WORKSITE LEADERSHIP: Oral communications 						4 Hours
Learning outcomes:
· Understand the process of communication
· Understand barriers to attentive listening
· Listen attentively
· Listen with empathy
· Awareness of body language
· State view assertively while respect the ideas and feelings of others
· Provide clear and precise instructions
· [bookmark: _GoBack]Give effective feedback

	POWER POINT SLIDES
	ACTIVITIES
	INSTRUCTOR NOTES
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Mini-lecture: Overview of Worksite Leadership training- 5 Minutes

1. Welcome learners to training session
2. Explain that the training consists of seven 4 hour training sessions focusing on five Essential Skills: 
· Working with others- Part 1
· Working with others- Part 2
· Oral communication
· Document use- Part 1
· Document use- Part
· Numeracy
· Critical thinking
3. Outline:
· RATIONALE: Currently, there is a need in the North for skilled leaders in the construction sector. 
· OBJECTIVE: To become a more effective leader on the worksite by developing your Essential Skills.
· PROCESS: Mini-lectures, small group tasks, and self-directed learning modules.

	
Keep this part brief, but emphasize that each module has been designed specifically for worksite leaders.
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Mini-lecture: Overview of module-5 Minutes

1. Start by outlining the module agenda (power point slide)
2. Provide an overview of the module:
· RATIONALE: When you work with so many stakeholders, communication is key. For work to flow, you need to make sure that everyone is on the same page, working towards the same goals, and all kept in the loop about any changes or issues.  The importance is reflected in 2018 PMI survey where project managers identified communications as a primary factor in 29% of all failed projects. The most common form of communications on worksite tends to be oral, so an effective worksite leader requires superior oral communications skills. 
· OBJECTIVES:
· Listening for understanding
· Listening with empathy
· Deliver a clear message using assertive statements
· Providing effective feedback
· Providing clear concise instruction
· PROCESS:  Mini-lectures, small group tasks, and skill practice session
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Mini-lecture: Introduction to oral communication- 10 Minutes

1. Start by emphasizing the importance of communication for the completing the project on time and on budget (refer back to the rationale for this module)
2. Define, with examples, communication, using the key points on the power point slide
3. Walk the group through the oral communication model (on power point slide) making the following points:
· Communication consists of two parties the sender and the receiver
· The ability of the sender to communicate a message and the receiver to understand the message will be affected the field of experiences of both parties
· The process of communication starts with the sender encoding (putting message into words) and then verbalizing the message
· The receiver hears the words and then decodes the message (develops understanding of the message) and responds to the message
· The cycle continues through out the communication process
4. Call upon one learner to summarize what you just said- this is an example of the communication process
5. Conclude by stating we will be practicing other sending and receiving skills.
	
Most people think talking and hearing are just things we do everyday. Most people do not take in the complexity of communicating thoughts and ideas into account. The purpose of the module is practice the complexities of communication so as to improve our ability to transmit and understand verbal messages. 
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Mini-lecture/ Pairs task- Attentive listening- 30 Minutes

1. Define and explain the importance of listening
2. Walk through the stages of listening
3. Explain that we are going to be working on stage 1-3
4. Define attentive listening using information on power point slide
5. Explain that listening includes more than paying attention to the words and it is enhanced by your body language and responses to the speaker
6. Summarize by stating the goal of attentive listening is to understand or see the situation the way the speaker does
7. 
	
Most often hearing is confused with listening- hearing is receiving the message, but listening means understanding what the speaker meant.

Emphasize that listening is a skill that can be developed through practice and we are starting our practice here.
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	Skill practice session: Attentive listening- 50 Minutes

1. Form pairs to perform a task to practice attentive listening
2. Walk through instructions on power point slide
3. Complete task
4. Have pairs switch roles and complete task with new slide
5. De-brief task with questions on power point slide
6. Explain that attentive listening may be enhance by:
· Asking questions to clarify or learn more
· Paraphrasing the speaker’s idea
· Not judging the speaker
· Not formulating reasons why you disagree with the speaker
· Do not express your opinion or point of view
· Give advice (unless asked)
7. Define and explain the importance of paraphrasing
8. Form new pairs
9. Explain that we will do a similar task as the last one, but the listener will be able to ask questions and paraphrase
10. Walk through instructions on power point slide
11. Switch roles and repeat task
12. De-brief using questions on power point slide
13. Conclude by stating it will take continuous practice to build the skill of attentive listening
14. Ask learners where and when they could practice the skill.
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Mini-lecture/ Group tasks: Listening with empathy- 15 Minutes

1. Start by defining listening with empathy (on power point slide)
2. Explain what a listener needs to do to listen with empathy (on power point slide)
3. Review the Golden Rules of Listening with Empathy (on power point slide)
4. Explain that we are going to do a task of recognizing emotions expressed through peoples’ facial expression
5. Click on first picture on slide- ask learners to call out emotions they see in the face (repeat for all four pictures
6. Go to next slide and repeat the process
7. Go to next slide and ask learners to recognize the emotions they seeing on the eyes of the person
8. Ask the learners to express what they have learned from this task
9. Form small groups  and ask groups to identify emotions in the following statements (task on next power point slide)
10. Discuss, in a large group, the various answers and why there might be differences


	














Answers will vary based upon the learners’ perceptions of the expressions












· Read facial expressions
· Body language
· The emotion you perceived is not the emotion being expressed by the speaker
Instructor must emphasize that the listener confirm the feelings they perceived from the speaker. Assuming you know the feeling may cause even more problems
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Large group task: Listening for emotions- 30 Minutes

1. Explain that we are going to do a task of recognizing emotions expressed through peoples’ facial expression
2. Click on first picture on slide- ask learners to call out emotions they see in the face (repeat for all four pictures
3. Go to next slide and repeat the process
4. Go to next slide and ask learners to recognize the emotions they seeing on the eyes of the person
5. Ask the learners to express what they have learned from this task
6. Form small groups  and ask groups to identify emotions in the following statements (task on next power point slide)
7. Discuss, in a large group, the various answers and why there might be differences
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Mini-lecture/Skill practice: Balanced communications - 25 Minutes

1. Start by explaining that a leader must be able to both listen and express his/ her opinion, ideas, or actions
2. Explain that to listen, as well express your view requires Balance communications
3. Define Balanced communicate (on power point slide)
4. Explain Balance communication using the diagram on the power point slide
5. Ask the group the questions: What happens if you only emphasize one form of communication
6. Introduce the 2 skills for stating your position: Assertive statements and I-Messages (definitions on power point slide)
7. Explain the two steps in making an Assertive statement using the 2 power point slides
8. Have the learners form pairs
9. Explain that in their pairs they will develop an assertive statement for the issue outlined on the next 3 power point slides
10. After each slide have learners share their assertive statements
11. Discuss what are the key points in making as assertive statement
12. Define I- Message using info on power point slides
13. Walk through the 3 steps using the sample I-message
14. Form learners into pairs and have then develop I-messages on the next three slides
15. After each slide discuss learners’ I-messages
16. Conclude by stating the benefits of I-messages (on power point slide)
17. Individually, have learners complete traffic light reflection
	
In this section we are combining the skills of listening and speaking.
















Emphasize only cooperative:
· May be perceived as a weak leader
· Project loses direction
· Workers do not know what to expect
Emphasize only assertive:
· May be perceived as a bully
· You do not care about the workers
· Workers do not like you







· Should be stated positively
· Tone of voice should be non-judgmental 
· Validation portion should let the speaker know you were listening
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Mini-lecture: Providing feedback- 15 Minutes

1. Start this section by asking the learners to define feedback
2. Summarize the key points of the learners’ definitions
3. Refer to power point slide, defining feedback
4. Explain the key points in providing feedback
5. Outline the part of a feedback hamburger
6. Individually, have earners complete the traffic light reflection of their skill of providing feedback
	
Learners will have an opportunity practice their feedback skills in the next section.
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Mini-lecture: Providing instruction- 30 Minutes

1. Start by defining instruction (on power point slide)
2. Review the key point of providing instruction- use personal examples to emphasize the points
3. Summarize effective instruction is:
· Clear
· Concise
· Specific
4. Have learners form pairs
5. In their pairs they will take turns instructing each other on how to tie their shoes
6. Individually, have learners prepare instructions for making a cup coffee (following guidelines for effective instruction (power point slide)
7. Pair up and take turns teaching a lesson about making coffee
8. Ask the learners to compare the two experiences:
· Why was teaching an everyday skill so difficult?
· What can you do to improve the quality of your instruction?
9. Individually, have learner complete traffic light reflection
	


























Hopefully, what the learners will see that it is more effective to prepare your instructions. 
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Small group activity: Practicing providing feedback and instruction- 30 Minutes

1. Explain that we are going to practice providing instruction and feedback
2. Outline instructions for paper ball contest (power pint slide)
3. After competition make three groups athletes, coaches, and feedbckers.
4. In their groups have them respond to de-brief questions
5. Individually, have the learners complete traffic light reflection focusing on instruction and feedback
6. Remind learners of next training session
7. Thank the learners for their participation
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MODULE	AGENDA	

•

 

Understanding	oral	communication	

•

 

Listening	fro	understanding	

•

 

Listening	with	empathy	

•

 

Assertive	statements	

•

 

Effective	feedback	

•

 

Clear	concise	instructions	
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RATIONALE: When you work with so many stakeholders,
communication is key. For work to flow, you need to
make sure that everyone is on the same page, working
towards the same goals, and all kept in the loop about
any changes or issues. The importance is reflected in
2018 PMI survey where project managers identified
communications as a primary factor in 29% of all failed
projects. The most common form of communications on
worksite tends to be oral, so an effective worksite leader
requires superior oral communications skills.
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RATIONALE:	When	you	work	with	so	many	stakeholders,	

communication	is	key.	For	work	to	flow,	you	need	to	

make	sure	that	everyone	is	on	the	same	page,	working	

towards	the	same	goals,	and	all	kept	in	the	loop	about	

any	changes	or	issues.		The	importance	is	reflected	in	

2018	 PMI	 survey	where	 project	 managers	 identified	

communications	as	a	primary	factor	in	29%	of	all	failed	

projects.	The	most	common	form	of	communications	on	

worksite	tends	to	be	oral,	so	an	effective	worksite	leader	

requires	superior	oral	communications	skills.		
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Listening for understanding
Listening with empathy

Deliver a clear message using assertive
statements

Providing effective feedback
Providing clear concise instruction
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OBJECTIVES:	

•

 

Listening	for	understanding	

•

 

Listening	with	empathy	

•

 

Deliver	a	clear	message	using	assertive	

statements	

•

 

Providing	effective	feedback	

•

 

Providing	clear	concise	instruction	
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OVERVIEW	

PROCESS:		Mini-lectures,	small	group	tasks,	and	

skill	practice	session	
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Defining Communication

Communication: The transmission of ideas and exchange of
ideas that leads to mutual understanding for common
benefit.

For communication to be effective, you need to be able to
transmit ideas, to get your point across. This involves
combining the verbal and non-verbal content of your
message so that what you intend to communicate is clear.
This is essential to being an effective coach and leader.

Knowing what to say and when to say it, along with
choosing the right gestures, can help you convey the
importance of a plan, comfort a disappointed worker, or
redirect the inappropriate actions of disgruntled stakeholer
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Defining	Communication	

•

 

Communication:	The	transmission	of	ideas	and	exchange	of	

ideas	that	leads	to	mutual	understanding	for	common	

benefit.		

•

 

For	communication	to	be	effective,	you	need	to	be	able	to	

transmit	ideas,	to	get	your	point	across.	This	involves	

combining	the	verbal	and	non-verbal	content	of	your	

message	so	that	what	you	intend	to	communicate	is	clear.	

This	is	essential	to	being	an	effective	coach	and	leader.	

•

 

Knowing	what	to	say	and	when	to	say	it,	along	with	

choosing	the	right	gestures,	can	help	you	convey	the	

importance	of	a	plan,	comfort	a	disappointed	worker,	or	

redirect	the	inappropriate	actions	of	disgruntled	stakeholer	
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BARRIERS TO CLEAR COMMUNICATION

* Our ability to think five times faster than we speak creates a natural
lapse where we fill in the time with our thoughts instead of staying
focused on the speaker.

* If someone criticizes you, you may fixate on that and hear very little else
or hear it through the filter of being criticized. This is called selective
listening.

* Listeners may shut down attempts to communicate with you if your
verbal and non-verbal communication says you’re not interested.

* We all have hot-button words that cause us to over-react and thus
interfere with our ability to listen.

* Noise on the job site.
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BARRIERS	TO	CLEAR	COMMUNICATION	

	

•

 

Our	ability	to	think	five	times	faster	than	we	speak	creates	a	natural	

lapse	where	we	fill	in	the	time	with	our	thoughts	instead	of	staying	

focused	on	the	speaker.	

•

 

If	someone	criticizes	you,	you	may	fixate	on	that	and	hear	very	little	else	

or	hear	it	through	the	filter	of	being	criticized.	This	is	called	selective	

listening.	

•

 

Listeners	may	shut	down	attempts	to	communicate	with	you	if	your	

verbal	and	non-verbal	communication	says	you’re	not	interested.	

•

 

We	all	have	hot-button	words	that	cause	us	to	over-react	and	thus	

interfere	with	our	ability	to	listen.	

•

 

Noise	on	the	job	site.	
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 Communication is a cycle of transmitting and receiving
messages. We often overemphasize transmitting the
message. Research tells us that the most important skill in
interpersonal communication is listening to understand.

 Listening is a fundamental leadership skill. It is the basis of
being able to understand what’s important to co-workers
— which is essential if you are to lead effectively.

* Listening is more than hearing the words. In fact, the
physiological process of hearing is only the first stage of
listening.
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•

 

Communication	is	a	cycle	of	transmitting	and	receiving	

messages.	We	often	overemphasize	transmitting	the	

message.	Research	tells	us	that	the	most	important	skill	in	

interpersonal	communication	is	listening	to	understand.		

•

 

Listening	is	a	fundamental	leadership	skill.	It	is	the	basis	of	

being	able	to	understand	what’s	important	to	co-workers	

—	which	is	essential	if	you	are	to	lead	effectively.	

•

 

Listening	is	more	than	hearing	the	words.	In	fact,	the	

physiological	process	of	hearing	is	only	the	first	stage	of	

listening.	
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STAGES OF LISTENING
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STAGE 1 - HEAR the words
Sound waves stimulate nerve impulses that the brain interprets as sound
\_ You hear a lot — you listen voluntarily y.
'd Y
STAGE 2 - FOCUS on the message
. You focus by blocking out other stimuli that take away our focus )
4 STAGE 3 - UNDERSTAND & INTERPRET the message )
You add meaning to the words you hear
You hear between the lines and by picking up on non-verbal signals
\ You figure out the speaker’s intent and then you respond Y,
' ~
STAGE 4 - ANALYZE & EVALUATE the message
You dig beneath the words to understand the speaker’'s point of view
q You check conclusions and feelings: You find the ‘real' message Y.
( STAGE 5 - RESPOND to the message )
Use verbal and non-verbal acknowledgement to encourage the speaker
\_ to continue y.
( STAGE 6 - REMEMBER the message )
You repeat, use memory cues, take notes
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ATTENTIVE LISTENING:

1. Hear- focus on the message (avoid interrupting),
while showing interest

2. Interpret- check for understanding by
summarizing the message or asking a question

3. Reflect- think about the what you have heard-
do you need more information

4. Respond- show you have understood the
message by paraphrasing the conversation
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ATTENTIVE	LISTENING:	

1. Hear-	focus	on	the	message	(avoid	interrupting),	

while	showing	interest	

2. Interpret-	check	for	understanding	by	

summarizing	the	message	or	asking	a	question	

3. Reflect-	think	about	the	what	you	have	heard-	

do	you	need	more	information	

4. Respond-	show	you	have	understood	the	

message	by	paraphrasing	the	conversation	
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Attentive listening involves more than what is
going on inside your head. The following
behaviors will improve your ability to listen
more attentively:

* Maintain comfortable eye contact
* Lean into speaker

e Affirm you are listening

* Do not interrupt
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Attentive	listening	involves	more	than	what	is	

going	on	inside	your	head.	The	following	

behaviors	will	improve	your	ability	to	listen	

more	attentively:	

•

 

Maintain	comfortable	eye	contact	

•

 

Lean	into	speaker	

•

 

Affirm	you	are	listening	

•

 

Do	not	interrupt	
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GOAL OF ATTENTIVE LISTENING

To understand or see the situation from the
perspective of the speaker.

S
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GOAL	OF	ATTENTIVE	LISTENING	

	

To	understand	or	see	the	situation	from	the	

perspective	of	the	speaker.	
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PRACTICING ATTENTIVE LISTENING:

* Form pairs

* One person in the pair be “A”, the other “B”
* “A” describes the scene on the slide in detail
« “B” listens attentively; back to screen

* “B” summarizes what they think they heard.
 Compare summary with scene on the slide
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PRACTICING	ATTENTIVE	LISTENING:	

	

•

 

Form		pairs	

•

 

One	person	in	the	pair	be	“A”,	the	other	“B”	

•

 

“A”	describes	the	scene	on	the	slide	in	detail	

•

 

“B”	listens	attentively;	back	to	screen	

•

 

“B”	summarizes	what	they	think	they	heard.	

•

 

Compare	summary	with	scene	on	the	slide	
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ATTENTIVE	LISTENING	#1	
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PRACTICING ATTENTIVE LISTENING:

* In same pairs

* One person in the pair be “A”, the other “B”
* “B” describes the scene on the slide in detail
* “A” listens attentively; back to the screen

* “B” summarizes what they think they heard.
 Compare summary with scene on the slide
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PRACTICING	ATTENTIVE		LISTENING:	

	

•

 

In	same	pairs	

•

 

One	person	in	the	pair	be	“A”,	the	other	“B”	

•

 

“B”	describes	the	scene	on	the	slide	in	detail	

•

 

“A”	listens	attentively;	back	to	the	screen	

•

 

“B”	summarizes	what	they	think	they	heard.	

•

 

Compare	summary	with	scene	on	the	slide	
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ATTENTIVE	LISTENING	#2	
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ATTENTIVE LISTENING DE-BRIEF

* Feelings/ reactions to being an attentive
listener?

* What helped you pay attention to the
speaker?

* What do you have to work on to be a more
attentive listener?









ORAL	

COMMUNICATION	

ATTENTIVE	LISTENING	DE-BRIEF	

•

 

Feelings/	reactions	to	being	an	attentive	

listener?	

•

 

What	helped	you	pay	attention	to	the	

speaker?	

•

 

What	do	you	have	to	work	on	to	be	a	more	

attentive	listener?	


image22.emf
COMMUNICATION oo

ENHANCE YOUR UNDERSTANDING BY

* Asking questions to clarify or learn more
* Paraphrasing the speaker’s idea
* Not judging the speaker

* Not formulating reasons why you disagree with
the speaker

* Do not express your opinion or point of view
* Give advice (unless asked)
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ENHANCE	YOUR	UNDERSTANDING	BY	

	

•

 

Asking	questions	to	clarify	or	learn	more	

•

 

Paraphrasing	the	speaker’s	idea	

•

 

Not	judging	the	speaker	

•

 

Not	formulating	reasons	why	you	disagree	with	

the	speaker	

•

 

Do	not	express	your	opinion	or	point	of	view	

•

 

Give	advice	(unless	asked)	
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PARAPHRASING: restating of what the listener
thinks they heard

IMPORTANCE OF PARAPHRASING:
* Shows you are listening

* Provides an opportunity to reflect & interpret
what you think you heard

P

* Checks for understanding | ="
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PARAPHRASING:	restating	of	what	the	listener	

thinks	they	heard	

IMPORTANCE	OF	PARAPHRASING:	

•

 

Shows	you	are	listening	

•

 

Provides	an	opportunity	to	reflect	&	interpret	

what	you	think	you	heard		

•

 

Checks	for	understanding	
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PRACTICING ATTENTIVE LISTENING:

* Form new pairs

* One person in the pair be “A”, the other “B”

* “A” describes the scene on the slide in detail

« “B” listens attentively; back to screen

» “B” paraphrases what he/she thought she heard
« “B” ask questions of clarification

* “B” summarizes what they think they heard
 Compare summary with scene on the slide
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PRACTICING	ATTENTIVE	LISTENING:	

	

•

 

Form		new	pairs	

•

 

One	person	in	the	pair	be	“A”,	the	other	“B”	

•

 

“A”	describes	the	scene	on	the	slide	in	detail	

•

 

“B”	listens	attentively;	back	to	screen	

•

 

“B”	paraphrases	what	he/she	thought	she	heard	

•

 

“B”	ask	questions	of	clarification	

•

 

“B”	summarizes	what	they	think	they	heard	

•

 

Compare	summary	with	scene	on	the	slide	
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ATTENTIVE	LISTENING	#3	
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PRACTICING ATTENTIVE LISTENING:

* In same pairs

* One person in the pair be “B”, the other “A”

» “B” describes the scene on the slide in detail

* “A” listens attentively; back to screen

* “A” paraphrases what he/she thought she heard
* “A” ask questions of clarification

* “A” summarizes what they think they heard
 Compare summary with scene on the slide
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PRACTICING	ATTENTIVE	LISTENING:	

	

•

 

In	same	pairs	

•

 

One	person	in	the	pair	be	“B”,	the	other	“A”	

•

 

“B”	describes	the	scene	on	the	slide	in	detail	

•

 

“A”	listens	attentively;	back	to	screen	

•

 

“A”	paraphrases	what	he/she	thought	she	heard	

•

 

“A”	ask	questions	of	clarification	

•

 

“A”	summarizes	what	they	think	they	heard	

•

 

Compare	summary	with	scene	on	the	slide	
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ATTENTIVE	LISTENING	#4	
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Feelings/ reactions to being an attentive listener?

How did your questions help clarify the message?

How did paraphrasing help clarify the message?

What do you have to work on to be a more
attentive listener?
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DE-BRIEF	

•

 

Feelings/	reactions	to	being	an	attentive	listener?	

•

 

How	did	your	questions	help	clarify	the	message?	

•

 

How	did	paraphrasing	help	clarify	the	message?	

•

 

What	do	you	have	to	work	on	to	be	a	more	

attentive	listener?	
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LISTENING WITH EMPATHY

To listen with empathy the listener needs to:

* Paraphrase what speakers has said to ensure
listener has understood

» Reflect the feelings and emotions expressed by
the speaker

* Work to understand the speaker’s view (even if
you disagree with that view)
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LISTENING	WITH	EMPATHY	

	

To	listen	with	empathy	the	listener	needs	to:	

•

 

Paraphrase	what	speakers	has	said	to	ensure	

listener	has	understood	

•

 

Reflect	the	feelings	and	emotions	expressed	by	

the	speaker	

•

 

Work	to	understand	the	speaker’s	view	(even	if	

you	disagree	with	that	view)	
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LISTENING WITH EMPATHY

To listen with empathy the listener needs to:

* Paraphrase what speakers has said to ensure
listener has understood

» Reflect the feelings and emotions expressed by
the speaker

* Work to understand the speaker’s view (even if
you disagree with that view)
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LISTENING	WITH	EMPATHY	

	

To	listen	with	empathy	the	listener	needs	to:	

•

 

Paraphrase	what	speakers	has	said	to	ensure	

listener	has	understood	

•

 

Reflect	the	feelings	and	emotions	expressed	by	

the	speaker	

•

 

Work	to	understand	the	speaker’s	view	(even	if	

you	disagree	with	that	view)	
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GOLDEN RULES OF LISTENING WITH EMPATHY
* Feelings first, facts will follow

» Speaker does not care about what you know,
until they know the listener cares

* Shaft from judgement to curiosity
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GOLDEN	RULES	OF	LISTENING	WITH	EMPATHY	

•

 

Feelings	first,	facts	will	follow	

•

 

Speaker	does	not	care	about	what	you	know,	

until	they	know	the	listener	cares	

•

 

Shaft	from	judgement	to	curiosity	
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LISTENING WITH EMPATHY
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LISTENING	WITH	EMPATHY	
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LISTENING WITH EMPATHY
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LISTENING	WITH	EMPATHY	
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LISTENING WITH EMPATHY
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LISTENING	WITH	EMPATHY	
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LISTENING WITH EMPATHY

STATEMENT POSSIBLE EMOTIONS
* “This job sucks”

* “l will never learn how to...”

* “l'let the team down”

* “lamso glad it is over”

* Boy! That’s a great job”

oF
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LISTENING	WITH	EMPATHY	

	

STATEMENT	 POSSIBLE	EMOTIONS	

•

 

“This	job	sucks”	

•

 

“I	will	never	learn	how	to…”	

•

 

“I	let	the	team	down”	

•

 

“I	am	so	glad	it	is	over”	

•

 

Boy!	That’s	a	great	job”	
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Working as an effective leader requires you to
balance your communications between:

* Co-operative communications- where you work
to understand and satisfy the needs and interests
of others

* Assertive communications- where you attempt
to have others understand and satisfy your needs
and interests
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BALANCE	COMMUNICATIONS	

	

Working	as	an	effective	leader	requires	you	to	

balance	your	communications	between:	

•

 

Co-operative	communications-	where	you	work	

to	understand	and	satisfy	the	needs	and	interests	

of	others	

•

 

Assertive	communications-	where	you	attempt	

to	have	others	understand	and	satisfy	your	needs	

and	interests	
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BALANCED COMMUNICZATIONS
ASSERTIVE CO-OPERATIVE

* ASSERTIVE ‘1° * ATTENTIVE LISTENING
STATEMENTS * LISTENING WITH EMPATHY
* ASKING QUESTIONS

* |I-MESSAGES
* PARAPHRASING

WHAT HAPPENS IF YOU EMPHASIZE ONLY 1
FORM OF COMMUNICTIONS?
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BALANCED	COMMUNICZATIONS	

ASSERTIVE	 CO-OPERATIVE	

•

 

ATTENTIVE	LISTENING	

•

 

LISTENING	WITH	EMPATHY	

•

 

ASKING	QUESTIONS	

•

 

PARAPHRASING	

•

 

ASSERTIVE	

STATEMENTS	

•

 

I-MESSAGES	

WHAT	HAPPENS	IF	YOU	EMPHASIZE	ONLY	1	

FORM	OF	COMMUNICTIONS?		
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TWO SKILLS FOR STATING YOUR POSITION

1. Assertive statement- respects the ideas and
opinion of the speaker, while stating your
point in a polite, yet forceful manner

2. |- Message- an assertive way to state your
opinion without blaming or escalating the
situation.
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TWO	SKILLS	FOR	STATING	YOUR	POSITION	

1. Assertive	statement-	respects	the	ideas	and	

opinion	of	the	speaker,	while	stating	your	

point	in	a		polite,	yet	forceful	manner	

2. I-	Message-	an	assertive	way	to	state	your	

opinion	without	blaming	or	escalating	the	

situation.	
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ASSERTIVE STATEMENTS- Is a two step process:

1. VALIDATE- the feeling, idea, or opinion of the
speaker. Validate does not mean you agree
with the speaker- just you accept their right
to hold that view.

2. ASSERT- state your feeling, idea, or opinion
without using the words “but” or “however”
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ASSERTIVE	STATEMENTS-	Is	a	two	step	process:	

	

1. VALIDATE-	the	feeling,	idea,	or	opinion	of	the	

speaker.	Validate	does	not	mean	you	agree	

with	the	speaker-	just	you	accept	their	right	

to	hold	that	view.	

2. ASSERT-	state	your	feeling,	idea,	or	opinion	

without	using	the	words	“but”	or	“however”	
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ASSERTIVE STATEMENTS

ISSUE: Worker believes he should get his birthday off work.

VALIDATE

YOUR VIEW

Many companies
this policy

have |For this company you

are required to work on
your birthday

PN
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ASSERTIVE	STATEMENTS	

	

	

	

	

	

	

	

	

ISSUE:	

Worker	believes	he	should	get	his	birthday	off	work.	

VALIDATE	 YOUR	VIEW	

Many	companies	have	

this	policy	

For	this	company	you	

are	required	to	work	on	

your	birthday	
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ASSERTIVE STATEMENTS TASK

ISSUE: Worker believes he can work faster with the
saftey guards off:

VALIDATE: That may be possible

YOUR VIEW: The loss of an employee to injury
will slow us down
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ASSERTIVE	STATEMENTS	TASK	

	

ISSUE:	Worker	believes	he	can	work	faster	with	the	

saftey	guards	off:	

	

VALIDATE:	

	

YOUR	VIEW:		

	

	

	

	

	

	

	

	

	

That	may	be	possible	

The	loss	of	an	employee	to	injury	

will	slow	us	down	
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ASSERTIVE STATEMENTS TASK

ISSUE: Worker believes being late is ok- he just
works later

VALIDATE: That may work for you

YOUR VIEW: The company needs everyone to
start work at the same time
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ASSERTIVE	STATEMENTS	TASK	

	

ISSUE:	Worker	believes	being	late	is	ok-	he	just	

works	later	

	

VALIDATE:	

	

YOUR	VIEW:		

	

	

	

	

	

	

	

	

	

That	may	work	for	you	

The	company	needs	everyone	to	

start	work	at	the	same	time	
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ASSERTIVE STATEMENTS TASK

ISSUE: Worker complains that he has to work with
all the new inexperienced workers

VALIDATE: It may feel like that to you

When | make the schedule, |

YOUR VIEW: ensure that every experienced
worker is assigned new workers
equally
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ASSERTIVE	STATEMENTS	TASK	

	

ISSUE:	Worker	complains	that	he	has	to	work	with	

all	the	new	inexperienced	workers	

	

VALIDATE:	

	

YOUR	VIEW:		

	

	

	

	

	

	

	

	

	

It	may	feel	like	that	to	you	

When	I	make	the	schedule,	I	

ensure	that	every	experienced	

worker	is	assigned	new	workers	

equally	
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3 STEPS OF AN I-MESSAGE

* | think/ feel...

e When...

* | need...
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3	STEPS	OF	AN	I-MESSAGE	

	

•

 

I	think/	feel

…

	

	

•

 

When

…

	

	

•

 

I	need

…
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I-MESSAGE

Is an assertion about the feelings, beliefs,
values, ideas of the person speaking. Generally,
expressed as a sentence beginning with the
word "I", and is contrasted with a "you-
message”, which indicates a fault with the
listener and may communicate blame for the
situation.
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I-MESSAGE	

	

Is	an	assertion	about	the	feelings,	beliefs,	

values,	ideas	of	the	person	speaking.	Generally,	

expressed	as	a	sentence	beginning	with	the	

word	"I",	and	is	contrasted	with	a	"you-

message”,	which	indicates	a	fault	with	the	

listener	and	may	communicate	blame	for	the	

situation.	
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3 STEPS OF AN I-MESSAGE

* | think/ feel...

e When...

* | need...
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3	STEPS	OF	AN	I-MESSAGE	

	

•

 

I	think/	feel

…

	

	

•

 

When

…

	

	

•

 

I	need

…
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SCENARIO: Your coworkers ignore you or they
tease you on breaks

ROOT STATEMENT
* | THINK/ FEEL | Disrespected

« WHEN When my workers talk
about me behind my back

* | NEED Workers to speak directly to
me










I	MESSAGE	#1	

	

SCENARIO:	Your	coworkers	ignore	you	or	they	

tease	you	on	breaks	

ROOT	 STATEMENT	

•

 

I	THINK/	FEEL	

	

•

 

WHEN	

•

 

I	NEED	

Disrespected	

When	my	workers	talk	

about	me	behind	my	back	

Workers	to	speak	directly	to	

me	


image48.emf
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SCENARIO: You do not feel comfortable
assigning inexperienced workers to use larger
power tools

ROOT STATEMENT

* I THINK/ FEEL | | do not think is is safe for
inexperienced workers

 WHEN
To use the table saw

* | NEED Time to provide instruction
on using the table saw
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SCENARIO: Workers expect you to cover for
them when they leave early

ROOT STATEMENT
* ITHINK/ FEEL | | am put in an awkward
situation
* WHEN

When you leave work early

* | NEED Workers to put in a full day
of work










I	MESSAGE	#	3	

	

SCENARIO:	Workers	expect	you	to	cover	for	

them	when	they	leave	early		

ROOT	 STATEMENT	

•

 

I	THINK/	FEEL	

	

•

 

WHEN	

•

 

I	NEED	

I	am	put	in	an	awkward	

situation	

When	you	leave	work	early	

Workers	to	put	in	a	full	day	

of	work	
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Benefits of I-messages
* Allows you to take ownership for your feelings

* Conveys the same information as a “you
message”. But you will do so in a way that is
less likely to provoke a defensive or hostile
reaction

* Simply describes a situation, without blaming
someone for it

* Does not escalate a conflictual situation /ﬁ
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Benefits	of	I-messages	

•

 

Allows	you	to	take	ownership	for	your	feelings	

•

 

Conveys	the	same	information	as	a	“you	

message”.	But	you	will	do	so	in	a	way	that	is	

less	likely	to	provoke	a	defensive	or	hostile	

reaction	

•

 

Simply	describes	a	situation,	without	blaming	

someone	for	it	

•

 

Does	not	escalate	a	conflictual	situation	
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Reflect upon the past activities and
list actions as a listener you would
like to:

STOP

START
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Reflect	upon	the	past	activities	and	

list	actions	as	a	listener	you	would	

like	to:	

	

STOP	

	

	

CONTINUE	

	

	

START	
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FEEDBACK: information about reactions to a
product, a person's performance of a task, etc.,
used as a basis for improvement.

IMPORTANCE OF FEEDBACK:
* Increases learning; improves performance

* Motivates workers to keep trying
* Provides a sense of importance & belonging

e Reduces frustration EG 5
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FEEDBACK:	information	about	reactions	to	a	

product,	a	person's	performance	of	a	task,	etc.,	

used	as	a	basis	for	improvement.	

IMPORTANCE	OF	FEEDBACK:	

•

 

Increases	learning;	improves	performance	

•

 

Motivates	workers	to	keep	trying	

•

 

Provides	a	sense	of	importance	&	belonging	

•

 

Reduces	frustration	
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KEY POINTS IN PROVIDING FEEDBACK

Feedback can be used to improve performance

Feedback can be used to reinforce a skill already
done well

Feedback given during execution of a skill is the
least effective form of feedback

To be most effective feedback should be directed
at factor that the worker is capable of improving

Feedback should be given when the worker is
ready to learn

Feedback should allow the worker time ®.N.
to reflect upon the information provided
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KEY	POINTS	IN	PROVIDING	FEEDBACK	

•

 

Feedback	can	be	used	to	improve	performance	

•

 

Feedback	can	be	used	to	reinforce	a	skill	already	

done	well		

•

 

Feedback	given	during	execution	of	a	skill	is	the	

least	effective	form	of	feedback	

•

 

To	be	most	effective	feedback	should	be	directed	

at	factor	that	the	worker	is	capable	of	improving		

•

 

Feedback	should	be	given	when	the	worker	is	

ready	to	learn	

•

 

Feedback	should	allow	the	worker	time		

				to	reflect	upon	the	information	provided	
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FEEDBACK “HAMBURGER

TELL THEM WHAT THEY ARE
DOING RIGHT

TELL THEM WHAT & HOW TO
IMPROVE THEIR PERFORMANCE

COMPLEMENT THEIR
ATITUDE, EFFORT, OR DESIRE
TO IMPROVE

&:
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FEEDBACK	“HAMBURGER	

	

	

TELL	THEM	WHAT	THEY	ARE	

DOING	RIGHT	

TELL	THEM	WHAT	&	HOW	TO	

IMPROVE	THEIR	PERFORMANCE	

COMPLEMENT	THEIR	

ATITUDE,	EFFORT,	OR	DESIRE	

TO	IMPROVE	
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WORKSITE LEADERSHIP

“Building relationships,
constructing buildings”









WORKSITE LEADERSHIP 

“

Building relationships, 

constructing buildings” 
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Reflect upon the past discussion about
providing feedback, list actions in providing
feedback you would like to:

STOP

START










ORAL	

COMMUNICATION	

Reflect	upon	the	past	discussion	about	

providing	feedback,	list	actions	in	providing	

feedback	you	would	like	to:	

	

STOP	

	

	

CONTINUE	

	

	

START	
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INSTRUCTION

The purpose of instruction is to help people learn.
The goal of instruction is to make learning easier,

quicker, and more enjoyable- ultimately
Sﬁs

improving performance on the job site.
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INSTRUCTION	

The	purpose	of	instruction	is	to	help	people	learn.	

The	goal	of	instruction	is	to	make	learning	easier,	

quicker,	and	more	enjoyable-	ultimately	

improving	performance	on	the	job	site.	
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EFFECTIVE INSTRUCTION

e Should be prepared

* Should emphasize safety

* Voice loud enough to be heard

* Focus on a specific part of the performance

* Provide minimal attention on performing the entire skill
 Start by explaining the purpose of the skill

* Demonstrate the skill

* Organize the instruction in logical order

e Use vocabulary that is familiar to the worker @
* Check for worker understanding
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EFFECTIVE	INSTRUCTION	

•

 

Should	be	prepared	

•

 

Should	emphasize	safety	

•

 

Voice	loud	enough	to	be	heard	

•

 

Focus	on	a	specific	part	of	the	performance	

•

 

Provide	minimal	attention	on	performing	the	entire	skill	

•

 

Start	by	explaining	the	purpose	of	the	skill	

•

 

Demonstrate	the	skill	

•

 

Organize	the	instruction	in	logical	order	

•

 

Use	vocabulary	that	is	familiar	to	the	worker	

•

 

Check	for	worker	understanding	
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CLEAR SHORT SPECIFIC
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EFFECTIVE	INSTRUCTION	

	

	

CLEAR	 SHORT	 SPECIFIC	
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Reflect upon the past discussion about
providing instruction, list actions in providing
instruction you would like to:

STOP

START
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Reflect	upon	the	past	discussion	about	

providing	instruction,	list	actions	in	providing	

instruction	you	would	like	to:	

	

STOP	

	

	

CONTINUE	

	

	

START	
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PAPER BALL CONTEST

1. Have volunteer demonstrate the proper technique of throwing a paper ball
over hand.

2. Learners observe demonstration, noting key points of the technique

3. Form learners into trios

4. One member of the pairis “A”, the other “B” the other one is “C”

5. “A” will be the coach; “B” will the athlete; “C” will provide feedback to the
coach

6. The coach will instruct the athlete on how to throw the paper ball with their
not dominate arm

7. The feedbacker will provide the coach some feedback on how to improve
their instructions

8. Using feedback, coach instructs athlete

9. Compete in trash can competition

10. Coaches may provide feedback during the competition
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PAPER	BALL	CONTEST	

1.

 

Have	volunteer	demonstrate	the	proper	technique	of	throwing	a	paper	ball	

over	hand.	

2.

 

Learners	observe	demonstration,	noting	key	points	of	the	technique	

3.

 

Form	learners	into	trios		

4.

 

One	member	of	the	pair	is	“A”,	the	other	“B”		the	other	one	is	“C”	

5.

 

“A”	will	be	the	coach;	“B”	will	the	athlete;	“C”	will	provide	feedback	to	the	

coach	

6.

 

The	coach	will	instruct	the	athlete	on	how	to	throw	the	paper	ball	with	their	

not	dominate	arm	

7.

 

The	feedbacker	will	provide	the	coach	some	feedback	on	how	to	improve	

their	instructions	

8.

 

Using	feedback,	coach	instructs	athlete		

9.

 

Compete	in	trash	can	competition	

10.

 

Coaches	may	provide	feedback	during	the	competition	
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ATHLETES

COACHES

FEEDBACKERS

What did the coach do
to help you relax &
focus?

What did the coach do
to make it easy for you
to understand the
instruction?

Did you feel the
instruction was
organized?

How did the coach
prepare you for the
competition?

How many questions did
you ask of the coach?

Did you provide
complete instructions?
Did you provide a
demonstration?

What feedback did your
receive?

How did you use this
feedback?

If you had to do this
over, what would you do
differently?

What things did you
observe that the
coaches did well?
What things did you
observe that the
coaches do better?
How did you organize
the feedback you
provided the coach?
How did the coach
respond to the
feedback?

What were the biggest
challenges in providing
feedback?
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ATHLETES	 COACHES	 FEEDBACKERS	

•

 

What	did	the	coach	do	

to	help	you	relax	&	

focus?	

•

 

What	did	the	coach	do	

to	make	it	easy	for	you	

to	understand	the	

instruction?	

•

 

Did	you	feel	the	

instruction	was	

organized?	

•

 

How	did	the	coach	

prepare	you	for	the	

competition?	

•

 

How	many	questions	did	

you	ask	of	the	coach?	

•

 

Did	you	provide	

complete	instructions?	

•

 

Did	you	provide	a	

demonstration?	

•

 

What	feedback	did	your	

receive?	

•

 

How	did	you	use	this	

feedback?	

•

 

If	you	had	to	do	this	

over,	what	would	you	do	

differently?	

•

 

What	things	did	you	

observe	that	the	

coaches	did	well?	

•

 

What	things	did	you	

observe	that	the	

coaches	do	better?	

•

 

How	did	you	organize	

the	feedback	you	

provided	the	coach?	

•

 

How	did	the	coach	

respond	to	the	

feedback?	

•

 

What	were	the	biggest	

challenges	in	providing	

feedback?	


image62.emf
¢ ‘ﬁ ORAL
COMMUNICATION  wwvenmbe:

Reflect upon your recent experience
providing/ receiving instruction and
feedback, list what you would hope to:

STOP

START
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Reflect	upon	your	recent	experience	

providing/	receiving	instruction	and	

feedback,	list	what	you	would	hope	to:	

	

STOP	

	

	

CONTINUE	

	

	

START	
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Worksite Leadership training is a 6
module (24 hour) program designed to
enhance the Essential Skills (Working with
others, Oral communication, Numeracy,
Document use, & Critical thinking) required
to be an effective worksite leader.
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OVERVIEW 

 

Worksite  Leadership  training  is  a  6 

module  (24  hour)  program  designed  to 

enhance the Essential Skills (Working with 

others,  Oral  communication,  Numeracy, 

Document use, & Critical thinking) required 

to be an effective worksite leader. 
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E PROGRAM OVERVIEW

* RATIONALE: Currently, there is a need in the
North for skilled leaders in the construction
sector.

* OBIJECTIVE: To become a more effective leader
on the worksite by developing your Essential
Skills.

* PROCESS: Mini-lectures, small group tasks, and
self-directed learning modules.









PROGRAM	OVERVIEW	

•

 

RATIONALE:	Currently,	there	is	a	need	in	the	

North	for	skilled	leaders	in	the	construction	

sector.		

	

•

 

OBJECTIVE:	To		become	a	more	effective	leader	

on	the	worksite	by	developing	your	Essential	

Skills.	

•

 

PROCESS:	Mini-lectures,	small	group	tasks,	and	

self-directed	learning	modules.	
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WORKSITE	LEADERSHIP	

Oral	communication	
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