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[running as loop and fullscreen
while participants enter the room]

e http://www.youtube.com/watch?v=NjTtF
vLD bE
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CONTEXTUAL COMMUNICATIONS;
communication differences relevant
to our profession
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YOU CANNOT NOT COMMUNICATE
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How many cur'cles do you see?

HEEE
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Effective communication

@® The actual words we use
@® The way we say them

The visual clues we send out
(Albert Mehrabian model)

www.earma.org




Effective (contextual) communication

e Communicating takes place in context. With or without words.

* Conveying messages or understanding messages is always there.

* Context or words as means of expression is culturally dependent.
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Levels of communicating

High level context

* Aot of unspoken information is implicitly transferred during communicating.

* Hofstede: collectivistic approaches for regulating professional interactions

Low level context

* Aot of information is exchanged explicitly through the message itself and rarely implicit or hidden.

* Hofstede: individual approaches for regulating professional interactions
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Tallinn versus Chicago & mental map for navigating
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Cultural Types:

v Soa Mexico. Colom Linear-active,

. aly, Spain exico, Colombia . "

The Lewis Model Brazil, Venezuela Peru, Bolivia ml..lltl-ﬂﬂt‘“fﬂf
reactive variations

Portugal, Greece

Angola, Nigeria
Chile, Algeria

Sudan, Senegal

Russia, Slovakia

Saudi Arabia
Croatia, Romania

Irag, UWA.E.

France, Poland

Bulgaria
Hungary, Lithuania

Turkey, Iran

Belgium, Israesl

India
South Africa

Key: Pakistan
blue = linear-active - cool, factual,
decisive planners

Denmark, Ireland

Indonesia, Malaysia
Australia

Philippines
) red = multi-active - warm, emotional,
MNetherlands, Austria loquacious, impulsive Korea
Czech Republic Thailand
Slovenia = reactive - courteous, amiable,
accommodating, m}mpmmiser
USA, Norway good listener China
Germany )
Switzerland Vietnam
Luxembourg

UK. Sweden Finland Canada Singapore Taiwan H

Japan
Latvia Estonia Hong Kong

http://www.crossculture.com/rlcintro.html
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http://www.crossculture.com/rlcintro.html

When Cultures collide: Richard Lewis (dividing cultures)
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LINEAR-ACTIVE | MULTI-ACTIVE m

Talks half the time

Does one thing at a time
Plans ahead step by step
Polite but direct

Partly conceals feelings
Confronts with logic
Dislikes losing face
Rarely interrupts
Job-griented

Uses mainly facts

Truth before diplomacy
Sometimes impatient
Limited body language
Respects officialdom

Separates the social and
professional

Talks most of the time
Does several things at once
Plans grand outline only
Emotional

Displays feelings
Confronts emotionally
Has good excuses

Often interrupts
People-oriented

Feelings before facts
Flexible truth

Impatient

Unlimited body language
Seeks out key person

Interweaves the social and
professional

Listens maost of the time
Reacts to partner's action
Looks at general principles
Polite, indirect

Conceals feelings

Never confronts

Must not lose face
Doesn't interrupt

Very people-oriented
Statements are promises
Diplomacy over truth
Patient

Subtle body language
Uses connections

Connects the social and
professional
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BRIDGING THE GAP

ASSESSING (“ JUDGING )
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Ingredients of active listening

* 5 key elements to active listening:

1. Pay Attention
2. Show That You're Listening
3. Provide Feedback

4. Defer Judgment

5. Respond Appropriately
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Intercultural (contextual) communication
In practice

e Notes for the observers:

— Listen patiently
— Take note on what you see, hear, feel
— Capture direct quotes

— Write down your immediate thoughts without worrying about
an interpretation

— Capture themes and questions that you have
— How do people interact?

— What frustrates/motivates the persons?

— What do the people care about most?

— What was most surprising/memorable?
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Group work

Group in 2 or 3, use examples to create a dialogues
out of a given role.

2-3 actors, 1 observer, 10 min’

Main questions (for observer)

* How do you BUILD cooperation?

* How do you MAINTAIN cooperation?
 How do you SUSTAIN cooperation?

Feedback 2’ per group
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Feedback

* Feedback per group + observer notes
 Discussion
e What works? What doesn’t work?

— the obstacles and how to overcome them
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Intercultural ( contextual) communication
in practice - tools

* ‘Ingredients’ of a professional contextual communication

* Navigating tool(s) (eg. Lewis model, levels of communications)
e Active listening (5 key elements)

e Build, maintain and sustain a collaboration

 Model of the CDWG (‘Frank’)

* EARMA Mapping
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Participation in EARMA conference in Lulea

Participation in EARMA conference in Lulea (2016)

Outside Europe

USA 14
Israel 11
Japan 7
Australia 5
South Africa 4
China 3
Brazil 2
Canada 2
Qatar 2
Mexico 1
New Zealand 1

. Nigeria 1
Legend i Tajikistan 1

[ Jo[ J1-s6-15 M 15-30 M 31-65 Number of individual participants per country Unites Arab Emirates 1
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* On behalf of the Working Group: Cultural Diversity in RMA

— Marjolein Griethuysen, Global Scientific Business Innovations info@gsbinnovations.eu

— Andreja Zulim de Swarte, University Medical Center Utrecht A.ZulimdeSwarte@umcutrecht.nl
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