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KOMUNIKACIA V KRiZOVYCH SITUACIACH

COMMUNICATION IN EMERGENCY SITUATIONS

Komunikdcia v krizovej situdcii si vyZaduje zvldstne, nielen ver-
bdlne, ale aj neverbdlne kompetencie komunikujucich. K verbdlnej sa
okrem kultiiry reci a techniky rozhovoru priddva aj jazykova kompe-
tencia, ktori treba vhodne uplatnit v technike rozhovoru a kladenia
otdzok. Ak zlyhd jazykovd kompetencia, nastupuje neverbdlna komu-
nikdcia zrakovd v spojeni s recou riik.

1. Uvod

Nedavne medzinarodné patracie a zachranné akcie ukazali,
Ze su vel'ké problémy pri komunikacii, vymene informacii a tech-
nike dorozumievania. Tieto nedostatky sposobili nizku prevadzkova
ucinnost a vyvolali potrebu uzsej spoluprace medzi krajinami.
Medzinarodny projekt rieSeny v ramci programu Leonardo da Vinci
sa zaobera spracovanim viacjazyCnej databazy za icelom vzdela-
vania personalu nasadeného do riesenia krizovych situacii - ¢im
sa ma posilnif jeho komunikativna kompetencia - tak, aby sa posil-
nila sebaddvera zachranarskeho timu pri akciach vo viacjazycnom
prostredi. Komunikativna kompetencia nezahria v sebe len aspekt
znalosti jazyka (sociolingvisticky aspekt), ale aj aspekt performan-
cie, t. j. psycholingvisticky a technickoprakticky aspekt. Zjedno-
dusene mozno konsStatovat, Ze kompetencia je potom to, ¢o ¢lovek
vie a performancia je to, ¢o robi.

V sti€asnom obdobi integracie krajin, nevynimajic integraciu
v rieSeni krizovych situacii, si komunikacia a komunikativna kom-
petencia dolezitym prvkom tohto procesu. Procesu, v ktorom sa
komunikacia odohrava v urCitom prostredi a za urcitych podmie-
nok, ¢o sa niekedy oznacuje ako situacny kontext - komunikativna
situacia. Komunikativna situacia je teda dynamicky systém vzajom-
nych vztfahov komunikantov, ktory sa vytvara na zaklade objektov
a udalosti vonkajSieho i vnutorného sveta a vytvara potrebu ciela-
vedomej ¢innosti pri rieSeni mySlienkovo, reCovo a prakticko-reali-
zacnych tloh a je zdrojom tejto ¢innosti.

Komunikativnu situaciu mozno teda charakterizovat jej troma
zlozkami:

polom komunikativnej ¢innosti reprezentujucim celkovu ¢innost
hovoriaceho so v§etkymi ucastnikmi v institucionalnom prostredi,
zameranim c¢innosti vyjadrujucim interakcné vztahy medzi ucast-
nikmi socialneho procesu,
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Communication in emergency situations requires not only spe-
cific verbal but also non-verbal competencies of persons involved.
Verbal communication comprises, apart from speech culture and the
way language is used, also language competence which is to be prop-
erly applied in discourse. If language competence fails, non-verbal com-
munication (body language) takes place.

1. Introduction

Recent international search and rescue operations have pre-
sented major difficulties in dialogue, information collation and
technical understanding. These shortcomings have resulted in oper-
ational inefficiency and have brought about the need for closer
cooperation among different countries. The Trans Europe Emer-
gency Services Language Training Project - 112 solved within the
framework of Leonardo da Vinci projects focuses on a prepara-
tion of a multilingual database for training the personnel involved
in solution of emergency situations - with an objective of increasing
their communicative competence, thus building the staff confidence
in multilingual working situations. Communicative competence does
not involve pure linguistic competence (sociolinguist aspect) but
also a performance aspect i.e. psycholinguistic, technical and prac-
tical aspects. In a simplified way it may be said that competence
is then what we know and performance is what we do.

In the present-day period of integration of various countries,
not excluding the integration of solving emergency situations, both
communication and communicative competence represent an impor-
tant element of this process - of the process in which communi-
cation takes place in a specific environment and under certain
conditions, which is sometimes referred to as a situational context
- a communicative situation. A communicative situation is, there-
fore, a dynamic system of mutual relations of communicants, which
is created on the basis of objects and events of both the exterior
and interior world and creates the need for purposeful activities
for solution of intellectual, linguistic and practical tasks and is
a source of this activity.

The communicative situation can be characterized by its three
components:
o Field of communicative activity representing the whole activity of
the person communicating with all participants in the institu-
tional environment,
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 sposobom cinnosti, t. j. formou jazykového prejavu (verbalnou alebo
pisomnou), kohéziou a koherenciou textu, tematickou Strukturou
textu a pod.

V krizovych situaciach komunikanti vystupuju v stlade s cha-
rakterom situacie v urc¢itych ulohach s urcitymi ciel'mi, pricom
uplatiiuju svoje skusenostné komplexy. Medzi ticastnikmi komuni-
kac¢ného procesu sa oby¢ajne odohrava urcita transakcia, priCom
bezprostredné okolie ma vyhranenu funkciu, lebo potencialne stvisi
s jej uskuto¢nenim. Jazykové prostriedky na vyjadrenie spomina-
nych situacii sa daju pomerne dobre predvidat.

Tento prispevok sa venuje komunikacii ako prostriedku, pro-
strednictvom ktorého si komunikujici (eminent - odosielatel a per-
cipient - prijimatel') odovzdavaju informacie dolezité pri rieSeni
krizovej situacie (dorozumievacim kodom na urcitom médiu).
Komunikaciu treba pritom chapat nielen ako verbalny (jazykovy),
ale aj ako neverbalny (nejazykovy a mimojazykovy) vyrazovy pro-
striedok, pricom verbalny vyrazovy prostriedok nemusi byt v pre-
vahe. Aby nedoslo k zmene obsahu informacie musia komunikujuci
ovladat dorozumievaci kod. Na zabezpecenie resp. posilnenie
tejto ulohy sa vyuzivaju tradi¢né i nové, netradicné formy vzdela-
vacich komunikaénych programov. Vztah komunikujucich k také-
muto vzdelavaniu vyplyva z ich postavenia v ramci rieSenia krizovej
situacie. Ti, ktori su v ulohe rieSitelov krizovej situacie, sa stavaju
k vzdelavaniu profesne a vzdelavanie v zasade posobi na nich
motivacne. Druhu skupinu tvoria ti, pre ktorych je krizova situacia
rieSena. Na tuto skupinu je potrebné aplikovat skor netradicné -
skryté formy vzdelavania.

2. Komunikacia - prvok riesenia krizovej situacie

V systéme rieSenia krizovej situacie ma kazdy z timu rieSiaceho
krizovu situaciu uréené svoje miesto s deklarovanymi povinnostami
i pravami. Takato organizacia nasledne zabezpecuje aj komuni-
kacény kanal Sirenia informacii vo vertikalnom smere (nadriadeny
- podriadeny a naopak), t. j. formalna komunikacia, ku ktorej pri-
stupuje komunikacia aj v smere horizontalnom, t. j. komunikacia
medzi rovnocennymi subjektmi - neformalna komunikacia. Z po-
hladu organizacie rieSenia krizovej situacie sa v prvom rade uplat-
nuje formalna komunikacia (podla organiza¢nej Struktury), na ktoru
velmi ¢asto nadvazuje i neformalna komunikacia.

Nevhodne pouzita komunikacia verbalna €i neverbalna, alebo
jej zlé dekddovanie maju za nasledok naruSenie vztahov medzi
komunikujicimi, ¢o v kone¢nom dosledku mozZe spdsobit vazne
naruSenie azZ totalne zlyhanie rieSenia krizovej situacie.

Aby komunikacia bola pozitivna, t. j. ispeSne bola vyrieSena
krizova situacia je potrebné, aby komunikujice strany ovladali doro-
zumievaci kod. Ak tomu tak nie je, moze dojst k zmene obsahu
informacie a komunikacia sa stava neefektivnou.

Komunikacia v rieSeni krizovych situacii nie je jednoduchym
procesom vymeny a odovzdavania informacii. Eminent musi vediet
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« Orientation of activity expressing interaction relations among
participants in the social process,

o Way of activity, i. e. way of language manifestation (verbal or
written), cohesion and coherence of the text, thematic structure
of the text, etc.

In emergency situations communicants act in compliance with
a character of the situation in specific roles with certain objec-
tives, at the same time implementing their experience complexes.
A certain transaction usually takes place among participants of
the communication process, while the immediate environment has
a clear-cut function as it potentially relates to its realization. Lin-
guistic means needed to express the above mentioned situation
can easily be anticipated.

This paper deals with communication as a means through which
the communicants (eminent - sender and percipient - receiver)
exchange information relevant for solution of an emergency situa-
tion (through a communication code in a certain medium). Com-
munication has to be considered not only as a verbal (language)
but also as a non-verbal (non-language and extralinguistic) means
of expression, while verbal means of expression need not prevail.
In order to prevent a change in the content of information, com-
municants must know the communication code. To ensure or foster
this task various either traditional or new non-traditional forms of
training communicative programmes are used. An approach of
communicants towards such a training results from their role in
the framework of participating in the solution of an emergency sit-
uation. Those who are in positions of being responsible for solu-
tions of an emergency situation show a positive attitude towards
the training and they are motivated. The second group consists of
those for whom the emergency situation is solved. In this case
non-traditional or hidden forms of training are to be applied.

2. Communication - an element of solution
of an emergency situation

In the system of solving an emergency situation each member
of the team participating in the solution has his/her place with
declared duties and rights. Such an organization subsequently pro-
vides a communication channel of information spreading in a ver-
tical direction (superior officer - subordinate and vice versa), i. e.
a formal communication to which also a communication in a hor-
izontal direction, i. .e a communication among equal partners -
the so-called informal communication is added. From the point of
view of solution of an emergency situation the first communication
to take place is a formal communication (according to an organi-
zational structure), which is very often followed by an informal
communication.

Improperly used verbal or non-verbal communication or its
incorrect decoding may result in impairment of relations among
communicants. This may, in its turn, result in a serious impairment
or total failure of solution of an emergency situation.

If the communication is to be positive, i. e. if the emergency
situation is to be solved successfully, it is necessary for the com-
municants to understand the communication code. If this require-
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dokazat percipienta ovplyvnif i presvedc¢if, a v mnohych pripa-
doch razne odmietnut neadekvatne a neobjektivne rieSenie situa-
cie.

V komunikativnom rieSeni krizovych situacii sa treba vyvaro-
vat takych technik komunikacie, ktoré su predpokladom prekazok.
Mozno medzi ne zaradit:

o pretvarku,

« neuprimnost,

« zosmieSnovanie,

« zveliCovanie,

« neschopnost pocuvat toho druhého, ...

Na druhej strane treba mat uspesne zvladnuté techniky pre-
sviedCania, a to najma:

« prirodzenosti,

« pravdivosti,

« postupnosti,

« diplomacie,

« argumentacie,

« dobrého dojmu,

« spravneho odhadu situacie, ...

Sprievodnym znakom rieSenia krizovych situacii su velmi casto
emocie. Ako sa zvladaju je dané psychikou komunikujucich. Ich
intenzita a prejav su dané kvalitou i kvantitou nasledovnych fak-
torov:

» strachu,

« neschopnosti odputat sa od problému,

« neschopnosti odliif realne od nerealneho,
« neschopnosti vnimat problémy,

» neprimerané ocakavania, ...

Dolezité miesto v rieSeni krizovych situacii ma neverbalna komu-
nikacia. Schopnost nielen uplatiiovat, ale aj analyzovat neverbalne
prejavy vedie k zvySeniu skore v prospech pozitivneho vyrieSenia
krizovej situacie. Specifickou strankou neverbalnej komunikacie je
to, Ze obycajne si ju komunikujuci ani neuvedomuju. Berie sa ako
dany a prirodzeny vonkajsi prejav. Skoleny a trénovany riesitel kri-
zovej situacie vel'mi dobre vie zvladnut situaciu aj preto, Ze ovlada
prvky neverbalnej komunikacie. Mozno ich rozdelit do troch skupin:
o Tudské telo: drZanie tela, pohlad, vyraz tvare, re¢ ruk a noh,
osobnostny priestor, sposob chodze a sedenia,
gesta,

« Styl a obsah re€i: intondcia hlasu, kvalita prejavu,
« vzhlad: oblecenie, Uprava, Cistota.

Jedna stranka veci je mat myslienky i vediet ¢o robit a druhou
strankou je vedief ich vyjadrit a uplatnit. Sila slova je nielen v iom
samom, ale aj v spravnej Stylistike a bohatej slovnej zasobe. Ver-
balna komunikacia je vtedy udernd, ked sa dodrzi kultira slova.
Medzi jej zasady patri:

« zrozumitelnost,

ment is not achieved, a change in the information content can
occur and the communication becomes ineffective.

Communication in solution of emergency situations is not
a simple process of exchange and transfer of information. The
eminent has to be able both to influence and persuade the percipi-
ent and, in many cases, strictly reject an inadequate and non-objec-
tive solution of the emergency situation.

In a communicative solution of emergency situations it is nec-
essary to avoid such communication techniques that may result in
obstacles interfering with the communication. Among them the
following can be mentioned:

« dissimulation,

« insincerity,

« ridiculousness,

« exaggeration,

« inability to listen to others, ...

On the other hand, it is required to successfully master the
following techniques, mainly:
« natural behaviour,
« truthfulness,
« sequential arrangement,
+ diplomacy,
« reasoning/argumentation,
« positive impression,
« correct estimation of a situation, ...

Emotions are phenomena that very often accompany emer-
gency situations. Ways in which emotions are controlled depend
on psyche of communicants. Their intensity and manifestation are
given by quality and quantity of the following factors:

« fear,

« inability to break away from the problem,
« inability to differentiate real from irreal,

« inability to perceive problems,

« inadequate expectations, ...

Non-verbal communication occupies an important place in
solution of emergency situations. The ability to not only imple-
ment but also analyse non-verbal expressions may lead to an
increased score in favour of a positive solution of the emergency
situation. A specific feature of non-verbal communication is the
fact that the communicants are usually not aware of it. It is taken
as a given and natural external expression. An experienced and
trained participant in charge of solution of an emergency situation
is able to perfectly master the situation also because he is good at
mastering the elements of non-verbal communication. These can
be divided into three groups:

« human body: posture, look, face expression, language of
hands and feet, personality space, way of
walking and sitting, gestures,

« style and content of speech: intonation of voice, quality of
utterance,

« appearance: clothes and their adjustment, cleanness.

One thing is to have ideas and to know what to do, another
thing is to know how to express and implement them. The power
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o strucnost,

« nazornost,
 pristupnost,

« odborna uroven,
« hlasitost.

Pri nadvdzovani kontaktu pre uc¢inni komunikaciu v rieSeni
krizovej situacie je vhodné dodrziavat zasady, ktoré mozno cha-
rakterizovat ako pravidla:

« poznat presne svoju tlohu,

« vediet o percipientovi Co moZno najviac,

« byt pokojny a svojim postojom uvolfiovat napitie,
« neprejavit navonok svoj stres a ovladnut nervozitu,
« pokusif sa nadviazat ¢o najblizsi socialny kontakt,
« vytvorit vztah dovery.

Verbalna komunikacia ma vytvorit upokojujuce prostredie.
Treba sa vyvarovat vytvarania dramatickej a obvinujicej atmosféry.
Pritom sa musi zachovat priamy a nie vypocitavy resp. dogmaticky
pristup.

Taktika komunikacie moze vyuzivat také fenomény ako je
sebaodhalenie, rovnocennost a kontrola ,reci tela“. V komunikacii
krizovej situacie je vhodné vyuzivat techniku pozitivne naladeného
dialogu s jednoduchymi formami vyjadrovania. Otazky musia byt
presne formulované, konkrétne v niektorych pripadoch az osobné,
nie hypotetické, menej Casto alternativne a nesmie sa zabudat na
otazky kontrolné.

Komunikativny typ riesSitela krizovej situacie ma vel'ku vyhodu
pred ostatnymi v tom, Ze svojou komunikaciou dokaze za relativne
kratky Cas dosiahnut svoj ciel.

3. Vzdelavanie v komunikativnej kompetencii

Riesenie krizovej situacie nie je lahké a nie je lahké ani zvladnut
mnozstvo Specifickych uloh vyplyvajicich z postavenia komuniku-
jucich v takejto situacii. Naro¢né poziadavky na uspesné zvladnutie
si vyZaduju neustale sebavzdelavanie a ziskavanie novych skuse-
nosti. Vyrazne sa to prejavuje najma u tych, ktori sa profesne zaobe-
raju rieSenim krizovych situacii. V tomto procese vyznamné miesto
zohrava aj jazykova priprava transeuropskeho personalu zachran-
nych sluzieb.

Nedavne medzinarodné patracie a zachranné akcie ukazali, Ze
su problémy pri komunikacii, vymene informacii a technike doro-
zumievania. Tieto nedostatky sposobujui nizku prevadzkovu ucin-
nost a vyvolavaju potrebu uzsej spoluprace medzi krajinami.

Z uvedenych dovodov sa riesi medzinarodny projekt zamerany
na vytvorenie databazy terminov z oblasti zachrannych sluzieb.
Spominana databaza obsahuje:

e termin,
« jeho definiciu,
« jeho situacné vyuZitie.
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of word lies not only in the word itself but also in correct stylistics
and rich vocabulary. Verbal communication is striking only when
the culture of word is respected and maintained. The following prin-
ciples of the above culture are to be respected:

« understandability,

« brevity,

« objectiveness,

« simplicity,

« professional level,

« loudness.

When establishing contacts for an effective communication in
solution of an emergency situation it is suitable to follow the prin-
ciples that can be characterised as guidelines:

« to exactly identify a person’s task,

«+ to know as much as possible about the percipient,

« to be quiet and in this way help to reduce stress,

« not to show stress and control anxiety and uneasiness,
« to try to establish the closest possible social contact,

« to create atmosphere of confidence.

Verbal communication should create an appeasing atmosphere.
It is, therefore, necessary to avoid dramatic and accusing atmos-
phere. At the same time a straightforward not calculating or dog-
matic approach has to be maintained.

The communication tactic can utilise such phenomena as e.g.
self-disclosure, equivalence and control of the “body language”. In
communication during an emergency situation technique of a pos-
itive dialogue with simple forms of expression should be used.
Questions have to be clearly formulated, must be concrete, in some
cases almost personal not hypothetical, less often alternative. Check-
ing questions must not be omitted.

A communicative type of the person in charge of solution of
an emergency situation has a considerable advantage over others
mainly because s/he succeeds, in a relatively short period of time,
to reach her /his objective.

3. Training in communicative competence

Solution of an emergency situation is not an easy task and
equally difficult is to go through a number of specific tasks result-
ing form a position of communicants in such a situation. Demand-
ing requirements for a successful completion ask for a continuous
training and acquiring new experience. This can be clearly seen
mainly in those being professionally engaged in solution of emer-
gency situations. Within the training process multilingual training
of transeuropean personnel of emergency services plays an impor-
tant role.

Recent international search and rescue operations have pre-
sented major difficulties in dialogue, information collation and
technical understanding. These shortcomings have resulted in oper-
ational inefficiency and have brought about the need for closer
cooperation among different countries.

To address this issue an international project focused on cre-
ating a database of terms from the area of emergency services has
been solved. The database will contain:
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Vzor elektronického spracovania formulara jedného terminu
zaradeného do medickej terminologie je uvedeny na obrazku 1.
Databaza zoraduje terminy do Siestich skupin:

« lekarske zachranné systémy,

« hasi¢ska terminologia,

« flashover (objemové vzplanutie),
« lesné poziare,

« vysky a hibky,

« nebezpecné latky.

Na priprave zakladnej terminologie sa zucastiuju strediska
zachrannych sluzieb a renomované narodné vzdelavacie inStitucie
piatich krajin Eurépy. Ich praca resp. sucinnost prebieha podla
schémy uvedenej na obrazku 2.

Zostavenie viacjazycného vzdelavacieho materialu - vysledny
produkt v elektronickej podobe je znazorneny na obrazku 3 - tak
umozni pracovnikom vybudovat si jazykové zrucnosti potrebné na
koordinaciu prevadzkovych postupov. Tento material zabezpeci
pohotovy pristup k zakladnym narodnym organizacnym struktu-
ram, vybaveniu, zlepSi pracovné vztahy, prispeje k uzsej harmo-
nizacii, respektu a vzajomnému dorozumeniu medzi zachranarmi
roznych krajin.

o aterm,
« its definition,
« its situational use.

An example of a term belonging to medical terminology avail-
able on the web site can be seen in Fig. 1. The database contains
terms belonging to six groups:

« medical rescue systems,
« firefighting,

« flashover,

« forest fires,

 heights and depths,

» hazmat.

Centres of emergency services and prestigious national edu-
cational institutions of five European countries have been taking
part in the preparation of the basic terminology. The coordination
of their work can be seen in Fig. 2.

The multilingual training material - the resultant product will
be on the web site - see Fig. 3. It will thus enable the personnel to
build language skills necessary for coordination of operational pro-
cedures. This material will provide readily available access to basic
national organizational structures, equipment and will improve
working relationships, closer harmony, and respect and mutual
understanding among personnel from various countries.
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Fig. 1 A format processing of one term
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Create situative
terms in english

Create situative
terms in german

send Database to
Anglia

send Database to
Anglia

Aachen
Y
Essex Ambulance Translate into Vali
_ » alidate
english or german
APU +
s send english send english and
Thessaloniki database german database
A
Zilina
EL SK
Y
Translate Translate
Validate Validate
send EL database send SK database
to Anglia to Anglia
Y
send to final
database

integrate final database

into WEB

Obr. 2. Schéma postupu pri tvorbe databdzy
Fig. 2. Scheme of database creation
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Obr. 3. Viacjazycny vzdeldvaci materidl v elektronickej podobe
Fig. 3. Multilingual training material on the web site
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4. Zaver

Krizovym javom nie je mozné uplne zabranit, su prirodzenou
sucastou zivota spolocnosti. Spolocnost musi vynaloZit maximalne
usilie na komplexnu analyzu rizik a ohrozeni, ale aj na disponibilné
prostriedky na vykonanie preventivnych opatreni. Medzi takéto
preventivne opatrenia patri aj vzdelavanie timov rieSiacich krizové
javy a situacie.

Komunikacia v krizovej situacii si vyzaduje zvlastne nielen ver-
balne ale aj neverbalne kompetencie komunikujucich. K verbalnej
sa okrem kultury reci a techniky rozhovoru pridava aj jazykova
kompetencia, ktort treba vhodne uplatnit v technike rozhovoru
a kladenia otazok. Jazykovi kompetenciu posiliiuje a riesenie kri-
zovej situacie ulahcuje poznanie aspon zakladnej terminologie vo
viacerych jazykoch.

Tento prispevok vznikol na zaklade rieSenia projektu Leonardo

da Vinci: Jazykova priprava transeurdopskeho personalu zachran-
nych sluzieb; Project - 112 (UK/00/B/F/LA-129_019).
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