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Communication Interaction Programs

Skills Processes or Services i

CONNECTIONS

The foundational understandings of collaboration presented in Chapter 1 provide a basis
for beginning an exploration of the specific communication skills that contribute to its ef-
fectiveness and is the focus for this chapter as well as the two that follow. In this chapter,
you will learn about the nature of interpersonal communication and how it occurs, topics
that appear to have a commonsense origin but that have technical meaning for collabora-
tion and profoundly affect its cutcomes. You will also explore how perspective influences
communication, consider factors that affect listening, examine the impact of nonverbal com-
munication, and outline principles to guide your interpersonal communication success. The
information in this set of three chapters should be applied in the collaborative endeavors
that are described in later chapters, including teaming, co-teaching, and consultation.

LEARNING OUTCOMES

After reading this chapter you will be able tfo:

1. Apply your understanding of differing views of communication and their common
elements to communication situations you have encountered or will encounter as an
education professional.

2. Define the term interpersonal communication and its critical elerments, describing
the process by which meaning is communicated through it and illustrating your
understanding with examples from your professional or related experiences.

3. Analyze interpersonal competence, including perspective and perception and the
influence of culture on them, and outline strategies for attaining it.

4. Explain how the perceptual process creates misunderstandings, and generate ways
to improve your perceptual accuracy,
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CHAPTER 2

A Matter of Misunderstanding

im and Lena, two of the grade-level team leaders in Kirby Middle School, have worked together for a

vear and have come to view themselves as friends and good teammates. As Lena entered the cafeteria

to get coffee before school, she greeted Kim enthusiastically and exclaimed, “How about Sparks last
night? He's something else with those dunks. I'm so stoked for the next game!” She pretended to shoot a bas-
ketball to punctuate her comments as she almaost squealed, "We're going to Bloomington!™ Lena was talking
excitedly about their alma mater’s basketball game the night before. Without waiting for a reply, she plunged
inte more details, describing several of the plays as well as the team’s certain chances for sweeping the confer-
ence and the championship. Lena soon realized that Kim was looking at her with a seemingly disinterested, pos-
sibly irritated, expression. She couldn’t determine whether Kim was unhappy, angry at her, or, for that matter,
whether Kim's response had anything to do with her at all. Lena's sports commentary trailed off and she asked
Kim what was wrong. Kim flatly said, “Nothing.” She locked away and shook her head, got up from her chair,
took her coffee, and as she left the cafeteria with what Lena now determined to be a disapproving look, Kim
remarked, “MNot everyone had the luxury of watching the game. Some of us had to work.” Lena called after her
saying she was sorry Kim had missed the game and suggested they could make up for it with a girls’ night out
on Friday. As Kim was leaving, Lena thought, "It's too bad that she had work to do, but | don't know why that
has anything to do with me.”

Introduction

Does the preceding story sound familiar? How you comrmmunicate is critical to both your
personal and professional success. In this chapter, we focus on how communication
influences your professional interactions and their effectiveness. Your knowledge of the
nuances of communication and your communication skills are essential in the perfor-
mance of your instructional, administrative, planning, or other educational responsi-
bilities, as well as in your collaboration with colleagues and parents. Because of this,
many professional preparation programs and school-based performance reviews include
an evaluation of communication skills, and increasingly, certification and licensure in
education and related professions require similar evidence of strong communication
abilities.

But this emphasis on communication also creates a problem: Many professionals ar-
gue that they understand communication and do not need to review information such as
that presented in this chapter. However, knowing about corrnunication is vastly different
from grasping its nuances and deliberately using it as a tool for fostering effective interac-
tions with others. It is the more specialized and technical view of communication skills
that is the focus of the information that follows.

Understanding Communication

To becorne adept at professional interpersonal communication, you must first become
farniliar with the general and universal aspects involved in all human communication,
which shares a set of characteristics and elements, a set of root principles. By mastering
these features, you will become a student of interpersonal communication practices and
skills, applying them to support your collaborative endeavors.
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INTERFPERSOMNAL COMMUNICATION

Human communication is considered a rich and complex field of study, explored by
scholars and theorists who describe it in diverse ways. That diversity represents the many
disciplines from which this relatively new area of inquiry has evolved—including psychol-
ogy, sociology, social psychology, and philosophy. Consequently, the definitions of com-
munication found in scholarly sources vary tremendously: A recently conducted extensive
review identified 15 different conceptual components associated with over 126 different
definitions (Lustig & Koester, 2013). Some scholars view communication as a process of
transmitting information from one person to another or to groups. Others are more con-
cerned with the processes by which people express meaning and exchange understand-
ings through communication. To avoid these sometimes confusing alternatives, for this

text the following definition is utilized: ) Leamn More About

J What does this
Communication is the management of messages with the objective of creating meaning, ~ brief video clip
about teachers collabo-
Using such a definition, it can be clarified that communication occurs within and across  ating in the classroom
various contexts, cultures, channels, and media and includes both verbal and nonverbal  suggest to you about the
messages as well as technology-mediated messages (Beebe & Masterson, 2015; Floyd,  importance of interper-

sonal communication for

2014). In addition, the definition provides the basis for examining traditional and contermn- oIl ;
establishing parity?

porary views of cormmunication as they exist in todays schools,

Views of Communication

Advances in educational thinking and instructional practice encourage teachers to in-
teract collaboratively with learners and extend learner interactions with others, both
locally and globally (Council for Chief State School Officers, 2011; Ladd et al.,, 2014),
What view of communication do such models encourage? On the other hand, in too
many settings the primary instructional mode continues to rely on teacher presentation.
In fact, despite extensive conversations in the profession about student engagernent and
participation (e.g., Cooper, 2014}, the majority of communication in schools involves
the presentation of information by one person to others. This is often the case when
leaders provide information school-wide as well as when teachers provide instruction.
What perspective of communication does this suggest? As you reflect on the following
three views of communication, think about how they are manifested in schools, how
cormon each is, and how you have experienced each of them. Figure 2.1 provides an
overview of these perspectives.

Linear View In the linear view or model, communication is seen as a one-way “informa-
tion transfer” event in which a sender encodes, or constructs, a message and delivers it to a
relatively passive receiver who decodes or interprets it. A message is not limited to words;
it is the totality of what is cornrmunicated—the words, noises, facial expressions, and stance
of the communicator. Verbal messages are composed of printed or spoken words; nonver-
bal messages are conveyed by behaviors other than words (e g, facial expressions, vocal
noises, and gestures). Everything a communicator says or does, as well as the richness of
the expression, is potentially part of the message. The communication occurs within an
environment—that is, the surroundings or a physical location—but the environment is
influenced by personal experiences. Naturally, that relationship goes both ways because
the environment can also affect interpretation. Varying kinds of noise can interfere with
the accurate transmission of a message. MNoise may be physical (e.g., an alarm or siren),
psvchological (e.z., thoughts, biases), semantic (e.g., language differences), or physiologi-
cal (biological influences). The nature of the message, the channel selected, the noise, and
the environment may all influence the success of the communication. The terms used to
label features in this communication view apply to the other views as well, and they are
highlighted in Putting ldeas into Practice.

The linear model is quite cormmon among professionals in school settings; it is the
unilateral communication that is used to transmit information through such differing
channels as memos, podeasts, online modules, web postings, and announcements over
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FIGURE 2.1 Views of communication.

s ~

Understanding of the communication process have advanced over the yvears. In
each of the three views cutlined here, the roles of the individuals invelved and

the understanding of the message being communicated vary according to the

interactivity available to both the sender and the receiver

Linear View. Communication is a one-way process in which a sender constructs
and transmits a message to a relatively passive receiver who decodes it It is gener-
ally not face-to-face, often technology mediated, and asynchronous. Feedback, it
any, is delayed. The sender’s message is to be understood as deliverad.

Sender Receiver

Interactional Viewe  In this two-way process, a sender and a receiver alternately
exchange information. The sender transmits a message; the receiver decodes it and
responds with feedback. If feedback indicates misunderstanding, the sender is likely
to revise the message. Communication is complete when the receiver’s feedback
indicates understanding of the message.

Sender Receiver

Transactional View. As a communicator sends a message, he ar she simultanecushy
receives information from the message itself and from the person with whom he or
she is communicating. The communicatars are interdependeant in that they
co-construct shared meanings by continuously exchanging messages.

Communicator > Communicator

the school’s public address systermn, When this type of communication occurs, it is often
technology mediated and usually does not occur in person. Feedback is not expected,
and if it does ocour, it is delayed. The senders initial message contains the meaning of the
corrrnunication, and others are expected to understand it as it was transmitted. Of course,
those who receive the message may understand the message in a manner not intended by
the sender. An illustration of such misunderstood cormunication occurred in Lena’s ex-
perience in the opening case, which is continued here.

Later that day as Lena was leaving the lunchroorm, another team leader, Jill, asked rather point-
edly where she had been the afterncon before. Lena was surprised at her directness, but ex-
plained she had left right after school to shop for drinks and snacks because she had invited
college friends over to watch the playoff game that evening, Jill was again direct as she told Lena
that their team leader meeting had lasted until 7:30 p.m. because there was no one there to
represent Lena's area, and the other teamn leaders had to research the databases to gather the in-
formation she was to have collected earlier. Lena looked shocked and asked, “"What team meet-
ing?” Jill was hurrying to get to her class but quickly told Lena it was the meeting described in
the e-mail she had received two days earlier.

Lena was confused and went directly to check her e-mail after she finished lunch. She had
been happy to get the principal’s message early the other morning. It described the ways the
principal wanted some data to be managed and stated, “Team leaders may defer their meeting
until after school is out to aggregate the data sets” Lena had been relieved that the meeting was
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INTERFERSOMNAL COMMUNICATION

& Coming to Terms with Communication Terms
Communicator: one who simultaneously performs message was received, Feedback may be internal
the sender functions (formulates and sends {(how we assess our own commmmuinication) or exter-
messages) and the receiver functions (perceives and nal (feedback from others).

comprehends messages) in comrmunication. Channel: vehicle or pathway through which a

Enceding: the process of putting thoughts and message is sent (e.g., face-to-face, podcast, paper
feelings into verbal and/or nonverbal messages. mermno).

Decoding: the reverse of encoding; involves Noise: anything that interferes with the accurate
developing a thought or meaning based on hear- transmmission or reception of a message. It may be
ing and/or seeing messages, whether verbal and/or physical (e.g., siren, pop-up ad), physiological (e.g.,
nonverbal. biological, hearing loss), psychological {e.g., biases,
Message: spoken, written, or unspoken information emotions), or semantic (e.g., language, jargon).

sent from one communicator to another. Environment: physical location, surroundings, or
Feedback: a verbal or nonverbal response to a context that can affect how individuals understand
message that provides information about how the others’ behaviors,

deferred until next week after the school vear ended. INow she realized, based on reactions from
Kim and Jill, that there was more than one definition of “after school is out” operating. Apparently,
it had meant “after school is out” on the day of the regularly scheduled tearmn leader meeting.

This illustrates a misunderstanding caused by linear, or unilateral, cormmmunication.
Without feedback or opportunities to seek clarification of the message, Lena gave it her
owr, albeit incorrect, meaning,

Precisely because of the lack of feedback, linear view communication of all kinds runs
the risk of being misunderstood. Ensuring accurate understanding is difficult in the ab-
sence of reactions or responses indicating whether the receivers understand the message.
Straightforward reports of facts, events, or previously debated policy are the types of infor-
mation that have the least potential for troubling misunderstanding, for exarmple, in e-mail
cormrnunication.

Interactional View The interactional view extends the linear model to recognize com-
munication as occurring through an interactive and two-way process in which informa-
tion is exchanged alternately between a sender and a receiver who take turns speaking and
listening. In this view, speaking and listening are considered sequential and separate acts
that occur at different times and one after another, The sender encodes a message in a way
that can be understood by the receiver and then delivers it to the receiver. The receiver per-
ceives the message, decodes it, and responds. The receivers response, or feedback, lets the
sender know how the message was received and whether it was understood. This real-time,
two-way cornrmunication is highly dependent on feedback. Feedback may be external, cormn-
ing from the receiver, or internal, insofar as the sender assesses and reflects on his or her
own cormrnunication, Cormmunication is considered cormplete when the receiver’s feedback
lets the sender know or conclude that the information has been understood.

In schools, interactional communication occurs as someone describes, directs, ex-
plains, or lectures, and others read, listen, understand, and respond. Those interac-
tions are routine as teachers present information or give directions to their students
and students provide feedback in the form of questions, comments, or performances,
Similarly, leaders deliver information or give directions in staff meetings, lectures, and
professional developrment activities and receive feedback from those involved. Based
on feedback, a teacher may decide to reteach or explain material differently, and a
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E-mail, social madia, and other electronic cammunication
optians are useful, but they alsa include a significant risk

leader may see the need to rephrase a concept or de-
scribe something in a different manner. Had the infor-
mation about rescheduling the team leader meeting to
“after school is out” been given in face-to-face interac-
tion, Lena may well have commented to the group or
to Kim about how glad she was to have the extra time
to prepare for her guests that evening. That statement
would have served as feedback that she did not un-
derstand the meaning as others did, and it could have
been corrected.

Transactional View A transactional view is regarded as
a more contemporary and sophisticated framework that
better represents the complexity and subtlety of the com-
munication process (Beebe & Masterson, 2015, Harris &

Sherblom, 2011; Wood, 2013).

for confusion and misunderstanding.

In the transactional model, the concepts and roles
of sender and receiver are extended and blended as both
participants are in both roles simultaneously; both of them participate as communicators.
At the same time that Communicator A is sending a message, sheis also receiving informa-
tion from Communicator B. At the same time Communicator B is receiving a message, he
is also sending information to Communicator A, The communicators are interdependent
in that they co-construct meaning through their continuous, simultaneous communica-
tions. In a transactional view; both cormmunicators share responsibility for developing and
understanding the meaning of the message.

The concepts of channel, noise, and environment mentioned in association with the
other views of communication are also seen in this model, though they manifest in differ-
ent ways. Their influence on the transactional comrmunication process is significant be-
cause transactional interactions are seen in familiar dyadic or small group relationships in
which vou participate, in educational and community settings, in meetings you may have
with individuals or small groups of students; and even when you jointly plan a project or
facilitate student efforts on an assignment. Team meetings, interactions in the staff room
or cafeteria, co-teacher planning and debriefing sessions, and parent conferences are all
examples. In those and similar exchanges, you interact with others with whom you have
or are building relationships. You are likely to he working toward a shared goal. In such
cases, you often share some background and common context with the people you are
working alongside. Through verbal and nonverbal means, you exchange information with
them, and the process takes you closer to or further from your goals. Through your inter-
actions, you influence your relationships with varying degrees of interpersonal cornrmuni-
cation skills.

Generally speaking, transactional communication requires that both participants
are equals in communicating meaning, because meaning in an interaction is truly a
co-constructed product, What does this imply for professionals’ cormrnunication in schools?

Defining Interpersonal Communication

Communication scholars have embraced the transactional communication model as
the best representation of how interpersonal communication occurs, and this model
serves as the foundation for the interaction skills and processes presented in this text.
Building on the already-presented definition of basic communication, interpersonal
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INTERFERSOMNAL COMMUNICATION 21

communication can be understood as an extension of it that incorporates transactional
aspects:

Interpersonal comrmunication is a comples, transactional process through which people create
shared meanings through continuously and simultaneously exchanging messages.

This definition and the introductory description of the transactional model provide
a basis for thinking about effective interpersonal communication. Your skills in applying
this information in your own interactions can significantly enhance your effectiveness in
the full range of your professional and personal collaborative responsibilities,

Concepts Reflected in the Interpersonal
Communication Process

As you might suspect, the interpersonal communication process includes a number of
critical components, Useful insights regarding this process identified by scholars such as
Adler, Rosenfeld, and Proctor (20150, DeVito (2013}, and Steinfatt (2000}, are discussed

next

Interpersenal Communication Is Transactional Identifying interpersonal communica-
tion as transactional underscores that both communicators are simultaneously sending
and receiving information, making it impossible to distinguish between a sender and a
receiver. To illustrate that concept, try to discern who is sending and who is receiving in-
formation in the following instances:

One teacher is telling another about a graphic organizer she thinks would be useful
for a student in his class. The second teacher is shaking his head and scowling,

The after-school program leader is asking a parent about her son’s study space and
homework schedule at home. The parent is looking sheepish and uncomfortable.

In a staff meeting, the principal is describing a new school-wide behavior support
program she observed. Most teachers are sitting quietly, but two are whispering
about an earlier disruption, another is filling out a field trip request, and three others
are correcting papers.

It is tempting to see the teacher, after-school program leader, and principal as send-
ers of messages and the other teacher, parent, and group of teachers as receivers. But the
teacher being told about the graphic organizer is registering a negative response; the par-
ent is cormmunicating that she is uncomfortable either with the question or with her child’s
homework situation; and the teachers at the staff meeting are displaying a lack of interest
while grading papers and whispering to one another. In those examples, the receivers are
sending verbal and nonverbal messages to the speakers even as the latter are speaking,

Now imagine yourself in such a situation. If at the same time you are speaking the per-
son vou are addressing responds by nodding and showing you a piece of student work that
illustrates exactly the point you are making, this person is letting you know your message
is being received and understood. A confused look, a frown, or a question may cause you
to restate your message, whereas a smile, a nod, or an interested look may encourage you
to continue speaking or to go on to your next point. 1t is not just others’ messages that may
change your communication. Consider this: When you speak, you can hear yourself and
judge whether you are saying what you intended. If you think that you are being unclear,
vou may elaborate on or restate your message to clarify it. You may also perceive that you are
talking very quickly and decide to slow your rate of speech. In fact, messages are being sent
constantly by everyone involved in the cormrmunication including your messages to yourself,

Communication Through Multiple Channels Channel refers to the medium through
which messages are transmitted. Messages are typically either seen or heard; they are
transmmitted through visual and vocal-auditory channels. However, all human senses may
be involved in sending and receiving messages. A firm handshake or a literal pat on the
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back transmits messages through tactile channels. Sim-
ilarly, the cologne one wears or other odors one ermits
corrrnunicate through chemical channels.

At any given point during interpersonal com-
munication, several messages are probably being
transmitted simultaneously over different chan-
nels. Logically, sending a single message over mul-
tiple channels can strengthen or emphasize the
message. You do this when you smile, nod, and
touch someone’s shoulder while giving that per-
son a comnpliment. Alternatively, the simultaneous
sending of discrepant messages through different
channels complicates the communication. A person
who says, “Oh, its fine; I can make some modifi-
cations later,” while crumpling a report and tossing
it into the trash is sending contradictory messages
over different channels. This causes confusion and
misunderstandings.

It would, of course, be upsetting to a parent to
learn that his or her child was injured at school. It would be far easier for you to be

E

Communication accurs simultaneously through multiple
channels (e.g., verbal, nonverbal), and when the messages
are contradictary, others may be uncertainabout the
communicator’s true meaning.

supportive if you could tell the parent in person rather than through another medium.
But the urgency of the situation may require that you comrmunicate it as quickly as pos-
sible by telephone, text message, or e-mail. Other disturbing or complex information
that is not urgent may best be held for a day or two until you can meet directly with the
individual. Putting Ideas into Practice highlights some factors to consider when you are
selecting the primary channel to use in a communication.

People Create Meanings ‘When a colleague interrupts you and says, “1 hate to bother
you, but.. " after having interrupted several times earlier, several meanings could be in-
ferred: a serious apology for another disturbance, an insincere effort to diffuse your irri-
tation, or even a sarcastic dig because he thinks vou should be helping him rather than

PUTTING IDEAS INTO PRACTICE

What Channel?

The channel you use as the primary one for your The amount and cormplexity of the information to
cornmunication will affect the way an individual re- be conveyed

ceives, understands, and responds to your message. Your control over how the message is composed
It is likely that you use different means of transmit- Your control over the receiver’s attention

ting messages if you are sharing daily assignments Your ability to assess the others understanding
and progress reports with parents or colleagues versus The channel’s effectiveness in conveying detailed
sharing potentially upsetting information with those T1essages

individuals. In the latter situation, for example, con-
sider the level of support you can give when comrmu-
nicating face-to-face, via e-mail, or through a voice
mail message. Many writers recommend considering
the following factors when deciding which channel
to use in communications with colleagues, friends,
or parents (Adler & Elmhorst, 2013; Brantley &
Miller, 20080

The words and nonverbal signals are given mean-
ing by those who use and those who interpret them.
Whenever individuals interact, they must observe and
interpret the symbols (e.g., words, nonverbal cues) of
others. They must assign some significance to the be-
haviors in order to make meaning of others’ actions.
That is, meanings are created both in and among
people who express and interpret them. Together, by
B The confidentiality of the message exchanging multiple messages, the communicators
B How promptly you desire feedback develop shared meanings.

Interactions: Collaboration Skilfs for Schoo! Professionals, Eighth Edition, by Marilyn Friend and Lynne Cook. Published by Pearson.
Copynght © 2017 by Pearson Education, Inc.



INTERFPERSOMNAL COMMUNICATION

being otherwise engaged. In fact, “1 hate to bother you” seems to have almost no meaning
in and of itself; it is merely a string of sounds that serves as an introduction to other com-
munication. To have any of the meanings mentioned, then, the sentence itself—and all
sentences, realistically—relies on the subtle exchanges and contexts inherent in interpret-
ing meaning.

But the interpreting that occurs in communication often confronts barriers, and
because there are many possible points of view, it is necessary to negotiate shared
meanings. That negotiation creates tremendous possibilities for misinterpretation of
messages, so the importance of the communicators working to establish shared mean-
ings should not be underestimated. In order to grasp the principles at work, then, it
is vital that you deeply understand some of the barriers that can interfere with clear
meaning,

Environment and Noise in Communication Communicators exist in different environ-
ments, or contexts, and the extent to which their environments differ can constitute a
significant problem for interpretation because those fields of experience help communi-
cators derive meaning from each other’s messages. Thus, the environments for two com-
municators often can be viewed as a simple two-part Venn diagram. The section of the |
diagram that overlaps demonstrates that the cormmunicators share some common back- g In this video clip
grounds or experiences that facilitate their ability to derive shared meaning from their veu vl ineer 2

o ) straightforward expla-
commmunication. However, those areas of background or context where they differ—they C?n of how O]FS) o

>, Learn More About

do not overlap—rmay interfere with, or cause misunderstanding in, their comrmunication. 1 GUF CEMLRESen
Significant differences in age, political orientation, or cultural or ethnic background are  affects its clarity and
exarnples of these areas, Noise is another important element in understanding commu-  <an lead to conflict and
nication. Noise is anything that interferes with or distorts the ability of communicators ~ MSMerpretation.

to exchange and make meaning of messages, and three main types of noise generally are (hittps:/fwiw youtube.com/
identified. watch?v=1NoyhOab2Zjc)

Physical noise cornprises sounds and visual distractions that are external to the
comrmunicators and may interfere with the exchange, such as public address system
announcernents, others’ unique physical characteristics, visual gestures, or loud
talking,

Physiological noise is created by conditions internal to the communicators, such as
physical discomnfort or hearing loss,

Psychological noise is a prejudicial or emotional barrier that allows biases, precon-
ceived ideas, and the like to distort comrmunication. An inappropriate choice of
words, a person’s tendency to frown, and a person’ physical appearance are stirmuli
that may create psychological noise and interfere with the transmission of a message.

Recently a teacher observed that the appearance of a scantily dressed mother at a
parent conference created so rmuch “noise” that he was not able to concentrate fully on the
mother’s spoken concerns. In this case, the woman's appearance was jarring to such an
extent as to disturb or interfere with the verbal communication. How might this noise have
a negative effect on the conference? What other examples of “noise” can you identify from
your recent professional interactions?

Principles of Interpersonal Communication

To better understand the concepts of interpersonal communication, here are a number of
principles that may help you to appreciate how interpersonal communication develops
and the effects it has on its participants.

Interpersonal Communication Is Unaveidable By understanding that messages are
continuously exchanged through multiple channels, you will also understand that “it is
impossible not to communicate” (Watzlawick & Beavin, 1957, p. 5). That is, whether in-
tentionally or unintentionally, you are always communicating, It might be through a pre-
pared statement, a slip of the tongue, a welcoming gesture, or a disinterested expression.
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When vou speak or remain quiet, act reserved or animated, laugh or maintain a straight
face, you communicate feelings and thoughts. These may not be intended communica-
tions, but others observe and interpret them nevertheless,

Interpersonal Communication Is Irreversible What a luxury it would be to be able
to edit some past conversations as we can do to word-processed documents! Everyone
has seen television shows in which a calculating attorney asks a condemning question or
makes a slanderous remark only to have the opposing attorney call to “Strike that remark
from the record!” as it becomes indelibly imprinted on the minds of the jury. Most people
can recall, often with regret, occasions when they have spoken out of turn, in frustration,
or under circumstances when their better judgment or self-monitoring strategies failed
them. What we say or transmit to others electronically cannot be taken back Apologies
and regrets may alleviate some of the consequences, but everyone knows all too well that
they do not reverse the message. Increased mindfulness and self-monitoring can help to
reduce the number of such ocourrences. Strategies to avoid issues related to irreversibility
when conversing on the telephone are the topic of E-Partnerships.

~ >, Learn More About

/ This animated pro-
fessional interac-
tion highlights several key
communication principles,
including the inevitability
of communication and its
irreversibility.

thttps:/Awwan youtube, com/
watch?v=401Y_USGpHd)

Interpersonal Communication Has Both Content and Relational Dimensions DNearly
every message exchange operates on two levels: The content level involves the explicit
information being discussed, and the relational level expresses how the people involved
feel about each other. This may be whether they like or dislike each other, or feel anxious
or cornfortable, angry, grateful, in control, subordinate, and so on. Content and relation-
ship levels work simultaneously in a message, but their relative levels of importance vary
in different circumstances (Beebe, Beebe, & Redmond, 2014, Knapp & Vangelist, 2014).
Depending on the situation, the content dimension of a message may be paramount, For
example, a department head may not care much about whether the customer service

¥ .. 5 E-PARTNERSHIPS
N

Many new technologies are used to support cormrnumni-
cations, but we still rely on telephones for many interac-
tions. Many professionals conference in the evening by
telephone, and much communication with families takes
place the same way Throughout this text, we stress the
irnportance of facial expressions, stance, gestures, and
other behaviors in shaping others’ perceptions of you
and what you are communicating, Yet on the telephone,
these parts of the message are missing, Instead, you are
comrmunicating feelings as well as meaning just as you
are in face-to-face communications. Thus, it is just as
irnportant that you try to cormmunicate the concern and
attention you would in persomn.

Use your body position and srmile. If you are feel-
ing anxious or angry and want to convey a calmer
tone, try putting your feet on the desk or sitting in
a cornfortable armchair. It is also helpful to smile
and nod as if you were speaking face-to-face. A
strile often changes the tone of your voice, It is
said that many successful salespeople have mirrors
on their desks or near their telephones.

If vou take notes, tell the other person that you are
doing so. Note-taking is helpful for your memory

and your records, but it may also lead to periods
of silence as you try to keep up with the conver-
sation. It is wise to tell the person in advance that
you will be jotting down notes, This will help di-
minish the impact of the short periods of silence.
It is also helpful to backtrack and ask for clarifi-
cation of a previous point to demonstrate that you
are indeed listening,

When using the telephone, avoid using

your computer to play games, take notes, or
type e-mnail messages. Computer activity is
distracting, and you will miss points the other is
making, Worse than that, the other person

may hear vour keyboard and may conclude

that you are not fully attending to the
conversation.

Signal that you are listening, Your nods and smiles
may help the tone of your voice, but you will need
to have more than a calm tone to indicate that you
are listening. Small utterances such as “Uh, huh,”
“Really?” “Oh, how frustrating that st be!l” and
“l can imagine” let the person on the other end of
the line know you are tuned in.
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representative likes her as long she gets a technician scheduled to repair the Data Director
prograrn. But the relational dimension is more important than the content when she com-
municates with her colleague who manages the data at the school site.

Interpersonal Communication Effectiveness Is Learned Interestingly, biology affects
individuals’ corrnunication styles to some extent (Horvath, 1995, McCroskey & Beatty,
2000). Based on studies of fraternal and identical twins, sociability, anger, and relaxation
seem to be partly a function of genetics. Fortunately, biology is not the only factor that de-
termines how people corrnunicate. Effective communication, called communication com-
petence, is largely a set of skills that can be learned and continually refined. In fact, a core
premise of this text is that your learned communication skills facilitate or irnpede the array
of collaborative processes and activities in which you engage as a professional.

Interpersonal Competence

How do vou becorne better at collaboration? How do you enhance your relationships with
other professionals, your students, and your students’ parents? Successful collaborative rela-
tionships require ruch more than just initiating interactions and hoping that the characteristics
described in Chapter 1 fall into place. They require interpersonal competence. As with any area
of competence, interpersonal competence includes behavioral or skill dimensions, including
cormrnunication cornpetence, as well as cognitive ability dimensions. The cognitive dimension,
called perspective, involves understanding how we and those with whorm we interact perceive
and understand the world—in other words, how we think and feel about issues, others, and
ourselves. The behavioral dimensions are seen in the development, adaptation, and skillful
use of communication strategies. So, how do you maximize your collaborative effectiveness?
1t begins with the cognitive dimension, that is, understanding the components and power of
personal perspective. This domain includes perception, cultural influences on perspective, and
the subsequent impact these have on interpersonal interactions.

Perspective

Each individual brings a unique perspective to every life experience. Your past experiences,
attitudes, values and beliefs, personal qualities, professional preparation, and expectations
of others are among the things that affect what and how you observe and perceive, and
ultirnately how you behave. Your perspective is a personal lens through which you filter
information; it affects how you view and interpret the messages you receive or make mean-
ing from the information others provide you. Perception and perspective are intricately
entwined, and both are affected by cultural influences.

Perception

How often do vou discuss a shared experience with a friend or colleague only to find later
that you have quite different opinions about what transpired? Your understandings of what
occurred may be so different that you even question whether you were actually at the same
meeting or whether you participated in the same interaction. This is not uncornmon. Peo-
ple are constantly bormbarded with more information than their sensory systems can han-
dle. It is irnpossible for people to attend to and understand everything that occurs around
thern. Every experience has an infinite number of sounds, sights, smells, feelings, and
tastes that compete for your attention; and it is not possible to process all of these stimuli,
Here is an example:

Abbie and Travis attended an after-school professional development session concerning
inclusive practices and likely upcoming changes in their school’s programs and services.
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The speaker mentioned the importance of insisting that students with learning and behav-
ior problems reach the highest standards but cautioned that some services in a separate
setting are likely to still be appropriate and must be offered. The next day, Abbie, who
finds that many students with disabilities are “too low” to succeed in her class, mentioned
to Travis that she was in disbelief that she was going to be expected to have even more
students—"lower” students—in her class, and without any assistance. Travis, currently en-
rolled in a master’s degree program emphasizing inclusive practices, disagreed. He thought
the speaker was urging the teachers to rethink their assumptions about students and to
become even more creative in addressing their needs. Even after a lengthy discussion, Abbie
and Travis each left the conversation convinced of their own accurate understanding and of
the other’s misunderstanding.

Perception, then, is the process of selecting, organizing, interpreting, and negotiat-
ing meaning from all of the information available in a given situation (McKay, Davis, &
Fanning, 2009; Ventura, Salanova, & Llorens, 2015, Wood, 2013). Everyone uses that
selective process, When individuals select, they choose, either consciously or uncon-
sciously, to focus on certain pieces of information while largely ignoring others. This
selective process is essential for coping with the tremendous amounts of both inter-
nal and external data that are part of everyday life experiences. This is often necessary
in professional interactions because such communication is quite complex (Lustig &
Koester, 2013}, When you receive more information than you can assimilate, you ignore
or filter out some information and focus your attention on other information. Generally,
you pay attention to those things that capture your interests, address the purpose of the
experience, or fit within a preconceived notion. After selecting and attending to specific

< Learn More About

) After youwatch
this video on selec-
tive perception, discuss

with classmates what you information, you organize it, usually by assigning it to a category based on a schema
learned and how it ap- that carries meaning for you, such as welcoming-rejecting, engaged—aloof, competitive—
plies to your professional cooperative, hardworking—lazy, and so on. This categorization process is sometimes re-

resporsibilities. ferred to as stereotyping and given a negative connotation. It is worth remembering that

stereotypes can be negative or positive. They are the products of categorizing in the
perceptual process,

Perception does not necessarily follow a sequential process. You may categorize
information and then consider and interpret it. Or as you categorize, you may interpret
immediately, or assign meaning to the information without first considering what was
imparted. When someone repeatedly says, “Let’s get together for lunch sometime” but
is never able to schedule the meal, you are likely, based on your past experiences,
to quickly interpret the message. A final step, described by Adler and his colleagues
{Adler & Elmhorst, 2013, Adler & Proctor, 2011; Adler, Rodman, & du Pré, 2014), is
negotiating. This requires that the communicators use transactional communication to
negotiate or create a shared meaning for the information being exchanged. It requires
open-mindedness, suspension of judgment, and commitment to developing mutual
understanding.

The steps of perception are summarized in the next Putting ldeas into Practice. They
illustrate that perception is a selective and, thus, an incomplete process because it does not
necessarily grasp the totality of what is being comrmunicated. Consequently, understand-
ing perception helps us to recognize how we form impressions of people with whom we
interact, how those impressions influence our encounters, and how we then interpret our
interactions and their meaning. Consider the following exchange during a district-wide
meeting of the math department chairs,

thttps:/Awwan youtube, com/
watch?v=-sdCN7Jcrk)

Theresa, a recently appointed department chair, has been an active union member
since she began teaching four years ago. In the last department chair meeting, she
strongly supported district-wide adoption of a new instructional program for the
math departments but advised against doing anything that might be perceived as vio-
lating the teachers’ contract, especially regarding uncompensated time. She was asked
to give a report and propose a solution at the next meeting,

Today she distributed a memo detailing five points and comrmented, “This pro-
posal will honor the contract and teachers while requiring no additional costs. The
program calls for 10 hours of uncompensated staff development time beyond the
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» Perception Is a Selective Process

Perception is an active process of becoming aware
of objects, events, and people through sight, sound,
strell, hearing, and taste. It is a necessary process
for managing the enormmous ammount of internal and
external data accornpanying every life event,

Attending and selecting involve sorting out
stirmuli—paying attention to some and ignoring
others. With selective perception, attention is given
to the things that are of most interest, are most pro-
nounced, or seern most likely to meet ones needs.
Organizing is arranging selected information in
sotne meaningful way Typically this requires
categorizing information using schema based on
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simnilarities (e.g., age, gender, profession). This

is also a selective process; choosing one category
ignores another,

Interpreting occurs when meaning is assigned to
what has been perceived. This is influenced by
such factors as involvernent and past experience
with a person, general assumptions about hu-
man behavior, expectations for the situation, and
knowledge of a similar experience.

Negotiating clearly reflects the transactional nature of
corrrrunication. Thisis the process through which
cormrmunicators influence each others perceptions
during cormrmunication and create shared meanings.

eight hours provided for in our contract, but we can’t make teachers do more than
the contract requires. I've reviewed the contract carefully and discussed it with the
chapter president. We agree that using some of the pooled collaboration times we've
created for teamn planning would not violate the contract, and so it wouldn’t be the
basis of a successful grievance either”

Theresa was a bit self-conscious. This seemed so simple and the information
hardly warranted a mermo and presentation. “Everyone must think I'm trying to be in
charge—or they think I don't think they know anything! [ need to avoid making this
a bigger deal than it is.” She locked at the group and saw that Vanessa was frowning,
shaking her head, and whispering to David. Sino and Elaine were also whispering,
but smiling and pointing to a section of the memo. Jasmine and Andrea were quietly
reading the memo. Theresa thought, “Vanessa is always so negative about everything,
She seems to take joy in making others look bad. Lets see what she has in store for me
before I sit down.” She asked, “So, Vanessa, do you have a problem with this?” Vanessa
said she had no questions, Theresa asked the others, and no one else had questions
or comrrents. Theresa was satisfied that her introductory staternent and memo were
clear, and rather than continue with the details, she smiled and ended her report.

Before reading further, reflect on this vignette, and test your perspective-taking skills,
Using just the information provided, what meanings could be attributed to each personk
behavior in the scenario? How would you analyze Theresa’s perceptions of this experience?
Did she believe others understood and accepted her proposal? What about the perceptions
of the others? In this case, there were several different perceptions operating, including
these possibilities:

WVanessa and David were talking about how difficult implementing any change would
be in their departrnents. They did not listen to much of what Theresa had to offer.
They attended to the notion of change and its meaning to thern.
Theresa perceived Vanessa's behavior according to past experience.
Sino thought, “Oh, of course! 1t's Theresa, and here she goes with another collective
bargaining lecture and why we should all be active in the union.” He locked at the
merno and marked a few less-than-critical points,
His bias focused his attention only on union references in her memo and
presentation.
Andrea thought, “This really made it worth coming to this meeting! Its a real
advantage to have Theresa’ sensitivity to the contract in this group.”
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Jastmine wanted more details, but Theresa hadn't welcomed even a questioning look
from Vanessa. Jasmine didn't want a similar response.
Her focus went to Theresa’ affect with Vanessa, She interpreted it as aloof and
off-putting. Jasmine’s need to avoid such a response kept her from asking for
information.

Throughout the day, different group members queried Theresa about details and
thanked her for her insight and creative solution. Jasmine talked with her individually and
was surprised at how friendly and patient she was. Theresa provided Jasmine with the de-
tails she needed to understand the proposal. As Theresa welcomed her questions, Jasmine

< Learn More About revised her initial perception of Theresa as aloof and off-putting, and Theresa revised her
|/ Have you ever initial perception that her proposal had been simple and fully understood.
kriown sorneore Following the exchange just described, group members gathered more information

like this woman? Could
you ever sound like her?
How might this communi-

during the day, fleshed out the plan, and then adopted it. The scenario illustrates ways in
which members of the group picked up on information she presented, but attended to dif-

cation pattern negatively ferent aspects of it based on their prejudgments and individual needs. You can understand
affect interactions with the thoughts of the various members when you consider their different biases and inter-
colleagues, paraprofes- ests. The group members identified and selectively perceived something in Theresa’s state-

ionals, and ts? . . . .
SOy S [Para ments that corresponded with elements in their own perspectives. Theresa also responded

thttps:/fwws youtube.com/

watchPv=kJfSUOGEReA) to the messages she perceived were being communicated, and in this example she inaccu-

rately assurned that the group did not need to discuss details to understand the proposal.

The take-away message for professionals who engage in collaborative activities is clear:
Your perceptions and prejudgments strongly influence your understanding of others and
their corrnunication with you. You can become more aware of how you perceive others
and learn to consider multiple perspectives of others by constantly challenging yourself to
develop alternative explanations for others’ staterments. Other approaches to improving the
accuracy of your perceptions are suggested in Putting ldeas into Practice.

Professional Perspective Your general professional socialization contributes to your
perspective and merits separate attention. For exarnple, the traditional professional prepa-
ration experiences of many teachers and other school personnel have focused on solo pro-
fessional or isolated practice, and that approach is only slowly shifting to collaborative
models. Thus, student teaching or practicum often is considered successful when these

Managing Perceptions

ignore other information. You should seek additional

Each person enters interpersonal encounters with a  ©9&5 before making judgments.

unique perspective or worldview This is an individual
or personalized frame for viewing life and its events.
You need to be aware of your own biases and monitor
to ensure that they do not unduly influence how you
regard and interact with others,

Ask others for explanations or clarification about
your perceptions. [t promotes dialogue and commu-
nicates that you truly wish to gain an accurate under-
standing.

Recognize how your emotional or physiclogical state
influences your perceptions. An event may seem pleas-
ant or enjoyable if you are in a good mood and well-
rested and unpleasant if you are not.

People have a tendency to look for and believe that
which supports their biases and to avoid or discount
anything that challenges or disconfirms their position.
Your task is to stay alert and avoid the effects of either of

Recall that one of the purposes of the perceptual pro- those types of bias.

cess is to select what gets your attention. Therefore, you
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novice educators can manage their assignments independently Despite this similarity
in professional preparation, the specific discipline into which you were socialized {e.g.,
school psychology, literacy, library science, special education) and through which you
prepared for a particular professional role (e.g., English teacher, administrator, counselor,
speech/language therapist) also contributes elements to your frame of reference. This latter
cornponent may be considerably different from that of colleagues in other disciplines.

For exarnple, general education teachers and special services providers may have pro-
nounced differences in how they perceive their responsibility for facilitating the learn-
ing of individual students. Consistent with their disciplinary preparation in general
education, general education teachers are likely to view their primary responsibilities as
facilitating the progress of a group of students through a prescribed curriculum to meet
established grade-level standards. Their professional studies emphasized curriculum scope
and sequence, instructional methodology, pacing, techniques for group management, and
strategies for delivering specific subject-matter content. Group instructional strategies,
curriculum coverage, and assessment of performance based on established standards are
central—appropriately so—in the ways in which they think about their responsibilities.

Omn the other hand, the professional preparation and socialization of special services
providers probably placed more emphasis on individual variations in human development
and learning, assessment of individual differences and leaming needs, learning models
stressing mastery, and intervention strategies to respond to unique needs of individual
students. Mot surprisingly, these professionals typically believe their primary responsibil-
ities are to identify a student’s current level of functioning, learning needs, and preferred
learning mode and then to design and deliver services tailored to meet those needs. Their
professional background, a major influence on their perspective, leads them to focus on
the unique needs of individual students. These differences in teachers’ and special services
providers’ professional perspectives may have a profound impact on how they interact
with one another. For you to collaborate successfully, yvou will no doubt find that aware-
ness of these variations and sensitivity to their influences are essential.

Although the various disciplines that provide specialized services may share many sirm-
ilarities, substantial differences can also characterize their perspectives. Some of these differ-
ences reflect the diverse philosophical and theoretical orientations within these fields (e.g.,
a preference for developmental versus behavioral approaches), some reflect variations in the
nature of the special services provided (e.g,, specialized instruction, clinically based therapy,
or diagnostic evaluation), and still others relate to the specific kmowledge bases of the dis-
ciplines. 1t is easy to understand how a speech/language therapist with responsibility for a
student’ articulation therapy may have a very different frame of reference from the adaptive
physical educator. The former may work individually with students, diagnosing the speech
disability, designing interventions to remediate it, and perhaps delivering services in a one-
to-one situation. However, the adaptive physical education specialist may focus on assessing
a student’s general physical status and then designing a program to maximize the strengths
and reduce the deficits of the student. This specialist often will deliver individualized services
for the particular student within the group of students served. Similarly, reading specialists
are likely to have perspectives that differ in significant ways from those of occupational and
physical therapists, administrators will differ from special education teachers, and so on.

Culture and Perspective A wealth of engaging literature on cultural competency and
cultural responsiveness offers extensive guidance to education and related professions that
is, unfortunately, beyond the scope of this book to address. In order to address this dimen-
sion of communication, though, the critical topic of cultural perspective—the connection
between culture and interpersonal communication—can be explored, starting with Lustig
and Koesters (2013) definition of culture:

Culture is a learned set of shared interpretations about beliefs, values, norms, and social prac-
tices, which affect the behaviors of a relatively large group of people. (p. 25)

Your cultural perspective is composed of your cultural background, your awareness of
it, and how you have internalized it. It also includes your awareness, understanding, and
views of others’ cultures. In terms of the previous discussions, it can be conceptualized as
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Developing Cultural Self-Awareness

Awrareness of your cultural roots is helpful as you strive A fime growing up when something a parent or

to develop sensitivity and knowledge of others. Here grandparent did seemed “old country,” out of place,
are. some topics you could address with classmates to or ernbarrassing in school or in front of other

get started exploring your cultural roots. Think of and children who didn’t share your culture

describe the following; For a more reflective interaction, discuss the following

4 country (ot countries) other than the United An observation you made about yourself or others

States that your famnily considers its *home” or when involved with people from a different culture

country of origin that shocked or upset you. Describe how you felt

Holidays or other celebrations your family may and reacted. Upon reflection, do you view it differ-
celebrate that derive from another country ently now?

Farnily members who speak the language of their An occasion when you interacted with others from
country of origin a different culture and did something particularly
Languages other than English you heard at home insensitive and thoughtless that you would now do
while growing up differently. Describe the situation and your behavior.
A special piece of advice or perhaps a cultural ad- How do you understand the sitvation now? Describe
age that vou recall from childhood how you would respond now.,

part of the environment in the transactional model. It is also easily understood as one of
the factors that influence what and how you perceive an interaction or another person.
The component in understanding and expanding your cultural perspective of others is
achieving cultural self-awareness (Tuleja, 2014). This begins with learning about your own
cultural heritage and the values, beliefs, and customs that are identified with it. Scholars have
observed that many Anglo-Furopean Americans have less awareness of their cultural influ-
ences than do people from other groups, perhaps because the “melting pot™ aspirations of
early irmrmi grants took a toll on their diversity awareness (Hammond & Morrison, 1996, Lustig
& Koester, 2013). Gathering family narratives, reviewing documents, listening with greater
interest to family stories, and researching countries of origin enhances knowledge of family
backgrounds. Further, it can be instructive to compare your own beliefs with those atwributed
to your cultural group. In addition, as part of your quest for cultural self-awareness it may be
useful to take a few minutes to consider the discussion points in Putting Ideas into Practice.
The second component of cultural perspective is awareness and understanding of

. Learn More About

k’ What is the mes-
sage for you as a
professional educator in

this video snapshot that others’ cultural perspectives., Whether or not we are imrmediately aware of it, our cultural
illustrates communication, backgrounds inform our decisions and provide contexts to our actions that may not be corn-
perspective, and cultural pletely visible to others’ perspectives. How we behave during our day-to-day activities re-

i 7
differences? flects, in some ways, composites of many ideologies that construct our identities. Though

not the focus of this chapter, a brief overview of some of the cultural patterns that underlie
different cultures can provide a strong basis for selfreflection of how we perceive each other.

Of the many taxonomies and continua used to describe cultural values, beliefs, norms,
and practices, these three seem especially applicable to educators:

thttps:/fwwaw youtube.com/
watch?v=eeee%zY1-31)

high-ambiguity-tolerant and low-ambiguity-tolerant cultures
high- and low-context cultures
individualist and collectivist orientations

However, any discussion of cultural similarities and differences must be preceded
with a strong admonition: There is no validity in adhering to culture-specific descriptions of
cultures. 1t is well established that significant variations exist within cultural groups, often
based on such factors as gender, age, marital status, and sociceconomic status. Individual
members of a group should not be assumed to possess the characteristics attributed to the
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group, nor should any group be considered to exemplify all of the characteristics associ-
ated with a continuum.

High-Ambiguity-Tolerant and Low-Ambiguity-Tolerant Cultures Uncertainty is re-
sponded to differently in different cultures. In some, it is a normal part of life and people
take it in stride. Those are cultures with high ambiguity tolerance. Because the people in
those cultures are comfortable with ambiguity and unknown situations, they are tolerant
of those who do not follow the rules of the majority culture and may even encourage dif-
ferences in perspectives (Hofstede, 1997; Kim, Seo, Yu, & Neuendorf, 2014}, Examples
of high-ambiguity-tolerant cultures are those of Singapore, Denmark, Ireland, India,
Malaysia, and the United States,

At the other end of the continuum, people from cultures with low ambiguity tolerance
exert great effort to avoid uncertainty They experience much anxiety in the face of the
unknown; not knowing what will happen next is threatening and must be counteracted.
Examples of such cultures are those of Guatemnala, Greece, Japan, Chile, Spain, and Costa
Rica (DeVito, 2015). People from low-ambiguity-tolerant cultures prefer very concrete,
specific rules for communication that are not to be violated. They prefer highly structured
experiences, detailed instructions, and clear timetables,

High- and Low-Context Cultures In high-context cultures, people prefer to use
high-context messages in which most or all of the meaning is implied by the physical set-
ting or assumed to be something already internalized by the individual (Brantley & Miller,
2008). For example, there is a strong emphasis on verbal shorthand or nonverbal codes
in corrnunicating information that is known by the communicators but is not explicitly
stated in the verbal message; it may be something that was in a previous communication
or shared experience. The cultures of Japan, Mexico, and Thailand are considered high-
context cultures, whereas Germany, Sweden, Norway, and the United States are viewed
as having low-context cultures (DeVito, 2015). In low-context cultures, the information
would be explicitly and precisely in the words people use as they communicate,

The case that opened this chapter includes an example of high-context messages. Lena
and Kim shared a background of supporting their college basketball team. Lena referred
to a key plaver by name and signaled that she was certain the team would make it to
national playoffs when she said, “We're going to Bloomington!” where the championship
games would be held. She emphasized the exciternent of the basketball shots nonverbally
by pretending to make one herself. Lena’s communication served to illustrate the types of
nonverbal cues and verbal codes common in high-context cultures,

Individualist and Collectivist Orientations This continuum represents the emphasis a
culture places on individual goals, achievernent, and fulfillment versus interdependence and
emphasis on the well-being of the group as a whole (Lymch, 2011b; van Hoorn, 2015}, In
these cultures, an individuals autonomy, uniqueness, self-realization, and self-expression are
highly valued, and people are supposed to take care of only their immediate farnilies and
thernselves, Key words are 1, self, independence, and privacy Cornrmunication styles within
the categories of context, talk, directness, and turn-taking and associated with both extrernes
of the continuum (Watkins & Eatman, 2001} and are outlined in Figure 2.2, Generally, the
dorminant cultures of Austria, Belgium, the MNetherlands, and the United States are thought to
reflect an individualistic orientation. However, about 70 percent of the worlds cultures can
be viewed as collectivistic (Rothstein-Fisch, Trumbull, & Garcia, 2009, Trumbull & Roth-
stein-Fisch, 2008). I collectivist cultures—such as those in Guatermnala, Indonesia, most .S,
imrmigrant groups, as well as African American, Mative American, and Alaskan Native cul-
tures—the groups to which people belong are the most important social units, Those cul-
tures require lovalty to the group and place value on meeting the needs of the group. In these
cultures, the relevant group is likely to extend beyond the nuclear family and be oriented
toward the extended farmnily and kinship-help patterns.

Granted, no ethnic or other cultural group is only individualistic or collectivistic in its
orientation, and not all members of a cultural group share the same values, Those orienta-
tions are used to describe a continuum of values that may help distinguish key beliefs and
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FIGURE 2.2

communication.

Individualistic and collectivistic influences in intercultural

Individualistic

Low-context: Explicit and direct
communication gets "right to the
point.”

Talk: One asserts oneself through talk
and talk is used to create a sense of
cormfort in interactions and especially
in groups.

Directness: Communication with
individuality and uniqueness; the
intent of apinions is to oppose,
disagree, persuade, and make
explicit.

Uneven turn-taking: One person may
dominate, but both parties are likely
to introduce subjects and talk at
length about them. Thera is no
apparent sense of parity or equity in

Collectivistic

High-context: The context, past
experiences, and indirect cues are
the basis for communication. Parties
talk about what they know and have
experiegnced.

Silence: Silence is golden. It is valued
and may be used to communicate
respect and provide comfort.

Indirectness: Ambiguity is often
present. It reveals and is thought of
as a means of maintaining harmaony.
Subtle cues and suggestions are used
to maintain harmaony.

Balanced turn-taking: Parties take
turns in an evenly distributed manner,
Turns are short and relinguished so
that others may speak. Parties do not
shift topics; instead, they are likely to

turn-taking.

respond to what the other said.

patterns of groups and individuals, Such a continuum serves as a framework for considering
characteristics of cultural styles and patterns that are evident in intercultural cornmunicaton.

Just as the many aspects of a single culture cannot all be classified as fitting the same
place on a given continuum, one continuum cannot be used to describe the central pat-
terns of a culture, Any culture can be found to have a place on each of the three illustrative
continua discussed here and on the many others not addressed here.

MNow consider a personal application of these orientations: How do your views align
with each of the three continua? How do they align with the orientations of others in your
professional setting? You will likely find you are more aligned with certain individuals than
others—this is one indication of cultural similarities and differences. Those individuals are
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Professionals are mare effective in their communication
with family members from diverse backgrounds when
they are aware of their own cultures and biases and wark
diligently to understand others” cultures.
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probably those with whorm you believe you can most eas-
ily work collaboratively. However, your efforts to achieve
cultural self-awareness can help you begin to expand the
range of people to whom you can relate effectively and
with whom you can develop culturally competent com-
munication skills that will enhance your collaborative
interactions.

In today’s culturally pluralistic and self-conscious
society, a temptation exists to try to avert the complexity
of cultural differences by ascribing specific cultural val-
ues to groups of people who are of the same ethnicity,
gender, or age. We hope that the examples of variation
in perspective sumrmarized here help you focus on how
your perspective—unique because of your personal,
professional, and cultural history—is both similar to
and different from those of others with whom you may
want to collaborate. What is most important to under-
stand is that no two people experience a single interac-
tion in exactly the same way Your responsibility is to
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sirrultaneously be aware of how you are influenced by your own and others’ perspectives
and how others may dynamically react to yours.

Ethics in Intercultural Communication As you conternplate your cultural roots and their
influences, you may also wish to consider some of the ethical considerations that have
been identified and how they relate to helping people improve the success of their inter-
cultural cormmunications with those from other backgrounds. Samowvar, Porter, McDaniel,
and Roy (2013) include these:

1. Respect for others’ culture is nonnegotiable, as most would readily agree. However, it
is important to realize that a comment you consider innocuous could be disrespect-
ful to a person from another culture, Offhand jokes, even when hastily explained
as not meaning anything negative, can significantly reduce your corrnunication
competence,

2. Look for areas of commonality that you share with those from other cultures. This
is not an effort to minimize differences in cultures nor to diminish the value of each
cultures uniqueness. Instead, the goal is to build a foundation for effective communi-
cation by looking for ways that we share the human experience.

3. Even as you look for similarities, respect cultural differences. The point is that people
are in many ways alike, and in many other ways they are different. This is sirnply
the way it is, and communication is facilitated when each person understands and is
cornfortable with this status,

4. Accept responsibility for your communication behavior. Whether words or actions, your
corrnunication has both intended and unintended consequences, an especially import-
ant elemnent in intercultural comrmmunication. If you inadvertently offend another person,
an apology rather than an explanation that “you didn't mean it” is appropriate.

Each of these ethical components can serve to guide all your communication, not
just that occurring in an intercultural context. And one of the best sources to illustrate
why these principles are so essential is to simply watch the media for examples of how ce-
lebrities and those who experience momentary, sometimes unanticipated, celebrity status
frequently violate these ethics, often with unfortunate consequences. =\ Learn More About

¢/ Each of these hu-
morous vignettes

Competent Communication Iz 2 serous meeiing)
about fostering effective

Having considered perspective, the cognitive dimension of interpersonal competence, and ~ communication and avoid-

how perception and culture influence perspective, the concept of competent communica- ing ineffective communi-

tion now can be directly considered. This is the second major component of interpersonal 1" oeiEers.

(https: /fwwan youtube.com/

competence. t is the behavioral dimension that includes the development, adaptation, :
watchPv=ypqu2Yhbihyl)

and adept use of communication skills.

Most definitions of comrmunication competence include two criteria: It is both effective
and appropriate (Martin & Nakayama, 2015, Spitzberg, 20000, Effective communication is
that which achieves the intended outcome or the goals of the specific situation in which it
is used. Communication is considered appropriate when it is adapted to be proper and suit-
able to particular situations and people. Noted interpersonal and intercultural cormnmunica-
tion scholars offer the following definition (Adler et al., 2014; Trenholm, 2014}

Cormpetent communication is effective and appropriate comrmunication that achieves its in-
tended outcomes in ways that maintain or enhance the relationship in which it occurs.

Although vou will learn about many aspects of communication and interaction skills
throughout the remainder of this book and in the course you are taking, the following four
factors are overviewed as central to the development of communication competence. The
discrete skills and the skdlls embedded within interaction processes are explored in depth
in other chapters. In A Basis in Research you can see how communication competence is
studied and how it affects the outcomes of professional interactions,
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Although school professionals may strongly believe that
they have exemplary communication skills, research
suggests that this may not be the case, especially in the
context of challenging interactions. For example, Le
Fevre and Robinson (2015} asked principals to meet
with an actor portraying a teacher about whom a parent
had made a complaint (the parent claimed the teacher
was picking on a fictional child and threatened to go
to the school board). The interactions were video re-
corded, and the principals were rated using a validated
instrurment on the extent to which they demonstrated
six critical cornrmunication skills:

A BASIS IN RESEARCH

Competent Communication and School Principals

The authors found that the principals, overall,
demonstrated skills that were low to moderate across the
six skill areas. They were particularly prone to describing
their own points of view, but without providing evidence
to support those views, They generally did not work to
better understand the perspective of the teacher who had
been accused of treating a student unfairly, nor did they
consistently check the accuracy of their understanding
of the teacher's perspective. Perhaps most notably, the
principals were not skilled in challenging statements
made by the teacher in order to help the teacher un-
derstand the parent’s point of view. These results were

consistent despite the fact that the principals were at the
elementary, middle school, and high school levels and
had a wide range of educational experiences.

Principals generally are more experienced, have
education specific to their roles as school leaders, and
are charged with a wide range of communication re-
sponsibilities. If they have difficulties with effective
comrmunication, what does it suggest about teach-
ers, paraprofessionals, related services providers, and
others? What steps could you take as a professional
educator to continue to refine your own communica-
tion skills?

1. Presenting a point of view based on some type of
specific evidence

2. Being able to explore the other person’s reasoning
about, and interpretation of, the problem

3. Checking understanding of the other’s point of
view

4. Assisting the other person to consider alternative
meanings or explanations for the problem

5. Demonstrating a willingness to self-reflect, to
question his or her own assurnptions and beliefs

6. Working to plan the next steps for addressing the
problem

Develop a Skills Repertoire Effective communicators must develop and be able touse a
large range of communication skills. No single style of communication is effective in pur-
suing all goals or for interacting with all people in all situations, They rmust also be able to
performn the skills. Simply reading about cormmunication skills or even insisting that vou
already know them, will not be of much help unless you can put them to work. This is
the reason for the end-of-chapter activities throughout this text; they are intended to assist
you to explore your cormmunication skills repertoire and to expand it. As a starting point,
completing the self-assessments in this chapter and in Chapter 3 can help vou to know
whether your skills are as broad and well developed as you would like.

Choose and Adapt Behavior Having a variety of communication skills is a necessary
but not a sufficient requirement for successful communication. Knowing what to do in
specific instances is also important because a response that works well in one setting could
be less successful in another. For example, knowing whether being deferential, direct, or
hurnorous is likely to have a positive or negative influence in a given situation or when
pursuing a particular goal. Appropriately adapted communication is sensitive to context
{situation, time, and place), goals, and uniqueness of cormmunicators (e.g., yvour audience
is elderly, youthful, family, cormmunity).

Watch Yourself! You leamn to understand others better with increased perspective-taking
skills, but competent communicators focus on better understanding themselves as well.
They employ self-monitoring to pay close attention to their own behavior and use these
observations to change their behaviors, Monitoring occurs both before and during an
interaction. Before talking with someone who recently expressed rmuch unwarranted anger
toward you and complained to the principal, you remind yourself not to get defensive and
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to avoid getting pulled into an argument. During the interaction, you stay alert and catch
yourself if the person says something hurtful and you want to snap back with something
equally so. In short, people who are aware of their behavior and the impression it makes
are more skillful communicators than people who do not exercise self-monitoring,

Communicate Ethically with Others as Unique Individuals Competent cornmunicators
are cormmitted to interacting effectively and ethically. They demonstrate this comrmitrnent
in two ways. First, their cornmitment to the other person is evident. It is seen in their in-
terest in the person’s thoughts, ideas, and feelings; their desire is to spend time together;
and their willingness to listen rather than talk all the time. All of this reveals their invest-
ment in the other person. The second way competent communicators dernonstrate their
corrrnitrnent to effective and ethical communication is in their concern that the message is
accurate, understandable, and understood. Their ethical commitment is reflected in their
steadfast understanding of others as unique human beings, not simply as members of a
particular category or a particular type of person.

Suggestions for Improving Your Communication Skills

MNow that you have focused your methods and intentions to communicate competently
with others, the next step requires that you mindfully seek to improve and refine your
skills, Naturally, vou may be wondering how to best begin honing themn. It is a journey
and one that takes practice. Sorme basic steps to help you refine your verbal and nonverbal
corrrnunication skills include the following,

Become a Student of Communication Because cormrnunication is the smallest unit of
concern in interactions and comprises the most basic set of skills needed in collaborative
activities, you should study and become a highly skillful communicator. A note of caution
is warranted, however, Like most people, you may conclude that you already have a high
degree of cormmmunication skill, because you communicate regularly in your professional
and personal life. “Practice makes perfect,” right? As you read about the skills in this and
the following chapters, vou may believe you have “had that course” or acquired the skills
elsewhere. Keep these two points in mind: First, understanding or being aware of cornrmu-
nication skills alone does not improve your cormrmunication. Only through self-reflection
and continuing practice does improverment occur, Qur students repeatedly share with us
that focusing on and rehearsing the skills is somewhat humbling; implementing the skills
is much more difficult than simply recognizing them. Second, regardless of your knowl-
edge or proficiency level after much practice, you will never fully master cormrmunication,
because each new person, interaction, and situation will require you to practice and refine
your skills further. As all professionals teach and leamn from one another, interactions are
enhanced by being open to opportunities to acquire new kmowledge and skills. Comrmuni-
cation comnpetence is truly an exarmple of lifelong learning,

Nurture and Communicate Openness Perhaps the most pronounced theme that runs
throughout the discipline of collaboration is an absolutely essential requiremnent for open-
ness, Openness refers to a person’s ability to suspend or eliminate judgment and evalu-
ation of information and situations until he or she has explored adequately the various
potential meanings and explanations. For example, when emergent characteristics of col-
laboration were discussed in Chapter 1, it was noted that in order to collaborate, individ-
uals should value joint decision making or at least be willing to experiment with it. In the
perspective-taking exercises at the end of this chapter, you can practice and expand your
openness to alternative meanings. In Chapter 5, the importance of exploring problems to
avold formmulating hasty and inzccurate problem staternents is stressed.

Hopefully, the importance of an attitude of openness has become very clear to you.
Openness, in the context of verbal communication, is similar to the earlier caution to avoid
drawing conclusions early, but the focus in that discussion was on eliminating judgrments
about people rather than deferring judgments about situations. In this context, the point is
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for vou to set aside your biases and explore various aspects of a situation before atternpting
to decipher the message. As you think of examples when this application of openness could
facilitate or impede your interactions? With a colleague? A paraprofessional? A parent?

Keep Communication Meaningful People will invest more in communication when
they believe the information shared will be meaningful to them. Conversely, you (and
others) are unlikely to invest significantly in communication pertaining to topics or in-
formation in which you are not interested or that vou do not see as important. If yvou do
not share a friend’s interest in knitting, you probably will not make a significant effort to
engage in discussion about it.

The amount of information being cormmunicated influences perceptions of the mean-
ingfulness of communication. Too much or too little information is not meaningful. Have
you had the experience of asking a colleague or coworker a simple question, such as,
“How is the new student adjusting?” and getting a diatribe with more information than
you ever wanted to know about the situation? You may have asked the question in passing
or out of general interest and started a verbal landslide. You probably know a number of
people who tend to give such lengthy responses. Do you try to avoid giving them an open-
ing to speak? This, or simply “tuning out,” is a common response to such highly talkative
people. Conversely, have you ever found yourself providing too much information to oth-
ers? As you observe your own cormrnunication, you may find that you sometimes obscure
the meaning of what you are trying to communicate by doing this.

Alternatively, everyone experiences exchanges in which too little information is
shared. You may have had experiences trying to cormmmunicate with someone who seems
to expect you to be a mind reader. If so, you know how difficult it can be to ensure clear
understanding when others withhold needed information and how easily such interaction
can become difficult, as this example illustrates:

Zoe, a first-year special educator, is touching base with Mary Jo, the 15-vear veteran parapro-
fessional providing support for Jake in his 7th-grade general education classes. She asks, “Did
vou implement all the steps in the note-taking procedure that Jake has been learning?” Mary
Jo responds, “Yes, I did that” Zoe continues, “How accurately did he complete each step?” to
which Mary Jo replies, “He’s doing fine.” Slightly frustrated, Zoe says, ‘T really need more in-
formation so I can decide if it5 time to begin helping Jake to complete note-taking without so
much support.” Mary Jo, speaking a bit louder now and staring at Zoe, states, ‘Don't you trust
me to do my job?”

As you reflect on this unfortunate interaction, what could Zoe and Mary Jo have
done differently to improve their communication by sharing the appropriate amount of
information?

As you work toward effective interpersonal communication, you should ensure that
communication is meaningful by judging what and how much information the people
with whom you are interacting want to have, When you want information from others,
you may find that they give you too little or too much information. Your task then is ei-
ther to work to obtain more information or to focus and narrow the information they are
supplying. Putting Ideas into Practice surnmarizes additional information to assist you in
keeping communication meaningful.

Use Silence Effectively Silence and pauses are imnportant nonverbal behaviors that are
related to speech flow and pace, and they may be used as minimal encouragers. However,
beyond these uses, silence is an extremely powerful communication tool in its own right.
You are undoubtedly familiar with the “deadly silence” used by parents and teachers to
cornrmunicate disapproval to children. You may have even used it or experienced it your-
self in adult relationships. Surely, silence can be awhkward or seem punishing in conversa-
tions, but few people seem to understand how powerful it is in communicating interest,
concern, empathy, and respect to others. It also has another advantage as a very helpful
cornmunication strategy because it allows others to pause and think through their com-
munication, thus enhancing the quality and meaning of their messages.

The definition of silence in comrmunication is the absence of verbal noise or talk But
how long must there be no talk before a space in the talk can be considered silence?
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» Planning for and Evaluating a Communication Event

Becoming a proficient communicator requires aware-
ness of and attention to the factors that influence
communication. As a student of cormmunication, you
should give advance thought to factors that will make
your task easier or more difficult. In addition to the
suggestions offered throughout this chapter, try to also
include the following:

Establish your communication goal. 1dentify ahead of
timme what information you want to share, obtain,
or explore in this interaction.

Identify the most appropriate setting in which to
accomplish this goal. Think about such things as

interference, but you can and should work to min-
irmize its effects on your interaction.

Evaluate the message and think about how the channel(s)
to be used might affect the commumication. Assess the
arnount of mformation to be conveyed, your desired
control over how the message is cormposed, your de-
sired control over the receiver's attention, your ability
to assess the other's understanding, and how quickly
vou need feedback. These elements should help you
determine the most appropriate channel(s) for meet-
ing your corrrnunication goal,

After the interaction, assess your suceess in attaining

privacy, convenience of location, and access to
materials or resources that may be needed.
Consider the potential message-to-noise ratio. It is im-
possible to eliminate all noise or cormmunication

your cormrmunication goal, Write a summary of your col-
league’s primary points and concerns, Summarize your
listening behaviors, and decide which were most and
least useful in accomplishing vour listening goal.

Goodman (1978, 1984) offers several concepts that help to clarify this. He suggests that
the length of tirme between two speakers’ verbal expressions varies within each conversa-
tion, and the amount of silent time that qualifies as a “silence response” is dependent on
each conversation'’s tempo and patterns of speech. For example, if two people exchange
several comrments and pause for about one and a half seconds after each speaker com-
pletes a thought and before another starts, then a pause of two or three seconds may be
required for a silence response. On the other hand, if two people are talking but only
allowing about a quarter of a second of verbal space between taking turns to talk, one sec-
ond may constitute a silence response.

Silence and its contributions to communication are more easily understood when you
consider the alternatives: interruptions, overtalk, and reduced verbal spacing. Interrup-
tions occur when one speaker distupts another’s message in order to deliver his or her
own. When someone is speaking and another interrupts, there is a period of overtalk in
which both speakers are talking at the same time until one relinquishes the conversation
to the other, The final alternative, reduced verbal spacing, is related to, but distinct from,
silenice and pauses. It refers to the pace of the turn-taking in verbal interaction. It occurs
when a new speaker begins talking during what is meant to be a brief pause in someone
else’s speech. In its most exaggerated form, one speaker appears to clip off the last word or
two of the previous speaker’s talk

Several simnilarities characterize interruptions, overtalk, and reduced verbal spacing.
Perhaps they occur because the person using them has a need to control the situation, to
demonstrate knowledge, to try to reduce the speaker’s rambling talk, or simply to be the
center of attention. Whatever the reason, these responses are likely to have a negative im-
pact on the conversation and relationship. They seem to say, “Listen to me,” “It’s my turn,”
or “What | have to say has more value than what you're saying” Those responses certainly
suggest to the other person that he or she is less competent, less important, or less inter-
esting than the person atternpting to take control of the conversation. They are likely to
produce frustration and sometimes anger as the person who is verbally “crowded” feels
less and less understood and valued.

In your interactions, try to develop a habit of protecting verbal space. It will give
the other person the opportunity to finish talking and give you the opportunity to con-
sider what the other has said and how you want to respond. In addition to avoiding ver-
bal crowding, the silence response or verbal space conveys that you are interested in the
other’s cornments and are taking the time to comprehend the message before responding.
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A final point to consider is that the amount of silent space that creates the positive im-
pact vou desire varies with each conversational pair. Analogous to inadequate silence, unnat-
urally long periods of silence can convey disinterest or other negative messages. There are
no precise rules about verbal spacing. Sometimes, in a fast-paced discussion, three seconds
is a significant silence. At other times, particularly if the topic is emotional and one or more
speakers are describing personal feelings, silences of several seconds or more than a minute
may be appropriate nonverbal cues, Through experimentation you can learn to determine the
desirable amounts of silence in each relationship and conversation within that relationship.

Adapt Your Communication to Match the Task and the Relationship Ultimately, effec-
tive cormrmunicators tend to adapt their communication according to the task, the relation-
ship, and the characteristics of the individuals involved. They choose clear and efficient
language, identify the information that is needed, and use verbal comrmunication strategies
that will best elicit their preferred responses. The nature of the desired responses and rela-
tionships and their levels of development should influence your choice of communication
style. Sirnply, if vou think about the individuals with whom you interact, you will probably
include colleagues, administrators, parents, paraeducators, and professionals from other
agencies. And you may further differentiate ongoing and regular relationships from more
temporary and infrequent interactions, such as those in annual review meetings. The na-
ture of your relationship and its level of developrment should influence your choice of the
cornmunication style. As you collaborate in established or developing relationships, one
of your responsibilities is to use communication strategies that will best facilitate the col-
laborative activity, Because there are no simple rules or strategies for adapting your verbal
communication, your ability to understand the principles and learn to use many of the

skills included in this book can help you do this.

SUMMARY

Competent interpersonal communication is the
basis for successful collaboration. Of the three
primary models of communication, transactional,
which includes simultaneous and ongoing com-
munication, is considered most applicable to
professional interactions, more so than linear or
interactional models.

Interpersonal communication is a transactional
process by which communicators continuously and
simultaneously exchange messages through multiple
channels in order to create shared meanings. It is
premised on the understanding that communication

BACK TO THE CASE

1.

Think about the initial exchange between Kim and
Lena. What channels were being used in their cafete-
ria communication? Which were most effective? Least

effective? Why?

. How does Kim and Lena’s interaction illustrate trans-

actional communication? One way to do this is to

is unavoidable, irreversible, comprised of both
content and relational dimensions, and learmed.
Interpersonally competent individuals have sophis-
ticated perspective-taking skills. They continually
work toward accurate perception and increased
intercultural awareness, grounded in understanding
their own and others’ perspectives and how these
have been shaped by past experiences, professional
preparation, and cultural identity These individuals
also use appropriate cormmunication skills suit-
able to the persons and situations involved and are
effective in achieving communication goals.

imagine they had communicated through e-mail,

an interactional approach, and with a classmate,

to construct their e-mail exchange. How might an
e-mail interaction have been better or worse? Relate
your answers to the type of communication approach
emploved.
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3. Apply the cormrnunication concept of perspective to

this interaction. With a classmate, take on the roles of
Kirn and Lena. Using your perspective as a basis, write
at least three or four paragraphs about what you're
thinking before, during, and irmmediately after the in-
teraction. Then atiribute your cormments to an elemnent
of your perspective (e.g., your parents messages to you
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as a child, other childhood or school experiences, your
professional preparation, your culture, your profes-
sional experiences). In what ways is your perspective
sirnilar to/different from that of your partner? Which
elements most swongly shaped your perspective? What
does this tell you about your communication with col-
leagues and parents in an educational setting?

COLLABORATIVE ACTIVITIES

1. As a way to practice considering alternative meanings

and differing points of view, try to generate four dis-
tinctly different possible meanings for each of the fol-
lowing staternents. Get additional practice by doing
the same for staternents made by others in the course
of conversations during the next few days.

Teacher: I'm all for accountability. Let's start with
the school board and their accountability for our
working conditions! Then the administration—
shouldn't they be accountable for us having books,
supplies, and building maintenance? And then the
Times—is it accountable for reporting about condi-
tions as well as our individual value-added scores?

Parent: We do everything we can to protect Bobby.
1 bring him to school and pick him up as soon as
school is out. He is in safe after-school clubs. But
when he's with vou, he can't even go to the restroom
without getting bullied or beaten up or threatened!

Speech Therapist: | haven't had any teaching courses
or professorial development about group instruc-
tion. How am 1 going to be able to provide Jill’s
speech services in her general education classroom?

2. No doubt you comrmunicate with colleagues and/or

parents using notes and e-mail, or forms that you have
created or that have been created by colleagues or the
school district. Collect a sample of teacher- or dis-
trict-developed forms and share themn with colleagues
from other settings. Work together to identify ways in
which the forms could be made more teacher or parent
friendly, and modify the forms accordingly. Note that
when vou do this with classmates from other districts
or settings, you are likely to get many more new ideas
and time-saving strategies than if you simply exchange
with colleagues who share your setting,

. “It is well known that people don't always speak their
minds,” and it is suspected that people don't always
‘know their minds.” ” Harvard Universitys Project

CHEC

Vv

R UNDERSTANDING

Implicit thitps//implicit harvard edu/irmplicit/demo),

the source of this quote, presents a method that dermnon-
strates the conscious—unconscious divergences much
more convincingly than has been possible with previous
methods. Learn about the method, and take a short con-
fidential assessment by visiting the web site. Consider
tzkdng two different assessments and comparing results.

. Because culture affects communication, begin a

search for your cultural roots. For exarnple, ask the
oldest family members for their recollections. Perhaps
they have journals, photo albums, notes of important
events, old letters, or any number of things that pro-
vide information about your family traditions. When
this information is not available, with a bit of effort
you can use document searches in courthouses to un-
cover marriage records, deeds, and birth certificates.
As genealogy has become increasingly popular, online
services have made such information accessible as
well. What have you found that is surprising? What
is there in your cultural roots that could affect your
cormrnunication with others?

. ldentify a classmate or colleague with whom you seem-

ingly have many differences and do the following
Individually, compile a short list of three or four dif-
ferences that you believe both of you might consider
as the primary distinctions between you. These dif-
ferences might be your philosophies, ideclogies, most
valued relationships (e.g., friends, family, spouse, or
significant other), views of success, and so on.

In order to reflect on how we all ascribe certain
meanings to the differences we perceive in others,
cotrpare your lists to see which iterns, if any, you
agreed were your areas of greatest difference,

Then, take tumns speculating about why your great-
est differences exist. The more you clarify these
differences and the possible reasons for thern, the
more you will be drawn to reconsider the impressions
that you have of each other and, perhaps more im-
portantly, why you formed those impressions.

Click here to gauge your understanding
of this chapter's essential concepts.
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