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Chapter 9

EXAMPLE

The contact established when people meet can be divided into four levels, as 
shown in the model here (Borgmann & Oerbech, 2010):

The cliché level is characterised by superficial conversation and the avoidance 
of explosive or more existential issues.

At the role level, the participants have assumed a role that they are hiding 
behind. The role ensures that we protect ourselves, and we avoid opening up 
the things we think about and struggle with. In the organization, for example, 
the role we assume may be linked to our organizational position or function.

FIGURE 9.10 Contact 
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THE DEPARTMENT MEETING
At the weekly department meeting, the 
workload of the department was discussed. 
Whenever the head of the department 
chaired the meetings, it was as if no-one 
dared to address the delicate issues. When 
he was not there, discussions were open and 
honest, and many said they felt overloaded 
with work.

Finally, Bente was so provoked by no one 
addressing the elephant in the room, that 
she took the floor:

“Three years ago, there were seven technical 
designers in the department, and now there 
are only five. It is as if we do not really count, 
and there is a general idea that you can just 
keep on pushing more and more work on 
technical designers. There is a risk that they 
get sick or quit because the working condi-
tions are just too poor. I think the manage-
ment should think about this. There are also 
costs involved in training new employees!”

The confidential level requires that the participants are comfortable with each 
other. We open up and talk about the things that concern us, worry us, etc.
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