Labelling and Stigma





Labelling is giving someone a label (names/reputation) based on some characteristics/criteria.


Possible effects 	- Affects how others react to those labelled


			- Affects how those labelled perceive themselves 


			- Make the labelled conform to existing norms or become more deviant


Stigma is a mark that discriminates or devalues against a person based on the person’s


Physical Appearance


Conduct or Character


Race or ethnicity


Effects of Having a Stigma


Affects self esteem leading to depression


Affects social interaction and social networks


The Stigmatisation Process


Culturally induced expectation of rejection


Experiences of rejection


Efforts at coping with the stigma


Passing as normal during interaction


Secrecy


Withdrawal


Managing people with stigmas


Be sensibility (able to feel deeply)


Be extra sensitive to relieve the burden of the suffering





Managing People’s Emotional Response using the I-F-P Model





Why is it important for you to deal effectively with people’s emotional responses?


People will feel better and satisfied


You can get their support in future


Increase your job satisfaction


Help you succeed in your job due to this special ability


Possible reasons why a person a angry


Tired, stress, fear and frustrated


Feels unfairly treated or prejudiced


expectations not met


Want attention


Characteristics of an angry person


Highly emotionally charged


Little patience


Unlikely to listen to logical reasoning


What an angry person usually wants


Taken seriously


Treated with respect


Receive immediate attention


Gain some from of compensation


Clear up problem


Mistakes to avoid when dealing with angry person


Fight back


Avoid


Explaining


Give mixed signals


What to do if a depressed person cries?


Not to give physical or verbal reassurances immediately, instead remain nearby and maintain sympathetic silence as crying is usually useful to release the depressed feelings


Immediate comfort may slow down the depressed person from telling you what is bothering him and also deprive him of the opportunity to cry the problem out  and get some therapeutic relief


I-F-P model of dealing with emotion person


I - Identify person’s emotional state correctly


F - Deal with person’s feeling


P - Deal with person’s problems





Identify person’s emotional state correctly through


Verbal cues


Non verbal cues


Deal with person’s feelings to help person 


to find expression for his emotions so that he will feel better and listen to advice by


Ask open ended questions


- to clarify situation and provide important information


- diffuse his emotions


Practise empathetic listening


= Put yourself in his shoes and try to understand things from his   


   point of view by


- Concentrate


- maintain eye contact


- nodding


- saying “ I see” or  “I understand how you must feel”


Give empathetic feedback


= restating in your own words to show that you care


- feedback must be sincere, positive and supportive


Summarise


	- show that you have listened and have understood him correctly


	- could have therapeutic effect on that person


Deal with person’s problem


Find out what he wants to be done


Share relevant information to make him feel better as he has participated in determining the outcome


Share relevant information to help him know that situation better and what you can do and cannot do and why


Agree on a solution


Follow up if necessary	





Power and Conflict





Sources of Power


Professionalisation	- Control of recruitment and training process


			- The exclusive rights to do certain things


Institutionalised hierarchy


Control of knowledge and information


Conflict


inevitable and possibly beneficial if well regulated and prevented from getting out of hand


Symptoms of conflict


Poor communication


interpersonal friction


low morale expressed in frustration





Possible causes of conflict


Power and role differences


Different point of view


Personal


Some positive outcomes of conflict


encourage changes


long standing problems are dealt with


Clarification of issues and views


Increased motivation due to more challenging and more interesting work


quality of decision making is better


Initiate personal growth and development


Some negative outcomes of conflict


Parties involved may be hurt


Increased distance between parties


Climate of distrust, suspicion and hostility may develop


Divert energy and attention from real tasks


Destroy morale and obstruct co-operation


Common conflict resolution approaches


Competing (Shark)


Going all out to win at others’ expense


Useful when quick, decisive action is vital


When important but unpopular actions need to be done


When issue at stake is vital to you


Protect yourself when someone wants to take advantage


Accommodating (Teddy Bear)


Give up your concerns to let others achieve what is important to them


When you want to learn from others


Show that you are reasonable


When issue is important to the other person and that you want to build up social credits for later use


To preserve harmony


To allow others to experiment and to learn from their mistakes


Avoiding (Tortoise)


Withdrawing from actual or potential conflict


When issue is insignificant


When you have no means and no power to bargain


To allow people to cool down


Issues been swept aside will resurface later


Person being avoided may become more angry


Compromising (Fox)


When issue is moderately important to both parties


When two parties are equally committed


To achieve temporary settlements of complex issues under limited time


Result is only partially satisfactory to both parties


Collaborating (Owl)


When both parties’ goals and concerns are too important to be compromised


When you want to learn from each other


To gain commitment


Can only be successful when both parties and willing to look beyong their personal interest


Choice of Conflict Resolution Approaches depends on the importance he/she place on:


Achieving his or her goals


Relationship with the other party


Choices�
Imp. in Achieve the Goal�
Imp. in relationship with the other party�
�
Competing�
Yes�
No�
�
Accommodating�
No�
Yes�
�
Avoiding�
No�
No�
�
Compromising�
Moderate�
Moderate�
�
Collaborating�
Yes�
Yes�
�



Useful steps to resolve conflict


Manage your feelings, stay calm


Determine if conflict exists and what is involved


Be objective, keep an open mind, be free from bias or prejudices


Try to understand things from the other person’s point of view


Be strong enough to admit that you may be in the wrong


Dispute over issues and not personalities


Explore similarities before discussing differences


Increase motivation for resolving the conflict by stressing the pros and cons.


Reaching an agreement on what to do and what not to do


