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MHTEPMNEPCOHA/THA KOMYHUNKALUMNIA N1 MOTUB 3A TTIOMAT AKBE KAJ
MNMOMATATE/NTHNTE MNMPO®ECUNA

KpaTka cogp>kuHa

Ce noka>kano Aeka nyfeTo 0f Cekoja BO3pacT Ce CNOCO6HM fa HayyaT cneuu-
(OMYHN KOMYHMKALMCKM BELUTUHM, KOW i N0406pyBaaT WHTEPNEPCOHAHNTE OAHOCK U
ro 3rofeMyBaaT yCNexoT BO CTpyKaTa.

BelwTWHNTE BO OAHOCOT CO NyfeTO npeTcTaByBaaT KOMOMHauMja Ha gobpu
MHTepnepcoHanHmn eelTUHN (CNocobnocT 3a copaboTka Co ApyrnTe) U MHTpanepco-
Ha/HKM eeWTKHM (CNOCOBGHOCT Ha ynpaeyBake CO CONCTBEHWTE CMaeoeu M emouun).
YnoTpebaTa Ha eeKTWBHW cCTpaTerum 3a WHTEepnepcoHanrHa KOMYHMKauuja of,
CTpaHa Ha nomaraTeNHuTe Npodecun BO NNYHW U NPOGECUOHANTHM YCNIOBK, MOXKe fa
20 HAMann CTPecoT, Aa 2o NPOMOBMPA 34PaBjeTo W, CNOpe4 T0a, Aa 20 NoJo6pm ces-
KYNHWOT KBaMTET Ha >KWBOTOT.

NHTepnepcoHaiHaTa KOMyHUKaLuja e HenocpeaHa, AMPeKTHa KOMYyHuKalmja
Mefy [iBe WK NOBEKe NIMYHOCTK, ULEe BAMLE, WM CO MOCPEACTBO HA HEKOj anepcoHaneH
meguym. Mo>keme daja ogpefuMme Kako MHTepakuMja BO Koja efHa MMYHOCT Mpe3eH-
Tupa HEKOM COAP>KMHM (MHGbopMauuu, Mopaku) Ha Apyea NMYHOCT 3a fa Baujae BP3
HEej3SMHOTO OfHEeCYBatbe MM Aa YYecTBYyea BO CO3[aBate Ha CUTYyaluu LWTO Ke npuao-
HecaT BO MeHyBarbe Ha CONCTBEHNTE CMaeoeu M yBepyBara, OAHOCHO 3a Aa ce NMomoe-
He yCeojyBameTO Ha 0ApeAeHN hakTU v reHepanuaymu.

Knyunu 3eopoen: KOMYHUKALUWNIA, MHTEPMEPCOHAJ/THA BELUTUVHA,
MOMAIATENHU MPOPECUN

BoBeg,

Mcuxono3nTe ucTakHyBaat Aeka 85 % of HallaTta cpeka NOTEKHYBa 0f Jo6pu-
Te ofHocK co apyrute nyfe. 3a>an, 85 % of HawuTe NpobeMn 1 He3aJ0BONCTBO, UC-
TO Taka, Ce MOBP3aHMW CO ApyruTte nyre. 3aT0a € BXXHO KOJIKY LUTO € MOXHO MOBeKe Aa
r1m passMBame CMoCO6GHOCTUTE 3a BOCMOCTaBYBakbe W 0LpXKyBarwe J06pn 0gHOCK €O Ny-
feTo. 3a cpeKa, Toa € BELUTMHA KOja MOXE Aa Ce Hayuu.

MocTou uena HM3a AEjHOCTM U 3aHMMaka Kaje WTo KOMYHMKalumjaTa co nyfe-
TO € 04 NPUMapHO 3Hauyerbe, Toa ce npodecun, Npes ce, NOCBETEHN HAa [aBakeTo Mo-
Mmow. Pa6oTaTa Ha couujanHuTe paboTHWMLM, MCUXOM03UTE, MCUXOTEPaNeBTUTE WK
[JOKTOpUTE € HacoyeHa KOH MOTTUKHYBake Ha pas3B0joOT Ha PasIMUYHUTE acnekTu Ha
NuyHata 6narococTojba Ha HUBHUTE KNMeHTU. OBMe Npogecn ce HapekyBaaT nmomara-
TeNHW Npothecun N BO HUB, UCTO Taka, Ce BOPOjyBaaT M HaCTaBHULMTE U BOCAMTYBaUN-
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Te. Kaj HUB pa6oTaTa peuncy CTOMPOLEHTHO MoApas6rpa KOMyHUKauuja co fyfe 1 no-
CBETEHOCT Ha OfjHOCOT CO HYB.

lonem 6poj mnagn nyfe ce oAny4yyBaaT 3a CTyauMM Mo colujanHa pa6oTa vam
MCUX0M0rnja Kako 3a ABe CPOAHM AejHOCTM, U Toa MOTTUKHATW, NPeq Ce, o XenbaTa aa
UM nomMaraat Ha ApyruTe W/Wamn Of LOXMBYBarETO Ha OBME NMPOQECHUM KaKO MOMaravku.
MHory couujanHu paboTHULM W MCKUX0M03M paboTaT BO MHCTUTYUMOHaNHA (KIMHUYKA
1 3[4paBCTBEHA) UM 06pa30BHA CPeAnHa, Kafie LWTO HUBHUTE 3aflaul Ce peuncy UCKy-
UMBO CO MOMarayku Kapaktep. ®OKyCOT Ha OBa UCTPaXyBarbe € HaCOYeH Ha ABe Moma-
raTeflHn npodgecun - Ncmxonorujata u coymnjasHata paboTta, Kako npodecnn ymja 3aea-
HWYKa JejHOCT € [aBatbeTo MOMOLL W NOAAPLUKA HA KAMEHTU (MOeANHLM, TPYynK, CceMej-
CTBA) Ha KOW 0f HajpasIMyHN NPUYMHU UM € NOTPebHa MoMOoLL.

OCHOBHMTE Mpallarba WTOo M1 NocTaByBaMe BO OBOj TPyf ce: Aanu npodgecuno-
HanuuTe of obnacTa Ha coumjasHaTa paboTa 1 MCMX00rMjaTa Kako nomarayum ru noce-
AyBaaT OBMe KBAMTETU W BO KO/MKaB CTEMeH I mocegyeaaT, Aaau NocTou pasfmka no-
Mery egHaTta u gpyraTa rpyna npogecnoHanuu, n kov 6m 6une NpakTMUHUTE UMMINKaA-
UMK 04 AOGMEHMTE MCTPaXKyBauku pPe3yntaT M 3a BpaboTeHUTe NpodecroHanum 1 3a
CTY[EHTWUTE Kako MAHW NPUNagHULM Ha MomaraTenHuTe npogecum.

OCHOBHW BELLUTUHM BO COUMjanHaTa paboTa

OCHOBHMTE BELUTVMHU Ha couMjanHaTa paboTa Ce OHME LUTO Ce Temenat Ha yc-
neLuHa NpakT1Ka BO CUTe CPeAWHY Ha coumjanHaTta paboTa, a Ko MOXe Aa BK/y4yBaaTt
paboTa CO MOeAVHLUM, CEMEjCTBa, FPynu, BO 3aefHULaTa, KaKo ¥ BO pas/IMyHW OpraHun3a-
LMCKM 1 onwiTecTBeHn cpeauHu (Trevithick, 2006). YcnelwHata npakTuyHa paboTta He
3aBMCK CaMO Of, KOMMETEHTHOCTA Ha COLMjaTHNOT paboTHUK, TYKY U 0f, CMOCOBHOCTMTE
Ha KOPUCHMKOT, MOLUMPOKOTO OKPYXXyBake BO KOE Ce C/lyvyyBa HeKoja MHTepakuuja, Ho
W 0f pa3IMYHNTE KOMYHUKALMCKN TELLUKOTMM KOM MOXaT fAa ja OTeXKHaT KOMyHMKalmja-
Ta Ha CoLMjanHMOT PabOTHUK U KOPUCHUKOT.

Mako BewTUHWUTE BO coumjanHata paboTa MOHEKOorawl ce MpYMeHyBaaT Kako
NMoce6HN MHTEPBEHLUNW, a CMOXEHUTE MHTEPBEHLMM Ce COCTOjaT 0 MOBEKE BELUTUHMU,
noTpe6HO € fa ce pasnvKyBaaT. VIHTEpBEHUMMUTE Ce LEeNNCXOAHWN aKTUBHOCTMW LITO U
npeseMaat NpodecuoHanuunTe BO coumjanHaTa paboTa, a ce TemenaT Ha 3HaeHeTo U
pasbupareTo Ha cuUTyauumjaTa, HayYeHUTe BELUTMHU W YCBOEHUTE BpefHOCTU. UHTep-
BEHLUNTE Ce 3Haeke, BELUTUHW, pa3buparbe U BPEAHOCTU BO aKLuja CO jacHO YyTBpAEHU
uenu (Trevithick, 2006).

MocTojaT NOBEKe HaYMHU Ha AUQEpeHLMpae 1 06eMHYBate Ha BELUTUHUTE
BO couujanHaTa paboTa, KoM Ce MeHyBase 3aBUCHO Of NMPOMEHWTE Ha NPOECUOHATHU-
Te TEOPeTCKM M NpaKTUYHM MPUCTany BO couumjanHaTta paboTa. 3a KOMYHMKauujata BO
coymjanHaTta paboTa MOXe Aa ce pasMMCyBa BO OAHOC Ha:

- LlennTe Ha MHTEpakumjata n MHTepBEHLMjaTa;
- BelwTnHNTe WTO Ce KopucTar.

HajonwTo rnegaHo, BeWTUHWUTE BO cOoUMjaiHaTa paboTa ce genart Ha OnwTu 1
CNeuunjanucT1yKK, LWTO 3aBUCK Of eayKaumjaTa M UCKYCTBOTO Ha cOLMjanHMOT paboT-
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HWK, HO He MOCTOM MOTMOMHA COrNacHOCT 3a TO0a KOW ce crneuntmnyHuTe BewTuHu. Mo
npaBusIo, CUTe COUMjanHN PabOTHULM T KOPUCTAT CMTE OMWTW BELWITWMHU Ha coumjas-
HaTa paboTa (a cekoja o4 HMB MOXe fa 6uze noBeke UnyM Nomasnky, Nogo6po nm nosno-
LLIO YCBOEHa).

Co KoM6UHaLMja Ha LennTe 1 BelUTUHMTE, Ce pa3InKyBaaT YeTUMpK 061acTn Ha
onwTuTe BewTnHU (Trevithick, 2006).

1 KOMYHVKaAUNCKN BELUTUHMN:

0 BEWTUHM 3a Hab/bYAyBatbe M CoLMjanHa nepLUenuymja;
0 BelTWUHYM 3a cnywware (Napadpasuparse U pednekTnpame);

0 BeWTUHM 3a 360pyBare (MOCTaBYBake Mpallaka, Mcnpakare ,jac-
nopakmu®).

2. AHanMTUYKKM - KOW foaraar A0 M3pa3 Npeky Croco6HOCTUTE 3a KPUTUUKO
eBafiympamwe, NprMeHyBame U MHTErpupame oApeAeHn MHGopMaLMn 1 3Haewa 3apagu
06/1MKyBake Ha CTPYYHOTO mucrewe (Ha mpumep, No pas3Boj Ha 6pak fa ce AOHece
CrPYYHO MUCNewe 3a hpekBeHUMjaTa Ha KOHTaKTU Ha fgeuaTa U pogMTeNnoT Co Koj Tue
He XuBear).

3. BelUTMHU 3a MpOLieHyBate U HOCEHE OAJIYKM - 3a KOU e MOTPeGHo fa ce
pa3Bue CNocOGHOCT 3a aHa/M3Mparbe 1 NPYMEHa Ha TeopujaTa, UCTPaXKyBatbe U MpaKTu-
UHO 3Haerbe BO KOHTEKCT Ha colMjanHaTa paboTa BO peasiHa CUTyaumja (Ha npumep, ce-
ongarHa NpoLeHa Ha eHO CeMejcTBO BO CMUTyalMja Kaje LUTO e 3arpo3eH pasBojoT Ha
[ETeTO KOe pacTe BO pU3MUHA CPeAMHa).

4. AKUMCKM BELUTWMHMW - BO CMWCNA Ha CMOCOBGHOCT 3a MHTEPBEHLMja Ha TaKoB
HauMH LITO B/Mjae Ha BepyBatbaTa, MUCAMTE, YyBCTBATa W HAaCTaHWUTE, LUTO BKIy4yBa
HU3a BELUTWMHMW 0f couujanHaTa paboTa U NpakTWuYeH mpucTan GasuMpaH Ha aHaaM3a Ha
nojaTouu, NPakTUYHO MCKYCTBO W J0OPO MHTErpuMpaHo TEOPETCKO W MCTPaxyBauko
3Haere (Ha NpuMep, COBETYBAHE).

XotpmaH (Hoffman, 2001) pa3nvkyBa eMnaTUCKU W eKCNPECUBHU KOMYHUKa-
LIMCKM BELUTUHN. EMNATUCKN KOMYHUKALMCKN BELITUHW Ce: pethyIeKTMpare Ha YyBCTBa,
penekTupatbe COAPXKMHN, petheKTUpae MUCAK, KOMBMHMpare 1 pesumuparse. Ekc-
MPECBHN KOMYHMKALMCKN BELUTVHM Ce: NojacHyBarbe Ha YNoruTe, LiesinTe, oueKyBarba-
Ta, 6aparbe KOPUCHUKOT Ja M u3pasu CBOUTE MUCAWM W YYBCTBa, M3pa3yBare MUC/W,
UyBCTBA, MCKYCTBA, CMOAENYBamwe 3Haewhe, MHPOPMaLUM U MUCNEHA CO KOPUCHUKOT,
MHTepnpeTupame, KOHMPOHTUPaKE, jaBake COBETU U YKaXyBarbe NogApLIKa.

MocTojaT HEKOIKY OCHOBHYM BELUTWHW KOW CMOPef HMBHATa YecTa MpMMeHa BO
pasfMyYHK BUAOBK MHTEPBEHLMW, HE3aBUCHO Of METOAOT, TEOPETCKUOT U NPaKTUUYHMOT
npuctan BO couMjanHaTa paboTa, HMKAKO He MOXaT ga 6maaT M30CTaBeHW BO CEKOj-
AHEeBHaTa paboTa Ha CouMjanHMOT paboTHMK. CTaHyBa 360p 3a CNeAHMBE BELUTWUHM: aK-
TUBHO Clyluatbe, MOCTaBYyBate MNpallata, UCrpaKkamwe ,jac-nopakn®, NoKaxyBare em-
naTuja, hoKycuparbe 1 3aKnyuyBarbe.

3a npunagHuLUMTe Ha nomaratesiHMTe Npodecun e HeonmxoAHO Aa 3HaaT Koj
BUA KOMYHMKaLMja KOPUCHULINTE ja AOXMBYBaaT Kako rnomarartesiHa, KOpuUCHa 1 ycneL-
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Ha. MHOrY Y4eCTO KOPUCHULMTE Ha colmjasiHa paboTa ce 36yHeTH, He 3HaaT LUTO € Couu-
janHa paboTa, ce 4yyBCTBYBaaT MOcCpameHM, foaraaT BO Bpeme Kora KpusaTaja AoCTur-
Hana Ky/iMuHauujata u nopagw Toa ce NocebHO OCEeT/IMBYM 3a BPEME Ha MPBMOT KOHTAKT
¥ npBaTta cpegba co CTPYYHOTO nnue. KOpMCHULMTE BO NMOYETOKOT Ha KOHTAKTOT CO CO-
LMjanHMOT paboTHUK ja LieHaT ToM/AMHaTa, HethopMaHOCTa U NPUjaTeNicKOTO OfHeCyBa-
te. Bo cMuUCia Ha KOHKPEeTHW OAHecyBawa, Ce CMeTa AeKa rnaBHu obenexja Ha noma-
raTenHaTa KOMyHuKaumja ce:

- BHUMATENIHO CNyLlatbe;

- TpneHwue;

- VHAMPEKTeH mpucTan;

- MOKaXyBake NINYEH NHTEPeC 3a KOPUCHUKOT;

- MHAMBUAyanu3auuja 1 NpusHaBawe Ha NPOBMEMOT U TPUKNUTE HA KOPUCHU-
KOT;

- npuhakarbe Ha HempujaTHMTE YyBCTBa Ha KOPMCHUKOT W Npeno3HaBake Ha
noTeHUMjanHNTe NOTpebu n Gaparba.

Kora cTtaHyBa 360p 3a momarartefiHata KOMyHWKaluja, NOTPe6HO e fga ce Ha-
npaBu ANCTUHKLM]ja Mefy faBakeTO COBETU Of [aBateTO MH(OPMaLMM Ha KOPUCHNLU-
Te, KaKo LUTO, UCTO Taka, Tpeba Aa ce pasnMKyBa U 3acTanyBake Ha KOPUCHWMKOT (Ha
npvmep, npes 3aBOAO0T 3a BpabOTyBake) 0f BPLUEHETO aKTUBHOCTUM HaMeCTO KOPWUCHU-
KOT, 3aT0a MHOTY Mpod)ecMoHanuy cMeTaaT feka TakBOTO OfHecyBatbe ro craBa Kopuc-
HMKOT BO MacmBHa nosuumja. OBME aKTUBHOCTU Ce BO CMPOTMBHOCT CO TEMeSIHUTE
NPUHLMMM Ha coumjanHata paboTa, 3aToa LUTO KNAaCUYHOTO flaBare COBETU e CpoTUB-
HO Ha NpUMHUMNNTE 3a 0XpabpyBake, 3ajakHyBate M 0CaMOCTOjyBae Ha KOPUCHUKOT.
VicTpaxyBararta Ha KOPUCHUYKUTE NEepCrekTUBM NOKaxane feKa KOPUCHULMTE Tn Le-
HaT aKTMBHOCTMTE Ha CTPYYHUTE MUa AYPU W KOra TWe Ce HeyCMeLlHW, OAHOCHO OHa
LUTO HAM MM € BaXXHO 1 KOPWCHO € HamopoT Ha CoLMjanHMOoT paboTHUK, a He YCMeLHo-
CTa Ha Npe3eMeHUTe aKTUBHOCTU.

Ho, Kora Hekoja KOMYHMKaLMja Ce JOXMBYBa Kako nomarartesiHa, He 3Hauu fe-
Ka Taa € 1 KOpMCHa BO CMUCNa Ha MNOCTUIHYBare Ha NMocakyBaHWOT pe3ynTaT. Tonauot
1 npujaTencky npucTan moxXaT Ha MOYeToKOT Aa UM AafaT YyBCTBO Ha HajexX v fa rv
3rosiemat O4eKyBawaTa, HO ako TMe O4eKyBatba MOAOLHA He Ce 0CTBapaT, KOPUCHMKOT
MOXe [ia Ce MoYyBCTBYBa pasoyapaHo. KopucHuuuTe, N0 BOCNOCTaBYBaweTO Ha OfHO-
COT Ha foBepba, oueKyBaaT KOMMETEHTHOCT. 3a nepuenuujata Ha couMjaHMOT paboT-
HWK KaKO KOPUCHA IMYHOCT BO O4MTE Ha KOPMCHWKOT NPULOHECYBaaT CnefHNBE HelTa:

- 3HAEHETO M eKCMepTm3aTta Ha CoLMjaHMOT PaboTHUK;

- CO00/BEeTHaTa ynoTpeba Ha aBTOPUTETOT;

- pa3bupareTo 3a LenTa Ha HUBHWUOT KOHTaKT;

- NpuhakareTo Ha NOTPe6UTEe Ha KOPUCHUKOT;

- 3a3eMareTO NpUCTan 3a HACOYEHOCT KOH 3ajayara v LenTa;

- [aBakeTo COBETY;

- MaTepujanHa u Apyr Bug ,,KOHKPeTHa* MOMOLU.
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Kako 3aKny4oK of, HaBeleHOBO MOXE Aa Ce M3Befe AeKa CouMjanHnoT paboT-
HVK € COOYeH CO Mpeam3BMKOT Aa GanaHcupa Mefy noAap)KyBaykaTa KOMyHMKalmja co
OHaa Koja e Haco4YeHa KOH MMaHnpareTo NPOMEHW U pellaBakbeTo Ha NPo6IeMOT 3aef-
HO CO KOPWUCHUKOT.

JINYHMOT KOMYHUKALMCKM CTUN € PenaTUBHO CTaBWNEH HauMH Ha Mefy4yoBeUKa
MHTEpaKUMja Koj e MOBp3aH CO MHAMBMAYATA N HEj3NHNTE KapaKTePUCTUKMN.

e [loOMVHAHTEH - Cy6MUCUBEH

[JOMVHaHTHWUTE TUMOBM HACTOjyBaaT fia ja KOHTPONMPAaT colujanHaTa UHTep-
akuwja, faBaaT Hapef6u M MPETEXHO Ce BO LigHTap Ha BHUMaHWeTo. Of Apyra cTpaHa,
Cy6MUCVBHUTE TUMOBU Ce OHME LUTO cakaaT Aa 6uaaT TMBKW, He cakaaT fja 6ugaTt BO
LIeHTap Ha BHUMaHWETO, HATY fja GUAaT NorfacHU of ApyruTe

e [lpamaTWyeH - pe3epempaH

JpamaTuHMTe TUNOBU NPETEXHO KopucTaT HeBepbasHa KOMyHMKalMja 1 360-
pyBaaT Ha HauMH CO KOj ja MpeHarfiacyBaaT nopakaTa LUTO cakaaT fa ja npeHecar. Pe-
3epBUPaHNTE TUMOBU CE MOTUBKM, MOCKPOMHU U CKOHU KOH pasbuparbe Ha ApyruTe.

e KOH(/IMKTEH - MUpObY6UB

KOH(VKTHUTE TUMOBU Ce CKIOHW KOH KaBryi W [OKaXyBatbe Mpef ApYruTe.
Of fpyra cTpaHa, Ce HaofaaT OHWe LUTO Ha MUPEH HA4YWH U JIECHO Ce COrjacyBaaT Co
cuTe.

e EKCnpecuBeH - HeeKcrpecuseH

EKCNpecyBHUTE TUMOBWM HarfaceHo ja KopucTaTt HeBepbanHaTa KOMyHMKaLmja
CO LeN fia NoKaxaT eHTy3ujasaM U a NpuBnevaT BHUMaHuE (ABMXKEHa Ha TenoTo, (a-
LMjanHa ekcrpecuja, MaBTake CO paueTe U cn.). Of gpyrara cTpaHa Ha KOHTUHYYMOT
Ce HaofaaT IMYHOCTM CO HEEKCMPECUBEH KOMYHUKALMCKU CTWA, CO NOGaBHM U nocnabm,
MANTaBU ABUXKEHbA.

e OnNyTTeH - HanHaT

OnyWwTeHNOT KOMYHUKALMCKW CTUN e KapakKTepUCTUYEH 3a JIMYHOCTU KOU He
ce B036yayBaaT NPEMHOrY, CeKorall MMaaT KOHTPO/a M HUKOrall He Ce BO3HEMUPEHN.
CnpOTMBHO Ha 0BOj KOMYHMKALMCKK CTWN Ce IMYHOCTUTE KOWM YECTO CE HamHaTu, NECHO
ja ry6aT camokoHTponata 1 6p30 ce BO3HEMUPYBaaT.

e BHuMMaTeNeH - HeBHUMAaTENEH

Jlnuata WTO nocefyBaaT BHUMATENEH KOMYHMKALMCKN CTUA TU KapaKTepusm-
paaT ofjHecyBatba Kako LUTO €, Ha MpWMep, BHUMATENHOTO CAyllake MPUAPYXXEHO co
jacHun HeBepb6asHK 3HauM (rnegame B oun, (aumjanHa ekcnpecuja). CnpoTnBHM Ha OBME
Ce /muata Ko cnyluaat NoBpLUHO M He MOKaXyBaaT MHOTY MHTEPEC 3a OHa LUTO UM o
360pyBaart gpyrute.
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e EKcTpaBaraHTeH - KOH3epBaTMBEH

Ha efHaTa cTpaHa ce Haofa KOMYHWMKaLMCKMOT CTWUA KOj MOXe fa ro Hapeyeme
eKcTpaBaraHTeH (BOCXMTYBaYKM), TUMWYEH 3a IMYHOCTU KOWM KOMYHMLMpaAT Ha Breyar-
/B Hau4MH, OAHOCHO nafaaT B ouM (Ha MpuMMep, HocaT ,,0TKayeHa“ 06/eKa, MMaaT He-
06myHa thpusypa). Of ApyraTta cTpaHa Ce HaofaaT cCUTE OHMe LUTO Ce ,,BK/I0MyBaaT BO
MHO3UHCTBOTO", He C& KOHTPOBEP3HM U Ce 06/1eKyBaaT KOH3epBaTMBHO.

e OTBOpeH (EKCTPOBEPTEH) - 3aTBOPEH (MHTPOBEPTEH)

JlyfeTo co OTBOpPEH KOMYHMKALMCKM CTUA CN060AHO 360pyBaaT 3a cebe, IeCHO
UM e fia My MpujaaT Ha Hekoro u ce 36opnectu. Of fApyrata cTpaHa ce HaofaaT OHuWe
LUTO ManKy 360pyBaart 3a cebe, TAMHCTBEHM CE U HeMaaT Xenba Aa ro NCKaxysaaT CBOe-
TO MUC/EHE.

e [MpujaTencku - HenpujaTeNCckKu

MpujaTenckn CTUA UMaaT OHME JIMYHOCTY KOU Ce OfJHECYBaaT BECENO, YEeCTO Ce
CMeaT U He ce HaTMpeBapyBauyku OpueHTMpaHW. Of Apyrata CTpaHa ce HaofaaT KoMy-
HUKALMCKN arpecuBHN 1 MHOTY KOMMETUTUBHU TIMYHOCTU.

TUNOBU KOMYHUKauMja 1 TUMOBU IMYHOCTU

WIN - WIN (jac gobuBam - T fobuBaLl)

JInyHocTa co win-win KapakTep e 0TBOpeHa 3a copa6oTka. Ce BpeaHyBa cebe-
Cv 1 cBOWTE MOTPe6K, HO AomyLuTa U ApYruTe Aa ce NOrpuaT Aa rv 3a4oBosaT CBOMTE
noTpe6u. OTTyKa NpPoOM3NeryBa W BepyBaweTO [eka ApYr!Te MOXaT Aa oaflyyysaaT 3a
cebe n ga 6uaat oarosopHuM 3a cebe. Of HUBHOTO pasMuUC/yBare feKa He € HEOMXOAHO
KOj 6MNo fa M3ryéum npousnerysa v HUBHWOT OAHOC AeKa ,[BajuaTta MOXe Aa Ce 4yB-
cTBYBame fl06p0 CO oAnyKaTa Koja ja goHecoBme*. OBMe NIMYHOCTM MocedyBaaT MHTe-
rpuTeT, 60raTCcTBO 0f MEHTAHWN COAPXMHU, LUMPWHA, OTBOPEHOCT W OArOBOPHOCT. [o-
cTomn floBep6a BO Apyrute nyfe, 3aMHTEPECHpPAHOCT 3a APYruUTe, TonepaHumja. AKTUBHM
Cce, OANYYHW, ANPEKTHU, CAMOYBEPEHN, (NEKCUOUAHN.

Kako fa ce nsrpagu goep6a Bo KOMyHMKaLmjaTa
CospaBareTo foBepba ce 0CTBapyBa NpeKy:
- NCKpeHa /by6e3HOCT;
- MOYnUTYyBawe N BPeLHYBake Ha pYruTe INYHOCTH,
- KOMYHMKaLuja Koja € 0TBOPeHa, AMPEKTHA U Koja I BpeaHYBa pasnnyHoCTUTE.

Kako ce nocTturHysa win-win KOMyHuKaumnja
1 VgeHTudukaumja Ha noTpebuTe Ha ABeTe CTpaHu.
2. OyeKkyBama Ha iBeTe CTpaHu.
3. O4roBOPHOCTU Ha [iBETE CTPaHMU.
4. Ce BOAM OTBOpeEHa KOMYHMKaLmja (CO rpmxa 3a ApyruoT n gosepba Bo Hero)
5. Ce Boaw rpuxka, mpeg ce, Aa ro pasbepeme COroBOPHMKOT, Na N0Toa 1 TOj Hac.
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Kako fa 3Haeme fjanv cme pasépaHu?

Co oTBOpeHO Mpallate fann He pasébpane. He Tpeba Aa ce reHepanuaupa u
TpeGa BHMMATENHO fia Ce Crylla, fja He ce TONKyBa TyKy fa ce cnywa. [la ce passusa
CnocoGHOCTa 3a IMYHO M3pasyBarbe, 6e3 NPOEKTUPatbe IMYHU CTPABOBY.

Kako ga copa6oTyBame co Apyrute?

[Jla He ce oxpabpyBa MaHWdecTalumjaTa Ha CTPABOT, COMHEXOT U 36yHeTOCTa.
[a ce npoLgeH eMOTUBHATa COCTOj6a Ha COrOBOPHUKOT. He Tpeba Aa ce Herupaat, no-
HULITYBAaT U MUHUMW3MPAAT M3jaBUTe Ha COrOBOPHMKOT. MoTpeGHO e NpBO fa Cce ucno-
UMTYBa OHa LUTO € KaXKaHo Npef fa Cce NOMUHe Ha Apyra Tema. [la ce oxpabpyBaaT Koo-
nepaTMBHMUTE HAYMHU Ha KOMYHUKaLUja 1 Kaj coroBopHuumTe. [la ce Herysa grekcuéu-
NeH, HEOrpaHMUyBaYKW U HEHAMET/IMB MpUCTan.

WIN - LOSE (no6egHuK - ryouTHUK)
AKoO jac nobefyBaMm - TV ryfbuLl, Hema nHTepakumja.

OBa e HajuecT TMN KOMyHMKauuja. JTyfeTo ja KopuctaT cBojaTa nosvumja, MoK,
oBflacTyBatba, MaTepumjaHOTO 60raTcTBO 3a Aa ce npobujat. He 06pHyBaaT BHMMaHWe
Ha BHaTpPeLUHUTE, TYKY MCKIYYMBO Ha HafBOpeLIHMTe BpeaHOCTW. OBME NNYHOCTM Mo-
CTOjaHO ce cnopefyBaaT CO HEKOTO WM CO OHA LUTO Ce OYeKyBa U LUTO € coumjasHo
npudaTnneo. VMimaaT noTpeba noctojaHo ga nobedysaaT, fa ce HaMeTHyBaaT. [(naBHaTa
ngeja cekoraw um e geka Tpeba ga nobegat, arpecBHM ce, Hemaart foBepba, 1 NoKaxy-
BaaT eMnaThja caMo Kora Ce CUrypHu Aeka Hema fa usrybar, WTo npeTcTaByBa ofopaHa
04 MOXHa 3ary6a. bonkaTta ga He m3rybaT HewwTo e noronema of 3aA40BO/ICTBOTO Kora
[o6vBaat. Bo 04HOC Ha YyBCTBOTO Ha COMCTBEHOTO ,,jac” € MPUCYTHO HUCKO Camonoun-
TyBakbe, HECUTYPHOCT ¥ noTpeba of fOoMUHaumja. PasmuciyBaweTo UM e CeNekTUBHO,
BEpTUKasHO (caM cOo cebe), NCKMYYMBO BHUMATENHO, CO MOCTOjaHO NpPEeyBenYyBakbe Ha
oMacHoCTa, NpecmeTaHo (,,Mopa Aga nobefam*). Kopucrtat paunoHanunsaymja n Hermpa-
K€ Ha cMTyaumjaTa. MimaaT noTpeba HellTaTa U HacTaHWTe Aa ' MpOLeHYBaaT KaKo Ka-
TacTpothanHu (ce hoKycupaaT Ha OWOTO HAMECTO Ha A06pOTO).

Bo nperoBopuTe cO HMB HeMa komnpomuc. Mopagu cBojaTa paHNMBOCT OBUE
NINYHOCTYW Ce OfHecyBaaT f0CTa arpecMBHO. HMBHOTO rNaBHO MOTO BO KOMYHMKaLmjaTa
CO fpyruTe € ,,Jac CyM TOj LUTO € ageKBaTeH W eiKaceH. Tu Cu HeadekBaTeH W Heetu-
KaceH“. OHecyBarbeTo UM e 60pbeHo 1 BepbanHo arpecuBHO. KopucTaTt recTukynaumm
1 ce BepbasHO €N0KBEHTHWU. BO eMOLMOHaNHUTE peakuun npeosiafyBa aHKCWMO3HOCT,
MpeyyBCTBUTENHOCT, MPOMEHU BO PacMOOXKEHWETO, dpycTpauun. Kaj HMB noctojat
MHOTY CKPMEHW COAPXXMHU, Ce CMyXaT CO MaHWMynauuu, oManoBaxyBawe, 0Tpnarbe,
06BMHYBare Ha APYrvOT, HETONEPAHTHOCT, eroLeHTPUYHOCT, KPYTOCT, HaMeT/IMBOCT,
nowla TMMcKa pabota.

LOSE - LOSE (ry6UTHUK - TYyO6UTHUK)

Mefy oBue gBa Tvna IMYHOCTM NOCTOM MHTEPaKLMja, MOTOYHO KOH(INKT Mery
[\Be PUTULHU IMYHOCTU. HUBHMOT KOH(AMKT Npon3nerysa of 3arybata, 6uaejkv n gse-
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Te cakaaT fa nobefaT u He nmonyLwTaaT BOOMNWTO, 6uAejkn 1 ABeTe NMYHOCTM Ce TBPAO-
rnasu. HUBHOTO MOTO €: ,Jac o4flydyBaMm - TW He“, ,Jac cym Led - TM caywaw®, ,Jac
Mopa Aa nobefam*. MoTUBMPAUKMOT (PAKTOP € UHAETOT.

Mpumepn:

- Kaj 6pakopa3BogHuTe mapHuuM, Npu genbata Ha UMOTOT Ha COMPYXHULMUTE
(MaXoT ro pacnpojaBa MMOTOT 3a HWCKa BPeAHOCT CaMO 3a WMHaeT Ha compyrara
(,LLUTom jac He moxam fa fobujam, Hema HU TK fa fjobuew™).

- W3pekata: [a My ympe Ko3aTa Ha KOMLUWMjaTa.

PasmucryBame: MPUCYTHO € WHaeTUYUCKO pasMuciyBake. Hema KOHKPETHW,
jacHu Hacoku. OBME NMYHOCTWM MHOTY 3aBMcaT Of cBouTe NoTpebu - ,,AKO jac ce uyB-
cTByBaM 6elHO M MM3epHO, TOrawl 1 T Mopa fa Ce YyBCTBYBALl UCTO Taka“. Kaj osume
NMYHOCTU He NocTou (IeKCMBUNHOCT, HWUTY, Mak, ce BO COCTOj6a fa ja CMUpaT CUTy-
aumjata. 'm kopmcTaT cuTe CpeAcTBa, AypM U MO LeHa Ha 3aryba Ha CBOWTE MHTepecu,
caMo 3a [ja ro noBpejart ApyruoT, HO ¥ cebecn. PaHAMBK Ce, HO 1 XEHW 3a 0fMasfa.
Bo cywTuHa ce gectpyktueHu (,,Kora Hemam jac, Hema ga uMmall Hu T1®).

LOSE - WIN (rybuTHUK - nobegHuK)

Toa e TMM NIMYHOCT KOja NeCHO Ce OTKaXyBa, OTCTanyBa, Ce MOB/eKyBa BO Ce-
6e. Ima nocTtojaHa noTpeba aa 6uae gobap. Ja npudaka ceojata cnabocT u fa n3nrpysa
)KPTBa, T0a ro CMeTa 3a CBOja 406/ecT.

OBOj TN KOMYHMWKalLMja Ce 3aCHOBA Ha /IMYHOTO YYBCTBO Ha HECUTYPHOCT.
Opyrute nyfe ru rnefaat Kako XaoTU4HW, NabuaHU, HECUTYPHU BO cebe, KOMyHMLMpa-
aT HejacHO, McnpaKkaaT HejacHM nopaku. OcTaBaaT BMe4yaToK Aeka eMOTUBHO Ce paH/u-
BY, KPEBKW, NIECHO ce OTKaxyBaaT. imaaT noTpeba ga 6ugart xpTea. 3a HUB Aa ce 6uae
HeOZ/ly4YeH e UCTO LITO U fa ce 6uae oTBOPeH. Bo 0fHOC Ha MUC/EHETO TUE CEe MaHWMY-
naTvBHW - fa ce 6ufe XPTBa e MOKHO CPefCcTBO 3a MaHunynauuja u npeavsBrKyBarbe
4yBCTBO Ha BMHa KOj Apyrute (NacMBHO arpecvsHM). Hemaar jacHO M3paseHun CTaBoBYU U
yb6epyBarba, 6p30 ce ob6ecxpabpysaaT. imaat noTpebda HeKoj Apyr Aa Hocu ofyku Mec-
TO HMB, He NOCTOM CaMOMHULMjaTMBA.

Pa3bupaweTo M yHanpeayBaweTO Ha KOMYHUKAUWUCKUTE BELUTWHU MOYHYBa
HajuyecTo Ha NOYETOKOT Ha 06pa3oBaHMETO HA COLMjaNHUTE PabOTHULM W NpeTcTaByBa
OCHOBA 3a YCBOjyBatbe Ha CUTe ApYrn NPaKTUYHWU BELUTUHW LITO Ce KOpUCTAT BO COLM-
janHaTa paboTa - 04 BOCMOCTaBYBate OAHOCK MeFy COLMjaTHNOT PabOTHUK Y KOPUCHK-
KOT, MPeKy MpOoLLecOT Ha copaboTKa 40 COBETYBawe, MOCPeAyBawe 1 3acTanyBawe. o-
HaTaMmy, BO TEKOT Ha CTyauuTe, CTyfileHTuTe rm npognaboyuysaaT CBOWUTE 3Haeka BO BpC-
Ka CO KOMYHUKaLMCKUTe BELUTUHU, a NMOALOLHA Ha Taa OCHOBa rpajat LUMPOK penepToap
Ha MpPoteCUOoHaNHN BELUTMHU M MOCTanKyW NOTPebHU 3a paboTa Co moeguHeuoT (geua,
MAagun, BO3pacHW), ceMejcTBata, rpynuTe Wnu, nNak, co fiokanHata 3aegHuua. Co orneg
Ha Toa JeKa MpoLecoT Ha yHanpeayBawe Ha KOMYyHWKALWCKNTE BELUTUHN € A0XMBOTHA
npogecroHasHa 3ajadya Ha couujanHuTe paboTHMLM, OCHOBUTE Ha MHTEpMEepcoHasHaTa
KOMYHMKauuja Kon ce enabopvpaHn BO OBOj TPy MMaaT Len Aa MOCNyXaT Kako Haj-
rpagba 3a OHMe KO BeKe paboTaT Kako CoumjanHu paboTHULN.
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MoTuB 3a nomarame

Man e 6pojoT Ha UCTpaXyBaa LUTO Ce 3aHVMMaBaaT CoO MOTVUBUTE 30LUTO Tepa-
neBTWTe, AOKTOPUTE, MCUXOMNO03UTE, COoLMjanHUTe paboTHULM, OAHOCHO MoMarayuTe rum
n3bmnpaat CBOUTE 3aHUMMarba. MOTMBUTE Ce BEPOjaTHO KOMMIEKCHW U MHOTY6pojHu. Ma-
Bnnyesny (Pavlicevic, 1997) ro oteopa npawwakeTo 30LWTO TepaneBTUTe TpowaT TONKY
Bpeme GapajKu ja cMucnaTa Ha CBojaTa KMHUYKa paboTa, a TONKY PeTKO I UCTpaxyBa-
aT MOTMBUTE 30LITO BOOMLUTO ja M3bpasne cBojaTa npodgecuja. MomaraymTe 4ecTo Mmaat
n3paseH anTpymcTUYKW, HemaTepujaneH 1 XyMaHUCTUUKKU CKIOM Ha XXMBOTHU U npode-
CUOHa/IHW BpeaHOCTU. [lypun BO LieeceTuTe rognHm Ha 20 BeK Mefy NcrxonosnTe ce no-
jaByBa NorofieM MHTEPEC 3a Npoy4yBakbe Ha NO3UTUBHWUTE 06/MLM Ha COLMjanHOTO Of-
HecyBawe. Bo Hajlwmpoka cmucna, nNpocouujaiHoTO OfHecyBawe ce AehrHMpa Kako
BOJIHO, HAMEPHO ¥ Lie/THO OfjHECYBake KOe MMa MO3UTUBHU NOCNeAMUM 3a ApyruTe nyfe
(Eisenberg & Miller, 1987, cnopes Raboteg-Saric, Z., 1995).

ANTPyM3mMOT e nocebeH, HecebMyeH OONMK Ha AaBare MOMOLU M 3Ha4W BUC-
TUHCKA, UCKPeHa, 6e3yc/ioBeHa HAKNOHOCT KOj ApyruTe nyre. Hekon aBTopw, Kako LITO
e Kep6c (Kerbs, 1970, cnopes Raboteg-Saric, Z., 1995), HaBefyBaaT AeKa anTpymcTuy-
HOTO OAHECyBatbe MOpa fa COApXW 6apeM MajKy OApeKyBawe UM XPTBYBabe. 3a Aa
MOXE OfpefleHO OfIHeCYBarbe fa Ce Hapeye anTPyMCTUYHO, MOpa [a Ce 3eMaT NpeaBuf
He caMo NocneanuunTe, TYKy U MOTBUTE Ha OJHECYBameTO. Bo coumjanHo-ncuxXonoLKu-
Te UCTpaXxyBarba, 3ae4HO CO MOUMOT ,,MPOCOLMjaHO OAHECYBake™ ce CroMeHyBaaT ”
rpyna rnocTanku Ha ,,AaBate NomMoL™ nunu ,,nomarame”.

lMomarareTo Kako ofHecyBatbe MOXe Aa 6uae v eroncTUHKM 1 anTpyucTUYKN
moTuBMpaHo. KpajHaTta Len Ha OAHecyBaweTo, a He CamMo OAHECYBareTo MoKaxyBsa Aa-
NV ofpefieHa nocranka e anTpyucTUYHa Uan He.

lonem 6poj MCTpaxyBauu, Kako LUTO ce, Ha npumep, MnanasnH 1 copaboTHM-
unte (Piliavin, 1982), npeTnocTaByBaaT Jeka eMOTUBHUTe COCTOj6U Ce MeaujaTopy Ha
anTpymn3MOT, HO He U aBep3UBHOCTA, TYKY emMnaTuyHaTa rpuxa 3a gpyra nMyHocT. Bak-
BMOT 06/IMK Ha flaBake NMOMOLL e MOTMBMPAH Of YyBCTBOTO Ha emnatuja. Eronctuuku
MOTMBMPAHOTO NoMarawe € HaCOYeHO KOH CMaslyBake Ha COMCTBEHaTa HenpujaTtHoCT.
[JoXu1ByBaweTo NMYHa BO3HEMUPEHOCT [JOBEflyBa 0 eroMCTUYKN MOTWUBUPAHO nomara-
€, HO CaMO TOrawl Kora COMCTBeHaTa HermpujaTHOCT He MOXE Aa Ce Hamann Ha Apyr
HaYVH.

3emajkn npeABuWA feKa npaliaweTo 3a anTpyMsMoT M noHaTamy OCTaHyBa OT-
BOPEHO, YeCTO 3a NOCTankWTe LWTO Fo 3340BONYBaaT KPMTEPUYMOT AeKa O4HECYBatbeTo
e BO/IEBO 3aM0YHATO, [eKa e Npe3eMeHO 3apafiy nofobpyBatbe UK OfpXKyBawe Ha 6na-
rococTojbata Ha ApyruTe n Koe v UCK/yYyBa O4YeKyBarbaTa 3a MatepujanHa uam coum-
janHa Harpaga ce KOpWUCTW HasWBOT ,,MPOCOLMja/IHO OfHECYBamwe™ WK ,,noMaratesiHo
OofHecyBame*.

Bo 6pojHMTe NCTpaXyBara 0f, CTaTUCTUUKA NMPMPOA], KaKo M UCTPaXyBawaTa
KOW Ce TeMenaTt Ha UCKYCTBaTa Ha WHAMBUAYanHaTa W rpynHa ncuxorepanuja, ce noka-
ano Aeka nyreto Kou paboTaT BO 06/11acTa Ha colMjanHaTa U 34paBCTBEHaTa 3allTnTa,
BO MPWBATHMOT XXMBOT OTCTanyBaaT 0 NPOCEKOT cropes 6pojoT Ha ciyyam ,,Hempucno-
cobeHn Ha couujanHata okonuHa* (Vaillant, 1996). EfeH fen of HUBHWTE TELIKOTUU
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MOXe fia Cce objacHaT NpeKy HEKOW of NUYHMTE OCOGMHM Ha camuTe nomarayn. CUH-
APOMOT Ha nomaraumTe uam T.H. helper syndrome ro onuwan LLmungbayep (Schmidbau-
er) Bo 1977 roguHa.

Xennep CUHAPOM Ce OfHecyBa Ha /yfeTo KoM 3a fa ro oApXar YyBCTBOTO Ha
CUTYPHOCT BO Cebe M CBOETO 3HaeHe (PUKCMPaaT OfpPefeHN KOMIMOHEHTU Ha SIMYHOCT
Kako LITO € T0a, Ha MPUMep, HeCrnocOBHOCT 3a M3pasyBate Ha COMCTBEHWUTE Xenbu u
noTpedun, Hermpamwe Ha COMcTBeHaTa cnaboCcT U HeKoMneTeHTHOCT u cn. Ce npetnocTa-
ByBa fleka NyfeTo Co BakBa CTPYKTYpa Ha /MYHOCTa YeCTO M3bmpaar 3aHMMama BO CO-
LMjanHO-MeANLMHCKN CyX6K BO CMUCNa Ha KOMMEeH3aumja Ha CBOMTe HeusgudepeH-
LMpaHn HauyMHW Ha 3afj0BO/yBare Ha NOTpebuTe 3a ,,M0TBPAYBakbe” U ,,nputakate” of
CTpaHa Ha JpYyLlWTBOTO BO CpeAmMHaTa BO Koja Xwuseat (Zarevski, P., Bezic, L, Masnjak-
Fulgosi, R., 1986).

PeHoMeHoMOrMjaTa Ha Xennep CUHAPOMOT WM KOHCTPYKTOT Ha CUHAPOMOT
Ha nomarauun Lmupbayep (Schmidbauer, 1977) ro genu Bo Tpu 0651acTh: NOCTOjaHO
HeoApefieHo YyBCTBO Ha HE3af0BO/ICTBO CO CaMWOT Ccebecy, 3aBMCHOCT 0f MOCTOEHe-
/nmarbe KMeHTW, 04HOCHO caboTupare Ha COMCTBEHMOT yCrex BO fiaBakbeTo ycnex co
Lie/l KIMEHTOT fJa Cce 3afpXu MOJO/ro M TEWKOTAW BO BOCMOCTaBYBakbeTO KOHTAKTW BO
NPUBaTHMOT XMBOT NOPaAu HEMOXHOCTa Aa Ce HanyLTW ynorata Ha cTabunHa u cunHa
JIYHOCT.

KOHCTPYKTOT Ha CMHAPOMOT Ha nomarate/iute npeTrnocrasysa fieka oBue rnpo-
(hecroHanum He ce CUFypHM BO epKACHOCTa Ha CBOjaTa MOMOLU, Of LUTO Mpoun3fnerysa
HVBHOTO MHCUCTUPake Ha CaMOTO MOMararwe, a He Ha 0CTBapyBakeTO Ha LienTa Ha fa-
BarETO NMOMOLL.

Xenenep CUHAPOMOT BfiMjae Ha COLMjaNHWUOT >XMBOT Ha MOeAMHeL0T 3aToa
WTO nogpasbupa perynauuja Ha YyBCTBOTO Ha BPEAHOCT MpeKy efHOCTPaHW BPCKU.
OBvie NMYHOCTK ja NpucnocobyBaaT OKOMMHATA KOH HUBHWOT CTaB JeKa M OHaka e He-
BO3MOXHO [la Ce BOCMOCTaBaT BPCKN M OAHOCHK LUTO OU Ce TemMenesie Ha 3aeMHOCT U paMm-
HOnpaBHOCT. Toa o MOCTUIHYBaaT CO NOCTOjaHO GercTeo BO ynorara ,,MOCUeH” nan
,BpaboTeH" 1 ceKorawl ce MHOTY MOATOTBEHW fa UM MomaraaT Ha ApyruTe OTKOMKY Aa
UM AONyLWTaT Ha ApYruTe 4a MM nomaraaT HYM 3aToa LUTO COo Toa 6M rv pasoTkpunie
COmncTBeHNTe cnaboctu u 4yyscTBa. Mopagm NOCTOjaHMOT Hanop fAa ja 3ajpXu csojaTta
Xennep CUHAPOM Yfora, 0BOj TUM JIMYHOCT HE MOXE HUKOro fa ofbve fa My Hanpasu
HeKakBa ycnyra, M YeCTO KOH OHMe LUTO CMeTaarT feka He UM e noTpe6Ha NoMoLL CTaHy-
BaaT MHAMPEKTHO arpecusHm (Zarevski, P., Bezic, L, Masnjak-Fulgosi,R., 1986).

3ak/yyok

YcnewHnTe 34paBCTBEHN OpraHu3aLymn Bo CBETOT rNieflaaT Ha BpaboTeHWTE Ka-
KO Ha NMpuUMapeH pasBOeH pecypc. HarnackaTa ce CTaBa Ha aKTMBHOTO YMpaByBate CO
HUBHMTE MOTeHUMjann. MoTuBaumjaTa W 3af0BO/ICTBOTO Ha BPabOTeHWTe CTaHyBaaT
KNYy4YHW Mpallara. BaxeH eeMeHT BO YMpaBYyBareTO CO YOBEUKUTE PECYPCH Ha yC-
MeLIHNTe 34PaBCTBEHN OpPraHM3aLun 1 COLMjanHN MHCTUTYLMK, NPes Ce, e CUCTEMOT Ha
MOTMBaLMja Ha BpaboTeHNTe. BO KOHTEKCT Ha YNpaByBatbeTO CO YOBEUKU Pecypcu, cé
noBeKe Ce pa3BMBaaT MOAENN W CUCTEMI 33 Mepere Ha 3af,0BOMICTBOTO M MOTMBaLMjaTa
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Ha BpaboTeHWTe. 3aefHMYKa LieNn Ha OBME MOAENN U CUCTEMM e TeHAeHUMjaTa Kaj CeKoj
noeauHel-npodecunoHanel, fa ce passune YyBCTBOTO [eKa cuUTe BpaboTeHW fenat 3aef-
HUYKa cyabuHa, cyabuHaTa Ha 3AapaBCTBeHaTa, OJHOCHO couuMjanHaTa ycTaHOBA M Ha-
CTOjyBare MPEKy MaTepujafHU U HeMaTepujanHu NOTTUKHYBauM da ce 0cnoboan TBO-
PEYKMOT NOTeHLUMjan Ha BpaboTeHUTe. KBaNUTETOT Ha XXMBOTOT Ha PaGOTHOTO MECTO Ha
cuTe NpodecnmoHanym Kon pabotart He caMo BO couMjaiHaTa 3awTnTa TYKY U MOWMUPOKO
Ce CMeTa 3a K/y4eH (hakTop Ha MoTuBaLMjaTa.
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INTERPERSONAL COMMUNICATION AND HELPING SYNDROME IN THE
HELPING PROFESSIONS

Abstract

It has been proved that the people of every age are capable to learn specific
communication skills, which improve the interpersonal relationships and increase the
success in the vocation. The skills requiredfor communication with other people repre-
sent a combination of good interpersonal skills (ability to cooperate with the others)
and intrapersonal skills (ability to manage the personal attitudes and emotions). Use of
effective interpersonal communication strategies by caregivers in both personal and
professional settings, may reduce stress, promote wellness, and therefore, improve
overall quality oflife.

The interpersonal communication is immediate, direct communication between
two or more persons, face toface, or with the mediation ofsome impersonal medium.
We can determine it as an interaction in which a person presents some contents (infor-
mation, messages) to another person in order to influence his/her behaviour or to parti-
cipate in the creation of situations that will contribute to the changing of the personal
attitudes and beliefs, that is, to help the adoption ofcertainfacts and generalizations.

Key words: COMMUNICATION, INTERPERSONAL SKILLS, HELPING
PROFESSIONS

Introduction

Psychologists point out that 85% of our happiness comes from good relations
with other people. Unfortunately, 85% of our problems and discontent are also related
to other people. Therefore, it is of great importance to develop our skills and abilities for
establishing and maintaining good relations with people. Fortunately, it is a skill that
can be learned.

There is an entire line of professions and occupations where communication
with people is of primary significance, such are professions devoted to providing help.
The work of the social workers, psychologists, psychiatrists and doctors is dedicated to-
wards inspiring the development Of different aspects 0fthe personal well-being Of their
clients. These professions are also called helping professions and they also include
teachers and nursery caregivers. Their work is entirely devoted to communication with
people and dedication to the relation with them.

A large number of young people decide to study social work and psychology
as two closely related professions, encouraged by the desire to help others and/or find-
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ing these professions as helping, very often overlooking their scientific or research di-
mension. A large number of social workers and psychologists work in an institutional
(clinical and health) or educational environment, where their work tasks are of a helping
character. The focus of this research is directed towards two helping professions - psy-
chology and social work as professions, the common denominator of which is providing
help and support to clients (individuals, groups, families) who need help from different
reasons.

The main questions asked in this paper are: Whether the professionals from the
area of social work and psychology-as healers/helpers possess these qualities and to
what extent; Whether there is a difference between the two groups of professionals and
what are the practical implications from the research results, both for the employed pro-
fessionals and the students as future generations of helping professions.

Basic skills in social work

The basic skills of social work are those which are based on successful practice
in all areas of social work, and can include working with individuals, families, groups,
in the community and in different organizational and social environments (Trevithick,
2006). A successful practical work does not depend only on the competence of the soci-
al worker, but also on the abilities of the beneficiary, the surrounding environment
where the interaction takes place, the different communication difficulties that can ob-
struct the communication between the social worker and the beneficiary.

Even though the skills of social work are sometimes applied as special inter-
ventions, whereas complex interventions consist of more skills, it is very important to
make a distinction between the two. Interventions are rational activities undertaken by
professionals in social work and are based on knowledge and understanding of the situa-
tion, acquired skills and adopted values. Interventions mean knowledge, skills and val-
ues in action with clearly determined goals (Trevithick, 2006).

There are more ways to define and unite the skills in social work, which have
changed depending on the changes of the professional, theoretical and practical ap-
proaches in social work. Regarding communication in social work, we can discuss in re-
lation to:

- Goals of interaction and intervention;

- Skills being used.

Generally speaking, the skills in social work can be divided into general and
specialist, depending on the education and experience of the social worker. However,
there is no total consent regarding what the specialist skills are. According to the rules,
all social workers use all general skills of social work (while each of those can be more
or less, better or worse adopted).

By combining the goals and the skills, we can distinguish four areas of general
skills (Trevithick, 2006):
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- Communicative skills
o Skills to observe and social perception;
o Skills to listen (paraphrase and reflect);
o Skills to speak (ask questions, send “I-messages*).

- Analytic - they are expressed through the abilities for critical evaluation, ap-
plying and integrating certain information and knowledge in order to shape the expert
opinion (example - after a divorce, to have an expert opinion of the frequency of con-
tacts between the children and the parent that lost the custody).

- Skills to assess and bring decisions - for which it is necessary to develop an
ability to analyse and apply the theory, research and practical knowledge regarding so-
cial work in real situation (example - an overall assessment of a family in a situation
where there is a threat to the child’s development, growing in a risky environment)

- Action skills - related to the ability for intervention in a manner that influ-
ences beliefs, thoughts, feelings and events, including a range of social work skills and
practical approach based on analysis of data, practical experience and well integrated
theoretical and research knowledge (example - counselling).

Hoffman (2001) distinguishes empathie and expressive communicative skills.
Empathie communicative skills are: reflecting feelings, reflecting content, reflecting
thoughts, combining and summarizing. Expressive communicative skills are: clearly
stating the roles, goals, expectations, asking the beneficiary to express thoughts and
feelings, expressing thoughts, feelings, experiences, sharing knowledge, information
and opinion with the beneficiary, interpreting, confronting, providing advice and show-
ing support.

There are several basic skills which according to their regular usage in differ-
ent types of interventions, irrespective to the method, theoretical and practical approach
in social work cannot be excluded into the everyday work of the social worker. The fol-
lowing skills are used: active listening, asking questions, sending “I-messages”, show-
ing empathy, focusing and deducting.

All members of the helping professions is necessary to know what type of
communication is helpful, useful and successful among beneficiaries. Very often, bene-
ficiaries of social work are confused, do not really know what social work is, they feel
embarrassed, they come in times when the crisis has reached its culminating point and
therefore are very sensitive during first contact and first meeting with an expert. Benefi-
ciaries during the beginning cherish the warmth of the social worker, informality and
friendly behaviour. Regarding certain behaviours, experts believe that the following
characteristics are the main features in helping communication:

- Careful listening;

- Patience;

- Indirect approach;

- Showing personal interest for the beneficiary;



356 FACULTE DE PHILOSOPHIE SKOPJE

- Individualization and recognition of the problem and the cares of the benefi-
ciary;

- Accepting unpleasant feelings of the beneficiary and recognizing the poten-
tial needs and requests.

When it comes to a helping communication, it is necessary to make a distincti-
on between giving advice from giving information to the beneficiaries, as well as mak-
ing a distinction in representing the beneficiary (example - Employment Agency) from
performing activities in the name of the beneficiary, therefore many professionals beli-
eve that such behaviour puts the beneficiary into a passive function. These activities are
contrary to the founding principles of social work because the classic way of providing
advice is contrary to the principles of encouraging, strengthening and individualizing
the beneficiary. Research of beneficiary perspectives has shown that the beneficiaries
appreciate the activities of expert people when they are unsuccessful, i.e. what they find
important and useful is the effort given by the social worker and not the successfulness
of the activities taken.

However, when one institution is seen as helping, it does not mean that it is
useful in achieving the desired results. Warm and friendly approach can give a feeling
of hope and increase expectations but, if those expectations are not fulfilled the benefi-
ciary can feel disappointed. Beneficiaries expect competence after establishing trust. In
order for the beneficiary to look at the social worker as a useful person, the following is-
sues must be recognized:

- Knowledge and expertise of the social worker;

- Appropriate use of authority;

- Understanding the goal of their contact;

- Accepting the needs of the beneficiary;

- Adopting the approach for dedication towards the task and goal;

- Giving advice;

- Material and other forms of “particular” help.

As a conclusion from the above stated we can say that the social worker is con-
fronted with the challenge to find balance between supporting communication with the

one which is devoted towards planning changes and resolving the problem together with
the beneficiary.

e Dominant - Submissive

The dominant types tend to control the social interaction, give orders and like
to be in the centre of attention. On the other hand, the submissive types are quiet, hate to
be in the centre of attention and hate to be louder than others.
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* Dramatic - Reserved

Dramatic types tend to use non-verbal communication and speak in a way to
overstate the message they want to send. Reserved types are quiet, humble and tend to
understand others.

e Conflictive - Peaceful

Conflictive types incline towards disputes and proving themselves in front of
others. On the other hand the peaceful types find peaceful ways and get along with eve-
ryone.

e Expressive - Inexpressive

Expressive types are those who expressively use the nonverbal communication
in order to show enthusiasm and to attract attention (body movements, facial expressi-
ons, waving hands etc.). On the other hand of the continuum we have the people with
the inexpressive communicative style, with slower and weaker movements.

* Relaxed- Tensed

A relaxed communicative style is characteristic for personalities who do not
get excited very easily, they always have control over the situation and are never upset.
Opposite to this communicative style is presented by people who are often tensed, they
lose their self-control easily and get upset easily.

e Careful - Careless

People that possess a careful communicative style are characterized with beha-
viour such as careful listening accompanied with clear nonverbal signs (looking into the
eyes, facial expression). Opposite to these people are those who listen superficially and
show little interest for what others are saying to them.

- Extravagant- Conservative

On one side we have the communicative style that we address as extravagant
(admiring) and is characterized by people who communicate in an impressive manner
i.e. “catch the eye” (example - they wear “crazy” clothes, have unusual hairstyle). On
the other hand we have those who “fit within the majority”, they are not controversial
and do not dress as such.

* Open (extrovert) - Closed (introvert)

People with open communicative style who freely speak about themselves,
they find it easy to approach other people and talk a lot. On the other hand we see peo-
ple who speak very little about themselves; they are secretive and have no desires to
express their opinion.
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* Friendly - Unfriendly

The friendly style is present among those people who act cheerfully, laugh of-
ten and have no desire to compete with others. On the opposite side we have those who
are communicatively aggressive and very competitive people.

Types of communication and types of personalities

WIN - WIN (I win - You win)

A person with a win-win character is always open for cooperation. Such person
values himself and his needs however; he allows others to satisfy their own needs as
well. Therefore, we believe that others can decide for themselves and can be responsible
for themselves. From the way these people think that there is no need for anyone to
lose, comes their attitude that “both of us can feel great with the decision we have just
made“. These people possess integrity, wealth, openness and responsibility. There is
trust in other people, interest and tolerance for others. These people are decisive, direct,
self-confident and flexible.

How to build trust in the communication
Creating trust can be achieved through:
- sincere kindness;
- respecting and valuing other people;
- communication which is open, direct and values differences.

How to achieve a win-win communication
- identifying the needs of both sides;
- expectations of both sides;
- responsibilities of both sides;
- there is an open communication (by caring and trusting the other person);
- making sure you understand the other person and he understands you as well.

How do we know that we have been understood?

By openly asking whether they have understood us or not. We should not gen-
eralize and we should always listen carefully; try not to interpret what people have said
but listen instead; to develop the ability to express personal beliefs without projecting
personal fears.

How to cooperate with others?

Not to encourage the manifestation of fear, doubt and confusion. To assess the
emotional condition of the speaker. One should not negate, dismiss and diminish the
statements of the speaker. It is necessary to respect what has been said, before going to
another topic. To encourage the cooperative ways of communication among speakers.
To cherish a flexible, unlimited and unobtrusive approach.
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WIN - LOSE (winner - loser)

If I win - you lose there is no interaction.

This is the most common way of communication. People use their position, po-
wer, authorities, and material wealth in order to make their way through life. They do
not pay attention to inner but only to outer values. These people constantly compare
themselves to someone else or to what is expected and socially accepted. They have the
necessity to always win, to impose themselves. They are driven by their main idea to al-
ways win, they are aggressive, do not have confidence, show empathy when they are
certain that they will not lose which becomes a defence of possible loss. The pain of los-
ing something is bigger than the pleasure of wining. Regarding the feeling about the
personal “I” there is low self-respect, insecurity and need for domination. Their contem-
plation is selective (alone with myself), exceptionally careful, with constant exaggerat-
ing of the danger, calculated (I must win). They use rationalization and negation of the
situation. They have the necessity to assess things and events as catastrophic (they tend
to focus on the bad instead of the good).

When negotiating with these people there is no compromise. Due to their vul-
nerability these people act quite aggressively. Their main motto in communication with
others is “I am the one who is adequate and efficient. You are the one who is inadequate
and inefficient”. Their behaviour is combative and verbally aggressive. They use gestu-
res and are verbally eloguent. In emotional reactions, they are anxious, oversensitive,
they are moody and frustrated. These people have many hidden agendas, use manipula-
tions, humiliation, dismissal, accusation of the other, intolerance, egocentric, rigidness,
bad team work, imposing themselves over others.

LOSE - LOSE (loser - loser)

There is a certain type of interaction among these types of people, i.e. a con-
flict between two rigid personalities. Their conflict results from loss, because the two si-
des desire to win so badly and never give in to the other side’s request, both sides repre-
sented by two very stubborn personalities. Their motto is “I am the one who decides -
not you“, “I am the boss - you must listen”, “I must win*“. The motivation is driven by
spitefulness.

Examples:

- In divorce cases, when the property is divided among the spouses (the hus-
band sells the assets for a much lower price just to get back at the wife.- If | can’t have
it, you won’t either)

Opinion: Spiteful thinking is present in both sides. There are no certain clear
directions. These people depend on their needs - ”If | feel bad and miserable - then you
must feel the same as well“. These people know nothing about flexibility and are not
able to calm the situation down. They use all means, being ready to pay the price of lo-
sing their own interests, only to hurt the other and themselves as well. They are vulner-
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able, but have a desire for revenge. They are destructive in their core (“If I don’t have
something, you won’t have it either”).

LOSE - WIN (loser - loser)

This is a type of person who easily gives up, retrieves into himself. He has a
constant desire to be good. He accepts his weakness and playing the victim is consid-
ered to be noble by him.

This type of communication is based on personal feeling of insecurity. The
other people see this person as chaotic, unstable, and insecure, his level of communica-
tion is unclear, sending very unclear messages. Emotionally they leave the impression
of vulnerable, tenuous, and they give up easily. They have the need to play the victim.
Being indecisive for them is the same as being open. Regarding their opinion, they are
manipulative - being a victim is a powerful mean for manipulation and causing guilt
among others (passive aggressive). They do not have clear opinions and beliefs, they are
easily discouraged. They want someone else to bring the decisions for them, there is no
self-initiative.

Understanding and promoting communicative skills begins at the beginning of
educational process of social workers and represents the basis for adopting all other
practical skills, which are used in social work - from establishing the relations between
the social worker and the beneficiary, through the process of cooperation to counselling,
mediation and representation. Furthermore, during the studies, the students deepen their
knowledge regarding communicative skills while later they use that basis to build a wi-
de range of professional skills and procedures required for working with the individual
(children, youth, adults), families, groups and with the local community. Having in
mind that the process of promoting the communicative skills is a lifelong professional
task of social workers, the basis for interpersonal communication which are elaborated
in this paper have the goal to serve as a reward for those who already work as social
workers.

Motivation for helping

There are a small number of researches that deal with the motivation why the-
rapists, doctors, psychologists, social workers and helpers choose their occupation. Mo-
tivation is probably complex and numerous. Pavlicevic (1997) opens up the question
why therapists spend so much time searching for the meaning of their clinical work, but
rarely research the motivation why they chose their profession. Helpers often have an
expressed altruistic, non-material and humanistic assembly of life and professional val-
ues. Even in the sixties of the 20th century among the psychologist there is a larger in-
terest to study the positive shapes of social behaviour. In a wider sense, pro-social beha-
viour is defined as wilful, intentional and a behaviour with a goal that has positive con-
sequences for other people (Eisenberg&Miller, 1987, according to Raboteg-Saric, Z.
1995).
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Altruism is a special and unselfish shape of giving help, and it means an hon-
est, true and unconditional affection towards other people. Some authors like Kerbs
(1970, according to Raboteg-Saric, Z.,1995) state that altruistic behaviour must contain
at least a little bit of sacrifice and renunciation. For one behaviour to be referred to as al-
truistic, we must take into consideration not only the consequences but also the motiva-
tion for such behaviour. In many socio-psychological researches, together with the term
“pro-social behaviour” we find a group of actions of “providing help” or “helping”.

Helping as an act of behaviour, can have both egoistic and altruistic motivati-
on. The final goal of the behaviour will show whether the action is altruistic or not.

A large number of researchers like Piliavin and associates (1982) assume that
emotional conditions are mediators to altruism, not the aversion but the empathie care
for the other person. Such form of providing help is motivated by the sense of empathy.
Providing help motivated by egoistic feelings is dedicated towards lowering one’s own
inconvenience. Experiencing personal anxiety brings to an egoistically motivated help-
ing, only when one’s own anxiety cannot be lowered in any other way.

Taking into consideration that the question for altruism remains open;
very commonly for the procedures that meet the criteria that the behaviour has started
willingly, and was undertaken in order to improve and maintain the well-being of the
others, excluding all the expectations for material and social reward, uses the title “pro-
social behaviour” or “helping behaviour*.

In numerous research of statistical nature, as well as research that are based on
experiences from individual and group psychotherapy, it was shown that people who
work in the area of social and health protection, in their private lives they step aside
from the average standards according to the number of cases “maladjusted to the social
environment* (Vaillant, 1996). One part of their difficulties can be explained through
some of the personal characteristics of the helpers themselves. The syndrome of the hel-
pers, or the so-called “helper syndrome” was described by Schmidbauer in 1977.

The Helper syndrome structure of the personality refers to people who in order
to maintain the feeling of safety and their knowledge, fixate certain components of the
personality such as being incapable to express their desires and needs, denying their
own weakness and incompetence and similar. It is assumed that people with such struc-
ture of personality often choose professions in social-medical services, as a form of
compensation of their unidentified ways to satisfy their needs to be “confirmed” and
“accepted” by the society where they live (Zarevski, P., Bezic,L, Masnjak-Fulgosi, R.,
1986).

The phenomenon of the Helper syndrome or the so-called construct of the syn-
drome of helpers, is divided by Schmidbauer (1977) in three areas: constant unidentified
feeling of dissatisfaction from oneself, dependency of existence/having clients i.e. sabo-
taging their own success in order to keep the client as longer as possible, as well as hav-
ing difficulties in establishing contacts in private life due to the impossibility to leave
the role ofthe stabile and strong person.
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The construct of the syndrome of helpers assumes that these professionals are
not sure in the efficiency of their own help, thus demonstrating their persistence of self-
help, and not achieving the purpose to provide help.

The Helper syndrome influences the social life of the individual, because it
means regulation of the feeling of value through one-way relationships. These people
adjust the surrounding to their attitude that it is impossible to establish connections and
relations that would be based on reciprocity and equality. This is achieved with con-
stantly escaping into the role of “stronger” or “employee” and they are always ready to
help others than to allow others to help them, thus revealing their own weaknesses and
feelings. Due to the constant effort to keep their own “Helper syndrome” role, this type
of people cannot refuse to do a favour to anyone, and usually become aggressive to-
wards those people who they think do not need help (Zarevski, P., Bezic, L, Masnjak-
Fulgosi, R., 1986).

Conclusion

Successful health organization around the world see upon their employees as
the primary development resource. The accent is put on the active management of their
potentials. Motivation and pleasure of the employees are becoming key questions. A
significant element in managing human resources within the successful health organiza-
tions and social institutions is the system for motivation of the employees. Regarding
the management of human resources, today we see more and more models and systems
being developed that can measure the pleasure and motivation of the employees. A
common goal of all these models and systems is the tendency in each individual - pro-
fessional to develop a feeling that all employees share the same common faith, the faith
of the health organization or social institution and the effort to encourage the creative
potential of all employees through material and non-material means. The quality of life
at the work place is regarded as a key factor for motivation for all professionals not just
those that work in social protection.
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