBepOabHI CUTHAIN KIIIEHTA.
Cayxaw4u aKTUBHO, BU:

1. CTtBOprOE€TE HAMKpAIly MOKIMBICTh OTPUMATH PO3YMIHHS BAXKJIMBUX ACIICKTIB

CHUTYallli, IKy OIUCY€E KIIEHT.
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2. JlaeTe 3p03yMITH KIIIEHTY, 110 BU MO0 po3ymieTe abo MpUHANMHI HaMaraeTecs

3pO3YMITH.

3. CTumynioeTe KII€HTa pPO3MOBIIATH TaKUM YHHOM, SK BiH 0auuTh abo

NepeKUBa€ CUTYAIIO.

4. CTBOpIOETE SICHICTBH JIJIS OTOBi1ada Ta Jijisi cede.
5. YHuKaeTe nepeIdacHIX BUCHOBKIB.

6. CTuMyJTI0€TE MOAABITY PO3IOBI/Ib.

@ CrnyxaHHS B MO€IHAHHI 3 BIAKPUTUMH 3alTUTAaHHIMH CTUMYJIIOE KIII€HTA
BUpa)kaTu eMOIlii Ta HaJlaBaTu JopeuHy iHdopmariito (Maguire, Faulkner,

Booth, Elliot & Hillier, 1996; Maguire & Pitceathly, 2002).

3.2. TUNU HABUYOK AKTUBHOI'0 CJIYXaHHS

[IIo6 OyTm XxopomuM ciiyxadeM, BaM HEOOXiJHO OBOJIOJITH JIBOMAa THITAMHU

HAaBUYOK aKTHUBHOTO CITyXaHHS: HEBUOIPKOBHUM 1 BUOIPKOBHUM.

3.2.1 HaBu4k#u HeBUOIPKOBOIO CIIYXaHHS

HaBnukn HeBHOIpKOBOIO CJIYXaHHA — 1€ HAaBUYKU CIyXaHHS, KOJU BH
JTIO3BOJISIETE OIOB1/Iau€Bl PO3MOBICTH CBOIO ICTOPII0 Ta HAMAraerech 3MEHIIUTH
CBIi BIUTUB, HACKUIBKH 1€ MOXKJINBO. B1 He BIumMBaeTe abo MpuHAWMHI MaixKe He
BIUTUBAETE HA TE, 10 TOBOPHUTH KIIEHT. HaBUUKM HEBUOIPKOBOTO CIIyXaHHS €
HeBepOalbHUMU. 3ayBakTe, 110 HABUYKH HEBHOIPKOBOTO CIyXaHHS €
BUOIPKOBUMH B TOMY CEHCI, 1110 BU OyjeTe NpUAUIATHA OUIbIIe yBaru npooiemi,
HDK 1HIIMM pedyaMm Yy po3moBi. Hampukmnan, Koiau BU HaXWJSiETECS BIEpEd Y
NEBHUN MOMEHT, Oljbllie yBaru Oyje NpuIiIeHo mpodieMi, Ky 3rajay€e KI€HT y

11eif MOMEHT, HIJK 1HIIIUM acIieKTaM BaIlioi pO3MOBH.

Hapuukyu HEeBHOIPKOBOTO CIIyXaHHS HE TUIBKHM MIATPUMYIOTh PO3MOBY, aje M

H1IKPECIIOI0Th CEHC CKa3aHOTO.
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SIKi OCHOBHI HaBUYKU HEBUOIPKOBOTO CIIyXaHHA?
Bupa3s o0ianyus

Bupa3 o06auuyusa mnokazye emorii. BoHu € HaliBaxiuBimow ¢GopMoro
HeBepOanbHOiI KOMyHiKalii g nepenadi emouiid (Mandal & Awasthi, 2014).
Konu BU perynsipHO AMBHTECS HAa KOTOCh, BH IMOKa3yeTe, IO 30Cepe/DKEHI Ha
HBOMY, 1110 BU 3BEpPTA€TE yBary Ha Te, IO BiH FOBOPUTH 1/ab0 pobuts. [lokasu
nociipkeHsb (Hanpukiaa, Van Hemert, Poortinga, & Van de Vijver, 2007)
BKa3yIOTh Ha T€, 1110 ICHYIOTh MIKKYJIBTYPHI BIAMIHHOCTI y PO3Ii3HaBaHHI BUpa3y
ob6muyus. 1le migkpecaoe BaXIMBICTh CIIOCTEPEIKEHHS 32 PEAKINEI0 KITIEHTa Ha

Ballly MIMIKY.

[Tin wac eprorepamnii Hallkpamuii BUpa3 o0JUUYYsl € HeUTpanbHUM. 30epiraouu
OUIbII HEUTpadbHUN BUpa3 OOJMYYS, TEPANEBT CHPUSITHUME TOMY, IO KIIEHT

HaJIaCTh OUIbIIEe 1H(pOpMAaITLi.

O Vasimo cumyauiio, konu kiienm po3nogiode, K nomep 1o2o 6amoko, a 6u
‘ noyunaeme niaxkamu. Knienm weuoxo nepecmae 2o8opumu npo ce0w
empamy. I[Hwuii npuxnad. Koau KIieHm po3nosioae npo C80€ 3108HCUBAHHSL
HaApPKOMUKAMU, a 81 OUBUMECH HA KIIEHMA 8EMUKUMU OYUMA 3 NIOHAMUMU
bposamu. L{e mooice 6ymu inmepnpemosaro KIi€HMOM K «epeomepanesm

WOoKOBaHully abo «cnpuimae cumyayiro K o2uoHy». Omoice, KlicHmM

nepecmane 2080pUMU Ha Yo memy.
30poBuii KOHTAKT

[TocTiitHu# MOTJIAM Ha KOTOCH MOKA3ye, M0 BU 30CEPEHKEHI HA HbOMY, 11O BH
3BEpPTA€Te yBary Ha Te, L0 BiH poOuTh abo roBOpuTh. Jlyke HENMPUEMHO
PO3MOBJISTH 3 JIIOJUHOIO, SKa BECh 4ac JWBUTHCA y BIKHO. BcTaHoBmOIOUYM
30pOBUN KOHTAaKT, KJIIEHT OTPUMYE BIAUYTTS, 110 €proTepareBT CTABUTHCS 10
HBOTO J00po3uuwinBo. OpHAK BU TMOBHMHHI Mam’sTaTH, IO BCTaHOBJICHHS

30pOBOT0 KOHTAKTY 3aJIC)KUTh BiJl KyJIbTYpH.
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O Ilpuknao: na npuiiomi 6am cmae HeKOMPOPMHO, KO U noMivacme, ujo
‘ 8awl cniBpo3MoBHUK 3 MapokKko o2nsioaemucs nogepx 6ac HiOU y HOULYKAX
iHwux npucymuix. I 6am 30aemuvcs, wo 8iH HACNPABOI B88ANCAE, WO BU MOS0

He éapmi. Busgnaemocs, Mapokko ousumucs npsamo Ha CniBpO3MOBHUKA
HenpucmotiHo. Lle He o3Hauae, wo 6u NOBUHHI 3aOymu Npo 30pPO8uli

KOHMAKm, ajie 6u NOBUHHI 3HAMU NPO Y0 MOICIUBY KYJIbMYPHY DISHUYIO.

Tpeba 6ymu obepedsicHum 3 inmepnpemayisimu.

Sk eproteparieBT BU MOBHUHHI 3BE€pTAaTH Ha 1€ yBary, BCTAHOBIIOIOUM 30POBHIA
KOHTakT. HepoctaTHiii 30pOBUII KOHTaKT MOXKHA IHTEPIPETYBATH  SIK
«eproTepaneBTa He IIKaBUTh T€, IO 5 CKa3aB». 3 IHIIOT0 OOKY, BCTAHOBIIOIOYH
3aHaJTO TPUBAJIUK 30pOBUN KOHTAKT, KIIIEHT MOXE MOYyBaTucs He3pyuHo. [1ig

qac ceaHCy Teparii BaXJIMBO CIIOCTEPIraTH 3a PeakIli€ro KIleHTa.

MogBa Tijia

Te, sk BM cuaWTe, pyXaere HOTaMHW YW pyKaMH, BIUIMBAaTUME Ha Te, YH
cnpuiiMaTUMe KIIIEHT Bac sK JIIOJUHY, sKa ciayxae. Hanmpukian, eprorepaneBty
Kpaiie TpUMaTH PYKH BIAKPUTHUMHU Ta posciabienumu. lle ToBOpuTh mpo
TOTOBHICTh /10 CHUIKyBaHHA. CXpeleHl pyKd 1HTEpPIpPETYIOThCA K 3aXUCT 1
BIJICYTHICTh Oa)KaHHS IIIUTUCS 1HPOopMarttiero. HaGaraTo ripiie, Kojau BU, CHISTYH
Ha KpIiCIli, BIAKWHYJIHMCS HA3aJ JI0 CIIUHKHU KPiciia, HDK KOJIM 13 3aIliKaBJICHHIM
HaXUJISIETECH BIIEPET 10 KITieHTa. Bemrke 3HaUeHHs Ma€ BiAKpHUTa, T0OPO3NIITNBA
no3a. Koy Bu ToBOpUTE KOMYCh IIIOCH BAXKJIMBE, BU TAKOXK XOUETE OAUUTH BUPA3

00JMYyYs CIiBPO3MOBHUKA, SIKM OyJ1e CBIAUYUTH PO TE, 10 HOMY I1IKaBo.
Kectu nmigdbaabopeHHst

Kectn mindaabopeHHsi, Takli SK KHBAaHHA TOJOBOIO Ta MIATPUMKA PYKOIO,
CTUMYJIIOIOTh CIIBPO3MOBHHMKA MPOJIOBXKYBAaTH pO3MoBiAb. HepBoBi xkecTw,
HABIIAKH, BIJIBOJIKAIOTh yBary 1 MEPelIKO/KaIOTh MPOCYBAHHIO PO3MOBH Mk

KJIIEHTaMU Ta €proTepaneBTaMu.
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MiHiMaJIbHE 320X04YeHHSA

MiniMaibHe 320X04eHHS1 — II€ CJIOBAa UM BHUT'YKH, SKi BUKOPHUCTOBYIOTbCS IS
BUPaXEHHS 1HTEpecy IO TOro, 1o po3mnoBimae iHmmi. Lli cioBa 4m BUryku
BaXUIMBI, OCKUIBKM BOHU CIOHYKAIOTh KJII€EHTa TPOJOBKYBAaTH TOBOPHUTH.
BukopucroByroun ix, eprorepameBT IMOKa3zye, II0 HOMy LIKaBO Te, MpPO IO
roBoputh KiieHT. OHAK Ba)JIMBO MPABWIBHO iX BUKOPUCTOBYBATH. SIKIO BU
BUKOPHUCTOBYETE iX 3aHAJTO YacCTO, KJIIEHT MOXE IMOYyBaTHCA TaK, HIOU HOro
nepeOuBalOTh Ml Yac po3MoBU. Kpamie BUKOpPUCTOBYHTE MiHIMaJbHE
3a0X04Y€HHS, BIJMOBIJAIOUYM HA 3pPa30K «Oi», «Tak» abo «ara» I dYac

IPUPOAHUX Iay3 Y PO3MOBI JIFOJIMHHU.
Buxopucranus MoOBYAHHSA

bararo nmroaeit mouyBarOThCA HE3PYYHO, KOJM B PO3MOBI MaHye Tuila. Bam He
NOTPIOHO HEraHO 3alMOBHIOBATH KOKHY nay3y. [HoMl 1HIIIHM JIFoAMHI TOTPIOHO
HOJlyMaTH Ipo CUTYyallilo abo Impo Te, 10 BOHA XOTija OM BaM Ipo HEl CKa3aTu.
Inonl mroauHa mrykae xopoule (opMyJrOBaHHsS. BaXiMBO mnoBakaTw TeMI
KJI1€HTIB. MOMEHTH MOBYaHHS MiJ Yac PO3MOBH JaIOTh KJIIEHTY MOKJIUBICThH
MOMIPKYBaTH HaJ TUM, 10 BiH IIOWHO CKa3aB, 1 PO T€, IO BIH X04Y€ JTOJATKOBO
CKa3aTH CBOeEMYy eprotTepaneBTy. byapTe o00epexHi, 1100 HE 3JI0BXKUBATH

MOBYaHHIM, OCKIJIBKH ¢ SMYCHUTH JIIOAWHY IMTOYYBATUCA HEC3PYIHO.

Konu kieHTH BUKOPUCTOBYIOTH THILY MiJ] Yac CHUIKYBAaHHS, HA 1I€ MOXe OyTu
KUIbKa pI3HUX MNPUYMH. BaxumBo moayMatd Tpo MPUYHHY, YOMY KIIEHT
npunuHsie BepOanbHY PO3MOBY, 1 BiJpearyBaTd BIANOBITHUM 4uHOM. Jleski
IPUKJIAAM J1i eprorepaneBTa HaBeaeHo B Tabmuii 1. Tomy, ik eprorepanesT, BU
NOBHHHI 3BEPHYTH yBary Ha Te, 10 OyJIO CKa3aHO paHille, Ha MOBEIIHKY Ta
BHUpa3u OOJIMYYS BalllMX KIIIEHTIB... 00 3’ICYBaTH, YOMY BUKOPHUCTOBYETHCS

MOBYAaHHJ.
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LLlo BapTo 3p06UTH eproTepanesTy?

KnieHT yekae peakLii Bia cBOro repaneBTa

KnieHT 3aKiHUMB pOo3MOBY, a TepaneBT He 3HaE, AK

NPOAOBXUTU PO3MOBY.

KnieHT nepectaB roBoputn Yepes HagMipHy

eMOLilHiCcTb.

MpoABiTb PO3yMiHHA Ta 320X04yNTE KNiEHTA
po3noBicTu binblue, HANPUKAaA, BUKOPUCTOBYHOUM

MiHiMabHe 3a0X04Y€eHHA a00 CTAaBAAYM 3aNUTAHHA...

AKLWO BM MOBUYMTE 3aHAATO AOBrO, Lie MOXe CTaTh
He3py4YHUM ANA KnieHTa. MoXHa NPOKOMeEHTyBaTH
TMWY: «f NOMITMB, WO HacTana TUWa, A Anwe
niACyMyto Te, L0 BM LWOMHO CKasanu, wob mu moram

NPOAOBXKUTU PO3MOBY».

BapTo NposBUTH po3yMiHHA, 6e33acTeperkHe
NPUIHATTA Ta Ha3BaTK Le: «f Nomivalo, WO BU CTaETe

€MOLLIHUM, KON ...».

O BnpaBa Ha HaBHYKHM HeBHOIPKOBOIO CJIYXaHHA B Mapi:

‘

OCOBA 1: IlogymaiiTe mpo BaKJIUBY >KUTTEBY MOJi0. Baiie 3aBnanHs:

PO3IMOBICTHU MPO LI0 BAXIJINUBY MOAIt0 1HIIH moauH1 (Ocoba 2).

OCOBA 2: Bu po3nounHaeTe po3MOBY ciioBaMH: « TH XO4ern MeHi 1moch

PO3IMOBICTU Y.

OCOBA 1: Po3kaxiTh CBOIO ICTOpPIIO Ta 3BEPHITh yBary Ha HAaBHYKH

HEBUOIPKOBOT'O CIIyXaHHS, Kl BAKOPUCTOBY€E Balll CITIBPO3MOBHUK.

OCOBA 2: 3BepHiTh yBary Ha HaBUYKH HEBHOIPKOBOIO CIIyXaHHS, K1 BU

BUKOPHUCTOBYETC.

JaiTe BIAMOBUII HA Il 3anmuTaHHs: SIK mpoifnuia po3moBa? Ski HaBUYKU

HEBHUOIPKOBOTO CiTyxaHHs1 BUKopuctoByBanucs? 1llo MoxxHa nmokpammTu?

Ocob6a 1 mae kinpka mopan 1 migkazok Ocobi 2.

Tlominstimecs poasmu ma nooilimucsi COIMU CHOCMEPEIHCEHHAMU.
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3.2.2 HaBu4yku BHOIpKOBOIO CJIyXaHHA

HaBuuky BUOipKOBOI0 CIyXaHHSA — [1€ HABUYKH CITyXaHHsI, 32 JJOIOMOTOI0 SIKHX
BU CIIOHYKa€Te KJl€HTa OlUnbllie TOBOPUTH Ha IMEBHY TEMY 3a JOIMOMOTOIO
BepOanbHOi KoMyHikauii. Ile BepOanbHI HaBUUKH. BUKOpHCTOBYIOUM HAaBUYKU
BUOIPKOBOTO CIIyXaHHS, BU BHUPINIYETe MOPUAUISITH OLIbIIE yBaru JIESKUM

acrmeKTam, Mpo sKi BaM TOBOPUTH KITIEHT.
SKi OCHOBH1 HABUYKU BUOIPKOBOTO CITyXaHHs?
IlocTaHoBKa 3anIMTaHb

YMiHHS CTABUTH 3aNIMTAHHS € HEOOX1THOIO HABHYKOIO B eproreparii. Bono nae
BaM 1HCTPYMEHT, 1100 10Ope MO3HAHOMUTHUCS 3 KIIEHTOM Ta Ji3HATHUCS, YOTO BiH
nparue. Konmu BU cTaBUTE NMUTaHHSA, Y KJIIE€HTIB BUHUKAE BITYYTTSA, IO BH
3BEpTaETE yBary Ha Te, 1110 BOHU HEJIaBHO CKazayid. BaxkIMBUM acriekToM poOoTH
€ JIOCIPKEHHS CBITY JYMOK 1 MOYYTTIB KiieHTa. [luTaHHs yacTo 3a7at0Th, 1100
rmoIe TOCHIUTA TeMy po3MoBH. [IeBHUI THUI 3aMUTaHHS BUKJIMKAE TIEBHUMN
THUII BIJIMOBI/ICH, y pe3yIbTaTi 4Oro po3MOBH IIPO OJIHY ¥ Ty caMy TeMYy MOXYTh
Oytu nyxe pisHuMH. OCHOBHAa MeETa IOCTAHOBKH 3alUTaHh — JOTIOMOITH
CIIBPO3MOBHHKY BHCJIOBUTH CBOi TyMKH Ta OakanHs. [luTanHs, sKi BU 3a1a€Te,

MarTh BEJIMKUU BIUIMB Ha 3MICT, 0OCST 1 TTMOMHY BiJIMOBIACH.
YacTo po3pi3HAOTH BiIKPUTI TA 3aKPUTI MUTAHHS.

Binkpure 3anuTaHHA — 1€ 3aNIMTaHHS, AKe 3a0e3Meuy€e MiHIMalIbHY CTPYKTYPY
Ta HanpsAMOK BiamoBimi. Ocoba, sKa J1ae€ BiANOBIIb, MOKE BH3HAYATH, SIK BOHA
BIJIMOBICTh HA 3allMTAHHSA Ta HACKUIBKU PO3TOPHYTOIO Oyae BiAMoBiAb. Take
MUATAHHS YaCcTO MOYMHAETHCS 31 CIIIB: XTO, 1110, /1€, KOJIU 1 IK. BiAKpUTI 3anuTaHHs
IPONOHYIOTh BUCJIOBUTU BJIACHY TOYKY 30py ab0 BiacHI mouyTTs. Binkpurti
3alUTaHHsS — XOPOIIll 3alUTaHHs Ha MOYaTKy ceaHcy Teparii. BaxiuBo, 1mo0
KJIIEHT TOYYBaBCS BUIBHO 1 TOBOPUB IMPO TE€, YOMY BiH 3BEpHYBCS JO Bac.

[IpocTuii, anme Ty»e KOPUCHHUM CIIOCIO MMOCTaBUTH XOPOIIT BIAKPUTI 3alIUTaHHS —
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noudatu 3: «Sx», «I1lo» abo «Bu mMoxere po3moBicTH TpoXH OULIBIIE TPO...7».
Ski1o0 Bu XxoueTe Ai3HATHCS OUIbIIE PO TyMKH Ta 1J1e1 KITIEHTIB, Kpallle 3a/1aBaTu
BIIKpUTI 3amuTaHHs. [ KITbKOX KITIEHTIB (KIIEHTH 3 JIEMEHIIIEI0, KIIEHTH 3
NCUXIYHUMHU po3JiafiaMu) ¢axiBellb 4aCTO BUKOPUCTOBY€E HApaTUBHUN MeTo. Bin
IIKABUTHCS ICTOPIEIO JKUTTS KJIE€HTA 1 3a0X0uy€ Moro OaraTbMa BiAKPUTUMH
3alUTaHHSIMHU, 1100 TOW PO3MOBIB HOMY, SIK1 BaXKJIMBI MOAI1 OyJi B 10r0 KHUTTI Ta

K€ 3HaueHHd B1H IM Hajac.

XoueTe ai3HaTMcA Binblue NPo HapaTUBHUI MeToA? 3alAiTb HA HAacCTYNHUI Beb-canT,

>

AKNI € 633010 AaHUX ANA HAapaTUBIB eproTepanii:

https://occupational-narratives.wfot.org/

3aKkpuTe 3aNMTAHHSA € MPOTHJICKHICTIO BIIKPUTOMY: MPOCTIP AJIs BIAMNOBIAECH
0oOMeKeHUM, a BIJIMOBI/II YaCTO KOPOTKI. 3aKpHUTI 3alUTaHHS HabaraTto MEHIIE
CMOHYKAIOTh IPUUHSITH BIACHY TOUKY 30PY UM BUCJIIOBUTH BJIACHI MOYYTTS. SKIIIO
BU XOUETE JI3HATUCS LIOCh KOHKPETHE a0 NEpPEeBIpUTH, UM MPABUIBHO BU
3pO3YMUIM 1CTOPIO 0 IILOTO MOMEHTY, BaM CJIiJl 3aJiaBaTH 3aKPHUTI 3allUTaHHS
CBOIM KJi€HTaM. [HOA1 3aKpHUTI 3alUTaHHA MOXXYTh CHOHYKAaTH BUKOPHUCTaHHS
BIIKPUTUX 3alHUTaHb 1 COPUHUMAIOTHCS SK TakKi, 10 JAOTh BIAUYTTS O€3MEKH.

Oco06JHMBO 1€ CTOCYETHCS TUX BHUIIAJIKIB, KOJIM 0OTOBOPIOIOTHCS €MOIlIHI TEMHU.

O Hanpuxnao, eu moxceme nocmasumu 3akpume 3anumants «Bu moowceme
s : : : :

xooumu?y». lIlicna moeo, sax knienm e6ionosie «Taky, 6u moodceme

nPO008IHCY8AMU NOIUOTIOBAMU Y10 MeMY, 3anumyiouu « Poskasicims meni

npo ye odinvute?»

Slke nuTaHHA € MPpaBWJIbHUM? UM NUTAHHSA, SIKE BU 33/IA€TE, € «IIPABUILHUM
MUTAaHHSM Yy TOM 4Yac, 3BUYANHO, 3aJICKUTh BiJ METH 3alUTaHHS B KOHTEKCTI

BAaIlIOl pO3MOBH.
Jlesiki BUMOI'H 10 IOCTAHOBKH 3aNIMTAHB:

- Tluranns mae Oytu chopMyIbOBaHE y 3pO3YMUINN CIOCIO.
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[TocTaHoBKa 3amUTaHHS Ma€ CYNPOBOIKYBATUCA AKTUBHUM CIIyXaHHSIM.
IHoni 3amaBaTH TOJATKOBE 3alMTAaHHS HE O0OB’SI3KOBO, II0OO JTO3BOJIMTH

1HII1# 0c001 TPOAOBKUTH PO3MOBIIb.
- Tlurtanas mae BIAIOBIAATH T€Mi OOTOBOPEHHS.
- IIuTanHs HE TOBUHHO MICTUTH BIIIOBIII.

- IluranHs He MOBUHHO OyTH 3aHAITO OOMEKEHUM 3a 00CATOM, 00 MOXKHA

OyJI0 HaJaTH JIWIIIEC YACTKOBY 1H(GOpMAITITO.
- He craBTe 6arato nuTaHp OTHOYACHO.
- @opmyJoiTe IKOMOTa KOPOTIII 3aluTaHHS.
- YHHKaWTe HaBIIHUX 1 OMIIHOYHUX (POPMYITFOBAHbD.
IHepedgpazyBanus

Ilepedpa3yBaHHsl — 1€ aKT y3arajJbHEHHS TOTO, IO CKasaja iHiIa ocoba. Bu
KOPOTKO OIUCYETE€ CBOIMU CJIOBaMH HaWBaXJIMBIIIMKA acleKT TOTO, IO BaM
noBiioMuid. OcoOnuBicTIO TiepedpasyBaHHA € Te, IO BOHO CTOCYEThCS
daktuunoi 1Hopmartii. [lepedpaszyBanHs BUKOPUCTOBYIOTHCS, 100 MOKa3aTH,
10 BU PO3YMIETE T€, 110 BaM CKa3aB KJIIEHT, 1 MPOJEMOHCTPYBATH, 110 B HOTO
ciyxaete. [lepedpasyBanHs e)eKTUBHO BUKOPHUCTOBYIOTHCS, KOJIA €proTepareBT

3allUTy€ CBOTO KJIIEHTA, UM T€, 110 BiH MOYYB, OYJIO MPABUIbHUM.

Ipuxnaoamu moaxcymo 6ymu «Bu xasceme meni, wo...?» abo «Toomo 6u
N maeme na ysasi, wo...?» Ipuknao: « Yu npasunvro s posymiro, nani Poza, wo

8u xoueme, w06 /[oicona nepegipunu Ha aymusm?»
3acTocyBaHHS i€l HABUYKH CIPIMOBAHE HA Pi3HI LiJIi:

- [nma ocoba momivae, 1o ii CIyXarTh, 1 111 Hel Moke OyTH T110a1bOPIOI0YNM
1 CTUMYJIFOIOYUM TIOYYTH CYTh TOTO, IO BOHA CKasajia IHIMUMHU cioBamu. e

BHMarae reBHO1 THy4KOCTI MOBH cllyXaya.
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- Ciiyxau MOKe NEepeBIpUTH, UM MPABUIBHO BIH 3pO3YMIB CIiBpO3MOBHHKA. Lle
0Cco0JIMBO KOPUCHO, SIKIIO 1HIIA 0coba Hajana 6arato ckiaaaHol abo 3arTyTaHol

1H(pOopMallii.

BuxopucTtoByrouu nepedpasyBaHHs, BaXINBO, 00 clyXad yCBiIOMIIIOBaB CBOi
BJIACHI TIPUITYIIIEHHS 1 HE TITyTaB iX 13 TUM, 1110 TOBOPHUTH iHIIIA 0co0a. Y 1IbOMY
KOHTEKCTI TaKOXK BaXKJIMBO, 1100 repedpa3yBaHHs MOAABAINUCH K MPUITYIICHHS.
[le mae iHIIM JIOAWMHI MOXJIUBICTH BiApearyBaTd, SKIIO CIyxXad HE ILJIKOM
MpaBUIBLHO 3po3yMiB ii. [l HaBWYKa € BaXIWMBOW, HANPHUKIAA, KOJIU BH
HaMaraeTecsl MPOsICHUTH OakaHHsI KJi€HTa ab0 KOJIM OTPUMY€ETE 3aBlaHHS, sIKE

BaM III€ HE 30BCIM 3pO3yMLJIe.
Binazepkanenus

[Ile omuH cmoci® MpPOAEMOHCTPYBATH, IO BU YBaXHI J0 3MICTy pPO3IMOBii
KITi€HTa, T1e BiJy3epkaneHHs. Biga3epkajaeHHs — 11e aKT MOBTOPEHHS OCTaHHIX
ciiB (pasu, Ky HEIOAABHO BUKOpUCTaB KiieHT. Lle mpoctuil crocid 310patu
oinbIe iHpopMarlii, He 3anuTyrouu ii. Hanpukan: kiieHT kaxe Bam: «Hacnpapi
s XOTIB MOTPUMATH CBOro OHYyKa». 3amurtaBiiu «CBOro oHyka?», BU 30epere
Oinp1Ie iH(pOopMaLlli TPO CTOCYHKU MI3K KJIEHTOM 1 HOrO OHYKOM 1 TPUYUHU, YOMY

BiH X04Y€ HOT0 MOTPUMATH.
EmouiiiHe BiTKpuTTS

EmoniiiHe BiAKpUTTS — 11€ c110ci0 MOKa3aTH KIEHTY, IO BU 3BEPTAETE yBary Ha
HOTO eMOIliiHI TepekuBaHHA Ta MO4YyTTd. EMoIliliHe BIAKPUTTS — 1€ BMIHHS
PO3MOBICTH JIFOAMHI, SK BOHA BUTJISAJAE UM CIPUMUMAETHCS Mia 9ac po3MoBu. Lle
croci0 pearyBaTM Ha €MOIIii, sIKI B 4Yy€T€ B TOJOCI JIFOAWMHHU, KOJIUM BOHA

PO3MOBIJISIE 3 BAMH.

BukopuctanHs eMOLIMHOrO BIAKPUTTS € TIOTYXXHUM, OCKUIBKA BU HE
BUCIIOBJIIOETECS PO T€, SIK BiH a00 BOHA MOYYBAETHCA, & TOBOPUTE MPO TE, AK

XTOCh BWIJISIIA€ YW CHPUUMAEThCS. BUKOpUCTaHHS EMOINIHHOTO BIJKPUTTS
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JI03BOJISIE€ 1HIIIM JIFOMHI TOMITHTH, 1O ii ciayxatoTh. Hampukiaz, e 3a0xouye

KJIIEHTIB O1JIbIIIE TOBOPUTHU PO CBOI CTPaXH.

Kpim TOro, eprorepameBT MOKe MEPEBIPUTH, YU MPABUIBHO BIH 3pO3yMIB
eMOLIMHUN CTaH JIOAMHHU. Y TakKWil crocid, MOYyTTd KIIEHTIB PO3yMIIOTH,
NpUiMalOTh 1 BOHH OTPUMYIOTh HaJISKHY yBary. B pe3ynbraTi, 4acTo 3HUKY€EThCS

1HTEHCUBHICTh MOYYTTIB, HAIPUKJIAJ THIBY.

O Hanpuxnao: wnienm kaocxce eam, wo 6in 00imbcs, Wo HIKOIU He 3MOdice
A I o :
nionamucsa 6 2opu. Epeomepaneem sionosioac: «Bu euensdaeme cymHum i
posuaposarnumy. Knienm gionogioae oani: « A npocmo ne modicy 3po3ymimu, 5K 5

3M02HCy Yye 3Ho8y pooumu. Mene ye 3acmyuye i benmedxcums. A oymas wo ..."
Konkperu3amnin

Konkperu3amnisi nosisirae B Tomy, o0 3poOUTH Te, 10 BaM CKa3aB KIIIEHT,
KOHKPETHUM 1 cieliu(p14yHUM, a HE aOCTpaKTHUM 4M 3arajibHuM. Bu Hamaraerecs
HiABECTH 1HUIY 0coOy 0 OUIbLI TOYHOTO BU3HAYEHHS TOrO, 110 BiH a00 BOHA
ckazana 210 uporo yacy. lI{o6 TouHo 3HaTH, 110 JIFOJAMHA MAa€ Ha yBa3i B pO3MOBI,
BU TIOBMHHI 3alpOIOHYBATH ili TIOTOBOPUTU TPO 1€ JACTAJbHIIIE, 3aIUTABIIN
ckaximo: «I1lo Bu maere Ha yBasi mig uum?y», «Xto Toai 1i iHmi?» abo "Ilo 3
nuM He Tak?" IlogymaiiTe mpo clioBa «3aBXKIuW» 1 «HIKOIW» abo Tpo
y3arajabpbHIOIUl TBEpPHKEHHS Ha 3pa3ok «Bech mpoekT mpoBanmuBcs». L1 wacto
BXKMBAHI CJIOBA 4aCTO HE B1100pakaroTh HIOAHCIB TyMKH KJIi€HTIB. BaxknuBo, 11106

JesIKl acTeKTH 1 (hOpMYyJITIOBaHHS OyJIU T0OTPaIlbOBaHi.

bararo mronei, sk mpaBuiio, HAATO MBUIKO CXWIIbHI TIIYMAa4yUTH PO3MOBII 1HIIIAX
JIIOJIe Ha OCHOBI CBOTO JIOCBiAY «MOIOHMX CUTyallii». bijeiie Toro, 1HO1 Tak
XOUYeThCA JOTIOMOITH JIFOJSIM, IO 3a0yBa€ll MEpPEBIPUTH, B YOMY caMe IXHs

npo0iema.

O Hanpuknao, xmoco kaxce: « OcmanHim 4acom s CmpaueHHo 6MmOoMa0Cy, d 6U

sionogioaeme: «Todi eam cni0 nsgeamu cnamu 64acHOy. 36uuatiHo, Kpauwje
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cnoyamky 3'sacysamu, 36i0KU 8moma, a exce nomim oasamu nopaou. Lle moowce
npuzeecmu 00 HENnpasuibHuUX nopaod 3 00Ky mepaneema i NiOKpeciumu
sadcnusicms Koukpemuzayii. Konkpemusayia eiooanse epeomepaneéma 8io0

nepuiux 8padiceHb ma inmepnpemayii Heyimkoi abo HenosHoi ingopmayii.

Sk najieko MM MOBHHHI 3aliTH B KOHKpeTH3alii? 3a3Buuaii, 11e 3aJeXKuTh BiJl
METH CHUIKYBaHHS. Hampukinaa, kKoM BU 3yCTpi4aeTe KOTOCh, BH 3a3BUYAid
3anutyeTe: "Sk cnpaBu?" Bam Ou He criogobanocs, sKOu Balll 3HaOMHI Bipasy
K JOKJIaTHO TI0YaB PO3MOBiAb MPO TE, SIK MIOMY BaXXKO Ha poOoTi uu Broma. Bu
30BCIM HE IIe MaJIi Ha yBa3l. SIKI0 y Bac € mepiia 3arajibHa 0ecija 3 MaiieHToM,
BaM 4acTO JOBEACTHCS TEPINTH TPOXU PO3ILUIMBYACTI BIAMOBI/I Ta HE3PO3ZYMUIHM
3MICT po3MoBiAel. B Mipy o3HalioMIIeHHS 13 CUTYalli€10, BApPTO NEPEKOHATHUCS, IO
BU OTPUMYETE JOCTaTHHRO KOHKpETHY I1H(opmaliio. EprorepaneBTy BapTo
3BEpTATH yBary Ha BIJANOBIJI, $KI Ja€ KJIIE€HT, KOJW BU HaMmaraerecs
KOHKpETH3yBaTH. [HOAI BU CTaBUTE 3alUTaHHS, MO0 310paTh KOHKPETHY

iH(opMallito, ajge OTPUMYETE HEUITKY BiJIIIOB1/Ib.

Ipuknao: «Bu 3200ui?» — «Hacnpaeoi maky, eionogioae rknienm. "/[oope!"

O‘\

peazye epezomepanesm, 0OHAK «HACNPAsoi MakK» € 00CUMb He8UIHAYEHUM.

Hamip koHKpeTH3yBaTH MOJISITa€ B TOMY, 100 3ampoONOHYBAaTH 1HIIN 0co01
JEeTaNbHIIIE KOHKPETU3YBaTH TOBIIOMJICHHS, 3po0OsieHe padimie. [HOmI Baxko

BHU3HAUMTH, KOJIM B 3alIIIN JOCTAaTHHO JAJICKO.

O Hanpuxnao, skwo xmocs ckaxce: «A nHacnpasoi 3anaomo b6azamo Kypioy, 6u

€ vooiceme cminuso sanumamu: « Crinvku éu Kypume?» Axwo 6in nomim craice:
«Hy, npubauszno nauky Ha 0eHvy, mo 8am ybo20 O0CMamubo. Bam He nompioHo
nepesgipamu, 4u GUKypro€e 6iH 24 uu 26 cueapem Ha Oeub. 3anaomo 6Oazamo
numamu npo akmu, a mMaxKoddc, 38IiCHO, [ NPO NOYYMMS, BUKIUKAE

PO30pamy8aHHsl.

Iloch € KOHKPETHUM, KOJIM BOHO:
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- BUJIUME, BiAUyTHE Ta (PaKTUYHE

- YITKE 1 OJHO3HAYHE

- TIOSICHIOETHCS JIUIIIE B OJMH CIIOCIO

- Ta€ MOXKJIMBICTD CIyXaueBi chOpMyBaTH YSIBICHHS PO IO HAETHCA.

BnpaBa: cnpoOyiiTe KOHKpeTH3yBaTH HACTYMHUW BHUIAIOK. ki 107aTKOBI

O‘ MMMTAHHSA BU O 3a71aJIH KIII€HTIN?

Micic Jlinoepc (46) xeopa na po3scisinuii ckniepos i npayroe cekpemapem 20 200un
Ha mudicoenb. Bona posnosioae epeomepanesmyi, wo uacmo 8io4y8ac 8momy,
MA€E 3HUIICEHHS M 530801 cuiu, Oilb, empamy Yymaueocmi 8 Jigiti HO3i ma

npobaemu 3 nam asmmio. Lle iti Oyorce 3asadicac.
Pe3rome (IlinBeneHHs: migcyMKiB)

[linBeaeHHs MMIICYMKIB — I1€ BaXKJIMBa HABUYKA, sIKa CIIPSIMOBYE PO3MOBY B TIEBHE
PYCII0 Ta 3a0X04Y€ 1HITY 0CO0Y TOPKHYTHUCS HAWBAKJIMBIIIUX JIJIsl ceOe aCIeKTIB.
[Hdopmartist momaeTsess y MEBHIN 3B’ sI3HINA MOCIIIOBHOCTI, 110 CTBOPIOE OCHOBY
JUTsl TIPOJOBXKEHHsI. PeryisipHe MiJBEICHHS ITiJICYMKIB TaK0XX Ba)KJIUBE IS
BIIOPSI/IKOBAHOTO TMPOBEACHHS TPYMOBUX OOTOBOpEeHb (HAmMpuKiIaa, 300piB
BIUTUTY). SIKIIO mOTpiOEH 3BIT MICHs TPYHOBOTO OOrOBOPEHHS, TO pPE3IOME
CIIY>KUTb JIJISl TOTO, 00 MEPEBIPUTH, YU JTOMOBIIAY Oy/i€ TOBOPUTHU PO TE, MPO

10 MalOTh HAMip TOBOPUTH IHIIII.

Pe3loMe — 1e cTUCAMII BUKIAJ 4YacTHMHH (IPYNoBOi) pPO3MOBH. Y HBOMY
MaKCHUMaJIbHO TOYHO 1 3B'I3HO MICTUThCA 1H(OpMAaIlisa, BHUKIaJCHA B
Oe3rmocepeIHbO MornepeaHii yacTuHi 00roBopeHHs. Ko KOpoTKO BUKIAIa€ThCS
JIUIIIE 3MiCT, MM TOBOPUMO TIPO 3MicTOBHE pe3toMe. Komn BioOpaxaroThCs I

OCHOBHI MOYYTTsI, MU TOBOPUMO TIPO eMOIliliHe pe3ioMe.

AKT miJIBeIEHHS MIACYMKIB (OpMy€ TOUYKY BIANMOYMHKY Y B3a€EMOIIT MIX
KJIlEHTaMU Ta eprorepaneBramMu. Hidoro HOBOro He OOIrOBOPIOETHCS, a BKE

CKa3aHE yMOPSAIKOBYETHCS Yy BUMIISAI KOHCHIEKTY. CyTh PO3IMOBI/I Malli€HTa, K
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BOHA AiiIIa A0 1HIIOT JroAuHH, Oyae moBTopeHa. /s moanHu, ska migBOIUTh
MiCYMKH, BOKIIUBO 3 JIEAKOI0 PETYJISPHICTIO MEPEBIPSATH, YU MPABUIHHO BOHA
3po3yMija iHIry oco0y a0 1poro dacy. lle mokasye, 1mo BoHa yBaKHO CliyXaja.
106 HaBuuTHCcs n00pe MiACYMOBYBaTH, MOTPiOHA MEBHA MPAKTUKA. Y CBOEMY
pe3toMe O0COOJIMBO BaXXJIMBO HABYMTHUCS JUCTAHIIFOBATHUCS BiJ BJIACHUX
NEePEKOHAHb, MIOCTABUTH ceOE Ha MICIIE 1HINOI JIFOJAWHY, HIYOTO HE JOJAI0UU Bif

cebe.

TakuM 4uHOM, peryJsipHE MiJABEIEHHS MiJICYMKIB CHpHUSA€ BHOPSAKOBAHOMY Ta

e(peKTUBHOMY IIPOBEIECHHIO PO3MOBH Ta CIIPUsi€ TIMOKHI PO3MOBH.

Koau migBommTn mincymkm? € 4YoTUpM MOMEHTH, KOJM TiJCYMOBYBAaHHS

CKa33aHOI'0 Ma€ BCINKEC 3HAYCHHA:

1. Ha mouaTky TepamneBTUYHOTO CEaHCy: IIIJICYMOBYBaHHSI CKa3aHOrO Ha
MonepeaHIX ceaHcax. 3a BUHSATKOM, 3BICHO, BUIIAJIKIB, KOJIM KJIIEHT MPUXOAUTH 3
Iy’Ke BEeNMKOIo nmpobiemoro. Toal BU crioyaTKy 3BEpTaEeTe Ha 1€ yBary, a moTiM

M1JICYMOBYETE.
2. Konu € MOMEHTH THIII.

3. Konu Oyno ckazaHo 6arato Ha OJHY T€My, 1 BU MA€Te HaMip 3MIHUTH TeMY

PO3MOBH.

4. HampukiHill TEpaneBTUYHOTO CEaHCy: MEepea THM, SK HUTH J0J0MY, KIIEHT

OTPUMYE KOPOTCHBKUM OTJISI, 110 Ja€ HOMY BIUYTTSI MOJICTIICHHS Ta O€3MEeKH.
Jesiki BUMOTH 10 MiABeIeHHS MiICYMKIB:

- [lincymoBy#iTE KOPOTKO, ajie LIJIICHO

- [lincymoByiiTe CBOIMU CIIOBAMH

- PerynspHo nigBoabTe MiICYMKH

- OOMexTEeCsS OCHOBHOIO TEMOIO PO3MOBH

- [linBoabTe MIACYMKH B 0COOUCTIN popMi (51 UM BH)
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- YHukaiite cy0’eKTUBHUX CyIKEHb, OL[IHOK 400 BUCHOBKIB
- [lepeBipTe, un npaBuiIbHA Balla iHGoOpMallis

- 3anponoHyiTe KIIIE€HTY MiABECTH MIACYMKU

3.3 IlommpeHi MOMUJIKH AKTUBHOTO CJOyXaHHS

SIK mosiCHIOBAJIOCS paHillie, CIyXaTyh He TaK MPOCTO 1 YaCTO JOMYCKAIOThCA JEsIKi

noMuwiku. OOroBOpUMO HAUMOMIMPEHII TOMUJIKH aKTUBHOTO CITyXaHHS.

3.3.1 I1o3a He3aHiKaBJIEHOIO CIyXaHHS

Komu xToch nmoynHae 3 BamMu PO3MOBJIATH, iHO,IIi BHU IIPOCTO IPOJOBKYETC CBO1

O CIpaBH, HE YCBIIOMIIIOIOUH €(DEKTY Ha CIiBPO3MOBHUKA.

Hanpuknao: koau eu cuoume ckiaswiu pyku i ousumecs: menegizop, iHua
JIIOOUHA He Modice 8sadicamu, wo 8u ii He ciyxacme. Te came cmocyemscs, AKWO
68U basumecv pyuykow uU ONigyeM, KOAU 3 8AMU DO3MOGIAEC Kliemm. Yce ye

npumadu nocanux 36UHYOK CIYXAHHAL.

3.3.2 IlepeOuBaTH iHIIIOTO

[TommpeHoo MOMUIIKOTO € SBUIIE, KOJIM MU ITEPEeOUBAEMO 1HIITY JTIOJIUHY JI0 TOTO,
SIK BOHA 3aKiHYMJIa CBOIO PO3IOBiAL. MU BKe pPO3yMieMoO, III0 BOHA Ma€ Ha yBasi,
1, OUEBHJIHO, OLITBIIIE HE BBAXKAEMO 3a MOTPIOHE JTO3BOJUTH JIOAMHI 3aBEPITUTH
TyMKY. 3BUYaitHO, TAKOK MOYJIUBO, 1110 MH BOJIIEMO PO3MOBICTH BJIACHY 1CTOPIIO,
HDK CiIyxaTd iHmy JoauHy. Ile oco0aumBO 4YacTo TparuisieThCs, KOJIU Tema

PO3MOBH €MOIIIITHO HACMYEHA 1 KOJIM MU BIAYYyBaEMO ceOe 3aHaITO 3aTyYCHUMHU.

3.3.3 Po3noBigaTu BJaacHy icTopiio

[Honl cama icTOpis HEeMHHydYe Harajaye BaM IPO NEBHUN OCOOMCTHI JOCBIZ.
[Tommuika, sika J{y>ke MBHUIKO TPAIUIAETHCSA— 1€ PO3MOBICTH CBOIO 1ICTOPIIO 3aMiICTh

TOTO, OO CITyXaTH 1CTOPIIO KITIEHTA.
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O Hanpuxnao: knienm posnogioae éam npo neguuil BUNA0OK, i 3amicms mozo, oo
N sanumamus: «ll]o eu siouysanu, koau ye cmanoca? », 8u WUOKO 8i0nogioacme:
«O, s meoic uepez ye npoxoound...», i NOYUHaecme 2080pumu NPO CEIl 61ACHULL

0oceio. Hmosipro, éu max i He di3Haemecs, Ko came Oyaa icmopis KlieHma.

3.3.4 IlepeOyBaTu CBOIMHM JyMKAMHU B iHILIOMY MicIIi

MosxyTh OyTH BaXJIMBIIII pedi, HA SKUX BU 30CEPEIKYyeTecs B L€l MOMEHT,
HaIpUKIIaa, 0COOMCTI MTPOOJIEMH 3 BAIIO0 POJIMHOIO, IPY3sIMU UM 1HII CUTYAIIIi.
[le Moxe 3aBaguTH BaM 3BEPTATH yBary Ha Te, 110 BaM MOBIJOMIIS€ KiIi€HT. Mu

BJIAEMO, 1110 CITyXa€eMO, aje TUM 4acoM Hallll JyMKH JIeIH/Ie.

3.3.5 IMnyabCHUBHA peakiist

Mosn1BO, BU BXK€ BIANOBUIM, MEPUI HIK JAO3BOJWIM IHIIN 0CO01 3aKIHUMTH.
[[IBuame 3a Bce, BU BijapearyBajy IepeadacHoO, 1 Ballla peakilisi BUTJsgana O
30BCIM 10 1HIIIOMY, SIKOU BU 3HAJIM O1jbIIe 1HGOpMAIlii ITPo Te, 1110 HACIIpaB/il Ma€e

Ha yBa3i KJII€HT.

3.3.6 PaguTu 3aHaaTO paHo

Komnu xToCch cTaBUTH nepe HaMu IpoodIeMy, MU X04eMO A0NOMOrTH. To/Il Moxke
CTaTHCA TaK, U0 MU OUIbIIE HE BUTPAYAEMO Yac Ha JIeTaIbHUN PO3TJIIs CUTYaIlil
4y 1ipo0JieMH, a TaeEMo Topaay skHanmsuame: «Ha Bamomy wmictii s 0...». Skiio
MOTIM 1HIIIA JTFOJIMHA KaXe, IO IS TTopajia He MiAXO0AUTh a00 HEMOXKIJIHBA, a00 1110
BOHA BXe IMpoOyBania ii, MU IpUAYMYyeMO 1HITY nopany: «Hy, Toai BU MoxeTe
3poOUTH 1€ TaKUM YMHOM...». [1OTIM MM NpoIOBXKYy€eMO, TOKH HE OyJle IIOCh
OPUMHATHE, 0 3MYCUTbD 1HIITY JIFOJAMHY CKa3aTH: « S 111e He AyMaB Mpo 1E, T MOXKY
cripoOyBaTH 11e». 3BUYaliHO, Kpallle CIIoYaTKy BUCIyXaTH BCIO CUTYAIIil0, a MMOTIM
y CHIBIIpalli 3 BalllUM KJIIEHTOM 3’SICYBaTH, SIKl € HAHOUIbII MPUMHSITHI PilLICHHS

11010 BUCJIOBJICHUX MpoosieM. CrioyaTKy JOCTIKYHUTE, a MOTIM pajbTe!
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3.3.7 BignoBigaTu 3 oiHKOIO

Takosx MOTaHOIO MOBEAIHKOIO TIPU CIIyXaHHI € MO3UTHBHA YU HETaTUBHA PEaKIIis
Ha MOBEIIHKY omnoBigada («Tu 3 roy3ay 3’ixaB!») abo Ha Horo po3moBiab («S Tex
npotu»). CiayxaTH O3HA4a€ HaMaraTtucs 3pO3YMITH 3HAYCHHS CHUTYyaIlli s

KJ'IiCHTa, 3 IKUM BH PO3MOBJISETC. Bamia AYMKa HC Ma€ 3HAYCHHS.

3.3.8 PoOuTu npunyuieHHs

L{i;1TKOM MOKJIMBO, IO BU BXKE TyMa€eTe, 110 3HAETE, PO 110 WAeThcsl. Bu 3poommn
NPUMYIIEHHS 1€ 0 TOro, SK KJIIEHT BCTHT PO3MOBICTH BaM CBOIO 1CTOPIFO.
Hamnpuknan, kaxere: «Hu iHoai OyBae Tak, m10...», a TTOTIM Ballle PUITYIIECHHS.
Bu mnoBuHHI 3anummTd cBOi mnpumylieHHs. KieHnty mnoTpibeH dyac, o0

PO3MOBICTH BJIACHY 1CTOPIIO.

3.4 Ilopaau Ta migKa3ku, 00 OyTH XOPOIIMM CJIyXadem

Ha 3aBepiieHHs1 IbOTO pO3JUTY MM IEepepaxyeMo KiUIbKa Mmopaj 1 MiaKa30K, K

OyTH XOPOIIUM CITyXadeM.

L. BcraHoBiTh 30poBHit KOHTAKT. JyKe HENPUEMHO PO3MOBIISTH 3 THUM,

XTO BECh YaC CUJIUTh 1 IUBUTHCS Y IHIILY CTOPOHY.

[I.  3aiiMiTh NOJOXKEHHS T1JIa, 1[0 BUpAXKa€ Bally 3alliKaBiIeHICTb. Baxiuai
HE TIIBKU Ballll CJOBa, ajie W yce Bamle cTaBieHHA. HaGarato meHmn
CIPUSATIMBUM €, KOJIU BU CUAWTE BIAKMHYBIIMCH Ha3aJ Ha Kpicii 1 He
pyxaerech, HIK KOJM BH BHPAXKAETE CBOI 3aIlIKaBJICHICTD,

HaXWJIWBIIKCH BIICpEaA 10 CHinOSMOBHI/IKa.

[I. 3aoxouyiiTe omoBinaya MpoaoBXyBaTu. Yac BiJ yacy KHUBKH, JKECTH,
3IMBOBAHUM TOTJISA, HAXMYpPEH1 OPOBH, BIAMOBIAL «Tak» — II€ T€, IO
MU Ha3MBa€EMO «MAJCHBKUM 33a0XOYCHHSIM». BOHH 3MYIIYIOTh

CIIBPO3MOBHHKA TOBOPUTH.
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IV. TlompociTe po3'scHEHHS, AKIIO BH 4Oroch He posymiete. lle mposs
iHTepecy. 3anuTtanns tuny: «1{o Bu maete Ha yBa3i?» AGo «Bu moxere

pO3MOBICTH MEH1 IO 11e OiIbIe?)» BHpaX)arTh IHTEpeEC.

V.  Dbynp nmacka, HE cOpoMTecs 3allMUTyBaTH. fIK aKTHBHUM cllyXad, BU
MOBUHHI aKTUBHO MOTJIMOJIFOBATH CBOE PO3YMIHHS 3MICTY Ta EMOIIIMHOT
3HAYYIOCTI 1CTOPIi; Ballll 3alMTaHHA MalOTh OyTH CIIPSIMOBaHI Ha Te,
mo0 JaTH IHIIK JFOJWHI MOXJIMBICTH PO3IMOBICTH CBOKO 1CTOPIIO
SIKOMOTa TIOBHIII€, BOHM HE TIOBHHHI MAaTH XapaKTep MEPEeXpPecHOrO

JOTIUTY JTsI 337J0BOJICHHS BaIIoi IiKaBOCTi!

VI. Yac Big yacy niaBojbTe miacymMku. Oco0JMBO, KOJIU XTOCh PO3IOBIIA€
0BTy 200 3aIuTyTaHy iICTOPIIO Ta CKade 31 CTOPOHH B CTOPOHY, BAXKIIMBO
3 IEBHOIO PETYJIIPHICTIO MiJICYMOBYBATH T€, 110 BU 3p0O3yMijH j1oci. Bu
HE TUIBKM TpUMAETE JiHIIO I1cTOpili ansa cebe, ajge W JoBoauTe ii 10

1HIIOTO MOPSJKY B MOro icTopii.

VII. He pomyckaiiTe »OJHUX acoliamiid, AYMOK 4YM BJIACHUX CYJI’KEHb.
[TouHiTh 13 TOrO, 100 3PO3YMITH CHUTYAIlil0, KOO BOHA € HAa AYMKY
1HIIIO1 JIFOJMHU, HE CTABTE HABITHUX IUTaHb, HE CTaBTEe ceOe B LIEHTPI

yBarw.
VIII. Tpumaiite Bi1acHi eMOIIii M KOHTPOJIEM.
IX. He po6ith 6oJs1ye 1HIIOMY .

X. He Oiiirecs tumi. Hamaraiitecs mpuiHATH TeMN 1HIIOT JIOJUHH, HE

HaB’SI3yHTE BJIACHUI TEMIL.
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HaBuuku aKTMBHOI'O CJOYXAHHS

HaBnuku HeBuOipkoBoro ciayxanuss HaBuuku BUOIPKOBOIO ciyxXaHHsI

Bupas o6nmuus
30pOBUIA KOHTAKT

Moga Tina

Kectu migdaabopeHHsI
MiHiMaJIbHE 3a0X0YEHHS

MoBuaHHs

[TocTaHOBKa 3amuTaHb
[TepedpazyBanns
Binmzepkanenns
EMoriitHe BIAKpUTTS
Konkperuzartis

[linBemeHHS MMiICYMKIB
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4. HaBuuku pery/jroBaHHs

VY poszaini 3 Huuiocs mpo BaXKJIMBICTh XOPOUIMX HABUYOK aKTUBHOTO CIIyXaHHS,
ane y B3aemoii noTpioHo Ounbiie. Jlumie OyTu 30cepekeHnM Ha JIIOJUHI, sKa
X04e BaM IIOCh CKa3aTH, 3a0X0UYYIOUM Ta JTAI0YU MOXJIMBICTH MOMUIATUCS THM,
110 CIIpaB/Al Ma€ 3HAYEHHS, HEAOCTAaTHRO. B Tak0>k MOBUHHI OBOJOITH ACSIKUMU
HAaBUYKAMHU PETYJIOBaHHSA. Y I[bOMY PO3JAUII MU J1aMO BH3HAYCHHS HaBUYOK
peryJifoBaHHs Ta iX TNpu3HadyeHHsA. ByayTh oOroBopeHi pi3HI THIU HABUYOK
perymoBaHHs. Mu 3aKiHYYyEMO PO3ILT OTJISIZIOM TOIMUPEHUX MOMUJIOK 1 IEIKUMU

nopajiaMy Ta IpUHoOMaMH, OB’ I3aHUMU 3 HABUUKAMU PETYIIOBAHHS.

4.1 BuzHaueHHsI Ta NPU3HAYECHHS

PerynioBanHs 03Hauae KOHTPOJb a00 AOTPUMAHHA MOPSAKY. € NMesKl acleKTH
B3a€MOAII, AKI  TOTPIOHO  KOHTPOJIIOBATH,  HANpPHUKIA[A:  TPUBAIICTh
TEpaneBTUYHOTO ceaHCy. TakuM YMHOM, HABUUKH PETYJIIOBAHHS — 11€ HAaBUUKH
HaJaBaTH PO3MOBI NEBHUM MOPsA0K. Lle Takoxk Mpo30picTh 110,10 METHU PO3MOBH,

il TpUBANOCT1, CTPYKTYPH, TOIIIO.

HaBuuku perynoBaHHs mOTpiOHI, 00 HAJaTH TEPareBTUYHINA PO3MOBI MEBHOT
CTpyKTypH. [lo/aTkoBa IIHHICTh TAKO1 CTPYKTYPH Ta MOPSAKY IMOJIATAE B TOMY,

10 BOHA TaKOX 3a0e3meuye nepeadadyBaHiCTh JJIs KIIIE€HTIB.

Hanpuxnao, posenanemo cumyayiro, 8 aKitl KiieHm npuxooums 00 8dac i OUiKye,
Wo 8iH nouye piuenHs ceoci npoobaremu. Epeomepanesmy eaxciugo nogioomumu
KIIEHMY, WO PO3M0O8A He 0ACMb PIuleHHs 00pa3y, wo OISl Ybo2o we NOmpIiOHO

CRIIbHO npayroeaniu.

4.2 Buau HaBUYOK peryjJ0BaHHS

[Io6 36eperTtu CTpyKTYpY i1 Yac TePAreBTUYHOTO CEAHCY, TOTPIOHO OMaHyBaTH

HAaBUYKH peryiroBaHHs. Sk e moxHa 3pooutu? Ilo ne 3a HaBuuKu?
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Jani OyayTh po3riisiHyTi HACTYIIHI BUIM HABUYOK PeryJIl0BaHHS:
- IlowaTok po3moBu
- IloBepHeHHs 10 MOYATKOBUX IIJIeH
- Iposicnenns cutyanii
- Posxgymu Brosoc

- 3aBeplleHHS PO3MOBHU

4.2.1 IloyaToxk po3MOBH

Perynroroua 31aTHICTh «PO3MOYATH PO3MOBY)» 03HAYAE, 1110 HA [TOYATKY PO3MOBH
BU OTPHUMAETE SICHICTh IIOJIO CUTYAIlll JIaHOI PO3MOBU, OOTOBOPIOIOYM B3a€MHI
ouiKyBaHHS. JlesiKi acCleKTH, BaXJIMBI JIJIsl IOYATKy PO3MOBH 3 BallIUM KJIIEHTOM,
1e: ii TpUBaJIICTh, Balll MiAX1d, TEMH, SIKi OyAyTh 0OTOBOPIOBATHCS, MOKIUBICTh
MMOCTABUTH 3aNTUTAHHS, BCTYITHE 3aITUTAHHS, 100 3aIPOCUTH KITIEHTA MOIITHTHCS

3 BaMH 1HGOpMaIII€ro.

SIKmo BM BXe Mald TONEPeIHI ceaHc 31 CBOIM KIIIEHTOM, BH MOJXKETE
HiJICYMyBaTH 3MICT OCTaHHBOI po3MOBHU. Lle MOXxe cTaTH BiAIpPaBHOIO TOYKOIO

JJ1s MaiOyTHBOTO CeaHCy Tepartii.
Tpusajictb

[Tig yac meplIoro KOHTAaKTy BU IOYMHAETE 3 IMPEACTaBICHHS ce0e Ta BITaHHS

KJIieHTa. BaJMBO BHU3HAYMTH TPUBAIICTH 3YCTpPiUl Ha IMOYATKYy PO3MOBH 3
kiieHToM. [le mae kimeHTy BOIEBHEHICTH Ta Mepea0adyBaHICTb.

O Hanpuxnao: «/{obpozo pauxy, naue /letimep, 1ackago npocumo Ha yio nepuLy

‘

cecio ... HYu neexo eu 3navuwiiu winsax? A ..., npayroro epeomepanesmom 3 2012

POKy... Hawa nepwa 3ycmpiu mpusamume 1 200uny».

Iigxix TepaneBTa
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EprorepaneBT moBHHEH JOCHIIUTH 1 YITKO OKPECIUTH B3a€MHI OUiKyBaHHS. Sk
npaifroe eproreparneBT? Ha siki muTaHHS BIH MOKE J1aTH BiAMOBiAL? Yoro moxe

OYIKYBaTH KJIIEHT Bij] eproreparneBTa?

MeTtoro mepmioi po3MOBH € OTpUMATH YITKE YSABIEHHS Mpo Te, IO Oyne
BiMOyBaTHCsl Ha TepaleBTUYHHUX CeaHcax 3 eprorepamii. Eprorepanesty BapTo
YITKO MOSICHUTH CBI# TIX1/1, TOBIJOMHUTH KIIIEHTY, IO METOIO TIEPIIIOT PO3MOBH €
OTpUMATH YiTKE YSBJICHHS PO Te, IO 3 HUM Bif0yBaeThcs. EprorepaneBT mae
YITKO JATH KJIIEHTY 3pO3yMITH, IO HE 3Haiiie BUPIIICHHS MPOOJIeM KIIl€HTa Ha
nepirii 3ycTpivi, 1 10, MOXKJINBO, oMy MOTpiOHO HajgaTH OuIbIIE IeTaneH.
KitienT He 3poOuTh 1IbOTO caMOCTiHO. 1{e MOXIIMBO TUIBKM y CIIBOpAIll 3 BAMU

SIK €proTepareBTOM.
IIpeameTn 00roBOpeHHs

UiTko BU3HAUTE TeMH, K1 OyJayTh OOTOBOPIOBATUCS MijJ Yac po3MOBHU. SKIIO €

KUJTbKa TIPO0OJIeM, TTOBIIOMTE KITIEHTY MOPSIIOK X 0OTOBOPEHHS.

O Hanpuknao. «4 uys, wo éu ocobiuso nepescusacme uepes me, o He Modtceme
xooumu 6e3 x00yHKi6. Bu makooc exazanu, wo xominu 6 3pooumu Oinvuie 8
niaani 002150y 3a cobolo, ane we He 3Hacme sK. [lasaiime Mu CHOYaAmMKY

ROOUBUMOCSL, WO ONIsL 8AC O3HAYAE XOOUMU 3 XOOYHKAMU I 3610KU yell cmpax? »
IIuranus

[Tepexonaiitecs, 10 B Ja€Te KIIEHTY MOXKIMBICTh MMOCTAaBUTH 3amuTaHHSA. Yu

MAalOTh Balll KJIIEHTH 1HII O4yiKyBaHHA? UM MOCTaTHBO YITKMMA Baml miaXin? ...

[Ilo6 miaTpuMyBaTH XOpOIIi JOBIpYI CTOCYHKH, BaM JOBEIETHCS YacTO IIe

nepeBipsaty. Ilin yac ceaHciB Tepamii BH OyjaeTe 30cepe/KeHI Ha TEeBHUX
acrniekTax. byibTe BIeBHEHI, III0 BU y3TOKYETE iX 3 KIIEHTOM.

O Hanpuxnao (3a nonepeonim npuxnaoom): «/lasavime mu cnouamxy noousuUMocs,

.

wo OJIs1 8aC 03HAYAE XOOUMU 3 XOOVHKaMU i 38i0Ku yeul cmpax?» MOXKIUBO,

KJIEHT XOYe MOCIIIUTH IHIIY MpoOJieMy Ha MOYaTKy TEpaneBTHUYHUX CEaHCIB.
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Jlesiki mpoGemMu MOXKYTh OyTH HAATO JeTIKaTHUMHE a00 1HIII MOXKYTh OYTH OLTBITT

TEPMIHOBUMHU, Ha TyMKY KJTIEHTA.
BerynHe nuTaHHsA

["apHOtO i/1€€10 € BUKOPUCTOBYBATH BCTYIHI 3amuTanHs. lle ctumymioe kiieHTa
TOBOPUTH TIPO T1 IpoOeMu, siki BiH xoue BupimutH (Hargie, Dickson, & Tourish,

2017).

O Hanpuxnao: «Bac nanpaeus nixkap. Meni eadciuso nowymu 8i0 6ac, wo

giobysacmuca? Lo s moocy ons eac 3pooumu? »

4.2.2 IloBepHEeHHS 10 MOYATKOBUX IIJIeH

VY xoal mepBUHHOI 3yCTpidyl BH CIOYATKY OKPECTIOETE 11 1111, a MOTIM MAaeTe
PETYISPHO MEPEBIPSATH, YK BU 1€ X JOTPUMYETECH: YU BU BCE 1€ TOBOPUTE PO

T€, 1110 MaJM Ha METI, 1 K JaJIEKO BU MPOCYHYIHUCH Y ii JOCATHEHHI?

Hanpuknao: xknienm xoue nozosopumu npo cgii cmpax naoinHs. Bu ece we

N 2o60pume npo yio memy yu noe’s3ami 3 Hero acnekmu?
YacTo po3pi3HATH LTI Mpouecy Ta i pe3yJabTary.

Hini mpouecy B KOHTEKCTI KOMYHIKaIlli B eproTeparii — 11 IiJii 00 CaMOro

IpoIeCcy PO3MOBH.

O Hanpuxnao: nobyoosa ooeipuux cmocyuxie. ILlJo6 nobyoysamu 008ipui

h CmMoCyHKU, nompibeH uac, ye npoyec.

Lizi pe3yabTaTy — 11€ 11111, SKUX BU XO4€TE JOCITTH 3a I0NOMOTOI0 Teparii.
O Hanpuxnao: smenwenns cmpaxy naoinHsi.
.

i i1 moB’s13aH1 3 TPOOIEMOTO, 3 KO MPUXOIUTH KITIEHT, 1 pe3ybTaTaMu YU
pllIEHHSIMH, AKUX BiH 1Iykae. Ha BigMiHy Bij 1€ mporuecy, 3a siKi Hailoiibiie

BIJIMIOBIJIa€ eproTepaneBT (MOOyayBaTH JOBIpYl CTOCYHKH, MEPEKOHATHUCS, IIIO
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KJIIEHT TIOYYBA€TbCA KOM(POPTHO B PO3MOBI 3 TEPANEBTOM...), Il pe3yibTaTy

YacTO BU3HAYAIOTHCS KII1EHTOM.

O Knienm xasice, wo xoue menwe 6oamucs nadinns. Moemvcs npo numanns, 3
AKUMU npuxooums Kiienm. Knienm noscnioe, 4o2o 6iH xoue docsemu nio yac

mepanesmuiHux CeaHcia.

Ha mouaTtky mi uiigi pesyibTary € 3aranbHUMU. HacmpaBni, KII€HTH YITKO HE
3HAIOTh, YOT0 XOUyTh AOCATTH. L{UJ11 YacTo po3IIMBYACTI, HANPUKIAA «S xouy
ovyyBaTHCs Kpaiey». AJie miJ 4ac po3MOBH Ta MICHs 3’ sACyBaHHS MpoOJeMu I

[Tl pe3yNbTaTy CTAlOTh OUIbII KOHKPETHUMHU.
O‘ Hanpuxnao:

- 3aeanvha yine pe3ynvbmamy: s Xouy mMamu 3mo2y pobumu Oinbuie 8 niamui

0027150y 3a cob0i0.

- Kouxpemmna mema pesynemamy: si Xouy mMamu MO*CIUBICIb CAMOCMIUHO

mMumu 2ooe6y ma oo0seamucsl.

EprorepaneBT NOBUHEH NEpPEKOHATHCS, IMIO LIl pPe3ysbTaTy, IOCTABJIEHI
KIIIEHTOM, € PEAICTUYHUMU Ta JocshKHUMU. [IpocTuil croci® mepeBiputH, 4u
TOBOPHUTE BU PO MOYATKOBI 11T, 1€ PO3MOYaTH po3MOBY 3: «Ha monepeHiii cecii

BU CKa3aJM MeHl, I110... Y1 MOKHA MPOJOBKUTH TOBOPUTH TIPO. .. 7»

p: ® Xouere Ai3HATHUCS OLIbINE PO LTI MPOLIECY Ta Pe3yIbTaTy?
[lepernsupTe 116 mocunanHsg Ha YouTube mpo BIAMIHHOCTI MiXk

HUMU: https://www.youtube.com/watch?v=Gm04s3wWWnM

4.2.3 IlposicHeHHsI cUTyamil

VaBiTh, MO i 9acC PO3MOBH BUHUKIO HemoposyMinas. [I[o Bam moTpiOHO

3po0uTH y TakoMy BUNAAKY? UM € SKiCh HESICHOCTI YM HETIOPO3yMIHHS?
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IIposicHeHHs1 cuTyalii — 11€ BMIHHS PO3Mi3HABATH HESACHOCTI YA HETIOPO3YMIHHS,
10 BUHHUKAIOTh y PO3MOBi. BayXMBO yCBIOMITIOBATH, IO iCHYE JABO3HAYHICTH
abo Hemopo3yMmiHHA, 1 oOroBoproBatu ix. OOroBOpeHHS HESCHOCTEH abo

HENOPO3yMiHb 3/11MCHIOETHCA 3a JOIOMOTor0 MeTakomyHikaiii (Craig, 2016).

MeTakoMyHikaIilo MOKHAa BU3HAUNUTHU SIK «KOMYHIKAIIIO TTPO KOMYHIKaIIii0». 3a
JIOTIOMOTOI0 METAaKOMYHIKaIlii BU BiJIaJII€TeCs BiJ TEM PO3MOBH, SIKi BU 3apa3
00ToBOpIOETE, 1 00TOBOPIOETE CBIM cMOCiO criKyBaHHs. Bu 4iTko Ha3uBaeTe Te,

10 HE TakK, 1 00rOBOPIOETE 11€. AJie SIK MPOBECTH METAKOMYHIKAIIII0?
HactynHi kpoku MOXyTbh OyTH KOPUCHUMH.

1. IepedpasyBanus

[Tam’siTaiiTe: nmepedpasyBaHHs — € aKT y3arajibHEHHs TOTO, IO cKa3aja
iHIma ocoba. Bu KOpPOTKO omUCyeTe CBOIMM CJIOBaMHM HaWBaKJIMBIIIUN
acmeKkT TOoro, IO BaM cKazaja iHma JmoauHa. [lepedpaszyBanns
BUKOPHCTOBYETHCS, 10O MMOKA3aTH, SIK BU PO3YMIETE T€, 1110 BaM MTOBIJOMHUB
KJIIEHT, 1 MPOAEMOHCTPYBAaTH, 10 BU Horo ciyxaere. IlepedpazyBanus
€(eKTUBHO BHUKOPUCTOBYETHCS, KOJHM E€pProTepaneBT 3alUTye CBOIO
KJIIEHTA, Y T€, 110 BiH MOYYB, OyJ0o mpaBwibHUM. [IpukinagamMu MOXyTb

oyt «Bu xaxxere meHi...?» ado «ToOTo BU MaeTe Ha yBasi, 1I0...7»

O Hanpuxnao: «Bu kasxceme, wjo énanu Ha cxo0ax nio 4ac c6smKky68aHHs OHsl
€N Hapoooicenns eawioi Oonvku neped mum, AK 6u nepeixanu 6 6YOUHOK
niompumyouo2o npoxcusanns. Hu eu xoueme ckazamu, wjo 6am 0Oy10

8AICKO nepeixamu 8 6YOUHOK NIOMPUMYIOUO020 NPOHCUBAHHS? Y

2. Ha3BiTh HENOPO3YMIHHS

Konu BM BkazyeTe Ha HEMOPO3yMiHHS, 3p00ITh 1€ HACTUIBKH CIOKIMHO 1
HEeUTpaJIbHO, HACKIJIBKYU 1€ MOXKJIMBO. He kaxiTh: «SI He po3ymito, 10 BU

Ma€eTe Ha yBasiy.
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O Hanpuknao: « nam’sasmaro, wo eu noyunanu po3mosy 3i CJis, o maeme
‘ .
cmpax enacmu. 3apaz mu 2080pUMOo NPo 0eHb HAPOOICEHHS BAULOT OOHbKU

ma eaui nepeizo 00 OYOUHOK NIOMPUMYIOUO20 NPOHCUBAHHSLY.

3. [1osicHITH CBiM HAMID 1 TPUYHUHUA

O Hanpuxnao: «A ne xomis 6u obeosoprosamu 3anaomo bazamo mem

OOHOLICICHO, momy o 32000M ye cmane mpoxu XxaomudHum».

4. I1osICHITB, 110 BH POOUTE, 1 YHOMY

O Hanpuxnao: « A xomis 6u 6inbu demanbho 062080pumu 00Hy KOHKPEMHY

s . . .
I’lOOZIO, W06}Z Mli2 8AC MOYHRO 3PO3YMIMUY?.

5. Ilpucnyxaitech 10 peakiii KJIEHTa

3BEpHITH yBary Ha peakiliio KJII€EHTa, KOJU BHU IMOBIIOMIISIETE MOTO MpPO
Hernopo3yMiHHA. [lepekoHaiiTecs, M0 BH Ja€Te KIIEHTY JOCTaTHBO 4acy

JUISL peaKiiii.

O Hanpuxnao: «Meni eadicko 6ce uimko onucysamu. Taxooc ye 0ys,
HaneeHo, OCMAHHIL pa3, KOAU 51 6ayue ce0w OOHbKY 8 ii Keapmupi. B

b

0yOuHKy nigpma nemae.’

6. Bu3sHaure mwia” Ju

BucnyxaBum peakiiiro Kii€HTa, MOXXHA JOMOBUTHCS, SIK Y MaOyTHbOMY

YHUKHYTH HEMOPO3YyMiHb.

O Hanpuxnao: «A posymiro, wo eam sasxicko. Mu nosepnemocsi 00 MOMeHMY,
KOJU 8U OYIU HA OHI HAPOOICEHHA 8aUL0i OOHbKU, A NOMIM 062080PUMO, AK
ye nos’s3amo 3 sauum cmpaxom eénacmu, 0oope? I1io uac maiibymuvo2o
Ceamcy mMu 3moaHcemMo 062080pumu gaule NOYYymms, nos s3ami 0o nepeizoy

00 0YOUHKY NIOMPUMYIOU020 NPOHCUBAHHSLY.

7. I1oBEPHITHCSA 10 TEMUA DO3ZMOBHU

N Hanpuknao: nexatl Knienm po3snogicms npo 0eHb HAPOOHCEeHHs OOUKU.
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4.2.4 Po3xymu BroJioc

Pozmymu Broioc — 1ie HaBUYKa, 3a TOTIOMOTOIO SIKOi BH Ja€Te Kpalle po3yMiHHS
CBOIX AYMOK KJIi€HTY. Bu poOuTe 11€ /7151 IOJIETIIeHHS CITIBIpAaIll Ta 3a0X0YCHHS
KJIIEHTA J0 YITKOro (OpMyIIIOBaHHS AyMOK. Pi3HMIIS MiX PO3AyMOM BroJjioc i
«TPOSICHEHHSM CHUTYallii» TOJsTae B TOMY, III0 OCTAaHHE CTOCY€ETHCS BUSBICHHS
HESICHOCTEHN y B3aEMHUX CTOCYHKaX a00 B3a€EMHHUX OYiKyBaHHsX. JlymMaTu Broioc

03HAYa€ MPOSICHUTHU CBOIO JYMKY.

O Hanpuxnao: «4 oymaro, wo onepayis na eawiii 1igiti HO31, KY 8U 3pOOUTU N 'sIMb

Micayie momy, 6NAUBAE HA 8ALUL CIMPAX nepeod NAOIHHAM CbO2OOHI).
Kosn BU mymaete Brosioc, Bu:

- Cropusiere BIIKPUTOCTI: BHUCJIOBJIIOIOYM CBOi JYMKH, MIPKYBaHHA Ta
HEBIIEBHEHICTh, BAlll KJIIEHT 3HAE, IPO L0 BU AYMAETE 1 IK BU POOUTE BUCHOBKH.

e 3a0e3neuye Npo30picCTh.
- 3anobiraere 6JOKYBaHHIO BIACHUX JTyMOK.

- [laeTe cBOEMY KIIIEHTY MOKJIMBICTh BIAMOBICTH Ha Balll JYMKH Ta MPOCTEKUTH

3a M. [llo BiH mymae mipo 1e?

- CrpusieTe criBrpaili: BU CTUMYJIIOE€TE KII€HTa JyMaTH pa3oM 3 BaMU IIPO
MOXIJIMBl ~ NIUIAXM BHUpPIIIEHHS Woro mpobiieMHoi cutyamii. CriibHe

0OMIpKOBYBaHHsI 301JIbIIUTH IIAHCH 3HANTH PIIICHHS.

4.2.5 3aBepuieHHs PO3MOBH

[IIo6 3aBepmmTH PO3MOBY, MOTPIOHO TMOYATH 3 TOTO, IO BH MAa€Te HaMIp
3aKIHYUTH PO3MOBY. Bu MoxeTe 3poOWTH 1ie, HAMpPUKIAN, CKAa3aBIIH, IO
3IMIIIIOCS CTUIBKU-TO XBWJIMH. BakinMBO, 100 HANpPHUKIHIII PO3MOBU BHU

IIOBEPHYJIUCSA 10 11 I0YaTKYy.

Bu MoxeTe 3poOuTH 11€ KIJIbKOMa CIIocO0aMu:

47



Rt Co-funded by the
Hasunuku peryntosaHHA ** : Erasmus+ Programme
i of the European Union

- IligBecTH MIACYMKH: MIABOASYM MIJCYMKH PO3MOBH, BU MOXKETE
BU3HAYWUTH, YW JOCATHYTO BCIX I[iJIel, 4Y¥ MOTPiOHO MPU3HAYUTH
NOBTOPHY 3ycTpid. Lle Takox cmpusie mpo30pocTi po3yMIiHHS Pi3HUX
1HTEepIIpeTalliil, 3p00JeHIX €pProTepaneBTOM 1 KJIIEHTOM.

- Uepes MeTakOMyHIKaIlllO: y JESIKUX BHUMAAKaX MOXe OYyTH IyxkKe

KOPHCHUM MaTH METaKOMYHIKaIll0 PO T€, SIK KI1EHT NMEPEKUB PO3MOBY.

Uu Biznmosigae 1e Moro ovikyBaHHsIM?

Hapemti, BU Mo)keTe MPU3HAYUTH HACTYNHY 3YyCTpid Ta MOSICHUTH, IO Oyne
00OroBOpIOBAaTUCS HACTYNMHOIO pasy, 00 Bam KIieHT OyB roroBuil. Taka

MPO30PICTh MOCUIIIOE I0BIPY1 CTOCYHKH MIK €proTepaneBToM 1 KJIl€HTaMu.

Takox MOXHA MOASIKYBaTH KJIIEHTY 3a BIIKPHUTICTH 1 MobakaTu oMy A00poro

nHs. Bu Takok MOeTe 3aKIHUUTH KIJTbKOMa TTopaiaMHu.

O Hanpuxnao, saxwo ye 6yna eascka po3zmosa, u NOBUHHI NOPAOUMU KIIEHM)

, p03CJza6umuCﬂ, W06 nepexKkmiodYumuci Ha Wocob IHWwe.

4.3. IlommpeHi NOMWIKHU PeryJrOBaHHSA

OBOJIOITH HAaBUYKAMH PETYJIFOBaHHS HEJEerKo 1 Ha IIe MOTpiOHA MpaKTHKa.

[Tomumku, sIK1 4aCTO TOMYCKAIOTHCS:

4.3.1. 3a0yJm BKa3aTH TPUBAJICTb CEAHCYy Teparii

Konu Bu Bkazyere TpHUBaJIICTh TEPANEBTUYHOIO CEAHCY, KJIIEHT 3HAE, CKIIbKU
Yyacy Ha HbOTO BHIAUIEHO. SIKIIO0 BU 3a0yeTe mpo I, KIIEHT MOXE CIIPUIHITH,

1o HOoTo HCpC6I/IBaIOTB, KOJIM BH CKaXXCTC, 110 4acCy 3aJIMIINIOCA Hebararo.

4.3.2. 3anaaTo 6araTo 1ymMaTu BroJioc

VY kiienTa Oyzae BIAUYTTSI, 1[0 BU MOCTIHHO 1HTEPIIPETYETE T€, 110 BiH TOBOPUTb,

1 III0 pO3MOBA CTOCY€ETHCS TOTO, IO PO HHOTO JiyMae eproTepanesT. Lle He Oyzae

48



Rt Co-funded by the
Hasunuku peryntosaHHA ** : Erasmus+ Programme

ol of the European Union
CTUMYJIFOBATH WOTO JUIMTUCSA JTOAATKOBOIO 1H(OPMAIIEI0, 1 TaKOXK MOXKE

HEraTMBHO BIUIMHYTH Ha Ballll JOBIPYl CTOCYHKH.

4.3.3. He 00ropoproBaTu Henmopo3yMiHHS

BaxnmnBo, 100 HEmopo3yMiHHS OOTrOBOPIOBANUCS. SIKIIO BHM HE OOTOBOPIOETE
HEMOPO3yMIHHS, ICHYE€ HMOBIPHICTB TOTO, 110 M €proTeparneBTOM 1 KJIIEHTOM iX
BUHHUKATUME Bce Ounpie. KimieHT Oyae BigdyBatu, 1o WOTO HE 3pO3yMiH, 1 €

peanbHa UMOBIPHICTh TOTO, IO KJIIEHT JI0 BaC HE MOBEPHETHCS.

4.3.4. HagmipHe 3acTOCYBAaHHSA MEeTAKOMYHIKaLil

BaxxnuBo mpoanamizyBaTH, MOTpiOHA METaKOMYHIKalis 4d Hi. Jedaki HesiCHOCTI
BUPIIIYIOTBCSA cami COOOI0 TMiJ 4Yac po3MoBHU. Skiio BH Oynere HaaMIPHO
BUKOPHCTOBYBaTH METAaKOMYHIKaIlll0, TO 3alMOBHUTE LM ceaHC Tepamil
poO3MOBaMH TIpO Te€, K BapTo chiKyBatucsa. He 3abyBaiiTe mpo meTy Baioi

3ycTpiyi!

4.4. Tlopaau T2 MiAKA3KH, AIK HABYUTHCS J00pe PeryTioBaTH
Ha 3aBepiiieHHs 1i€i T1aBU MU MPOTIOHYEMO KIUJTbKA MOpaj 1 MiJKa30K.
I. He 3a0yBaiiTe npo 1mov4aTKOBi Iiji: 3aMUIIUTh iX.

II. 3aoxouyiiTe KIi€HTa MPOJOBXKYBAaTH MAUIMTUCS CBOIMH JIyMKaMu,

MIpKYIO4H BroJoc.

III. [TompociTe po3'sCHEHHs, AKIIO0 BH HI4Oro He po3ymiere. HaBaxrtecs

TOBOPUTH, SIKIIIO HEOOX1THO MIPOSICHUTH CUTYAITIIO.

I'V. He copomTecs 3anuraty, 4u BCe 3p03yMIIO0 BalllOMY KJIIEHTY, 1 3aIUTalTe

po Horo o4iKyBaHHSI, MEPI HIXK 3araubioBaTucs y OaxaHy AJis Bac TEMY.

V. He 6iittecst nymartu Brosioc. [{e Moke HaIlTOBXHYTH Ha HOBI PIIICHHS.
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VI. Yac Bix vacy migBOAbTE MiJACYMKU: BaXKJIMBO 3 MEBHOIO PETYISIPHICTIO

NiJICYMOBYBaTH T€, L0 BU 3pO3yMUIM JO I[HOTO Yacy. Bu He TUIbKH

TPUMAETECh CBOET JIHIT pO3MOBIII, ae il MoB’s3yeTe 11 3 icTopieto KiaieHta. He

3a0yabTe 3pOOUTH I1€ B KiHI[I PO3MOBH.

VII. Tpumaiite BIacH1 €eMOIIIi 111 KOHTPOJIEM.

VIII. He ctBOpioiiTe 00MICHUX CUTYAITil 1S KITI€HTA.

[X. He 3a0yBaiiTe CTEKUTH 32 4ACOM.

4.5. Orasag

HaBuuku aKTMBHOI'O CJOYXAHHS

HeBuoipkosi

HABHYKH CJIYXaHHS
Bupasu o0nuaus
30pOBUIA KOHTAKT
Moga Tina

Kectu minbaabopeHHs

MiHiMaJibHE

3d0XO04YCHHA

MoBuaHHs

Bu0ipkoBi HaBHYKH

CIAyXaHHS
[TocTanoBka 3anuranb
[TepedpazyBanns
Binnzepkanenns
Emouiiine BiIKpUTTS

KonkpeTu3zartis

[TinBeneHHs miICyMKiB

HaBuuku peryJoBaHHA

IToyaTox po3MoBH

IToBepHEHHS 10 MOYATKY
[IposicHeHHs cuTyartii
Po3nymu Brosoc

3aBepILEeHHS PO3MOBH
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HaBMYKM HIOQHCYBaHHA

S. HaBHYKH HIOAHCYBAHHA

VY po3aini 4 BM NOMITHIM BaXKIMBICTH PETyNIOBaHHS, ayie s e()eKTHUBHOI
B3aeMo/iii moTpioHO Oinbire. [IpocTo OyTH 30cepeHKEHIM Ha JIFO/IUHI, KA X0Ye
BaM IIIOCh CKa3aTH, 3a0X0YYIOUM Ta JAF0YM MOKJIHUBICTH MOAUIUTUCS THM, IO
JIHCHO Ma€ 3HauY€HHs (AaKTUBHE CIyXaHHs), a TAKOXK CTPYKTYPYIOUH PO3MOBY Ta
3a0e3Mmeuyroun mpo30picTh (PEryJroBaHHs), HEIOCTaTHhO. BU TakoX MOBHHHI

OIIaHyBaTH ,HGHKi HaBUYKHW HIOAHCYBAaHHA.

Y 1mpoMy po3nii MM J1laMO BHU3HAYEHHS HAaBUUOK HIOAHCYBaHHS Ta ix
npu3HayeHHs. BbyayTb 0OOroBopeHi pi3HI TUNM HABUYOK HIOAHCYBaHHSI. Mu
3aKIHUY€EMO PO3JAUT OMVIAJ0M MOIMIMPEHUX MOMMIIOK 1 NESIKHUMH IOpajaMu Ta

HpHﬁOMaMH, OB’ SI3aHUMH 3 HaBHYKaMH HIOAHCYBAaHHA.

5.1. BusHayeHHs Ta MeTAa

Hroanc — 11e ToHKka BiqMiHHICTH a00 Bapialis. [Ho1 y B3aeMoii € neski
aCMeKTH, K1 TOTpeOyIOTh HI0AHCIB. Hanmpukian: mogymaiite mpo ciioBa 3aBX/Iu,
HIKOJIM, BECh 4ac, TOIIO.

HaBuuku HioaHCYyBaHHS — 1€ HABUUKH, 32 JJOTIOMOTOI0 SIKUX TE€PaIeBT HIOAHCYE
T€, PO L0 MOBIAOMIISIE KJIIEHT. MeTa HI0OaHCYBaHHS — AaTU KIIEHTY HOBH
KOHCTPYKTHUBHUU MOTJISA HA Oro mpo0iieMy 4M CUTYyallil0 a00 OTpUMAaTH HOBE
po3yMiHHA. HioaHCytoun, BU MPOJIMBAETE 1HILIE CBITIIO HA CUTYyal1l0. Bu Takox
IPOIOHYETE KIIIEHTaM HOBI BapiaHTH BHUpIIIEHHS MpoOiaemMu. Bu 3anpomryere
KJII€EHTA JUBUTHUCS HA BJIACHY CUTYAIlI0 MEHIII OJJHOCTOPOHHBO il OLIBII
p13HOOIYHO. 3a T0MTOMOT0I0 HABUUOK HIOAHCYBaHHS MU, TAKUM YHHOM,
IIYKA€MO, SIK €proTepaneBT MOXKe JJOHECTU CBOE PO3YMIHHS J0 KIIIEHTA.
BaxxnuBo poOuTH 11€ Y MPUNHATHUN 1 KOHCTPYKTUBHUM c11oci0. Tomy 1eit
PO3/1J1 MPUCBSIYEHHUI OOMIHY 1HTEPIPETALIIMHU, K1 CII11 pOOUTH 00EPEKHO, K
MU B)K€ Oauuii B pO3LIi 2.

Sk eprorepaneBT, BU IOBUHHI HABYUTHUCS TPUMATH MpU cOO1 CBOI IHTEpIIpeTalii
Ta CIOYaTKY CIyXaTH pO3MOBiIb Kili€eHTa. BaxkauBo, 1100 BU CIOYATKy Maju
JIOCTaTHBO 1H(OpMaLllli, Ha KIH 3MOXkeTe OyAyBaTH CBO€ TiayMaueHHs. OTxke,
OYEBHJIHO, 1110 TOTPIOHO OyTH 00EpPEKHUM, BAKOPUCTOBYIOUH HABUUKHU
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HIoaHCyBaHHs. [lepexoHaiTecs, 110 BU YBOKHO BUCITyXaIl KJIIEHTA, ISP HIXK

BUKOPHCTOBYBATH HABHYKH HIOAHCYBaHHs. KOJIM BU BUKOPHCTOBY€ETE HABUIKU

HIOAHCYBaHHSI, B TaKOX MIOBUHHI MOUTUTHCS CBOEIO 1HTEpIIpETAIli€to, moo Te,
110 B TOBOPHUTE, 3ATHINAIOCS BITKPUTHM JIJISl aIbTEPHATHBHUX TTOSICHEHb.

Hacuigku Ta HeOe3neKH HAATO PAHHLOI iIHTeprpeTamii:
- Bingpmumii puzuK MOMUIIOK
- BigMoBa ki1i€HTY B HaJlaHHI MOKJIMBOCT1 BUCJIOBUTH BJIACHY 1HTEPIPETAIliIO

- Pusuk TOTO, 110 KIIEHT BIAXUIUTH Ballly IHTEPIPETAIIil0, TOMY 1110 JOBIPH IIIe
HELOCTATHLO

5.2. Buay HAaBUY0K HIOAHCYBAHHA

Jly1st TOTO, 1100 3aMPONOHYBATH KITIEHTY HOBUH KOHCTPYKTHUBHUI TOTJIS Ha
Horo mpo0OieMy Y CUTYaIliro a00 OTPUMATH HOBE PO3YMIHHS, €proTepareBT
MOBUHEH OYTH B 3M031 JIETaIi3yBaTH T€, MPO 1110 MOBigoMIIsI€ KiTieHT. Tpeda
OBOJIO/IITH HABMYKAMHU HIOAHCYBaHHs. Sk 11e MOkHa 3poOuTn? SIKi 11e HaBUYKH
HIOAHCYBaHHSI?

HacrynHi THIIM HABMYOK HIOAHCYBAHHS Oy/ie 00roBOpPEeHO HMKYe:

o BiarinkoBa emmnaris
e Koudponraris
e [lo3uTHBHE MUCIEHHS

o CaMOpo3KpuTTS

5.2.1. BinTinkoBa emMnarisi

Emmnarist — 11e 34aTHICTh PO3YMITH 1 pO3AUIATH MOYYTTS 1HIIOT JTFOAUHH.
Bukopucranss BiATiHKOBOI eMIAaTii 03Ha4yae, 0 BU CIIOYATKY IPUEAHY€ETECS
710 KJTIEHTA Ta JJEMOHCTPYETE PO3YMIHHS TOTO, TIPO IO BiH MOB1IOMIISIE (TPOSB
eMIarii), ajie MoTiM BU JJA€TE CBOIO IHTEPIPETAIIif0, sIKa e TPOXH Jaji, HiX Te,
10 BaM CKa3aB KJII€HT (HI0aHc). BiaTiHKoBa eMmaTisi J03BOJISIE€ TEPANIEBTY
BUSIBUTHU PO3YMIHHS Ta TJIMOIIIE PO3YMIHHS TOTO, 110 BiIOYBAETHCS B KIIEHTI.
[HTEepnpeTaltii, sAKUMH TEPaNeBT AUIUTHCA 3 KJI1EHTOM, JalOTh OUIBII TOCTPUI
a00 OUTbII KOHCTPYKTUBHUM MOTJISA HA MTPOOsIeMy. YBa)KHO CITyXalouH KIII€HTa,
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TEpaneBT MOXKE BUKOPUCTOBYBATH KOHTEKCT PO3MOBI/II KJIIEHTA Ta TE, 110 BiH
3Ha€ 3 MONEPEAHBOI0 KOHTAKTY, KOJIM BiH IHTEPIIPETYE.

Ha Bigminy BiJx BUukopucTtanHs KoHGpoHTaii (nuB. 5.2.2. Kondponrartis), 3a
JIOTIOMOTOI0 HIOAHCOBAHO1 €MIaTii IHTepIpeTallis, IKOI0 €proTepaneBT AITUTHCS
3 KJIIEHTOM, € TIEBHUM YMHOM po3Mi3HaBaHo10. KitieHT Moske OyTH 3MBOBaHMIA
a00, MOKJIMBO, HE AyMaB Ipo L€ TaK, aje Te, 10 BiH TOBOPUTH, 3AA€THCS HOMY
HMOBIpPHUM.

Ilpuxnao: 0o éac nputiuio KicHm i po3noe6ie npo mpyoOHoOui y
N cmocynkax i npo empamy pobomu. Buxopucmosyrouu 8i0minKogy
emMnamiro, 8u NPONOHYEmMe THWUL NO2JISI0 HA MY Jc npoodemy (mpyoHowi 8 1o2o
CMOCYHKAX T wacms Oymu pazom 3 OPYICUHo0): « A po3ymito, wo ysa cumyayis
o éac nenpocmay. (Emnamis) « Bu ckazanu memi, o 0CmaHHim 4acom
yacmiwe ceapumecs 3i C80iM NAPMHEPOM I HEWOOABHO BMPAMUNU POOOMY.
30aemwvcs, midic yum € 38 ’a30K... 2 » (HIOaHc).

5.2.2 Konudponrauis

KondponTauis € nocunenoro Gopmoro BiaTiHKOBOI emmnarii. [1ig yac
KOH(POHTAI] iHTepIpeTallii, 3po0JeH] TepaneBTaMu, € AajieKi BiJl TOTO, Ha IO
ouikye Ki1ieHT. OCHOBHA M€Ta — 3aJIyYUTH KJII€EHTA IO HOBHUX 1 KOHCTPYKTUBHUX
ysiBieHb. KoHndpoHnTanis iHo11 Moxke OyTH IIOKYIOUYIO JUIs KiTi€HTiB. Bu naete
TaKy 1HTEpHIpeTaIlito, sKkoi BOHU He ouikyBaiu. KoHdpoHTaliis Mae Ha MeTi
MPEJACTABUTH KJIIIEHTY 1HIIIE Oa4eHHs ce0e YU CBOr0 OTOYEHHS, 1100
3aMpoINOHyBaTH 30BCIM IHIIUH MOTJISA] Ha MPOOJIEMHY CUTYALIIIO.

Koamn nounisibHo BukopucroByBatu konpponrauiro? Kondponrariis €
XOPOIIOIO 1/1€€10, KOJIH:

KiieHT He € yecHUM, IPECTaBISAI0YH BJIACHY CUTYallil0 UM BIIACHE
(GYyHKIIIOHYBaHHS.

KiieHT npencrapisie cebe He TaKUM, SIKMM BIH € HacpaBi (HaATO
MTO3UTUBHUM/HETAaTUBHHM ).

KnienT ynukae curyariiit abo npeameTiB, sKi BaXKJIMBI JUIs Tepartii.

3BEpHITH yBary, 1mo KOHGPOHTAIIiS HE MAXOAUTH JIJIsl TOYaTKOBOTO KOHTAKTY 3
KJIieHTOM. BoHa BUMarae MIiIIHUX JOBIPYMX CTOCYHKIB. SIK eproreparnesT, TaK 1
1HII1 (paxiBIll MOBUHHI 311MCHIOBATH KOH(GPOHTAIlIIO CIIOKIMHUM, JAUIOBUM Ta

53



Rt Co-funded by the
Hasunuku HIHOAQHCYBaHHA ** : Erasmus+ Programme

ol of the European Union

BIICBHEHUM TOHOM. B1 MOBHHHI MPOAEMOHCTPYBATH, 1110 IPUIMAETE KITIEHTA,
HaBITh SKIIO BaIlla JyMKa MIPOTUCTOITh HOTO JyMIII.

HagiTh KOJIM KJIIEHT TOBOPUTH CyTepewsiuBi peul (po301>KHOCTI), KOH(POHTAITis
MOYE CIIPaIIOBATH.

ITPUKIIA/] 1: Knienm orcuge cam 80oma, ane Cmeepo;Cye, wo npacHe
N Oinvuwe coyianvbHoeo konmaxkmy. 11io uac posmosu eu bauume, wo GiH He
Xoue UX0OUMU Ha 8YIUYI0 YU nepeixcorcamu 00 OYOUHKY ePYNOBO2O
npooicueans. /s eac Ak epeomepanesma, modxice 6ymu KOPUCHUM 8KA3AMU
KIIEHMY HA Y0 HeGIONOBIOHICMb.

HEIIPABUJIBHO: «Ane s 6u Hacnpasoi He Xxoueme 8uxooumu Ha 8yauyro!»

IIPABUJIBHO: «A po3ymiro, wo eawa cumyayisi Henpocma. Bu kasxceme, wo
AHCAXIUBO YLNUL OeHb OYMU 800MA OOHOMY, Ajle 8U, 30A€EMbCA, He badxcacme
3HaAUmMU anbmepHamueu? »

ITPUKIIA/] 2: Knienm i3 6YOUHKY RiOMPUMYIOU020 NPOAHCUBAHHS DilbULe
N He bauums c6010 O0HBKY. Bin kaswce, wo binbuie e xoue CRIIKY8amucs 3i
CB0O€I0 00YKOIO, ale Ha MmepanesmuyHoOM) Ceanci bazamo 208opums npo Hei. /na
8ac sk epeomepanesma, mModice Oymu KOPUCHUM 8KA3AMU KIIEHMY HA Y10
HegIONnoGIOHICMb.

HEIIPABUJIBHO: «A oic bauy, wo éawa 0ouxa eam nebatioyxca. Bu nocmitino
npo nei 2co6opume!»

IIPABUJIPHO: «Bu 2oeopume, wo ne xoueme Oiivbule CRIIKYBAMUCS 3i CBOEIO
O00HbBKOI0, ane 5 Yyl0, Wo 8uU 2080pume npo Hei bazamo? »

Konu xnienT HeoomiHIOE cede, KOHPPOHTAIIISl TAKOXK € XOPOIITUM IT1IXO0M.
[HO/M1 BM MTOBUHH1 CTBOPHUTH IS KJII€EHTA MOYKJIUBOCTI, 1II0O BIH MIT TOOAYUTH
CBOI CWJIbHI CTOPOHHU Ta MaTH OLJIbIII TO3UTUBHUM MOTJIsiT Ha cede. Lle Mmoxe
OyTH IIIHHUAM JIJIs TIOJIOJIAHHSI HOTO TPYIHOIIIIB 1 TIONIYKY BUPIIIICHHS TIPOOIEM.

ITPUKIIA/] 3: Konu knienm xoue 6ymu Oinbld HEe3aNeHCHUM Y NAAHT
N 0027150) 3a coO010, ajle Kadce, Wo OLibule He MOdCe NIKTYBAMUCS NPO
cebe. Bu nam'amaeme, wo 06aoysamo xeunun momy 6iH po3nogioas npo
MOMEHM, KOAU XO0U8 Y MA2a3uH 3d s10IYKAMU.

HEIIPABUJIPHO: «He 6pewims. Bu mosiceme noobamu npo cebe. Bu nedaeno
xoounu 8 mazazum!y
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IIPABUJIBHO: «A po3ymito, o 8am Hele2Ko nputiHamu, uwjo Xmocb 00nomMazac
8am mMumu 80110ccs. Ane s uyio, wo 8u éce wje modiceme pooumu 0esiKi
NOBCAKOEHHI CNPAUu camocmiuno. Bu 3eadanu, wo HedagHo X00UIU 8 MA2a3uH
3a AoayKamu? »

Bnpaga: Sk eprorepaneBry BapTo BigpearyBaTu y HACTYIHIH
% curyamii?

[Tirep mepeOyBae Ha eproTepaneBTHYHIN KOHCYIbTAIlT y TICHXI1aTPUYHIHN JIIKapHi
3 MPUBOY HapkoMaHii. BiH Ha mpaBWIBHOMY NUIAXY, 1 Iparde uyepes3 3 micsill
YKUTHU B CBO1M KBapTHUP1 3 0OMEKEHOIO MIATPUMKOIO. AKTUBHICTb, IKY BiH
MPAKTUKYE 3 €PrOTepareBTOM, — I HacaMIlepel HABUIKU BEACHHS JOMAITHBOTO
rOCIIOIapCTBA, TaKi K MPUTOTYBaHHS 1Ki. OJHAK MPOTITOM OCTAHHBOTO THUXKHS
BIH HE BCTA€ 3 JIKKA 1 Kaxe, [0 «y HhOr0 HEMa€e MOTHBALII1», 1 BBAXKA€ BCe
HAJTO CKJIaTHUM.

JlaiiTe BiAMOBIAb HA HACTYTIHI MUTAHHS:
A) Skuii miaxia Kpaiie BUKOPUCTATU: BIITIHKOBY €MIMATii0 UM KOHPPOHTAI10?
B) Yomy Bu 0Oupaete came miaxin?

C) HameniThb kibka NpUKIIAIIB TOTO, 110 BU K eproTeparneBT ckazaiu 0 [litepy.

5.2.3. Ilo3uTNBHE MHUCJIEHHHA

IMo3uTHBHE MUCJIEHHSI 03HAYAE, IO EPrOTEPANCBT BUCTABIISIE TIEBHI aCTICKTH,
SIK1 KJIIEHT BBa)KaB MPOOJIEMHUMH, Y BUT1THOMY CBITII. 3T1THO 3 ACSTKUMH
crocobamMu BUKOPUCTaHHS KOH(PPOHTAaIlii, ME€Ta MO3UTUBHOTO MUCIICHHS
MoJIsiTa€ B TOMY, 1100 MiABECTU KITIEHTA A0 OUIBII MMO3UTUBHOIO CTABJICHHS JI0
cutyarlii. Konu KIi€HT Ma€e OsSICHEHHS CBOET MOBEIIHKY, KA, HA JYMKY
TepareBTa, € TMCPYHKIIIOHAIBHOIO, 1€ MOKHA 1IHTEPIIPETYBATH K CIIPOOY
MTO3UTUBHOI'O MHUCJIEHHS.

ITo3uTHBHE MUCJICHHSI MA€ KUIbKA (PYHKUIIM:
[lepa ¢yHKIs 1€l cTpaTerii — 3MIHUTH HETaTUBHUM 00pa3 KilieHTa mpo ceoe.
Hpyra pyHKIlIsSI — HIOAaHCYBaTH MPOOIIEMY.

TpeThoro PyHKITIEI0 TO3UTHBHOTO MUCJICHHS € KOMITCHCAIIiS BIUTUBY IIIHHOCTEH
1 HOPM Yy CE€pe/IOBHIIIL.
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O ITPUKIIAJ] 1: Knicnm Oinvute ne Modice WBUOKO PyXamucs uepes

N namonoaii nudsicHix Kinyigok. Ane Koau 6iH uUX00UmMb Ha NPO2YIAHKY, MO
ni0 Yac NOBLILHOI X00U MAE MONACIUBICIb 0eMATbHO CROCIMEPI2AmU 3a MUM, W0
8i00ysacmuvcs Haskono. Bu mooceme cxazamu knienmy: «A pozymiro, wo
Xooumu nogiIbHO 8aM He N000bAEMbCs, ajlle menep U cnocmepizacme 3a
OpioHUMU Demanamu y cepedosuwyi nio yac xoo0vou. Bu nasimo 6auume me,
4020 51 He 6ayuey.

ITPUKIIA/] 2: Knienm suxyproe wjoons 20 cueapem, aie Mae xeopi

N seceni. 3 mouku 30py 300po8's, nanumu — ye no2ana ioes. Ane ona moeo,
Woob suKypumu cueapemy Kii€Hmy nompioHo npoumu 08a KOpuoopu Ha Kpicii
KOJLICHOMY, W0 CIUMYTIOE M s3U pyK. Bu mooiceme ckazamu knienmy. «A
PO3YMiI0, WO 8U XOUeme KUHYMuU namumu i Wo ye Heaeesko. 3apas 6u UKyprocme
20 cueapem na oenv, a ye meHuie, HidC Micayb momy. Bu nomivanu, wo,
BUX005HU HA O8ID, W00 BUKYPUMU CUAPEMY, U MAKOIC MPeHyeEme M 's3uU pyK?
Yu maro s payiro, AKWO CKAHCY, WO 8U He XOMLIU cioamu 8 Kpicilo KOJliCHe
RIBPOKY MoMy? »

Bnpasa: onuwims npuxiao (npo ceiti 00c8io 60oma uu nio 4ac 81acHoi
N npakmuku, ...), Koau 6y10 6 KOPUCHO BUKOPUCAMU NOZUMUBHE
mucnenns. Cnpobyiime inmezpyeamu yeti acnekm y C8iti NpuKiao.

5.2.4. CaMOpO3KpHUTTH

CaMopo3KpUTTS O3HAYAE, III0 EProTEPareBT AUIUTHCS ISSTKUMHU BIACHUMU
BpPaXCHHSIMH 3 KITIEHTOM. TepaneBT AUIMThCS MPUKIIAaMH 3 BIIACHOTO JOCBIAY,
CXOKMMHU Ha T1, III0 pO3MOBiae KIie€HT. BaxxinBo, mo06 mpu oMy
eprorepaneBT OyB BIAKPUTUM 1 YECHHUM.

31aTHICTH 10 CAMOPO3KPHUTTS BUKOHYE KijibKa QyHKUii y pO3MOBi:

[To-mepirre, e JomoMarae KiIi€HTy Kpalie MO3HAHOMHUTHUCS 3 TEPAIEBTOM, 1110
3MEHIIY€E TUCTAHIIIO MK €proTepareBTOM 1 KJIIIEHTOM 1 MOYKE€ IMOKPAIIUTH
AKICTh IXHIX CTOCYHKIB.

Jlpyra ¢pyHKIlis BUKOPUCTAHHS CAMOPO3KPUTTS MOJIATAE B TOMY, III0 BOHO MOXeE
JIOTIOMOTI'TH KJTI€EHTY BUCJIOBUTH CBOT NMEPEKMUBAHHS. 3aBASKH CAMOPO3KPUTTIO
KJIIEHT 3HA€, IO BIH HE €UHUM, XTO BIIUYBa€ 111 IPOOIEeMHU.
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Tpets GyHKIIIE CaMOPO3KPUTTS B €proTeparii Mmoyisrae B TOMy, 0 KJIEHT MOXKe
0ayuTH CBOTrO TeparneBTa sK Mpukiaa. Konu TepaneBT JUUThCA ASSIKOIO
ocobucTor iHpopMmallietro, TO 1€ Oy/1e CTUMYJIIOBATU KITIEHTA POOUTH T€ CaMe.

[Ipuknan: KO KIEHT O0ITHCSA MPOCUTH PO JOMOMOTY, 00 iCTAaTH CBIi OJT
13 madu, TepaneBT MOXKe MOAUIUTUCS ICTOPIEIO PO T€, KOJIU y HHOTO OyJjia HOTa
B T1IIC1, 1 HOMY JOBENIOCS MPOCUTH APYKUHY MPO JOTIOMOTY.

5.3. IlommpeHi MOMIWIKHA HIOAHCYBAHHS

5.3.1. 3a0araro BiaTiHKOBOI eMMAaTii

SIKII0 BM BUKOPUCTOBYETE 3aHAATO Oarato BIATIHKOBOI €MMarTii, KIEHT MOXe
3aryoutucs y 1 iHdopmarii, siky BM Hajgaere. BaximBo qyxe o0epekHO

HOB’HBYB&TI/I CBOI HIOQHCH 3 THUM, IIIO BaM KaxK¢C KJIi€HT, 1 4ITKO 1X MOSICHIOBATH.

5.3.2. 3s10B:)kMBaHHA 200 MepeAYacHe 3aCTOCYBAHHSA KOH(PPOHTALIT

SIK1II0 BU BUKOPHUCTOBYETE KOH(POHTAIIIIO 3aHAATO paHO ab0 HEMPAaBWIBHO, I1€
MO’K€ BIAIITOBXHYTH a00 pO3131UTH KiieHTa. /[t Toro, mo6 BUKOPUCTOBYBATH
KOH(POHTAIIiI0 B eproTeparii, MiX T€pareBTOM 1 KJIIEHTOM ITOBUHH1 OYTH CHUJIbHI

JIOBIpY1 CTOCYHKH.

5.3.3. llpunuun Hoanianun

Ipunmun [ostianam — 11€ TEHEHIIIS 3BepTAaTH yBard Ha MPUEMHI pedi OiblIe,
HDK Ha HempuemHi. HaaMmipHuil akiieHT Ha MO3UTUBHOMY MHCJIEHHI CTBOPIOE
HEOE3MeKy TOro, M0 KIIEHT PO3BUHE HAJITO MO3UTHUBHUM MOTJISA] Ha BIACHY

cuTyallio 1 3a0yjie mpoOJieMH, SIK1 BiH XO0U€ BUPIIIUTH.

y

® Sxmo Oaxaere Ouibine gizHathch npo I[MpuHmun IMosstiannm

3aiiiiTh 32 HACTYNMHMM  MOCWiIaHHSAM  Ha  YouTube:

https://www.youtube.com/watch?v=5ZM4leGLZYw
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5.3.4. 3ananTo 0araTto CaMOpPO3IKPUTTH

OcrtepiraiiTecst HAIMIPHOTO BUKOPUCTaHHS CAMOBUKPUTTS. Lle Moke BUrnsgatu
Tak, HIOM BH IPUMEHIIy€eTe MpodieMy kiieHTa. Kpim Toro, e Moxxe nmpu3BecTu
710 TOTO0, IIO MiJ Yac TepareBTUUYHOTO CEaHCy BU TOBOPHUTE MPo cede Oubliie, HiXK

PO KJII€EHTA.

Yu BapTo
BMKOPWUCTOBYBaTH
HaBWYKM HIOAHCYBaHHA?

Y1 LbOro 4OCTaTHLO

3BepHITh yBary, M0 BUKOPUCTaHHS HAaBHYOK HIOAHCYBAHHS 3aJIe)KHUTh Bij
JOBIPYUX CTOCYHKIB, SIKI BU MA€TE 3 KJIIEHTOM, Ta BiJl TOTO, SIK JIOBIO BU 3HA€ETE
kiieHta. KpiM TOro, 3BepHITH YyBary, IO 1€ MUTaHHSA OalaHCy: He
BUKOPUCTOBYITe HAaBUUKHM HIOAHCYBAHHS 3aHA/TO Majo, ajie 1 He 3JI0BXKUBaMTe

HAMUA!

5.4. Ilopamm Ta migkasku s e(PeKTHBHOrO TePANeBTHUYHOIO
miaxomy
Ha 3aBepiiieHHsI 11i€1 TJIaBU MU HaBEJIM KUJIbKA TTOPAJI 1 MiIKA30K.

[.  BukopucroByiiTe eMmnaTito OubllIe, Hi’K BIATIHKOBY €MIIATIIO.

II. Tlepexkonaiitecs, 10 BH JOCTaTHBRO BHUCIYyXajld KJII€HTA, TMEPII HIXK

BUKOPHUCTOBYBATH HABUYKH HIOAHCYBAaHHS.

III.  Skimio kIi€HT Ma€e HETaTUBHY CAMOOIIIHKY, CIPOOYWTE CKEpyBaTH PO3MOBY

y TIO3UTHUBHE PYCJIO.

IV. He 6ititecs kondponTaitii. Ile Moxe BIZKpUTH HOB1 IEPCIICKTHUBH.
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V. byzabte obepexHi npu koHpponTanii. [logymaiite npo Haciiaku, sKi BOHA
MOXKE€ MaTH JJsl TepalneBTHYHUX CTOCYHKIB. UM Balli CTOCYHKH € BXKe
nosipuumu? Criouatky Tpeba MoayMaTH MpO MOXKIMBY PEAKIIO KI€HTa

nepes BUKOPUCTaHHSAM KOH(GPOHTAIII.
VI. 3aoxouyiiTe KJIi€HTa MIPOJAOBXKYBATH AUTUTUCS CBOIMHU TYMKaMH.

VII. TIlepekonaiiTecs, mo y BallOro KII€HTa € JOCTaTHbO wYacy, 0100

BiJIpearyBaTi Ha HABUYKHU HIOAHCYBAHHS, SIKI BU BUKOPUCTOBYETE.

VIII.  P0o3yMHO BUKOPHUCTOBYWUTE CAMOPO3KPUTTS. BH HE MOKETE TOBOPUTH JIUILIE

po cebe.
[X. Tpumaiite BiaacHi eMOLil MiJ KOHTPOJIEM.
X.  3BepHITh yBary Ha eMOLIHHY peaKLiio KJII€HTIB.
XI.  3BepraiiTe yBary Ha €eMOI[IliHY BIANOBIAb KIIEHTA.
XII. He HamkoapTe KIIEHTY.

XIII.  ITam’sTaiiTe Ipo BILIMB HABUYOK HIOAHCYBAaHHS.

5.5. Orasn
HaBu4YKHM aKTHBHOIO CJOYXaHHSA HaBuukn HaBuuku
pery/JlOBaHHS HIOAHCYBaHHSA

HeBubipkosi Buoipkosi ITouyaTtox BiaTiakoBa

HABHYKH CJIYXaHHSI HABHYKH pPO3MOBH eMIaris
CJyXaHHS

Bupaszu o6mmyus [TocTaHoBKa [ToBepHeHHS Kondponraris
3alIUTaHb 0 MMOYATKOBUX

e
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6. IlomupeHi NOMUIKH, OB'sI3aHI 3 IHTEpIIpPeTALIEI0

Y upoMy po3auti Oyae MOJAaHO OIJIsi MOLIUPEHUX MOMWJIOK Yy CHUIKYBaHHI,

OB’ SI3aHUX 13 MUTAHHSAM 1HTEpIpeTaLii.

Yomy came 11eit po3ain? Sk BUIHO 3 MONMEPEAHIX PO3ALTIB (TOJOBHUM YHHOM Y
po3auiax 2 1 5), BaXIMBO OyTH OOCPEKHHUM 3 1HTepHpeTalisMu. Pi3HHUI Mk
CIIOCTEPEKEHHSIM Ta IHTEPIPETAIIEI0 € BAXKIMBOIW. 3HAYHA YaCTUHA T1BOTHUX

KaMEHIB CIIJIKYBaHHs OB’ s3aHa 3 MpoOjeMaMu 1IHTepIpeTarii.

Hame cnpuitHATTS Ta 1HTepmpeTaiii 3HAYHOK MIPOI BHU3HAYAIOTh, SIK MH
MOBOJIMMOCS, a CIPUIHATTS Ta IHTEpIpETallis HAIIOl MOBEAIHKU 1HIITMMH TaKOXK
BHU3HAYAIOTh, IK BOHHU pearyBaTUMyTh Ha Hac. OTKe, TOMUIKH Y CIIPUHAHATTI Ta
IHTepHIpeTaIii MOXYTh MPHU3BECTU IO CEPUO3HHUX MPOOJIEM y CHIJIKyBaHHI Mk
mobMu. To/l BUHMKA€E PO3PUB MK THM, III0 Ma€ Ha yBa3l OJIHA JIFOJAWHA, 1 TUM,
110 po3yMie iHmia. [[{o6 3amo0irtu Takum mpodaeMam, BaXKJIMBO YCBIJOMUTH, SIKi
(dakTopu BIUIMBAIOTH HA Ballle CIPUUHSATTS Ta 1HTEPHpETallii, 1 SK BU MOXKETE

YHUKHYTH TaKHX ITOMHIIOK.

6.1. dakrTopu, 0 BILVIMBAKTH HA MPOLEC CIPUHHATTH Ta
iHTepnperamii

Icaye pizHMIST MK (akTopamu, MO CTOCYIOThCS BJIacHE cutyarli (hakTopu

KOHTEKCTY), (hakTopaMH BIJIIPpaBHUKA Ta (pakTopaMu oep>KyBaya.

6.1.1. KontekcryauabHi pakropu

[cHyIOTB pi3HI KOHTEKCTYyalbH1 ()aKTOPH, SIK1 BIUNIMBAIOTHh HA MPOLIEC CIPUUHATTS

Ta IHTEepIIpeTallii.

daxkTopu Qi3HIHOrO cepe0BHIA
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KonTekcryanpHi hakTopu MOXKYyTh OyTH MOB’sA3aH1 3 (PI3UYHUM CEpPEOBHILEM,
HaMpUKJIal: MIyM TPaHCIOPTy, MOraHa aKycTHKa a0o TMOCTIMHUN A3BIHOK

TenedoHy, BiIBOJIKAOY1 (aKTOPH, K1 3aBAKAIOTH BaM 30CEPEIUTHCS.
€ 1 1H11 (haKTOpH, K1 MOXKYTb 3aBaKaTH.
HasiBHICTH CTOPOHHIX 0Ci0

Sxio BM 3HAETE, MO 1HIN 0COOM MOXYTh Bac MOYYTH, BU 1HOZI HE BiAU4yBaeTe
cebe JOCTaTHLO BUIBHUM, 100 TMOYAaTH OCOOMCTY PO3MOBY 3 KHMOCH.
[ToBimomiieHHsI, HAAICIaHI B TaKii CUTYyaIlii, HE MOBHICTIO BHUCBITIIOIOTH 3MICT
po3MOBH a00 Hamipu (MPUHAWMHI OJHOTO 3) MapTHEPIB. SIKIO MPO I 3HAIOTh
00uIBa CIIBPO3MOBHHMKHU, HIYOTO CTPAIIIHOTO HEMAE, ajie 1HO/II BU HE 3HAETE, 110
nei (axt Biairpae cBow poib. To/l MOXKXYTh BUHUKHYTH HETIOPO3YMIHHS uepe3
Te, IO 1HTepIpeTallisl OJHIel 0coOu («Tak BiH JIyMae Ipo 11e») HE BIANOBIIAE
HaMipaM 1HIIO1 («5 He MOy 3apa3 cKa3aTH BCey). 3arajioM, YuM O1IbIl 0coOuCTa
TE€Ma PO3MOBH, TUM O1JIbIlIa HMOBIPHICTS, 1110 LeH (akTop 3irpae posb. CTymiHb

HE3PYYHOCTI TaKOX 3aJICKHUTh BiJl CTaTyCy Cilyxaya.

O Hanpuxnao, sxwo eaw euxnaday npucymuiil npu po3mosi, mo 6u cmacme
> : "

OLNbW HANPYICEHUM, HINC KOIU NPUCYMHIU 64l OOHOKYPCHUK, SKUO

NPUCYMHSL He8IOOMa 0co0a, MO HANPYHCEHHS € OLIbUUM, HINC KOJIU NPUCYMHILL

XMocsb, K020 6U 3HAEME.
Tuck yacy

Konu Bu mpwuitmaeTe iHpopMalliro B yMoBax 0OMEKEHOTO 4acy, BaM 4acTo He
BJIA€THCS BIJIPI3HUTH TOJOBHE BiJ JOTUYHOTO. TakKoX CYMHIBHO, IIIO BH OJpa3y
TOPKHETECS HAMBaXJIMBIMIMX MOMEHTIB, HaJawoud 1H(doOpMalilo B yMOBax
nedinury vacy. [Ipore iHma ocoba mporo yekae! MakTop yacy TakoX BiAIrpae
BOXJIMBY POJb y CUTYaIisX CHUIKYBaHHS, K€ TPUBA€ TaK JIOBro, IO HACTaE

BTOMA. Lle poOUTh r0JIel MEHII CXWIBHUMH TOTPUMYBATHUCS CBO€I MOYATKOBOL
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TYMKH, 1 BOHH OLTIbII CXWJIbHI poOuTH mpumyuieHHs. Lle Takox Mosxe BILTUHYTH

HA CIIPUUHATTA.

Jlyia BCiX TpbhOX 3ragaHux ()akTOpiB BU MOBHUHHI HaMaraTucs YHUKHYTH BIUIMBY
nepepuBanHs. llepepuBaHHS pPO3MOBH YAaCTO MOXKHa MepeadauuTd Ta

N YHUKHYTH.

Axwo 30aemuvcs, wo nepewkoou npucymHi nio 4ac po3moeu, 3a38udail MOX*CHA

BAHCUMU 3aX0018, WOO KOHMPOIIOBAMU iX GNIUS.

O AKuo 6u nomMimunu, wjo 6am He 8UCMAYAE Yacy, Wob YBANCHO BUCTYXAU

IHWLY IOOUHY, 8U MOdceme 3anponoHy8amu NPUHAYUMY THULY 3yCmpiy.

O Axwo eam nocmiiino 3asadxcaroms mene@oHHi 038iHKU aO0 CMOPOHHI

ocobu, am 8apmo npo8oouUmu peadilimayitiHull Ceanc 8 IHUoMYy Micyi.

6.1.2. ®akTopu BiANPaBHUKA

€ kubKa PakTopiB, K1 MOKYTh CIIPUUMHUTH CIIOTBOPEHHS MOBITOMJICHHS CAMUM
BignpaBHUKOM. Toai oxepxKyBauy Oyne Ay’ e BaKKO 3°5ICYBaTU MPaBHIIbHE

3HAYEHHS MOB1IOMJIEHHS.
BinnpaBHuK X04e npuxoBaTu iHpopmaniro

Toif, XTO BIAMOBIMAa€ Ha 3aMWTAHHSI, HE XO04Y€ AUIATHCA I1H(MOPMAIED i
HaMaraTUMEThCS TOBOPUTH TakK, III00 TEpareBT BBa)KaB, [0 OTPUMAaB 3aJI0BUIbHY
BiMOBib. To/l BIH MOYK€ BUCBITJINTU JESKi €Tajl Ta YIyCTUTH TOJIOBHE, a00

JlaTH HETIOBHY YM PO3ILJIMBYACTY BiJIMOBiAb. Lle MOXxe BBeCTH MnpuiiMadya B OMaHy.
BinnpaBHuK He 3HA€ TOYHO, III0 BiH X04e/Ma€ CKAa3aTH

Bu ne 3aBxau maere chopMylibOBaHy 1 UITKY BIAMOBIIb, KOJU Bac WIOCh
3aMUTYIOTh. [HOJI XTOCK IITyKae BaIoi AyMKH 3 TIPUBOY MPOOIEMH, HA/T IKOIO BU
HIKOJIM HE 3aMHCITIOBAIIUCS 1 HE Ma€Te KOHKPETHOT AYMKH. SIKIIIO BU HaMaraeTecs
chopMysIrOBaTH  BIJTOBiAb, ajie He Oakaere JIEeMOHCTPYBaTH BIIACHY

HEBIIEBHEHICTh, BM 1HOJI T'OBOPUTE IIOCH 30BCIM 1HINE, HDXK T€, IO XO4YETe
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ckazaTtu. Bama icTopist Takok MOXe CTaTH HETOCIiJOBHOO, CYTIePEUINBOIO 200

PO3ILTUBYACTOIO, 10 YCKIIaIHUTh PO3YMIHHS BaIlIOi PO3IMOBIIL.
BinnpaBHuK ay:xe 3aiHATHIA CO0010

MoXyTh BHHHKHYTH CHUTYyallli, Koau ocoba Oinbine crypOoBaHa co0o0ro, Hik

YITKUM (POPMYIIIOBAHHSAM CBOiX JYMOK.

O Ilpocmo nooymatime npo cumyayii, Koau 8u Oyaice Hanpyoiceri (icnum), abo
‘ : :

npo cumyayii, Koau 6u Ccopomumecs, GMOMIeHI Yu Xeopi, abo eam

nOMPIOHO 30CepedumuUcs Ha CKIAOHOMY 3a80anHi. [H0OI eu pozymieme, wjo

CKA3aIU WOoCb 308CiM [HULe, HIdNC MAU HA Y8A3l HACNPABOI.
BinnpaBHUK roBopUTH iHILIO MOBOIO, HiZK O/I€P:KyBay

Skmo Bu Xouere, MmO Balie IOBIJIOMIICHHS CIpUHAMAaoOcs 100pe, BaMm
JOBEAETHCS aJaNTyBaTH BUOIp CIIB, CTPYKTYPY PEUYEHb 1 MPUKIIAIN A0 «CUCTEMHU
KOOPJIMHATY» 1HILOI JIIOJAUHM, O CBITY ii AYMOK, MOYYTTIB 1 NEpEKUBaHb. SAKIIO
BU IIOTO HE 3pOOUTE, 1HIIIA JIFOIMHA TTOYYE Ballly PO3MOBY, aje HE 3p03yMie€ Bac.
Bu nomiuaere 11e, Hanpukiaa, KOJIU PO3MOBIISIETE 3 ITHMH 200 JIFOIbMU 3 1HIIIOTO
cepenoBuila 4u KyabTypu. [1oTpiOHO 3p00UTH BCe MOKITUBE, 1100 IEPEKOHATHCS,
110 BaIlle MOBIJJOMJICHHSI HAJIAIIITOBAHE HA «XBIITIO» 1HIIOL TFoAuHH. CIOIM TaKO0XK

Bi)IHOCI/ITBCSI BUKOPHCTAHHA Kaprony.

O Hanpuxnao, xomn’tomepuuii excnepm, sSKuti 2080pumev Npo «CRALAXY,
3 . . :
MeOuK, SAKull 002080pO€ 3 KIIEHMOM OIA2HO3 «aneHouyumy, aoo
oyxeanmep, AKUU BUKOPUCMOBYE maxutl MepMiH, AK
«NIIAMOCHPOMONCHICMBY Y PO3MOBI 3 KlicHmom. Knienmu 3azeuuail He
3HAOMb, WO O03HAYAIOMb Yi C108A, ajle He HABANCYIOMbCA NONPOCUMU
NOSCHEHHs, MOMY Wo Oymaromo (inmepnpemayis), wo ix npuimyms 3a

Hegienacie i OypHie. Toil, Xmo BUKOPUCMOBYE Yell HCapeoH, NiOMBEePONCYE,

WO BiH € UNeHOM 0COONUBOL 3aKPUMOI CRIIbHOMU.
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6.1.3 ®akTopu oTpUMyBaya

Psin akTopiB TakoxK BiZirpa€e poJib 31 CTOPOHM OJIepKyBaya 11010 CIPUNHATTS Ta

IHTEpIIpeTallii MOBITOMJIEHb, SIKI 1HIII TPAHCIIIOIOTh.

OnepxyBau Hajlae 3HAYCHHS TOMY, III0 BiH cripuiimMae (iHTeprnperye). Ane He K
dboToanapaT 4u 3aMUCYIOUUN MPUCTPIN, TKUM JHIIE 3aMUCy€e. Y B3aEMOJIT MIXK
JTIOABMH CIPUAHATTS Ta IHTEpIIpeTallis 3a3BU4ail HAyTh TUIIY-0-TUTIY: MU OApasy

MaeMO JIyMKY PO T€, 110 CIIOCTEPIraemo.
[Ipuknanu ¢pakTopiB, AKi BIUIMBAIOTh HA HAIIE CIIPUIMHSATTS:
3HaHHSA TA J0CBIX

Mu BBaxkaeMo 3a Kpaiie crnpuiimMatd iHbopmalliro (a00 BHOKpEMIIIOBATH 11 3
MTOBIJJOMJICHHS ), SIKa 3/1A€THCSI HAM 3HAHOMOIO 200 3 SIKOI0 MU BXKE MAEMO JTOCBII.
Mu BBakaeMoO 3a Kpallle IHTepHpeTyBaTH 1HPOPMAIlIIO y BIJIOMOMY HAMpSIMKY.
Komn wmm chopuiiMaemo QakTd YW TOTNIAIM, SKi CylepedaTh BIACHOMY
MOTIEPETHHOMY JIOCBIJIy Ta TIEPEKOHAHHSM, II€ CTBOPIOE JIJISI HAC HAMPYTY, SKOI

MU XOYEMO YHUKHYTH.
HouyrTst

Konu Bu BiguyBaeTe cebe KOMPOPTHO B CUTyallil, BU MOMIYaeTe 1 CIpUiiMaeTe
O1bIIIE, HIXK KOJIM BU HaIpy>keH1 a00 HeBneBHEH1. 104y TTs HIOM 3BY>KYIOTh HaIll
norysia. [louyTTa cumnaTii 4u aHTUNATIT 3MYIITYIOTh HAaC MO-Pi3HOMY CIIpUMMAaTH
a0o0 IHTEpHpeTyBaTH Ty caMy IOBEIIHKY pi3HUX JiroAei. Te, 1o BU BBaKaeTe

«IHTEpecaMm» OHIET 0COOH, BH BBAXKAETE «BTPYIAHHIMY 1HIIIO].
¥YBara

Mu 3ocepemkyeMo CBOIO yBary Ha iH(opMallii, HEOOX1HIM I HAIIol METH.

HekopexTHa iHpOpMaIlisi aBTOMaTUYHO BIIXOAUTH HA APYTUHN TUIaH.
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O Hanpuxnao, axwo eéu xoueme kynumu 00se, 8u wacmiwe 6yoeme o6auumu
‘
Mmazazunu 00sey. Bu nomivaeme 3a060pony Ha napKyeanus auuie mooi, Koau

xoueme npunapxy6amucs.
IMornsau, HOpMHU, WIHHOCTI, KyJIbTypa

Mu mBuALIE 1 JIeTIe cripuiiMaeMo 1HGOpPMaIlito, SIKIIO BOHA BIUCYETHCS B HAIILY
cucteMy KoopauHaT. [HQopmarllis, ska HE BIUCYEThCS B HAIl CBITOTIIA,
NPU3BOAUTL 7O HAmpyru (KOTHITUBHOTO JHCOHAHCY). AJKE TOTIM MH
HaMaraeMocsl y3roJuTH 110 1H(OopMalliio 3 HAlIMMU BIaCHUMU norisaamu (Van

Hemert, Poortinga, & van de Vijver, 2007).

Jlerme 3anam'atatu iHpoOpMaIlito, 3 KO BH 3rofH1 ab0 siKa MiATPUMYE Ballly

BJIACHY TOYKY 30DYy.

O Ak nrobumenv poxk-my3uKu 6u wiguoule noMimume peyensito 6 eazemi Ha

)
xkonyepm bproca Cnpinecmina, niswe na Die Zauberflote Moyapma.

VY Hamriil KyJnbTypi € IIIKOM 3BUYHHUM, KOJIM JIBYMHA XOJUTh cama Mo BYJIUII, B
IHIIMX KyJIbTYpax bOMY HAJA€THCS 30BCIM 1HIIIE 3HAUE€HHSI. 3HAUECHHS PYXIB Tl1a

TaKOX MOJKE BIIPIZHATHUCS 3aJICKHO BT KYJIbTYpH.

O Ilpuknao: cmykanua nanvysimu nO CMONY HAMU CHPUUMAEMbCA K
HepBo3Hicmb abo Hemepnaadicmv. Ane Oopociuli KeHieyvb pooumsv ye
momy, wo 6in oymae! (/lesxi iHwi nNpukiaOu HA8eOeHo 6 NonepeoHix

po3oinax.)
MoTtuBanis

VY curyartii, KoJv JIB1 JIFOJAWHY CITyXalOTh T€ caMe MOBITOMJICHHSI, TIPU IIbOMY OJTHA
3allikaBJIeHa y TeMI, a 1HIIa Hi, T00pe BMOTUBOBAHMM cllyXau ClipuiiMe Habarato
OinpIie, HiK HesamikaBiaeHui. Kpim Toro, BiH, MOXJIMBO, BXKE 3HA€ IIPO IIC

Habararo OiJibllle, TOMY y3roJI)Ky€ HOBY 1H(hOpMAIIIIO 3 yKE€ HAIBHUMU JJTAHUMHU.

Hacrpiu
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Bamr emoriitHuMi1 cTaH TaKOX BIUIMBAE HA TE, SIK BU CIIPUHAMAETE Ta IHTEPIIPETYETE.
Konu y Bac rapuuii HacTpiif, Bu Oauute Bce 3 mo3uTuBHOrO Ooky. Kosu Bu B
MOTaHOMY HACTpOi, BH 31e0UIbIIOr0 4yeTe 1 OauuTe peul, SKi BiAMNOBIIAIOTH

[bOMY HacTpoOIoO.
DiznuHui cTal

Bam ¢i3uunmii cTan BIUIMBAE Ha Te, K 1 1m0 B cipuiimaete. L{e crocyerhes He
JIMIIE CUTYAIlii, KOJIM BU IOTaHO OauuTe 4u YyeTe, a i CUTyalliil BTOMH, BXKUBAHHS
JIKIB YM HAPKOTHKIB UM CII’SHIHHA. YC€ € TaKOX MOXE CEpPHO3HO 3aThbMapUTH

CIIPUMHSATTSL.
3axucHi MexaHi3MH

[HOMI 1H(pOpMAITist MOKE (3arpO’KyBaTH) BIUIMHYTH HAa HAC TAKUM YWHOM, 110 MU
XOTUIM O 11 HEe MOYyyTH. Y TakoMy BHUIAJKy, MU HE CIPOMOXHI MPaBUIbHO
00poOuTH 1 BiApearyBatu Ha 1110 1H(opMmalito. Bpaxkae te, 1110 B 11€i1 MOMEHT MU
JIHACHO HE CIIpUMaEMO 110 1HGOPMAIIIIO 1 1THKOJIM JIUIIE MOTIM YCBIIOMITIOEMO,

10 11 HaM B3K€ ITOB1JOMMJIN.

Ha Tte, sx mu crnpuiiMaemo iHQopMallito, BIUIMBae Tak Oarato ¢akTtopiB. Ha
MPaKTHUIli, 3BUYAiHO, BCi Il (HaKTOpW BIAIrpalOTh IMEBHY pOJIb OJHOYACHO,

M1JICUITIOI0YHY BIUIUB OJIMH OJTHOTO a00 CKaCOBYIOYH BIUIUB 1HIIOTO.

6.2. InTepnperaniiiHi YUHHUKHA

[Hdopmaris, sKy MU CIpUIMAEMO Ye€pEe3 OPTaHU Uy TTs, HAAXOAUTh 10 MO3KY, 1€
MU HaJaeMO il TEBHE 3HAYCHHS Ta IHTEPHpPETyeMo ii. YCl BHUIIE3a3HAYCHI
dakTopu, SK y KOHTEKCTyalbHIA CHUTyalii, Tak 1 3 OOKy BIJNpaBHHKA Ta

oJiepKyBaya, 3a0apBIIOIOThH HAIIIE CIIPUWHSATTA.
[HImIMMU (akTOpaMu BIUIMBY €:
IIpuitHsaTTa BUOipKOBOI iIHpopManii

Bu 30cepemxyere cBOIO yBary Ha iHpopMaliii, sKa BaM 3py4dHa.
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O Ilpuknao: Baw xoneza kaosice, o 811 N02aHO Cnaeg i Modce UKOHAMU TUuie
NeeHy 4acmuHy poOOmMuU BYACHO, OCKLIbKU Npayroe€ HAOHOPMOBO 8
Haubnuxcui OHi. I ye came mooi, Koau toeo 8i08i0ye 1020 cecmpa 3
Iligoennoi Agppuxu, uoeo 6in max uexkas. Bu maeme giouymms, wo eawu
Kole2a Hamazaemuvcs nepexkiacmu pooomy Ha eac. Bu 6 ocHO8HOMY
gionosioaeme Ha nepuii 08a NOBIOOMIEHHS, A came, CMOCHOBHO MO20, U0
8IH NO2aHo cnaeg i wo BiH 3auHAmMul. Bu eucnosenroeme ceoi cniguymms,
susHaeme, wo i saunamuil. Ilpu ybomy, 8u icHopyeme 0CmanHio YaCmumy
NOGIOOMIEHHS, O€e BiH HENpSAMO HAMAKAE, YU MOdiCE NEpeKIacmu NeeHy

pobomy Ha eac. Bu snaeme, wjo tiomy 6yoe 8axicKo npsamo 3anumamu 8dac.

Hanro mBuakuii anaJjis Ta peakuis

[le komu BU MPOCTO HE BUTpAYaAETE yac, 100 COYaTKy YSIBUTH BCIO CUTYaIllilo, a
pearyere Ha nepiie, 110 BU yyeTe uyu Oaunte. Bu pearyere He Ha YMIOCH PeasIbHY
1CTOpif0, a Ha BCTyNHI ciioBa. Bu To4uHO mymaere, 1o 3Haere, mo Oyzae mari.
HerepruisidicTh 1 IMIYJIbCUBHICTH BIJIICPAIOTh TYT MEBHY pOJib, aje € TaKOXK

BUPAXEHHS HAIO1 3BUYKU 3aKIHUYBATH PEUCHHS 1HIIOT JIFOAWHY HATEPE].
Y3arajibHeHHA
Mu yacTo MIBUIKO MPUXOJAUMO JI0 3arajibHOr0 BUCHOBKY Ha OCHOBI OJIHIET MOII.

O Hanpuxnao, akuwo xmoco cni3HI0EmMbCs, 0COOIUBO AKUWO MUHYTO20 PA3Y GiH
MaKodic CRI3HI08ABCS, 8U Kaxceme. «Bin 3a62xcou cnizHioemvcs, Mumynio2o

pasy 6yno me camer.
YnepenxeHHs

Hame tnymadenns iHdopmanii vacto 3a0apBiieHe HEOOIPYHTOBAHMMH a0o
nepeyacHUMH TOTIISiIaMy Ha JIIoJiel abo CHTyallli: «BYUTENl aBTOPHUTAPHIY,
«JIep>KaBH1 CITyKOOBIIl Jieaul», «TEXHIKM — OOTaHM» 1 «3aBXKAU MOTPIOHO

CTC)XUTH 3a iHOBGMHHMI/I».

CrepeoTumnizamnis
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Tyr Bu o00’egHyeTe 1Tl TPYNH, TMPUIKCYIOYM TOCTIHHI SKOCTI YU
XapaKTEePUCTUKU KOXHOMY wieHy IWiei rpynu. Ha mpakTumi 3a neBHUMH
XapaKTepUCTHKAMH IPYIU YAaCTO POOJIATH BUCHOBOK PO T€, 10 SIKOI IPYIH XTOCh
HAJICKUTh: «l€ TUIIOBUN TICHXOJIOT y CBOiX OYTHUX IITaHSAX 1 IIKapreTkax 3

KO35901 BOBHWY.
E¢exT opeoay

IaTepnperyroun  iHpopmariito, MU YacTO BBOJUMO ce0e B OMaHy
BUIIPOMIHIOBaHHSIM OJHI€] YM KUIBKOX XapaKTEPUCTHK: Tpa€ Ha aKOpACOHI,
3HAYUTh, BIH € TAKOXX MPHEMHA JIFOJAMHA; 13IUTh HA JOPOTIM MaIllMHI, 3HAYUTh

MOBUHEH MaTH Oarato rpoiiei. Take sBUIlle HA3UBAETHCS e()eKTOM OpPeoJIy.
InenTudikanis

Konu Bu HagMipHO 11eHTU(DIKY€ETE cebe 3 KUMOCh (ITON-TPYIOk0, CIOPTCMEHOM,
YUHUTEJIEM), 1I€ CUJIbHO BIUIMBA€ HAa CHPUUHATTS Ta 1HTeprpeTanito iHdopmarlii
po IO JIOAMHY. Bu cXuibHI BiIOMpaTH 1 BpaXOBYBATH OCOOJIMBO TO3UTHUBHY
1H(popMaIliro. A KOJIM Ipo 1[I0 JIIOAUHY TOBOPSATH 1IOCh HETaTUBHE, BaM B 1€ HE
BipuThCA. [menTudikaris Takox Moxe 0yTi HeraTuBHOO. TO/11 3Aa€ThCs, 1110 TaKa
oco0a HaBpsJl YW MOXKHA 3pOOMTH IWIOCh Xopoire. M’skor  (Hopmoro
igeHTudiKaiii € cniBuyTTsA. Ko HaM XTOCh MOA00AETHCS, JIETIIE HE TOMIYaTH
MEHII TIPUEMHI pedi. Y pe3ynbTari COPUHHSTTS CIIOTBOPIOETHCS (TOMY 110 BOHO

€ BUOIPKOBUM).
IIpoexkin

Konu Bu mpunucyere BiacHi (HECB1IOM1) MOYYTTA (HAMPUKIIAJl, arpecito) 1HIIIMA
JIOJIMHI («TH arpeCUBHUM, s H1»), MU TOBOPUMO MpO mpoekuito. [louyTTs, ki BU
caMi HE YCBIJOMITFOETE, TIPOSIBIISIOTHCS ISl Bac MOBEAIHKOIO a00 SKICTIO 1HIIOT
ocoOu, MpUHANMHI TaK BW I chnpuiimMaeTe. Mu Gauumo cebe B iHIIINA 0cO0i,

TUIBKU HE YCBIJIOMJTFOEMO IIHOTO.

OcoOucTuii cranaapr
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Mu cxuiibHI BUMIPIOBATH MOBEAIHKY 1HIIMX TaK, K OM MU IIOCH 3pOOHIIN CcaMi.
Tonai Mu cipuiiMaemMo BIIacHY MOBEAIHKY K HOPMY: « 51 O BiTMOBHUBCS MPOXOIUTH
e OJMH Kypc XimioTeparii». TakuM YMHOM, MW BH3HAYa€EMO, MO0 BBAKAEMO
no0puM 1 MeHm 1o06puM. Mu 3a0yBaemo, IO 1HINA JIFOJIMHA IUIKOM MOXKE
BUXOJIUTH 3 1HIIOT OCOOMCTOI HOPMHU, TaK I1I0 MOBEIHKA TaKOXX MaTUME JJIsl Hel
30BCIM 1HIIIE 3HAYCHHSI.

Jlo BCix mux (pakToOpiB TAaKOXK BIJIHOCUTHCS T€, 1[0 B MPAKTUYHUX CUTYAIlisIX BOHU
HE BUHUKAIOTh OJIMH 3a OJJHUM, a OJJHOYACHO ITOCHIIOIOTH 200 MOCIa0JII0I0Th 110
oJuH ogHOro. Ha mpakTuill pi3HULS MK COPUUHSITTAM Ta IHTEPIIPETALI€I0 1HOI1
CTUPAEThCA: MH CHOpHiMaeMo T dYac iHTepmpetaiii. OTxe, ICHye YuUMalo
(bakTopiB, AKI MOXKYTh COPUYMHUTH yrHepekeHHa. Ko BU yCBIIOMIIOETE 1IE,

TO MOKETE KOHTPOJIFOBATH MOT0 HEraTUBHI HACTIIKHU.

6.3. Ilopagm Ta wmigkasku, MO0 YHUKHYTH T[OMHJIOK B

iHTepnperamii

31 CKa3aHOTO BHWINE CTA€ 3PO3YMLIO, IO MH MOXEMO 3POOUTH JTOCUTH Oararto

MOMUJIOK Y COPUHHATTI Ta 1HTEpIpeTallli moBijoMmiaeHb. HaliBaxxiugiie, 1mo Mu

MO’KEMO 3pOOHTH, 1I€ TEePI 3a BCE YCBIJOMUTH BC1 111 ()aKTOPHU Ta IXHIN BILJIUB.

@ [[To6 yYHMKHYTH TaKuX TIIOMWUJIOK, BU TIOBUHHI 3BUKHYTU YBa)KHO
JTUBUTHUCS, CIIyXaTd Ta 30UpaTh JaHl, MEpIl HIXK MEPEeXOIUTH JI0
TAyMadeHHs. Bu MOBWHHI YCBIIOMHUTH CBOIO TIOBEAIHKY B IIiii cdepi.
Tinbku 32 TOTOMOT OO MPAKTUKK MOKHA CIPOOYBATH BUTIPABUTH OCHOBH1
yIepeIKeHi CIIOCTEPEKEHHS Ta MOMUJIKY 1HTepIipeTartii. [{e BaxxmuBo st
BaIoi MaitOyTHHOI TIpodecii.

Bnpapa: npounTaiite BUNIAJKH TAa JaiiTe BIANOBIAI HA 3aNIMTAHHS.

s Bunaaox 1: Xopx mae nupo3 nedinku. Bin xaxe Bam, 10 Homy Iyxe

Ba)KKO KMHYTHU TUTU. Bu HE MoOKeTe 1IbOro 3p03yMiTH, TOMY IO BBaXXA€TE,

70



Rt Co-funded by the
MowwupeHi NTOMUAKKM, NOB'A3aHI 3 iHTepnpeTaLlieto : : Erasm us+ PI’Og ramme

ol of the European Union
110 11e oro BiacHa nposuHa. [1ix yac eproreparii BiH 3aBXI1 PO3MOBiAAE

BaM Mpo cTapi J00p1 yacu, KOJIU XOJAUB y Madu.

Bunanok 2: /Ixyni Bxke KUTbKa pasiB 3allUTyBalla, YU € Y Bac yac, 1100
MIIIATH Ta MOJUBUTHCS Ha 11 KPICJI0 KOJIICHE, 3 SIKUM Yy Hel mpobiaemu. Komnu
BOHA 3HOBY Harajye Bam mpo 1e, Bu Biamosinaere: «Tak, ane s 3apa3 qyxe
3aliHsATa, S CIIOYATKy Maro BUKOHATHU JJOPYUYEeHY MeHi poOoTy». Bu 3axonute
y nmajary no Jxyni B iHmwMiA yac, ane ii Tam Hemae. Bu Bxxe ctukanucs 3
UM 3 MOMNEePeTHIMU KJIIEHTaMHU 1 poOUTE BHUCHOBOK, LIO0 MpoOIeMH 3

KJIICJIOM KOJIICHUM HE TaKi BXKe 1 cepho3Hi.

JlaiiTe BiANOBiAb HA HACTYIHI MM TAHHS:

A) SIxi npo6siemMu 3 IHTEPIPETAIIEI0 BUHUKAIOTh Y IIUX BUMAAKax?

B) o e Tak 3 peakiiieto eprorepaneBra’?

C) Slk Bapto Oyno 06 BigpearyBaTu? 3BepHITH yBary Ha Te, Kl
KOMYHIKQTUBHI HaBUYKH BHU MOBUHHI BUKOPUCTOBYBATH (HABUYKHU
aKTUBHOTO CITyXaHH$, pEeryJIOBaHHS Y1 HIOAHCYBaHHS).

D) Ha3BiTh TUIl HABUYKH, SIKY BU O BUKOPUCTAJIH, 1 MOSCHITH CBIi BUOIP.

E) TlopiBHsiiiTe CBOIO BIAMOBIIH 3 BIAMOBIIIIO OAHOTPYITHHKA.
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Introduction

Communication is not always verbally. You look at people (e.g. friends, family, neighbours, clients...),
listen to them and react to what is happening. Communication often appears to be quite simple, but
it is a complex process (Baerdsley & Shrabal, 2019). By communication we thus mean an ongoing
process in which two or more people exchange information and in which they continuously respond
to each other. Most of the day-to-day interactions go well. Moreover, in non-professional interactions
people dare to respond to you if something goes wrong. For example: if you’re at a family diner and
your behavior is not adequate someone will certainly address it (your mother, brother/ sister...).

Communication is also important in the daily practice of occupational therapists. Communication plays
a primordial role in different aspects of occupational therapy, e.g.: in collaboration with clients and the
family, the interprofessional team and stakeholders. It is the foundation of client-centered care. Some
basic attitudes and communication skills are required to provide suitable support for clients. In
contrast to many daily interactions, clients often won’t interrupt their therapist if their attitude or
behavior is inadequate or misunderstood. In order to acquire the client desired outcomes and to help
or advise a client in occupational therapy, clear communication is needed.

Scheme 1: elements of communication

[ Sender ] Channel [ Receiver ]
Encodes the message “How is information shared?” Decodes the message

[ Sender ] Channel [ Receiver ]
Becomes the receiver “How is information shared?” Gives feedback

“Is message understood?”

Becomes the sender

How do people communicate? The communication between two or more people involves the transfer
of information (the message) from one person to the other(s). One person wants to let another know
something, often consciously, with a preconceived intention, but sometimes also unconsciously
(Velentzas & Broni, 2014). The person who wants to transmit the information is called the sender. The
information that the sender wants the receiver to know is called the message. The sender putts the
information in a format that the receiver(s) will understand. This converting act is called encoding.
Messages can be encoded into a variety of formats: oral, written or visual. The message is thereafter
passed through a channel. A channel is the way the message is dispersed, e.g.: in a conversation (face
to face) or via writing, telephone, radio, television, computer or smartphone. After transference, the
information will need to be interpreted by the receiver. This act of interpretation is known as decoding.
After interpreting the message, the receiver sends a message back to the sender in order to confirm
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whether the sent message has been understood. This act of verifying the content of the message (the
back check) is known as feedback. When the receiver gives feedback, he becomes a sender of
information and the sender becomes the receiver (he receives feedback). It is a cyclical process in
which the roles of sender and receiver constantly alternate (see Scheme 1). This is most clearly done
in a telephone conversation or via chat. In a direct conversation these roles fade. For example, consider
the situation where you listen to someone, disagree with them and therefore frown and shake your
head. You are then simultaneously receiver and sender. The other also fulfills both roles at the same
time, because while he continues to talk, he observes your nonverbal behavior, interprets it and
adjusts his response accordingly. In a text message, you can accompany the message with an emoticon
to indicate how you mean the message. Emoticons replace nonverbal communication and make the
interpretation of the message easier.

Despite the cyclical character communication, this course has a linear structure to make it transparent
and understandable. Please, note the complexity of the cyclical process of communication.

In the first chapter we will look at general attitudes that are necessary in interactions. The second
chapter addresses the difference between verbal and nonverbal communication and the third chapter
provides an overview of listening skills. Different non-selective listening skills (facial expressions, eye
contact, body language, encouraging gestures,...) and selective listening skills (asking questions,
paraphrasing, reflecting, emotional discovery,...) are discussed.

In the fourth chapter we will look at regulating skills (opening the conversation, feeding back to initial
goals, clarifying the situation, thinking aloud, ending the conversation) and chapter five focusses on
nuancing skills (nuanced empathy, confrontation, positive re-labeling and self-disclosure). At the end
of the chapters about listening, regulating and nuancing skills some common mistakes and tips and
tricks are listed up. In the last chapter we will discuss some common pitfalls related to interpretation
due to the importance of interpretation in communication.
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Learning objectives @s

After the student has finished this course, he

Can communicate professionally in different contexts, applying adequate communication

skills with clients and groups

Can communicate appropriately within various situations

Can interpret non-verbal behavior and respond appropriately

Is aware of his non-verbal communication

Can actively listen to the client's story using non-selective and selective listening skills
Can use listening, regulating and nuancing skills at the right time

Knows the dangers related to some communication skills

Can reflect upon the different interpretation problems which may complicate

communication
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1. General attitudes

In the first chapter we will look at general attitudes that are necessary in interactions.

Why this chapter? In order to be a good communication partner there are some general attitudes you
must pay attention to. Without these attitudes, there will be no good communication, even though
you have acquired some communication skills. The same can be said in the different direction:
communication will be difficult if you only manage attitudes, but do not master the communication
skills. It is an AND — AND story. Both general attitudes and communication skills are necessary.

1.1. The other is central

When a client contacts you as a counselor, it is important that the client’s thoughts and feelings are
central in the interaction. As an occupational therapist, you will depart from what the client applies.
He has a problem that he may not understand the cause and would like to present the problem to you,
be heard and then hear a solution from you. The message that the client puts in can be either verbal
or non-verbal. Non-verbal communication is often the only form of communication among some
clients in occupational therapy (see 2. Verbal and non-verbal communication). Think of certain groups
like people with intellectual disabilities, people with dementia or neurological disorders,... This may
make it more difficult for occupational therapist to focus on the message the client wants to bring in.
It is therefore important to observe the client and to be cautious with interpretations (see 1.3. Be
concerned but neutral and the last chapter).

1.2. Undivided attention

In order to receive the message of the client, it is important to pay attention to what he says. You must
open up to the story of the other person: I’'m just there for this client. Undivided attention, also full
attention called, implies that you are actively listening to what the client brings in (see 3. Listening
skills). It is easy to be distracted. Some things that may help you to have full attention are closing the

laptop, putting your phone in silent mode, ...

O When you've worked a night shift and are tired, you may be more inclined to understand and
€ respond too quickly to a story from a client who wants to discuss his experiences with you at
length. When you take in information under time pressure, and for example try to look at your

watch unnoticed to judge how much time you have left with the client, you are not actually

listening to what he has to say.

®It can be helpful to read your notes of the last therapy session before engaging in a new one.
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1.3. Be concerned but neutral

As a caregiver you must be able to communicate with the client in an unbiased way, to listen to his
problem with an inviting attitude, and to ask good questions from a professional point of view and to
interpret his words. How you can do this, will be discussed in next chapters.

It is important to pay attention to observe the clients. Observation is the process of closely monitoring
something or someone. It is an act of noticing or watching. Observation is fundamental in occupational
therapy because it enables to see non-verbal communication.

In a second phase we give meaning to what we observe, which is called interpretation. We thus give
an interpretation to what we observe. When you encounter someone, it is inevitable that you get a
first impression' of the other person.

O For example: he or she seems sympathetic, stubborn, nice, insecure, nervous, distant or jovial.

§ Youoften do not realize that these are qualifications based on what you see in the other person

or on his behavior. These are interpretations. In fact, you don’t observe a nervous person. You

see someone who speaks fast, has sweaty hands, is constantly moving on his chair, ... You
interpret these observed aspects as a nervous person.

Care providers mention that it is difficult not to be guided by own views, mood, experiences, prejudices
and motivation. This accentuates the importance of observation and consciousness about the
difference between observation and interpretation. Much of the pitfalls of communication are related
to interpretation issues (see 6. Common pitfalls related to interpretation).

O Are these sentences interpretations or observations?

‘
When | was joking, they had a fake smile on their face.: ..........c.oovevevvevvevevivvvennnne,
| have sweaty hands when | try to walk.: .
That nurse looks at me as if she doesn’t Want to he/p INE.. oeeierierieteeeeeeeeeesteseeseeisaiens
Reading a book remembers me the mornings with my man.: ..........cccocvevvvevvevevveresrnnn.
| feel anxious when | have to go home.: ..........ccovevvecvevecvrvvrveernnnnn.

mo O ®>

Transform the interpretations into observations.

1.4. Show interest and be curious

As occupational therapist it is important to show interest to what the client brings in. You must be
present in an authentic way so that the other can feel invited. You must be genuinely interested in
what the client thinks and feels and what they are doing. It also requires a healthy curiosity to some
extent. This influences whether the client will share information with you. When you meet a client,
make it clear by smiling (mimicking) and shaking hands (gestures) that he is welcome and that you take
the time to listen to his story. If you ask questions about the feelings and opinions of the client and
show that you are committed, the client is going to be willing to share more information during the
occupational intervention. Another important aspect is exuding tranquility. The power of such a
tranquility is that you give the client a feeling of safety. The client feels he has the time to share certain
things on his own pace.
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2. Verbal and nonverbal communication

2.1. Definition and main differences

When we send a message to a receiver, this can be verbal and non-verbal communication, which is an
often-made categorization. Verbal communication is the use of words to convey a message. This form
of communication can be written or can be oral and occurs consciously.

In contrast to verbal communication, nonverbal communication is the transfer of a message through
the use of body language e.g., facial expressions, gestures, eye contact.... This form of communication
does not always occurs consciously. Everyone uses non-verbal communication all the time even if they
are not aware of it. It is generally assumed that verbal communication arose later than non-verbal, and
written communication arose later than oral. Most of our message is conveyed in any case by non-
verbal means. Non-verbal messaging resonates deeply. Feelings often do not need words. Feelings are
frequently derived through body language. Sadness, joy, disappointment, insecurity, self-confidence -
it 'radiates' from someone. Non-verbal communication is moreover the first form of communication

we use as humans. Babies not yet have words, but they communicate with their bodies.

Babies show all kinds of emotional states and inform their caregivers (crying, moving around,

% eye movements, ...).

In conversations, communication takes place at different levels simultaneously: at the level of content
(what is said) and at the level of mutual relationship (how is it said). At the level of the content,
communication usually takes place verbally, at the level of the mutual relationship, it is mainly

nonverbal.

If you really want to know what is going on inside someone, it is often better to infer it from his
nonverbal behavior than from what he says. Body language plays an important role in the interaction
between people (Burgoon, Manusov, & Guerrero, 2021). In your non-verbal behavior you are usually
more honest than in your verbal behavior: you can pay attention to your words and how you tell
something, but it is more difficult to control for example your facial expression. As occupation
therapists is it important to pay attention to the non-verbal communication of clients because this is
often the only form of communication of some clients.

O Following examples emphasize the importance of observing body language and of being
N cautious with interpretations.

Jan is a boy with a very severe intellectual disability. He can’t talk. When he hums, everything
is fine. But when he taps his nose or hits his head, he is not well.

Maurits has aphasia as a result of a CVA. He recognizes objects, but he cannot find words for
them. Maurits has learned to communicate through gestures.

Robert has Angelman syndrome. He often smiles and laughs frequently even if he doesn’t feel
well. We call this idiosyncratic communication. It is important to know Robert quite well in
order to interpret the laughing correctly.
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In the 1960s two researchers conducted an experiment with babies and a visual cliff to analyze
their depth perception. A visual cliff involves an apparent drop from one surface to another.
By connecting a transparent glass surface to an opaque patterned surface the researchers
created a visual cliff. The floor below had the same pattern as the opaque surface. This
apparatus creates the visual illusion of a cliff while protecting the baby from injury. The
mothers went at the opposite site of the cliff. What do we see? Whether the mother smiled at
their child or set up fearful eyes, has a different impact om the actions of the babies. The
differences in facial expressions play are role. The babies who saw a fearful mother standing
on the other side remained in their position. The other babies, who saw a smile on their
mothers face, crammed over it with confidence. This experiment shows the power of non-
verbal communication.

Verbal communication Nonverbal communication

= the use of words to convey a message. = the transfer of a message through the use of
body language e.g., facial expressions, gestures,

eye contact....

Occurs later First form of communication.
This form of communication can be written or This form of communication does not always
can be oral and occurs consciously. occur consciously.
At the level of the content, communication at the level of the mutual relationship, it is
usually takes place verbally mainly nonverbal.

In your nonverbal behavior you are usually

more honest than in your verbal behavior

2.2. The relationship between verbal and nonverbal
communication

In relation to verbal communication, nonverbal behavior in conversations can play a role in three ways:

The nonverbal behavior is clear in itself

This occurs when words are not always necessary to express approval or disapproval.

O For instance, when you want to comfort someone, you can put an arm around them.

Y
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The nonverbal behavior supports the verbal
The spoken word is reinforced by appropriate nonverbal behavior.

O When someone says he likes something, he 'should' smile; 'what a nice surprise'is accompanied
by a hand over the mouth or the joining of hands or a sad story is underlined with drooping
shoulders and a somber facial expression.

The nonverbal behavior communicates with the verbal.

If you notice a difference between what someone says verbally and what he radiates nonverbally, you
can be confused.

2.3. The mismatch between verbal and nonverbal

communhnication

As mentioned above, there can occur a mismatch between verbal and nonverbal communication. This
is the case, for example, if someone smiles and tells you that he is terribly angry. What is the real
communication about? Is he really that angry (because he says so) or is it not that bad (because he
smiles)? In such cases, it is very difficult for the receiver to choose the right one from these two
contradictory observations. On the other hand, it may also be an important indication for occupational
therapists that someone experiences conflicting feelings.

But occupational therapists do not only have to be aware of conflicting verbal and nonverbal
communication in their clients. There can also be an incongruence between the verbal and nonverbal

communication they use.

For example, when a caregiver watches his watch while he says the client has the time to
% express their feeling at his own pace.

As a care professional you are also inclined to express your feelings with your facial expression or body
position. You must realize that in this way others also try to determine what is going on in you from
your nonverbal behavior. Often you are not aware that you are also sending messages through your

body language, which may or may not be in accordance with what you say.

2.4. Examples of nonverbal communication aspects

The way of speaking
e articulation
e speech rhythm
e accentuation

e volume
e timbre
e melody

e language use
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Body and appearance characteristics
e walking: with a firm step or quiet steps, walking upright or slightly
e sitting on the edge of the chair or quietly reclined, wiggle or sit still
e the way of standing: hands behind back, arms folded, shoulders bent forward, leaning on one
leg
e the manner and frequency of breathing
e how we handle our clothing, glasses, cigarettes and utensils such as pens and paper clips
e our eyes: how we move them and what we focus on

Gestures
e finger pointing
e arms waving in the air
e raking fingers through their hair

Examples of facial expressions
e angry face
e raised eyebrows
e expression of the eyes

O‘ Watch this short movie on Youtube: https://www.youtube.com/watch?v=eVrPLQz4|Qg

Answer following questions:
A) Which are the main non-verbal aspects you see when you observe Ken?
B) Give some examples of the non-verbal aspects that the occupational therapist uses.

C) In relation to verbal communication, nonverbal behavior in conversations can play a role in
three ways. Which role does non-verbal communication play in this intercourse?

Communication and interaction skills 15


https://www.youtube.com/watch?v=eVrPLQz4IQg

Co-funded by the
Erasmus+ Programme

Listening skills

of the European Union

3. Listening skills

In previous chapters we mentioned the importance of some general attitudes and the difference
between verbal and non-verbal communication. You have seen that you are communicating at

different times, even if you’re not aware of it.

But how do we respond in those interactions? The first and often given response to someone is by
listening to him or her. In this chapter we will see the definition of listening and the different types of
listening will be discussed. We end the chapter with an overview of common listening mistakes and

some tips and tricks to be a good listener.

3.1. Definition and purpose

Listening means that you are focused on the person who wants to tell you something by encouraging
him and giving him the opportunity to share what really matters. Listening is more than just letting
someone speaks out, more than just hearing what the other person is saying. Listening well requires
an active commitment and listening behavior should always come from a genuine intention. It must
be carried by acceptance, respect for the feelings of the other and tolerance of one's idiosyncrasies.
As occupational therapist, you need to show that you are interested in what the others say to give
clients the feeling that they are heard. Both your verbal and non-verbal responses must indicate that
you are attentive to the other person, that you think it is important to know what the situation means
to him of her. When you listen attentively, you will improve your ability to pick up and interpret verbal

and non-verbal signals of the client.
By listening you:

1. Createthe best opportunity to gain insight into the important aspects of the situation the client

brings in.
2. Let the other know that you understand him or at least try to understand him.
3. Stimulate the other to tell the story as he really sees or experiences it.
4. Create clarity, for the narrator and for yourself.
5. Avoid premature conclusions.

6. Stimulate further story telling.

Listening combined with open-ended questions stimulates the client to express emotions
and provide relevant information (Maguire, Faulkner, Booth, Elliot & Hillier, 1996; Maguire
& Pitceathly, 2002).
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3.2.Types of Listening skills

In order to be a good listener, you need to master two types of listening skills: non-selective and

selective listening skills.

3.2.1. Non-selective listening skills

Non-selective listening skills are listening skills where you let the narrator tell his story and try to
reduce your influence as much as possible. You do not, or at least barely, influence what the client
says. Non-selective listening skills are non-verbal. Note that non-selective listening skills are selective
in the sense that you will spend more attention on the problem than on other things in a conversation.
For example, when you bend forward at a certain moment, more attention will be paid to the problem
that the client mentions at that moment than to other aspects of your conversation.

Non-selective listening skills does not only keep a conversation going, but also emphasize the meaning
of what is being said.

What are the main non-selective listening skills?

Facial expressions

Facial expressions show emotions. They are the most significant nonverbal communication form to
communicate emotions (Mandal & Awasthi, 2014). When you look regularly at someone, you show
that you are focused on him, that you are paying attention to what he says and/ or does. Evidence
from studies (e.g., Van Hemert, Poortinga, & Van de Vijver, 2007) indicate that there are cross-cultural
differences in the recognition of facial expressions. This emphasizes the importance to observe the
reaction of the client to your facial expressions.

During occupational therapy a good facial expression is a neutral one. By holding a more neutral facial

expression the client will share more information.

O Think about the situation where the client tells how his father died and you are crying. The
N client would quickly stop talking about his loss. Another example: when a client talks about his
drug abuse and you look at the client with big eyes and raised eyebrows. This can be interpreted

by the client as ‘The occupational therapist is shocked or disgust’. Consequently, the client will

stop talking about that topic.

Eye contact

Looking at someone regularly shows that you are focused on him, that you are paying attention to
what he is doing or saying. It's very annoying to talk to someone who spends all the time looking out
the window. By making eye contact the client gets the feeling of being welcome in the occupational

therapy. However, you must keep in mind that making eye contact is culture specific.

An example: at a reception you feel uncomfortable when you notice that your Moroccan

% interlocutor is looking over you in search of other people present. The message is that he
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doesn't really think you're worth it. In Morocco, however, it is rude to look at your interlocutor.
That does not mean that you should leave eye contact behind, but that you need to be aware

of this possible cultural difference. You must be cautious with interpretations.

As occupational therapist you must pay attention by making eye contact. Not enough eye contact can
be interpreted as ‘the occupational therapist is not interested in what | said’. On the other hand, by
making too much eye contact, the client might feel uncomfortable. It is important to observe the

reaction of the clients during the therapy.

Body language

The way you sit, move your legs or arms provides information about whether the client perceives you
as someone who is listening. As occupational therapist is it for example better to hold your hands open
and relaxed. This suggests a willingness to communicate. Crossed arms are interpreted as
defensiveness and a lack of willingness to share information. It is much less inviting when you are
slumped in there than when you lean forward with interest. An open, inviting posture is of great
importance. When you tell someone something that is important to you, you also want to see from his

or her attitude and face that he or she is interested.

Encouraging gestures

Encouraging gestures such as head nodding and supportive hand gestures stimulate a conversation
partner to continue with the story. Nervous gestures in contrast are distracting attention and impede

the progress of the conversation between clients and occupational therapists.

Minimal encouragers

Minimal encouragers are words or sounds that are used to express interest in what the other is telling.
These words or sounds are important because it encourages the client to continue speaking. By using
minimal encouragers, the occupational therapists shows that he is interested in what the client is
saying. It is however important to use minimal encouragers properly. If you use them too much the
client will feel interrupted while he or she is speaking. You better use minimal encouragers by making

responses like, “oh,” “yeah,” or “uh-huh” during the natural pauses in the person’s speech.

The use of silences

Many people feel uncomfortable when there is silence in a conversation. You don't have to
immediately fill every silence by speaking up yourself. Sometimes the other person needs to think
about the situation or what he would like to tell you about it. Sometimes he searches for a good
formulation. It is important to respect the pace of the clients. Silence moments in conversations make
it possible for client to reflect on what they just said and about what they want to say additionally to
their occupational therapist. Just be careful not to overuse silences because it will make the person

feel uncomfortable.
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When clients use silences in their intercourse, this may have different reasons. It is important to think
about the reason why the client stops talking verbally because it involved different behaviors of
occupational therapists. Some examples are summarized in Table 1. Therefore, as occupational
therapist, you must pay attention to what has been said before, to the behavior and expressions of

your clients... in order to discover why silences are used.

Table 1: The use of silence

The client is expecting a response of his Show understanding and encourage the client
therapist to tell more by e.g., using minimal encouragers,

asking questions...

The client has finished talking and the therapist | If you drop a silence for too long, it can become

doesn’t know how to proceed with the uncomfortable for the client. It may be good to

conversation. name the silence: “I notice that there is silence,
| will summarize what you just said so we can

continue the conversation.”

The client has stopped talking because of being | It is good to show understanding, unconditional
emotional. acceptance and to name it: ‘l notice you are

getting emotional...".

O Exercise about non-selective listening skills in duo:

PERSON 1: Think about an important life event and keep this event in mind. You have to tell

this important event to the person besides you.

PERSON 2: You only say to person 1: “You want to explain me something?”.

PERSON 1: Tell your story and pay attention to the non-selective listening skills the other uses.
PERSON 2: Pay attention to the non-selective listening skills you use.

Answer these questions: How was the conversation? Which non-selective listening skills were

used? What can be improved? Person 1 gives some tips and tricks to person 2.

Change the roles and give each other feedback.
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3.2.2. Selective listening skills

Selective listening skills are listening skills whereby you encourage the client to talk more about the
discussed topics using verbal communication. These are thus verbal skills. By using selective listening

skills, you choose to give more attention to some aspects that the client tells you.

What are the main selective listening skills?

Asking question

Asking questions is a necessary skill in care. It gives you a tool to know the client well and to know
what he wants. By asking questions, the clients get the feeling that you pay attention to what they
recently said. Exploration of the client's world of thoughts and feelings is an important aspect of the
work. Questions are often asked to further explore a topic of a conversation. A certain kind of question
evokes a certain kind of answers, with the result that conversations about apparently the same subject
can be very different. The main purpose of asking questions is to help the other person express his
thoughts and wishes. The questions you ask have a major influence on the content, the extensiveness

and the depth of the answers.
A frequently made distinction is the distinction between open-ended and closed-ended questions.

An open-ended question is a question that provides minimal structure and direction to the answer.
The person who gives the answer is free to determine how he will respond to the question and how
extensive the answer will be. Such a question often begins with the words: who, what, where, when

and how. Open questions invite you to express your own point of view or your own feelings.

Open-ended questions are good questions at the beginning of therapy. It is important that the client
feels free to talk about the reasons he came to you. A simple, but very useful way to ask good open
questions is to start with: “How”, “What” or “can you tell a little more about...?”. When you want to
know more about opinions and ideas of clients, it is better to ask open-ended questions.

For several clients (demented clients, clients with a psychiatric disorder) the care provider often uses
the narrative method. He is interested in the client's life story and encourages him with many open-
ended questions to tell him what important events in his life have been and what meaning he gives to

them.

Do you want to know more about the narrative method? Check following website,

>

which is a database of occupational narratives:

https://occupational-narratives.wfot.org/

A closed-ended question is the opposite of an open-ended question: the answer space is limited and
the answers are often short. Closed-ended questions are much less inviting to adopt one's own point
of view or to express one's own feelings. If you want to know something specific or check if you have

understood the story correctly so far, you should ask closed-ended questions to your clients.

Sometimes closed-ended question can open the use of open-ended question and are perceived to give

a sense of safety. This is specially the case when discussed topics are emotional.
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For example, you can ask the closed-ended question ‘Is it still possible for you to walk?’. After
% the client responded ‘Yes’, you can continue to deepen this topic by asking ‘What does that

mean to you?’.

What'’s the right question? Whether a question you ask is also the 'right' question at that time, of

course, depends on the function of the question in the conversation.
Some requirements for asking questions are:
- The question must be formulated in an understandable way.

- Asking a question must be accompanied by an active listening attitude. Sometimes asking a

follow-up question is not necessary to allow the other person to continue to tell.
- The question must fit within the discussion theme.
- The question should not already contain the answer.
- The question should not be too limited in scope, so that only partial information can be given.
- Don't ask too many questions at once.
- Keep the question as short as possible.

- Avoid suggestive and appreciative formulations.

Paraphrasing

Paraphrasing is the act of summarizing what the other person has said. You briefly describe in your
own words the most important aspect of what people had told you. The characteristic of paraphrase
is that it relates to factual information. Paraphrases are used to show that you understand what the
clients said to you and demonstrate that you are listening to them. Paraphrases are used effectively
when occupational therapist ask their client if what they heard was correct.

Examples might be “Are you telling me...?”, or “So what you are saying is...?”
% Example: “Do | understand, Mrs Robay, that you want to have Jonas tested for autism?”

Applying this skill serves different purposes:

- The other person notices that he is being listened to and it can be refreshing and stimulating
for him to hear the essence of what he said in different words. This requires a certain amount

of flexibility in the language of the listener.

- The listener can check if he has understood the other person correctly. This is especially useful

if the other person has given a lot of complex or confusing information.

By using paraphrases, it is important that the listener realizes his own assumptions and does not
confuse them with what the other person says. In this context, it is also important that paraphrases

are given in an assuming manner. This gives the other person the opportunity to react unknowing if

Communication and interaction skills 21



Rt Co-funded by the
Listening skills : : Erasmus+ Programme

ol of the European Union

the listener does not have it at the right end at all. This skill is important, for example, when one tries

to clarify the wishes of a client, or when one gets an assignment that one does not yet fully understand.

Reflecting

Another way to demonstrate that you are attentive to the content that clients bring in, is using
reflecting. Reflecting is the act of repeating the last words of a phrase that the client recently used. It

is a simple way of gathering more information without asking for it.

For example: a client says to you “Actually | wanted to hold my grandchild.” By asking “your
% grandchild?”, you will gather more information about the relation between the client and his
grandchild and the reasons why he wants to hold him.

Emotional discovery

Emotional discovery is a way of showing the client that you pay attention at their emotional
experiences and feelings. Emotional discovery is telling the person how he or she seems or sounds. It

is a way of responding to the emotions you hear in a person’s voice when he is talking to you.

The use of emotional discovery is powerful because you don’t focus on how he or she is feeling, but of
how someone seems or sounds. Using emotional discovery enables the other person to notice that he

is being listened to. He will be encouraged to talk more about his fears.

The occupational therapist can moreover check if he has understood the emotional state of the person
correctly. The feelings of the clients are understood and accepted and receive attention. As a result,

the intensity of feelings, for example anger, often decreases.

For example: A client tells you that he is afraid he will never be able to climb the mountains.

% The occupational therapists respond, “You seem sad and disappointed.” The client answered:

“] just can’t figure out how | will be able to do this again. It makes me sad and frustrates me. |
thought that ...”

Concretizing

Concretizing is making concrete and specific rather than abstract or general what the client told you.
You try to bring the other person to a more precise definition of what he or she has said so far. To
know exactly what someone means in a conversation, you must invite him to talk more about it, with
questions such as: 'What do you mean exactly by that?', '"Who are those others then?' or 'What's wrong
with it? Think about the words “always” and “never” or generalizing statements like “The entire project
has failed”. Those frequently used words often do not show the nuanced opinion of clients. It is
important that some aspects are refined.

Many people tend to understand other people's stories too quickly, from their experiences with
“similar situations”. Moreover, sometimes you want to help people so badly that you forget to check
exactly what their problem is.
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For example, someone says, "l've been so terribly tired lately," and you respond with, "Then

% youshould go to bed on time." It would of course be better to first find out where the fatigue
comes from, and only then give advice. This can lead to incorrect advice by caregivers and
accentuates the importance of concretizing. As an occupational therapist, concretization
distances you from your first impressions and interpretations of vague or incomplete

information.

How far should we go in concretizing? The general answer is that it depends on the purpose of the
communication. For example, when you first meet someone, you usually ask, "How are you?" You
would be mad if he would immediately tell you in detail how difficult it is at work or at home. You
didn't mean that at all. If you have a first general discussion with a client, you will often have to tolerate
a little vaguer and more unclear content. But, if you are looking for suitable solutions together, it is
important that each option is concrete enough. As occupational therapist, you also must pay attention
to the answers given by the client when you try to concretize. Sometimes you ask a question to gather

specific information, but you receive a vague answer.

O Example: 'Do you agree?' "Actually, yes." 'Good!' However, 'actually yes'is rather vague.
‘

The intention of making concrete is to invite the other person to further specify a statement made
earlier. It is sometimes difficult to determine when you have gone far enough with that.

O For example, if someone says, "l actually smoke way too much," you can safely ask, "How much
N do you smoke?" If he then says: 'Well, about a pack a day', you know enough. You don't have
to check whether he smokes 24 or 26 cigarettes a day. Asking too much about facts, but

certainly also about feelings, evokes irritation.

Something is concrete when it is:

visible, tangible and factual
- clear and unambiguous
- explainable in only one way

- possible for the listener to form an image of what is being said

O Exercise: try to concretize in following case.

Mrs. Linders (46) has Multiple Sclerosis and works 20 hours a week as a secretary. She tells the
occupational therapist she often feels tired, has reduced muscle strength, pain, loss of feeling
in her left leg and memory problems. This hinders her a lot.
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Summarizing

Summarizing is an important skill, which steers the conversation in a certain direction and invites the
other person to bring up the most relevant aspects for themselves. The information is arranged in a
coherent pattern, creating the basis for a sequel. Regular summaries are also important for the orderly
conduct of group discussions. When reporting is required after a group discussion, the summary serves
to check whether the reporter will also put forward what is intended by the others.

A summary is a concise representation of part of a (group) conversation. It contains as accurately and
coherently as possible the information presented in the immediately preceding part of the discussion.
When only the content is summarized, we speak of a substantive summary. When only the underlying

feeling is displayed, we speak of an emotional summary.

The act of summarizing forms a point of rest in the interaction between clients and occupational
therapists. No new things are discussed, and what has already been said is arranged, put in order in
the form of a summary. The core of the story, as it came across to the other person, will be repeated.
For the person who gives a summary, it is important to check with some regularity whether he has
understood the other person correctly until now. He shows that he is attentive listening. Learning to
summarize well takes some practice. It is especially important in your summary to learn to distance
yourself from your own frame of reference, to put yourself in the shoes of the other person without

adding anything yourself.

Giving a summary thus regularly contributes to an orderly and efficient conduct of the conversation
and promotes the depth of the conversation.

When summarizing? There are four moments where summarizing what has been said is powerful:

1. Inthe beginning of a therapy session: summarizing what has been said in previously sessions.
Except of course if someone comes in clearly with a big problem. Then you first give
attention to that and you summarize later.

2. When there are silences.

3. Asthere has been said many things about one topic and you chance the theme of the

conversation.

4. Atthe end of the therapy session: you give an overview of what has been discussed, which

give a sense of relief and safety to clients. He gets an overview before going home.
Some requirements for summarizing are:
- Summarize briefly, but completely
- Summarize in your own words
- Summarize regularly
- Limit yourself to the topic of conversation
- Summarize in personal form (I or you)

- Avoid judging, valuing or concluding
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- Check if your combination is correct

- Invite the other to summarize

3.3. Common listening mistakes

As explained previously listening is not that easy. Some mistakes are made. The most relevant listening

mistakes are discussed.

3.3.1. Disinterested listening posture

When someone starts talking to you, sometimes you just go on with your business without realizing
the effect.

For example: when you sit back and with television the other person cannot notice that you are
% listening. The same goes if you're playing with a pen or pencil when a client is talking to you.

These are all examples of poor listening habits.

3.3.2. Interrupt the other

A common mistake is the phenomenon that we interrupt the other person before he has finished his
story. We already understand what he means and apparently, we no longer find it necessary to let him
say it. It is of course also possible that we would rather tell our own story than listen to the other
person. This is especially common when the topic of conversation is emotionally charged and when

we feel strongly involved.

3.3.3. Tell your own story

Sometimes it is inevitable that the story itself reminds you of certain experiences. A quick made

mistake is telling your own story instead of listening to the story of the other.

For example: someone tells you an experience and instead of asking: 'How did you feel about
N that?’, you quickly say: 'Oh, I've been through that too ...", and you start off talking about your

own experiences. You probably won't find out what exactly the other person's story was.

3.3.4. Being somewhere else with your mind

There can be more important things that you focus on at that moment e.g., issues with your family,
friend or other non-professional contexts. This may hinder you to pay attention to what someone else

says to you. We pretend to listen, but meanwhile our mind is elsewhere.

3.3.5. React impulsively

It is possible that you have already responded before you have let the other person finish. Chances are
that you reacted prematurely and that your reaction would have looked very different if you had

known more information about what the client really means.
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3.3.6. Advise too soon

When someone presents us with a problem, we would like to help. It may then happen that we no
longer take the time to look at the situation or problem but give advice as soon as possible: 'If | were
you | would ...". If the other person then says that this advice is not suitable or not possible, or that he
has already tried it, we come up with the following advice: 'Well, then you can do it like this ... '. We
then continue until there is something in between that makes the other person say: 'l haven't thought
of that yet, | can try that.' It is of course better to first listen to the entire situation and then in
collaboration with your client, figure out what are the most suitable solutions to the expressed

problems. Explore first, advise later!

3.3.7. Respond with appreciation

Bad listening behavior is also reacting positively or negatively to the behavior of the narrator ("You're
out of your mind, you!") or to his story ("I'm against that too"). Listening means trying to get through

to the meaning a situation has for the client you are talking to. Your opinion doesn’t matter.

3.3.8. Making assumptions

It is possible that you already think to know what is at stake. You made assumptions even before the
client gets the time to tell you his story. For example, by saying “Is it sometimes the case that ...”
followed by your assumption. You must leave your assumptions behind. The client needs time to tell

his own story.

3.4. Tips and tricks to be a good listener

To end this chapter, we listed up some tips and tricks to be a good listener.

l. Make eye contact. It is very annoying to talk to someone who is sitting out of the window all

the time...

II.  Take an interested stance. Not only your words, but your whole attitude has influence. It is
much less inviting if you sit down and down, than when you are interested in bending

forward.

M. Encourage the narrator to continue. From time-to-time nodding, making a gesture, looking
surprised, eyebrows frown, saying yes, are what we call ‘little encouragement’: They keep

the other person talking.

V. Ask for clarification if you do not understand anything. This is an expression of interest.
Questions like: ‘How do you mean that?’ Or ‘can you tell me more about that?’ show

interest.

V. Please feel free to ask. As a listener, you must actively deepen your understanding of the
content and the emotional significance of the story; your questions should be directed at
giving the other person the chance to tell his story as fully as possible, they should not have

the character of a cross-examination to satisfy your curiosity!
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VL. Occasionally summarize. Especially when someone tells a long or confused story and jumps
from the heel to the branch, it is important to summarize with some regularity what you
have understood so far. Not only do you hold the line of the story for yourself, but you also

bring it to the other order in his story.

VII. Does not allow any association, opinion or opinion of its own. Begin by delve into the
situation as it is before and according to the other person, do not ask suggestive questions,

do not put yourself in the spotlights.
VIII. Keep your own emotions under control.
IX. Do not hurt the other.

X. Do not be afraid of silence. Try to accept the pace of the other person, don't stop at your
own pace.
3.5. Overview

Listening skills

Non-selective listening skills Selective listening skills

Facial expressions
Eye contact
Body language
Encouraging gestures
Minimal encouragers

Silences

Asking questions
Paraphrasing
Reflecting
Emotional discovery
Concretizing

Summarizing
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4. Regulating skills

In chapter 3 you noticed the importance of good listening skills, but more is needed in interactions.
Being focused on the person who wants to tell you something by encouraging and giving the

opportunity to share what really matters is not sufficient. You also must master some regulating skills.

In this chapter we will provide the definition of regulating skills and their purpose. The different types
of regulating skills will be discussed. We end the chapter with an overview of common mistakes and

some tips and tricks related to regulating skills.

4.1. Definition and purpose

Regulating means controlling or keep order. There are some aspects in interactions who need to be
controlled for example: the length of the therapy session. Regulatory skills are thus skills to give the
conversation a certain order. It is also about being transparent about the purpose of the conversation,

the duration, ...

Regulatory skills are there to put the therapy conversation in order and help to maintain a certain
structure. The added value of such a structure and order is that it also offers predictability to the

clients.

For example, consider the situation in which a client is coming to you and assuming that he will

N hear a solution to his problem. It is important as occupational therapist then to indicate that
the conversation will not offer solutions at that time, but that work will be done together
toward that.

4.2. Types of regulating skills

In order to be preserve a structure in your therapy session, regulating skills need to be mastered.

How can you do it? Which are those regulating skills?
Following types of regulating skills will be discussed:
- Opening the conversation
- Feeding back to initial goals
- Clarifying the situation
- Thinking aloud

- Ending the conversation

4.2.1. Opening the conversation

The regulatory ability to 'open a conversation' means that at the beginning of the conversation you

will gain clarity about the conversation situation by discussing mutual expectations. Some aspects who
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are important to open the conversation with your client are: duration, your approach, subjects who
will be discussed, the possibility of asking question, an opening question to invite the client to share

information with you.

When you already had a previous session with your client, you can summarize the content of the last

conversation. This can serve as starting point for the upcoming therapy session.

Duration

In a first intercourse you start by presenting yourself and welcome you client. It is important to share
the duration at the beginning of your conversation with the client. It gives the client certainty and the

feeling of ‘Okay, the occupational therapist has extended ... for me”.

O For example: “Good morning Mr. Deimer, welcome to this first session ... Did you find the
% way easily? | am ..., occupational therapist since 2012... This first conversation will last 1

hour.”

Approach of the therapist

As occupational therapist you must be clear about mutual expectation. How do you work as

occupational therapist? What can or cannot be asked? What can the client expect from you?

In a first conversation it is the purpose to get a clear idea of what is going on together. You better make
clear what your approach is. Tell the client that it is the first conversation and that the purpose of this
conversation is to get a clear idea of what is going on. Make clear that you will not find a solution to
the problems of the client in a first conversation and that it may be necessary to go into more detail.

The client won’t do that on his own. It will be done together with you as occupational therapist.

Subjects

Be clear about the subjects who will be discussed during the conversation. If there are multiple

subjects, tell the client the order of the subjects.

O For example: “I hear that you are especially anxious about being unable to walk without a
4 walker. You also indicate that you would like to be able to do more in terms of selfcare but
don't yet know how? Is it good if we first look at what it means for you to walk with a walker

and where that fear comes from?”

Questions

Make sure you offer occasions to ask questions. Do your clients have other expectations? Is your
approach clear enough? ... In order to maintain a good trust relationship, you will have to check this
frequently. During therapy sessions you will focus on some aspects. Be sure that the client wants that

too.

For example (following previous example): “Is it good if we first look at what it means for you

% to walk with a walker and where that fear comes from?”
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It is possible that the client wants to open up another subject in the beginning of the therapy sessions.
Some of the subjects may be too sensitive or other subjects may be more urgent according to the

client.

Opening question

It is a good idea to close the opening by asking an opening question. It stimulates the client to talk

about the content he wants to bring in (Hargie, Dickson, & Tourish, 2017).

O For example: “You were referred by the doctor, well then it is nice to hear what is going on?
% What can I do for you?”

4.2.2. Feeding back to initial goods

In a conversation, you set goals at the beginning and then, during that conversation, you regularly

check to what extent you are there: are you still busy with it and how far are you?

For example: The client wants to talk about his fear of falling. Are you still talking about this

% subject or aspects related to it?
A frequently made distinction is the distinction between process goals and product goals.

Process goals in the context of conversations in occupational therapy are goals about the process of

the conversation itself.

For example: building a trust relationship. It takes time to build a trust relationship, it is a

% process.
Product goals are goals you want to achieve with the therapy.
O‘ For example: reducing the fear of falling.

These goals are related to the problem that the client brings in and the results or solutions he is seeking
for. In contrast to process goals, where the occupational therapist is most of all responsible for
(building a trust relationship, make sure the client feels comfortable talking to the therapist...), the

product goals are often determined by the client.

The client says that he wants to have less fear of falling. It is about the questions the client

% comes with. The client explicates what he wants to achieve in the therapy sessions.

In the beginning those product goals are general. People do not really know what they want to achieve.
The goals are often vague like “I want to feel better.” But during the conversation and after clarifying

the problem, those product goals become more specific.

O For example:

‘.

- General product goal: | want to be able to do more in terms of selfcare.

- Specific product goal: | want to be able to wash my hair and put my clothes on on my own.
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The occupational therapist must assure that those product goals set by the client are realistic and
achievable. An easy way to monitor if you are talking about the initial goals is by starting the

conversation with: “Previous session you told me that... Is it okay if we continue talking about... ?“

B

Do you want to know more about process and product goals? Check this link on

YouTube about the differences between those two:
https://www.youtube.com/watch?v=Gm04s3wWWnM

4.2.3. Clarifying the situation

Imagine that there is a misunderstanding during the conversation. What do you need to do if that is

the case? Are there any ambiguities or misunderstandings?

Clarifying the situation is the ability to recognize the ambiguities or misunderstandings that arise in
the conversation. It is important to realize that there is an ambiguity or misunderstanding and
discussing them. Discussing ambiguities or misunderstand is done by using metacommunication (Craig,
2016).

Metacommunication can be defined as ‘communication about communication’. With meta-
communication you take some distance from the conversation subjects you are currently on and you
discuss your way of communication. You explicitly name what is wrong and discuss it. But how to

conduct metacommunication?

Following steps can be helpful.

1. Paraphrase

Remember: Paraphrasing is the act of summarizing what the other person has said. You briefly
describe in your own words what is the most important aspect of what the other people has
told you. Paraphrases are used to show that you understand what the clients said to you and
demonstrate that you are listening to them. Paraphrases are used effectively when
occupational therapist ask their client if what they heard was correct. Examples might be “Are

you telling me...?”, or “So what you are saying is...?”

For example: “You are talking about the fall of the stairs at the birthday party of your
™ daughter before you moved to residential care. So, what you are saying is that it was
difficult to move to residential care?”

2. Name the misunderstanding

When you name the misunderstanding make sure to do this so transparent and neutral as you

can. Don’t say: “I don’t understand what you mean by this.”

For example: “| remember that you started the sessions by saying that you were afraid
% offalling. Now we are talking about the birthday party of your daughter and your move

to residential care.”
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3. Explain what you don’t do and the reasons

O For example: “I would not like to discuss too many subjects at the same time because

% it would then become a bit chaotic.”

4. Explain what you do and the reasons

O For example: “I would like to discuss one specific event in more detail so that | can

N understand you exactly.”

5. Listen to the reaction of the client

Pay attention to the reaction of the client when you ‘confront’ him with the misunderstanding.

Be sure that you offer enough time to the client to react.

O For example: “Yes that is good, | only find it difficult to tell everything clearly. It was

4 also probably the last time | saw my daughter at her apartment. There is no elevator.”

6. Make an appointment

When you have listened to the reaction of the client, you can make an appointment to avoid

the misunderstand.

For example: “I understand that it is difficult for you. Will we go back to the moment

% you were at the birthday party of your daughter and then we will discuss how this is
related to your fear of falling, okay? On a future session we can then talk about your
feeling by moving to residential care.”

7. Return to the subject of the conversation

O For example: let the client talk about the birthday party of his daughter.
‘

4.2.4. Thinking aloud

Thinking aloud is a skill in which you give more insight into your thinking toward the client. You do so
for a better cooperation and to encourage the client for articulating thoughts. The difference between
thinking aloud and ‘clarifying the situation’ is that this last is about identifying ambiguities in the mutual

relationship or mutual expectations. Thinking aloud is about clarifying your thought.

For example: “I think that the surgery on your left leg you had five months ago, influences your
% fear of falling today.”

When you are thinking aloud, you:

- Promote openness: by expressing your thoughts, considerations and uncertainties, your client

knows what is going on in you and how you come to your conclusions. This offers transparency.
- Prevent your own thoughts from being blocked.

- Give your client the opportunity to respond to and follow up your thoughts. How does he think

about it?
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- Promote collaboration: you stimulate the client to think with you about possible solutions to

his problem of problems. Thinking together will increase the chances of finding solutions.

4.2.,5. Ending the conversation

To end the conversation, you start by saying you will end the conversation. You can do this by saying
for example that there are X minutes left. It is important that at the end of the conversation, you link

back to the beginning.
You can do this in multiple ways:

- Summarizing: By summarizing the conversation, you can determine whether all goals have
been met or whether a follow-up appointment must be made. It can also offer insight in the

different interpretations the occupational therapist and client made.

- Metacommunication: In some cases, it may be very useful to have a metacommunication

about how the client experienced the conversation. Does it fit his expectations?

Finally, you can make an appointment for a future session and explicit what will be discussed next time,
so your client is prepared. This transparency enhanced the trust relationship between the occupational

therapist and the clients.

You can also thank the client for his openness and wish him a good afternoon. You may also end with

some tips.

For example, if it was a difficult conversation, you should advice the client to search for
N relaxation so that he can change his mind.

4.3.Common regulating mistakes

Mastering regulating skills is not easy and has to be exercises. Frequently made mistakes are:

4.3.1. Forgetting to indicate the duration of the therapy session

When you indicate the duration of therapy session, the client knows how time is provided for him. If

you forget it, the client will feel interrupted when you say that there is not much time left.

4.3.2. Thinking aloud too much

The client will have the feeling you are constantly interpreting what he says, and that the conversation
is about what the occupational therapist thinks about him. He will not be stimulated to share more

information, and this can also influence your trust relationship negatively.

4.3.3. Remain silent about misunderstandings

It is important that misunderstandings are discussed. When you do not discuss those

misunderstandings, there is a chance there will be more and more misunderstandings between the
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occupational therapist and the client. The client will not feel understood, and the chance is real that

the client will not return to you.

4.3.4. Conducting to much metacommunication

It is important to notice whether a metacommunication is necessary or not. Some ambiguities resolve
themselves during the conversation. When you use to much metacommunication you will have filled

a full therapy session by talking about your way of talking. Don’t forget the content!

4.4. Tips and tricks for being good at regulating

To end this chapter, we listed up some tips and tricks.
I Don’t forget the initial goals: it may be a good idea to write these down.
. Encourage the client to continue sharing his thoughts by thinking aloud.

lll.  Ask for clarification if you do not understand anything. Dare to speak up if clarifying the

situation is necessary.

V. Please feel free to ask if everything is clear to your clients and ask questions about their

expectations before deepening the subject you want to discuss.
V. Do not be afraid of thinking aloud. This can offer new perspectives about solutions.

VI.  Occasionally summarize: It is important to summarize with some regularity what you have
understood so far. Not only do you hold the line of the story for yourself, but you also bring it

to the other order in his story. Don’t forget to do this at the end of the conversation.
VII. Keep your own emotions under control.
VIIL. Do not hurt the other.

IX. Don’t forget to keep an eye on the time.

4.5. Overview

Listening skills Regulating Skills
Non-selective listening skills Selective listening skills Opening the conversation
Facial expressions Asking questions Feeding back to initial goals
Eye contact Paraphrasing Clarifying the situation
Body language Reflecting Thinking aloud

Encouraging gestures Emotional discovery Ending the conversation
Minimal encouragers Concretizing
Silences Summarizing
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5. Nuancing skills

In chapter 4 you noticed the importance of regulating, but more is need in interactions. Being focused
on the person who wants to tell you something by encouraging and giving the opportunity to share
what really matters (listening) and by putting the conversation in a structure and providing

transparency (regulating) is not sufficient. You also must master some nuancing skills.

In this chapter we will provide the definition of nuancing skills and their purpose. The different types
of nuancing skills will be discussed. We end the chapter with an overview of common mistakes and

some tips and tricks related to nuancing skills.

5.1. Definition and purpose

A nuance is a subtle distinction or variation. Sometimes there are some aspects in interactions who

need to be nuances. For example: think about the words always, never, all the time, ... .

Nuancing skills are skills whereby the therapist nuance what the client communicates. The purpose of
nuancing is to give the client a new constructive perspective on his problem or situation or to gain a
new insight. By nuancing you throw another light on the situation. You also provide new perspectives
to your client. You invite the client to look less one-sided and more versatile at their own problem or
situation. With the nuancing skills, we are thus looking at how the occupational therapist can
communicate their insight to the client. It is important to do this in an acceptable and constructive
manner. This chapter is therefore about sharing interpretations, which must be done cautiously as we

have seen in Chapter 2.

As a therapist, in the beginning you need to learn to keep your interpretations in mind and listen to
the client's story first. The reason is that you must first have sufficient information to base your
interpretation on. It is as such obvious to be cautious using nuancing skills. Make sure you listened
extensively to the client before using nuancing skills. When you use nuancing skills, you also must share
your interpretation in a matter that what you say remains open to alternative explanations.

Consequences and dangers of interpreting too early are:
- Therisk of errors is greater
- Denying the client the chance to come with an interpretation

- Risk that the client rejects your interpretation, because there is still insufficient trust

5.2. Types of nuancing skills

In order to give the client a new constructive perspective on his problem of situation or to gain new
insight the occupational therapist must be able to nuance what the client communications. Nuancing

skills need to be mastered. How can you do it? Which are those nuancing skills?

Following types of nuancing skills will be discussed:
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- Nuanced empathy
- To confront
- Torelabel in a positive manner

- Self-disclosure

5.2.1. Nuanced empathy

Empathy is the ability to understand and share the feeling of another person. Using nuanced empathy
means that you first join the client and show understanding for what he brings in (showing empathy),
but then you give your interpretation that goes a little further than what the client has told you (the
nuance). With nuanced empathy, the therapist shows understanding and deeper understanding of
what is going on in the client. Those interpretations the therapist shares with the client are further
removed from the client's frame of reference, but at the same time give a sharper or more constructive
view of the problem. By attentively listening to the client, the therapist can use the context of the
client's story and what he knows from the rest of the contact when he is interpreting.

In contrast to the use of confrontation (see 5.2.2. To confront), by using nuanced empathy the
interpretation that the occupational therapist shares with the client is recognizable in a certain way.
The client can be surprised or may haven’t thought it that way but what is saying seems probable to
the client.

O An example: A client comes to you and talked about the difficulties in his relationship and about
% the loss of his job. By using nuanced empathy, you offer another way of looking at the same
problem (the difficulties in his relationship and the happiness of being together with his wife):

“I understand that this situation is not easy for you.” (Empathy) “You tell me that you have

more quarrel recently with your partner, and that you have recently lost your job. It seems as

if there is a link between this...?” (nuance).

5.2.2. To confront

Confrontation is a strengthened form of nuanced empathy. In confrontations, the interpretations
made by the therapists are far away from the client’s frame of reference. The main objective is to bring
the client into new and constructive insights. Confrontation can sometimes be shocking to clients. You
give an interpretation they did not expect. Confrontation aims to present the client with a different

vision of himself or his environment in order to bring more movement into the problem situation.
When is it a good idea to use confrontation? Confrontation is a good idea when:

- Theclient is not honest about the reality or his own functioning.

- The client presents himself in a way he is not (too positive/ negative).

- The client avoids situations or subject who are important in the session.
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Please note that confrontations do not fit in the beginning of a contact with a client. They ask for a
strong relationship of trust. For occupational therapist and other caregivers, confrontation must be
used on a calm, business and assuming tone. You must show acceptance of the client, even if you are

confronting him.

Even when the client says contradictory things (discrepancies) a confrontation can work.

O EXAMPLE 1: If a client is living on his own at home, but wants more social contact. In the
% conversation with the therapist, you see that he doesn’t want to go outside or to go to
residential care. As occupational therapist, it may be helpful to confront him with those

incongruencies.
WRONG: “but you don’t want to go outside!”

CORRECT: “I understand that your situation is not easy. You say that it is terrible being home

alone all day, but you don’t seem to be open for alternatives?”

O EXAMPLE 2: If a client in residential care do not see his daughter anymore. The client says he
N do not want contact with his daughter anymore, but in the therapy session he talks a lot about

her. As occupational therapist, it may be helpful to confront him with this incongruence.
WRONG: “I see that you care about your daughter. You’re continuously talking about her!”

CORRECT: “You say that you don’t want to have contact with your daughter anymore, but |
hear that you are speaking about a lot of positive moments?”

When someone underestimates himself, confrontation is also a good moment for confronting the
client. Sometimes you must empower the client so that he can discover his strengths and have a more
positive view on his own. This can be valuable in overcoming their difficulties and in finding solutions

to the problems.

O EXAMPLE 3: When a client wants to be more independent in terms of selfcare but says he can’t
N take care of himself anymore. You remember that twenty minutes ago he talked about the

moment he went to the store to get apples.
WRONG: “You are lying. You can take care of yourself. You want to the store recently!”

CORRECT: “l understand that it is not easy to accept that someone helps to wash your hair. But
| hear that you are still able to do things on your own. You mentioned that you went to the
store to get some apples recently?”

O Exercise: How should you react as occupational therapist in following situation?

Peter is in counseling in a psychiatric hospital for drug addiction. He is on the right track and
wishes to live in a studio within 3 months with limited support. The activities he practices are
primarily domestic skills such as cooking. The last week, however, he does not get out of bed,

"he has no motivation", he says and finds everything too difficult.
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Answer following questions:

A) Which skill are you going to use: nuanced empathy or confrontation?

B) Why do you choose this one?

C) Give some examples of what you would say as occupational therapist to Peter.

5.2.3. Torelabel in a positive manner

Relabel in a positive manner means that the occupational therapist putts certain aspects that the
client saw as problematic in a favorable light. In accordance with some uses of confrontations, the goal
of relabeling in a positive matter is to bring the client to more positive insights. When the client has an
explanation of his behavior, which according to the therapist is dysfunctional, it can be interpreted as

a corrective action to use positive re-labeling.

Relabeling in a positive manner has several functions:
- The first function of this skill is to change the negative self-image of the client.
- The second function is to nuance the problem.

- Athird function positive relabeling has is to compensate the influences of values and norms in

the environment.

O EXAMPLE 1: The client cannot move quickly anymore because of his disabled legs. But when he
s walks, he observes his environment in detail. You can say to the client: “I understand it is not
difficult to walk slowly, but now you stand out in the observation of small details during your

walk. You even saw things | didn’t see.”

O EXAMPLE 2: The client smokes every day 20 cigarettes but has a long disease. In the perspective
% of health, itis a bad idea of smoking. Instead, when he smokes his cigarette, he must pass two
hallways with his wheelchair and stimulates his arm muscles. You can say to the client: “I
understand that you want to quit smoking and that it is not easy. Now you smoke 20 cigarettes

a day which is less than a month ago. Have you notices that by going outside to smoke your
cigarette, you are also exercising your arm muscles? Am | right if | say that you didn’t want to

take the wheelchair six months ago?”

O Exercise: Write an example down (about an experience at home or during your own practice,

% ..)whenitwas favorable to use positive relabeling. Try to integrate this aspect in your example.

5.2.4. Self-disclosure

Self-disclosure means that the occupational therapist shares some of his own experiences with the
client. The therapist shares own examples similar to what the client tells. It is important that the

occupational therapist is open and transparent by doing so.
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The ability to self-reveal has several functions in the conversation:

- First, it can serve as recognition for the client. Recognition reduces the distance between the

occupational therapist and the client and can improve the quality of their relationship.

- Asecond function of using self-disclosure is that it can help to client to express his experiences.

With self-disclosure the client know that he is not the only one experiencing those problems.

- Athird function of self-disclosure in occupational therapy is that the client can see his therapist
as an example. When the therapist shares some personal information, the client will be

stimulated to do the same.

An example: If the client is afraid to ask for help to take his clothes out of the closet, the
% therapist can share a story about when he has his leg in plaster and had to ask his wife for

help.
5.3.Common nuancing mistakes

5.3.1. Too much nuanced empathy

If you use too much nuanced empathy, the client will be felt lost in the information you provide. It is

important to cautiously link your nuances to what the client tells you and to explicit the links you make.

5.3.2. Too early or misuse of confrontation

If you use confrontation too early or on a wrong manner, the client will feel misunderstood and have
feelings of anger. To use confrontations in the occupational therapy, there must moreover be a strong

trust relationship between the therapist and the client.

5.3.3. Pollyanna Principe

The Pollyanna principle is the tendency for people to remember pleasant things more accurately than
unpleasant ones. By using positive relabeling too much, the danger is that the client develops and

overly positive view and forgets the issues he wants to resolve.

@ Do you want to know more about the Pollyanna principle, check following link on

YouTube: https://www.youtube.com/watch?v=BaEuP7UP7R0

5.3.4. Too much self-disclosure

Yet beware of too frequent use of self-disclosure. This may lead to incredibility and the client may
assume that what he experiences is not a problem. This can moreover lead to a therapy session where

you are talking about yourself and forgetting what’s the client brings in.
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Can | use
nuancing skills?

Is this enough?

Please note that the use of nuancing skills is depending on the trust relation you have with the client,
how long you know the client, .... Moreover, pay attention that it is a matter of balance. Don’t use
nuancing skills too little, but don’t overuse them!

5.4. Tips and tricks for being good at nuancing

To end this chapter, we listed up some tips and tricks.
l. Use empathy more than nuanced empathy.
Il. Make sure you listened enough to the client, before using nuancing skills.

M. If the client has a negative self-image, relabel some content of the conversation in a positive

manner.
V. Do not be afraid of confrontations. This can offer new perspectives.

V. Be cautious with confrontations. Think about the consequences it may have for the
therapeutic relationship. Is there already a trust relationship? It may be helpful to think

about the possible reactions of the client before using confrontations.

VL. Encourage the client to continue sharing his thoughts.
VII. Free time for your client to reaction to the nuancing skills you use.
VIII. Use self-disclosure wisely. it cannot be the intention that you only speak of yourself.

IX. Keep your own emotions under control.
X. Pay attention to the emotional response of the clients.
Xl Do not hurt the other.

XII. Be aware of the impact of nuancing skills.
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6. Common pitfalls related to interpretation

This chapter will give an overview of common pitfalls in communication related to interpretation
issues.

Why this chapter? As seen in previous chapters (mainly in Chapter 2 and Chapter 5), it is important to
be cautious with interpretations. The difference between observation and interpretation is important.
Much of the pitfalls of communication are related to interpretation issues.

Our perceptions and interpretations determine to a large extent how we behave, and the perception
and interpretation of our behavior by others also determine how they will respond to us. Errors in
perception and interpretation can therefore lead to serious communication problems between people.
A gap then arises between what one means and what the other understands. In order to prevent such
problems, it is important to realize which factors influences your perceptions and interpretations and
how you can avoid such mistakes.

6.1. Factors that influence the process of perceiving and

interpreting

There is a distinction between factors located in the situation itself (contextual factors), factors on

the side of the sender, and factors on the side of the receiver.

6.1.1. Contextual factors

There are different contextual factors that influence the process of perceiving and interpreting.

Factors in the physical environment

The contextual factors can be related to the physical environment like: traffic noise, poor acoustics or

a constantly ringing phone, distracting factors that prevent you from concentrating.

There are also other factors who can have an influence.

Presence of third parties

If you know that others can hear you, you sometimes don't feel free enough to start a personal
conversation with someone. The messages sent in such a situation do not fully cover the content of
the conversation or the intentions of (one of) the partners. If both interlocutors know this, there is
nothing wrong, but sometimes you do not know that this fact plays a role. Then misunderstandings
can arise because the interpretation of one person ('so he thinks about it') does not correspond with
the intention of the other ('l can't say everything now'). In general, the more personal the topic of
conversation, the more likely this factor will play a role. The degree of nuisance is also related to the
status of the listener.
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For example, you may find listening in by a lecturer more threatening than listening in by a

% fellow student, and an unknown person is more threatening than someone you know.

Time pressure

When you take in information under time pressure, you often do not have enough rest to make the
distinction between main and side issues. It is also questionable whether you immediately raise the
most relevant points when providing information under time pressure. However, the other expects
that! The time factor also plays a role in situations that last so long that fatigue sets in. This makes
people less steadfast in their original opinion, and they are more inclined to make overtures. This can
also influence the perception.

For all three factors mentioned, you should try to avoid a disturbing effect. Disruptions can often be

foreseen and avoided.

O If the interference appears to be present during the conversation, you can usually take

‘

measures to control the effect.

O If you notice that you don't have enough time to listen carefully to the other person, you can

propose to make another appointment.

O\ If you are constantly disturbed by phone calls or incoming people, you can sit somewhere else.

6.1.2. Factors on the sender side

There are several factors that can cause the message to be distorted by the sender itself. It is then very

difficult for the receiver to find out the correct meaning of the message.

The sender wants to withhold information

Someone who answers a question, but does not want to show the back of his tongue, will try to talk
around it in such a way that the therapist thinks he has received a satisfactory answer. He may then
highlight some details and leave the main point behind, or he may give an incomplete or vague answer.

This can lead the receiver astray.

The sender doesn't know exactly what he wants/should say

You don't always have a clear answer in mind when you are asked something. Sometimes someone
asks you for an opinion on an issue that you have never really thought about or taken a position on. If
you try to formulate an answer, but don't want to show your own insecurity, you sometimes say
something completely different than what you want to say. Your story can also become incoherent,

contradictory or vague, consequently it makes your narrative difficult to understand.
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The sender is very busy with itself

Situations may arise in which you are more concerned with yourself than with clearly formulating your
thoughts.

Just think about situations where you are very tense (exam) or situations where you are shy,
N tired or sick, or have to concentrate on a difficult task. You sometimes realize afterwards that

you said something completely different than you actually meant.

The sender speaks a different language than the receiver

If you want your message to come across well, you will have to adapt your word use, sentence
structure and examples to the 'frame of reference' of the other person, to his world of thoughts,
feelings and experiences. If you don't, the other person will hear you talk, but will not understand you.
You notice this, for example, when you talk to children or people from a different environment or
culture. You will then have to do your best to ensure that your message gets across and to tune in to
the other person. This also includes the use of jargon.

O For example, the computer expert who talks about 'flash’, the counselor who discusses the
% diagnosis of 'appendicitis' with the client, or the accountant who uses a term like 'solvency'
against his client. Clients usually do not know what these words mean, but do not dare to ask

for an explanation because they think (interpretation) that they will be mistaken for ignorant

and stupid. Whoever uses the jargon confirms that he is a member of a special community that

is not just accessible to everyone.

6.1.3. Factors on the receiver side

A number of factors also play a role on the receiver's side the perception and interpretation of the

messages that others to broadcast.

The receiver assigns meaning to what he perceives (interpret). But not as a still camera or as a
recording device that only records. In the interaction between people, perception and interpretation

usually go hand in hand: we immediately have an opinion about what we observe.

Examples of factors that influence our perception:

Knowledge and experience

We prefer to perceive information (or select it from a message) that seems familiar to us or with which
we have already gained experience. We prefer to interpret information in a known direction (‘another
piece of impatience!'). When we become aware of facts or views that conflict with previous

experiences and beliefs, this creates tension that we want to avoid.
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Feelings

When you feel comfortable in a situation, you will notice other (and more) things than when you are
tense or insecure. Such feelings narrow your view, as it were. Feelings of sympathy or antipathy cause
you to perceive or interpret the same behavior differently in different people. What you consider
'interest’ of one person, you think of another 'interference'.

Attention

We focus our attention on the information necessary for our purpose. Inappropriate information

automatically fades into the background.

For example, if you want to buy clothes, you will see clothing stores more often. You only notice

™ aparking ban when you want to park.

Views, norms, values, culture

We perceive information sooner and more easily if it fits within our frame of reference. Information
that does not fit within our frame of reference leads to tensions (cognitive dissonance). We then try

to reconcile that information with our own views (Van Hemert, Poortinga, & van de Vijver, 2007).
It is easier to remember information that you agree with or that supports your own point of view.

As a rock lover, you are more likely to notice a review in the newspaper of a concert by Bruce

N Springsteen than of Mozart's Die Zauberflote.

In our culture it is quite normal for a girl to walk alone on the street, in other cultures it is given a

completely different meaning. The meaning of movements can also differ per culture.

An example: Drumming your fingers on the table is labeled as nervousness or impatience. An
4 adult Kenyan, however, does this because he is thinking! (Some other examples are given in
previous chapters.)

Motivation

When two people listen to the same message, while one is interested in the subject and the other is
not, the well-motivated listener will take in much more than the disinterested one. Plus, he may

already know a lot more about it, so align the new information with already existing data.

Mood

Your emotional state also influences the way you perceive and interpret. When you're in a good mood,
you see everything on the bright side. When you're grumpy, you mostly hear and see things that fit
that mood.
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Physical condition

Your physical condition influences how and what you perceive. This does not only refer to the situation
in which you cannot see or hear well, but also to situations of fatigue, medicine or drug use or

drunkenness. This can also seriously obscure the perception.

Defense Mechanisms

Sometimes information can (threaten to) affect us in such a way that we would rather be deaf to it.
Apparently we can't handle the information properly. It is striking that at that moment we really do

not perceive that information and sometimes only realize afterwards that it has been told to us.

So much for a number of factors that influence the way we perceive information. In practice, of course,
these factors all play a role at the same time, reinforcing each other's effect or canceling each other

out.

6.2. Interpretative factors

The information we perceive through the senses is sent to the brain. There we assign a certain meaning
to the information and we interpret the information. All the aforementioned factors, both in the

contextual situation itself and on the side of the sender and receiver, color our perception.

Other influencing factors are:

Acceptance of selective information
You focus your attention on information that is right up your alley.

An example: Your colleague says that he slept poorly, is busy and that he can only get a certain
W job done just in time by working a lot of overtime in the coming days. And that just when he
has a visit from his sister from South Africa, a visit he had been looking forward to so much.
You have the feeling that your colleague is trying to blame you. You mainly respond to the first
two messages, namely that he has slept poorly and that he is busy. You offer your condolences,
acknowledge that he's busy because it's busy too, and say you don't like him. Ignore the last
part of the message where he implicitly asks if he can get off the job. You know that it will be

difficult for him to explicitly ask you.

Understanding and reacting too quickly

This is when you simply don't take the time to picture the whole situation first, but react to the first
thing you hear or see. You do not react to someone's actual story, but to the introductory words. You
definitely think you know what's next. Impatience and impulsivity play a role here, but it is also an

expression of our habit of filling in the other person's sentences in advance.
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Generalize
We often quickly come to an overall judgment based on a single event.

O For example, if someone is late, even though they were late last time, you say, "He's always late,

4 it was the same last time."

Prejudices

Our interpretation of information is often colored by unfounded or premature views about people or
situations: 'teachers are authoritarian’, 'civil servants are lazy', 'technicians are nerds', and 'you have

to keep an eye on foreigners'.

Stereotyping

Here you lump entire groups together by ascribing fixed qualities or characteristics to each member of
that group. In practice, it is often inferred from certain characteristics to which group someone

belongs: 'that is typically a psychologist, with his puffed trousers and goat wool socks.'

Halo effect

When interpreting information, we are often misled by the radiating effect of one or a few
characteristics: he plays the accordion, so he will also be pleasant; someone who drives an expensive

car must have a lot of money. This kind of effect is called halo effect.

Identification

When you strongly identify with someone (a pop group, an athlete, a teacher), it will strongly influence
the perception and interpretation of information about that person. Especially positive information is
selected and included. When something negative is said, you can hardly believe it. There can also be
negative identification. Then one can hardly do any good. A mild form of identification plays with
sympathy. When you like someone, it's easier to overlook the less nice things. As a result, the

perception is distorted (because selected) and your interpretation of its behavior is guided.

Projection

When you attribute your own (unconscious) feelings (e.g. aggression) to the other person (“you are
aggressive, | am not”), we speak of projection. Feelings of which you are not aware yourself appear as
behavior or quality of the other, at least that is how you perceive it. Like the innkeeper, he trusts his

guests: in fact you see yourself in the other, only you are not aware of it.

Personal standard

We tend to measure the behavior of others by the way we would do something ourselves. We then

take our own behavior as the norm: “l would have refused to do another course of chemotherapy.” In
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this way we determine what we consider good and less good. We forget that the other person can
very well start from a different personal norm, so that the behavior also has a completely different

meaning for him.

It also applies to all these factors that in practical situations they do not occur one by one, but
simultaneously, strengthen or weaken each other's effect. In practice, the distinction between
perceiving and interpreting sometimes blurs: we perceive while interpreting. So there are quite a few

factors that can cause biases. When you are aware of this, it is possible to control its negative effects.

6.3. Tips and tricks to avoid mistakes in interpretations

From the above it becomes clear that we can make quite a few mistakes in the perception and
interpretation of messages. The most important measure we can take is first of all to become aware

of all these factors and their effect.

To avoid such pitfalls, you must get used to look closely, listening and collecting data before
arriving at an interpretation. You need to become aware of your own behavior in this area.
Only through practice can you attempt to correct the main biased observations and

interpretation errors. This is essential for your future profession.

O Exercise: read the cases and answer the questions.
4 Case 1: Georges has ethylene liver cirrhosis. He tells you he finds it very difficult to stop
drinks. You cannot understand that because you believe that this is his own fault. During the
occupational therapy he is always talking about the good old times when he went to pubs.

Case 2: Julie has already asked several times if you have some time to come by and look at
her trolley that is no longer working. When she speaks to you again and asks you what your
opinion is, you answer: ‘Yes, but it is now extremely busy and | really don't have time because
I'm not going to get around with my work right now.” You decide to go to Julie and conclude
at different times, that she is not present. You have already experiences this with previous
clients and conclude that the problems with the trolley might not be that worse.

Answer following questions:
A) Which kind of interpretation problems arise in the cases?
B) What is wrong with the reaction of the occupational therapist?
C) How should you react? Note the kind of communication skills you should use (listening,
regulating or nuancing skills).
D) Specify the type of skill you should use and explain your choice.
E) Compare your answers with your neighbour
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