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Abstract

The main organs of human senses: eyes, nose, ears, mouth, skin, thanks to which we know the world by touching,
tasting, smelling, hearing and seeing it. Each sense helps to receive a wealth of information from the environment around
us, thus forming a person as an independent personality. When one of these senses is disturbed, negative phenomena
are observed. It is difficult to adapt to the environment, to form a personality, to be safe, etc. (Gutierrez-Sigut, et al.,
2022; Kilimonyte, 2009). Hearing is especially important, it plays an important role in communication. Unlike hearing
people, deaf people constantly face problems of communication and integration into society as equal members, which are
determined by hearing impairment. Access to society is also severely limited by prejudice (many people feel uncomfortable
trying to communicate with deaf or hard of hearing people) and lack of understanding of deaf language and culture.
A particularly big problem for the deaf is communication with service sector personnel. The lack of communication
between the staff in this area and the deaf greatly complicates the provision of opportunities for users of such services.
The problems of deaf people’s communication with service providers, the possibilities of help are little studied, which
makes this topic relevant and new. It is known that in many cases, the client’s own communication skills depend greatly
on the social environment, cultural sophistication, and the time of the onset of the disorder, so each communication is very
specific and individual (Amadeo, et al., 2022; Butkevicien¢, 2008), which complicates the possibilities of communication,
and encourages researching the analyzed topic in principle. As a result of hearing impairment, the communication
capabilities of individuals deteriorate, and it is extremely difficult for service companies to understand the needs of such
customers. Sometimes there are situations when the client needs information, and for its optimal provision it is important
to properly collect the material. Knowing more about the client’s needs will depend on the professionalism of the service
provided and the satisfaction of the client’s expectations. The choice of this topic was influenced by the fact that those
working in the leisure service sector are not specially trained to communicate with the deaf and this creates many problems
for both parties. The literature analysis and research was based on scientific literature Francisco & Mesquita, (Eds.)
(2023); Hallahan and Kauffmam (2003); Butkevic¢iene (2008); Duthey (2013); Alisauskas (2003); Kelleher (2011) et al.
The aim of the work: to analyze the principles of communication between the deaf and organizers of leisure services.
Problematic questions: 1. What are the main accents of verbal and non-verbal communication between service providers
and deaf people when providing services? 2. What emotional states are expressed by workers and deaf people? The rule
of successful communication is to convey information in such a way that it is understood properly and correctly. Deaf
customers face difficulties when information about services is oriented towards the hearing community. Deaf people’s
understanding of information is determined by the way service providers communicate, sincerity, shown empathy, favor,
empathy, respect, care — all elements are closely related. Each case of communication with a deaf person is different,
but consists of the same basic components of communication: attentiveness and genuine interest. Verbal communication
includes spoken language symbols, written text, while non-verbal communication takes place by conveying information
through images, gestures, facial expressions, and similar methods. In order to improve communication both for the deaf
and for employees, the first aid tool is a Lithuanian sign language interpreter, which would ensure a smooth flow of the
conversation. If you do not have the opportunity to communicate with an interpreter, you can use literature for help, for
example: a dictionary of Lithuanian sign language, as well as use the advice given by deaf people: stand in a clearly visible
place near the client, speak slowly, do not fill out documents when communicating. Deaf clients feel tension, fear about
their health condition, and because of communication difficulties. Service providers face various difficulties in performing
service steps, assessing customer needs, providing information and ensuring a smooth service process. Employees who
provide information to deaf people experience stress, confusion and frustration due to not being able to communicate
with the customer. By using the complex aspects of communication and the help of Lithuanian sign language interpreters,
a safe environment is created for deaf clients that removes the negative emotions experienced. Research methods. Using
the method of theoretical analysis, scientific literature on the subject of communication is analyzed, communication
conditions, methods, etc. are discussed. in the service provision process.

Key words: Principles of communication, deaf people, leisure service, service.
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long been considered one of the most important
vital activities. Vital activity is the activity
of an individual’s body that ensures natural life
processes (Rozenbergaité, 2016; Mansutti, et.al.
2023). Communication is a normal daily activity for
each of us, the slightest disruption of which causes
major social and medical problems, making general
communication difficult. Impaired communication
can inhibit or even limit an individual’s ability
to function in the community (Morillas-Espejo
& Martinez-Martin, 2023; Larkins, Worrall,
& Hickson, 2013). Deaf people want to be treated like
all members of society. Communication problems
caused by hearing loss directly affect a person’s
quality of life. Kuzinkov (2016), states that the main
rule of good communication is the ability to convey
amessage in such a way that it is correctly understood.
Often an obstacle to communication is caused by the
fact that the person who wants to communicate
information does not know how and by what means
to do so. In such cases, the content of the information
remains unclear or difficult to understand. Deaf
clients are not sufficiently understood and provided
for socially. Many of them feel mistrust, which limits
their perception of the environment (Frajtag, Jelinic,
2015; Alsulaiman, et al, 2023).

The work of service providers in service sectors
can be considered one of the most intensive. This
is determined by constantly changing customer
flows, reasons for referrals, staff work organization
and, of course, qualifications. The workload of such
employees requires high professional qualifications
and professional preparation for contact with both
clients and their relatives, who, due to stress, are not
always in a good mood towards the staff (Obi, et. al,
2023; Bradulskiené 2017).

The essential purpose of communication
is to provide and receive information or express one’s
thoughts in an understandable manner. Therefore,
it can be said that three elements are important
in customer communication:

* Empathy — the ability to recognize subtle
messages sent by the speaker.

» Attention — the ability to read “from the eyes”,
facial expressions and not only from the essence
of words.

* Response — verbal and non-verbal.

Employees working in the service sector who
encounter deaf people often face the dilemma
of how to provide the customer with information
about the services provided. This happens because
the employees are not specially trained in how

to communicate with such customers. In summary,
itcan be noted that the amount of received information
decreases, communication worsens. The problem
of services arises due to adaptation in the social
environment, therefore it is very important to notice
and assess the problems arising from the disruption
of this vital activity in time.

Possibilities of assistance in improving
the quality of communication among the deaf

In modern society, there are many expressions
of communication. Communication is a process
during which information is exchanged, emotional
states are transmitted, a certain influence is exerted,
during which people improve, satisfy their
needs, and learn something new. There are many
interpretations of the concept of communication.
In the literature, a distinction is made between verbal
and non-verbal communication. Oral communication
(verbal) is considered to be communication using
sound symbols of speech or writing. Meanwhile,
non-verbal communication, also known as non-
verbal communication in scientific terms, takes place
by transmitting information through images, gestures,
facial expressions or similar methods. According
to Riklikiené (2008), non-verbal communication
replaces speech when it is impossible, e. g.
due to deafness. The literature describes ways
of expressing non-verbal communication, which
presents the possibilities of forms of communication
(see Figure 1).

Every communication starts with communication.
And the conversation is the first step, as a result
of which communication is established (Riklikiené,
2008). Employees must be able to effectively
communicate with deaf people in order to perform
service provision procedures, explain service content,
service tactics and their need, or simply answer
questions asked by the client. For the above reasons,
it can be assumed that effective communication
between staff and the deaf is vital (Ramsay, Keith,
Ker 2008; Rodriguez-Correa, et al., 2023).

It should be noted that the staff of organizations
providing services should maintain eye contact
when communicating with deaf clients, because
the client’s reactions, such as fear, anger, confusion,
happiness or dissatisfaction, are best seen through
the eyes. Facial expression corresponds to the
intonation of spoken language. With the help of eye
contact, the employees themselves show the client
tenderness and empathy, which calms and reduces
tension. A properly chosen form of communication
and information presentation significantly contribute

© Viktorija, Rudbale, 2023

184



ISSN 2708-0404 (Online), ISSN 2708-0390 (Print). Humanities Studies. 2023. Bumyck 16 (93)

gestures, movements, facial grimaces
overt actions y

red face, sweating hands
or trembling conveys a person’s anxiety,

9‘ hidden actions H )

excitement, etc.

performs a cognitive function, shows

Ll

L. > l eye contact H
Submission "

interest and desire to know something,
how we feel in certain circumstances

J

9‘ — H draws attention by showing what actions
will be performed, reassures,

it is an expression of support )

9‘ the voice l% laughter, crying, shouting draws attention

to sensations, emotions
7
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to the quality of service provision and customer
comfort (Basevicius, 2013). Non-verbal
language skills are very useful, they bring clarity
and understanding to the communication between
the deaf person and the service provider and help
to avoid unwanted events. In such cases, when
the client cannot hear, gestures, eye gaze or hand
movements can help the employee and the client
to communicate with each other and understand
the information provided (Leigh, et al., 2022;
Streimikiené, 2009). Touch is an integral part of work.
In this way, customer support and reassurance are
expressed (Alcauskieng, 2014).

When communicating with a deaf person, service
sector personnel should avoid using complex terms,
technical language, and if this is not possible, explain
the terms in clear, simple words. A deaf customer
understands people by their smile, movements
or frown. For such clients, a smile is associated with
good emotions, a desire to cooperate and help, while
he may perceive sudden movements as haste and lack
of interest. Having experienced negative emotions,
these clients experience painful emotions, feel less
important than the listeners (Strobel, Schoormann,
Banh, Modller, 2023; Kuzinkovas, 2016). The
Lithuanian Society of the Deaf (2016) provides advice
that is important to follow when communicating with
a deaf person:

e First of all, don’t be afraid, “the deaf are
the same as everyone else” — they feel pain, joy,
sadness, love.

» Ifyouneedtoleave whiletryingtocommunicate
with a deaf person, draw his attention and show that
you are leaving, otherwise the deaf person may not
notice that you have left and will not know where
to look for you.

*  When communicating, it is important to use
facial expressions and body language. If you
don’t know sign language, don’t overdo it with
gesturing;

+ It is important to look the deaf person straight
in the eye. This is a polite gesture, as eye contact
is essential for deaf communication. It is advisable
to stand in front of the deaf person, close enough
so that he can see the eyes of the interlocutor.

e [tis recommended to speak slowly and clearly
while maintaining eye contact. The movements
of the lips and mouth must be visible, it is important
not to cover the face. Some deaf people can read lips
and thus understand their interlocutor.

o It is useful not to stand in direct light, it can
dazzle the deaf person, he will not be able to see his
face.

e It is recommended to confirm spoken words
with gestures, deaf people rely on sight. You are
warned not to gesticulate while holding objects.
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If it is not possible to communicate,
it is suggested to write down words or draw images
on a sheet of paper, you can use a mobile phone for
writing.

» It is advised to be careful and try to make
the deaf person feel comfortable, to be patient,
to pause and make sure that the deaf person
understands (Lietuvos kurCiyjy draugija, 2016).

Recently, computers, video cameras, mobile
phones, internet connection have significantly
changed the everyday life of the deaf, facilitated
the exchange of information, and had a great impact
onthesocialization and integration of these people into
society. In order for communication to go smoothly
and all the necessary information to be provided,
it is necessary to use the services of a Lithuanian sign
language interpreter. When a meeting with a hearing-
impaired person is scheduled in advance, the services
of a Lithuanian sign language interpreter can
be ordered: if you call the Lithuanian Sign Language
Interpreter Center, the interpreter will come to the
meeting and help you communicate. These services
are free of charge for the customer and are provided
Mon — Fri from 8:00 a.m. to 8:00 p.m.

If the communication is unplanned in advance,
the Lithuanian Society of the Deaf suggests that
specialists should be equipped with stationary
or tablet computers with the Skype program installed,
the Internet and a video camera, so that the deaf person
and the employee can use the remote Lithuanian
sign language translation service. However, such
service is provided on weekdays, during working
hours. (Lithuanian Association of the Deaf, 2016).
In summary, it can be noted that in Lithuania there
is a lack of training aimed at communication with
the deaf, so in most cases the employees improvise
in order for such a client to feel the smallest
possible communication barrier and the resulting
discomfort when he enters the service provision
organization. Without certain knowledge or skills,
communicating with deaf people can cause a lot
of problems and make work difficult. In order for
the communication between the client and the service
provider to be smooth and effective, it is important
to remove language barriers by training employees
to communicate in non-verbal language, which
can help explain the situation and help the deaf
to understand it. Fluent communication is the most
important tool in providing services to the deaf.

A good state of psychological well-being
is a sense of self-worth and the ability to cope
with life and thus reach one’s potential. Mental

illness encompasses a wide range of psychological
conditions, including depression, anxiety, delusions
(strong but false beliefs), and addiction. Health
problems are psychological or emotional reactions
that can temporarily cause unusual behavior, but
do not interrupt established routines and activities.

Ways to improve communication for the deaf

In summary, it can be said that the first aid
tool for deaf people and service sector workers
is a Lithuanian sign language interpreter, which
would ensure a smooth conversation. Observing
the current situation, if the translation is not agreed
in advance, the translation service is not available.
Otherwise, it requires a computer with a video camera
or a smart device with the SKYPE program installed
and translators who are not busy at the time, which
does not guarantee that the translation will be available
if necessary, it is also important to mention that help
is available only on weekdays until the evening.
If you do not have the opportunity to communicate
with an interpreter, you can use literature for help, for
example: the dictionary of Lithuanian sign language,
as well as use the advice given by deaf people: stand
in a clearly visible place near the client, speak slowly,
do not fill out documents when communicating.

Conclusions

1. The rule of successful communication
is to convey information in such a way that
it is understood properly and correctly. Deaf
customers face difficulties when the information
provided is focused on the hearing public. Deaf
people’s understanding of information is determined
by the way of communication, sincerity, shown
empathy, favor, empathy, respect, care — all elements
are closely related. Each case of communication with
a deaf person is different but consists of the same
basic components of communication: attentiveness
and genuine interest. It became clear that verbal
communication includes verbal language symbols,
written text, and non-verbal communication occurs
through the transfer of information through images,
gestures, mimicry and similar methods.

2. In order to improve communication both
for the deaf and for employees, the first aid tool
is a Lithuanian sign language interpreter, which
would ensure a smooth flow of the conversation.
If you do not have the opportunity to communicate
with an interpreter, you can use literature for help, for
example: a dictionary of Lithuanian sign language,
as well as use the advice given by deaf people: stand
in a clearly visible place near the client, speak slowly,
do not fill out documents when communicating.
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3. Deaf clients feel tension, fear due
to communication difficulties. Service providers face
various challenges in performing information steps,
assessing customer needs, providing information
and ensuring a smooth process. Employees who
provide information to deaf people experience

stress, confusion and frustration due to not being
able to communicate with the customer. By using
the complex aspects of communication and the help
of Lithuanian sign language interpreters, a safe
environment is created for deaf clients that removes
the negative emotions experienced.
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MNPUHOUIIN CHIJIKYBAHHS INTYXUX Y CEKTOPI HOCJYT JO3BLIJISA

AHoTanis

Oco0nnBO BENMKOIO MPOOJIEMOIO JUIS IIyXHX € CIUJIKYBaHHS 3 MepcoHasioM cdepr 00ciIyroByBaHHs. BijcyTHicTh
KOMYHiKallii MiXK IIepcoHaIOM JJaHO1 chepH Ta NTyXUMH 3HaUYHO YCKJIaIHIOE HAIaHHS MOYKJIMBOCTEH KOPHCTYBa4aM TaKHX
nocityr. Masno BHBYEHI IPOOJIEMH CHUIKYBaHHS IIYXHUX 3 HOCTa4aIbHUKaMH HOCIIYT, MOYKJIMBOCTI JJOTIOMOTH, 1[0 POOUTH
10 TeMy aKTyabHOIO Ta HOBOIO. Bimomo, 1m0 B 0araThoX BHITagKaxX BIACHI KOMYHIKaTHBHI HABHYKHU KIII€HTA 3HAYHOIO
MipOIO 3aNIeKaTh Bill COLIANLHOIO CEPEIOBHINA, KyJTBTYPHOI BUTOHYCHOCTI Ta 4acy BUHUKHEHHS po3Iay, TOMy KOXKHE
CILJIKYBaHHS € JIyKe yHlKaJ'II)HI/IM Ta 1HJAMBITyaJIbHUM (Butkevmene 2008), 1m0 YCKJIAJHIOE MOXKJIMBOCTI KOMyHlKaI_Ill
Ta 320X0UY€ JI0 JOCII/PKCHHS aHaIi30BaHOl TeMU B MPHHIMII. BHACTIOK NOPYIIEHHS CIyXy HOTIpPIIYIOThCS KOMYHi-
KaTHBHI MOJJIMBOCTI JIFOZICH, 1 CEPBICHMM KOMIIAHIsIM HaJ[3BUYAHHO BAXXKO 3PO3yMITH MOTPEOM TakWX KIi€HTIB. [HOxi
BHHUKAIOTh CUTYAIIii, KOJIX KJII€HTY IMOTPiOHA iH(POpMAITis, i A7 il ONTUMATBFHOTO HaJaHHS BKIMBO MIPABHIBHO 3i0paTtu
Marepian. 3HaHHS OifbIIe MPo MOTpedH KITiEHTa 3alekaTiMe Bif MpodecioHami3My HaIaHOI MOCITYTH Ta 3aJ0BOJCHHS
ouiKyBaHb KiieHTa. Ha BuOip mi€i TeMn BIUIMHYB TOW (DaKT, IO MPAIiBHUKH CQEpH TO3BULIA HE MAIOTh CIEHiaTbHOT
MIATOTOBKHU TSl CIUIKYBAHHS 3 TIYXHMH, 1 II€ CTBOPIOE 0araro mpoosiemM it 000X CTOpiH. AHAJI3 JIiTepaTypu Ta J0CITi-
JOKEHHsI Oa3yBaimcs Ha HaykoBii iteparypi Hallahan and Kauffmam (2003); byrkesuuene (2008); ati (2013); Animra-
yckac (2003); Kelleher (2011) Ta in. MeTa poGoTH: npoaHai3yBaTH NPUHLUIIN CIIUIKYBaHHS TIIYXHX Ta OpraHi3aTopiB
no3BiieBuX mociyr. [IpoGiemHi 3anuranHs 10 podotu: 1. SIki OCHOBHI aKIeHTH BepOalbHOI Ta HEBepOaTbHOI KOMYHi-
KaIlii MDXK Ha/JaBauaM¥ TIOCTYT Ta TIyXAMU NIPX HaJaHHI TOCyT? 2. SIKi eMOIIiifHI CTaH! BUSABISIOTH POOITHUKH Ta TITyXi?
[IpaBuio ycmimHoi KOMyHIKallii TonArae B TOMY, 100 nepeaaTts iHdopMario Tak, mod BoHa Oyia 3po3yMisia MpaBHIBHO
1 npaBuIbHO. [TyXi KIIIEHTH CTHKAIOTHCS 3 TPYAHOLIAMH, KOJIU iH(OpMALisi PO MOCIYyTH OPi€EHTOBaHA HA YyHO4Y CIILIb-
HoTy. Po3yminHs iH(OpMaIil IITyXMMU JIIOIbMH BU3HAYAETHCS CIIOCOOOM CIUIKYBaHHS [TOCTAYaJIbHUKIB ITOCIYT, IUPICTIO,
BHSBJIICHOIO EMIIATIEr0, TIPUXMIBHICTIO, CMITaTi€r0, MOBAro0, TYPOOTOK — yCi CIIEMEHTH TICHO IOB’s3aHiI MiXK COOO0.
KoxeH BHIIAJOK CHIIKYBaHHS 3 IIYXOKO JIFONUHOK PI3HHM, aje CKIAaJa€ThCs 3 OAHUX 1 THX JK& OCHOBHHX KOMIIOHCH-
TiB CHiJIKYBaHHH' YBa)KHOCTI Ta HPOTO inTepecy. BepbanpHa KOMyHiKaui;I BKITIOYA€ CHMBOII YCHOI MOBH, TIHCEMOBHIH
TEKCT, TOJI K HeBepOaIbHa KOMYHIKAIIis B1,£[6yBa€TLC${ [IJISIXOM nepezxatn 1H(b0pMau11 3a JOMOMOTOI0 300pakeHb, kKec-
TiB, MiMiku TomO. 1106 MOKpamMTH KOMYHIKAIIO SIK JUIS DIYXHX, TaK 1 JJIs NpaliBHUKIB, 3aC000M MEpIIOi JOMOMOIU
€ JINTOBCHKHH CypJIoTIepeKIIaiay, kil 3a0e3NeunTh IIaBHUH epedir po3MoBH. SIKI0 y Bac HEMa€e MOMKIJIMBOCTI MOCITLI-
KyBaTHCS 3 TIEPEKIIaaueM, BU MOXKETEe CKOPUCTATHCS JIITEPaTypolo, HAPUKIIA: CIIOBHUKOM JINTOBCHKOI )KECTOBOT MOBH,
a TaKOK CKOPUCTATHUCS MTOPAJIOI0 TITYXHX JIFOICH: CTaHBTE Ha T0Ope BUIAHOMY MICIIi OIS KITi€HTa, PO3MOBIISIATE MOBIITBHO,
HE 3aI0BHIONTE JOKYMEHTH IPH CIIIKyBaHHI. [TyXi KJII€HTH BiI4yBalOTh HAIIPYTY, CTPax 3a CTAH CBOTO 37I0POB’ s, 4epe3
TPYAHOIII CHiNKyBaHHS. [loCcTa9aabHUKH MOCTYT CTHKAIOTHCSA 3 PI3HUMHE TPYIHOIIAMH i YaC BUKOHAHHS €TaIliB 00CITy-
TOBYBaHHsI, OIIIHKK MMOTPeO KIIEHTIB, HamaHHs iH(OpMaIlii Ta 3a0e3neucHHs Oe31epediiHOr0 MpoIecy 00CIyrOByBaHHS.
CriBpoOITHUKHY, SIKI HAAAIOTh 1HPOPMAILIII0 IIIYXHUM JIFOISIM, BiT9yBalOTh CTpEC, 30EHTEKEHHS Ta po3uapyBaHHs uepes Te,
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10 HE MOXYTb CIIUJIKYBaTUCS 3 KII€EHTOM. BUKOPHUCTOBYIOYM CKIIQJIHI aCHEKTH CIUIKYBaHHS Ta JIONOMOTY JHTOBCHKHX
CYpPIOTIEPEKIIaIadiB, AJIs TNIyXUX KIIIEHTIB CTBOPIOETHCS OC3MEUHE CEPEIOBHIIE, SIKE 3HIMAE MEPEKHUTI HEraTHBHI EMOIIi.
Mertoaun pociipkeHHs. 3a JOTIOMOTOI0 METO/ly TEOPETHYHOTO aHali3y aHaIi3y€eThesl HAyKOBa JIITEpaTypa 3 TEMH CIUIKY-
BaHHS, YMOBH, CIIOCOOU CIIJIKYBaHHS TOLIO. OOTOBOPIOIOTHCS. B MPOLIECI HAIAaHHS OCIYT.

Ku11040Bi c10Ba: IPUHINAIN CIIITKYBaHHS, TITyX1 JIFOIH, JO3BUJLIEBHI CepBic, cepBic.
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