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Glossary /

- The wurds on this list are used in this bouklet Please teview the terms and learn the defintions The meanings of the

words as used mn the text may not be the form of the word with which you are familiar™ .
4 B

Word/Terms N C,

pa

ERIC

Aruitoxt provided by Eic:

1.
2

.
.

additive something that adds on to a base. . ) .
attending invohes gnng attenuion to the physical environment for learnmg, and observing and listening .
carefully to your trainees.

concur to agree with or to approve. .
content . refers to what the trainee 15 saying, emphasizing what happened as disfinct from hou the trainee feels
about 1t. The content 1s always given from the trainee’s perspective, the meaning behind the feeling

5¢ contradist 10 be inconsistent with or opposed to.

6.

-

Vo

8
9.

10.
11.
12.

13.

14.

15.

16.

17.

~

18,
"19.
20.
21

22,
23.

counseling  a two-way communication exchange based un arelauonshrp between two persons, such as instructor
and tranee Counseling faulitates increased self-awareness, self acceptance, and self control on the part of the® ,
trainee ) -
dirty dozen” typical ways of responding 1n interpersonal relauonships which are generally not effective in
helping a trainee explore his, her feelings and expenence. (See pages 42 43 for list and examples).
empathy  understanding how the other person perceives and feels about a situation or experrenue

feelmg ‘refers 1o the emotion behind an expressiun made by the trainee, emphasizing how the trainee reacts to
an event or experience as disunct from the experrenue ot event itself. Feelings may be both posm\e and

négative andvary in intensity. .
hypotbesss  an unproved conglusion or guess that can be tested based on some faas
mnference aconclusion based on evidence.,
mnanng  a way. of responding that helps the trainees see Where they are compared to where they want to be,

and, facilitates the development of a plan of action to help reach the desired goal.’, .
listenirig  an anending skull that fucuses un trainees’ verbal expressiuns seeking understanding of the content and
the feehng expressed. > , . ) N
negotiation a discussion designed to reach an agreement. : .

obsering an attending skill that involyes visual attention to trainees and thenr interaction with the related
instruction, e.g, physical appearance, behavior, posture, and so on. .

personalizing  a way of responding that helps the trainees feel responsibility for the feelings they express and
assurne control over their behavior and/or the situation. .

.

pertinent highly relevant,

physically .attending  refers to preparation and arrangement of the physrcal environment for learing, the ,
* instructor’s physical appearance, and his observing and hsrenng behavior.

respect demonstrated interest and valuing of another person ' .

responding communicatng an understanding of the trainee’s experience as he, ‘she has expressed it Respond
ing helps the trainee 10 explore his, her feelings, attitudes and values about his,'her current situauon or

experrences s
responswe base a conditton in which the trainee views the instructor as hawn;;;/mpathy and respect which
indicates commuinication of feelings and understanding. .
superficial pamaé r “surface” knowledge. .

surmised 1o guesd using only slight evidence. .
4 .
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1. How to Use Thls Boofdet '

What Is the Series About?

Related subjects mnstruction is an essential part of every
apprenticeship program. It 1s the progtam component
through which apprenuces are taught the background
theory and range of application of associated technical
subjects such as mathematics, science and safety. Related
instrucuon usually takes place in a classroom, after the
regular work 1s over Most frequently, related instruction is
taught by a skilled tradesperson or craftwurkes. For the
tradesperson or crafiworker to be an effective trainer, he or
she must not only know their trade skill, but also must use
teaching skulls apprupnate for conveyirig that informauon
to apprentices This series of materials 15 written to train

.- Telated subjects nstructors 1n the cntical teaching skills
* pecessary to perform their jobs effectively The utles of the

booklets in the senes are: *

1 Introduction to Related Subjects Instruction and
Inservice Tramning Materials ~
Planning the Apprenticeship Program
Planning Related Subyects Instruction
Developing Instructional Materials for Apprentices
Presenting Information to Apprentices

" Directing Learning Actitties for Instruction
Providing for Individual Learner Needs
Controlling Instructional Settings
9 Eraluating Apprentice Performance ~ ;

10 Communicating with Apprentices

1OV Wy

o

The first booklet introduces-the series, describes the
content of each booklet, and provides an overview of
apprenticeship and of adult learners. The second booklet
describes how to plan an apprenuceship program and may
be used by related instructors, sponsors or service agen-
cies Each of the other eight booklets deals with a set of
training skills judged by a panel of experts on apprentice-

.ship to be critical to working effectively as a related subjects

[N

instructor.

¢
What Is This Booklet About?

There are many skills that the related subjects instructor
must possess in order to teach apprentices effectively in
related subjects. These skills include. planning skills,
organizatonal skills, instructional skills, technical skalls,
skills in developing instructional materials, skills in-evaluat-

—~

ing learner performance, and so on. Another important
teaching skill, indeed one of the most important, is inter-
personal relations, of interpersonal communication skills.
Effective communication between instructor and trainee is
critical to the trainee’s performance in the related instruc:
tion area. This booklet provides instruction in four sklll'
areas related to effective communication and mterpersonal
skills. These are designed to assist you, the instructor, to:

1. idenufy aspects of good interpersunal communica
tion; '

develop attending and responding skills,

develop personalizing and 1muaung skills, and
facilitate problem solving skills uf-apprentices.

+ W
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What Must I Do to Complete My Work
" in This Booklet?

Working your way through this booklet will require you
to read the text, to answer the questions, to perform the
exercises, and to complete the pre- and post-assessment
instruments. Expect to spend about five hours working
through the materials. The only resources you need to

. womplete your work 1n this booklet are. (1) a copy of the
booklet, (2) a pencil or pen, (3) about two hours of time,
and (4) recollection of past related instruction experiences.

The materials are written in a self-instructional, pro-
grammed format. You may work through the text, examples
and questions at your own pace and leisure; you need not
complete your work in the booklet at -one sitting,

Each chapter in the booklet is devoted to a single skill. =
The general format of the chapters is similar, with the
following parts: -

1. An introduction describing the skill and the jnstruc-
tional objectives for that skill.

2. Whatis, when and whyto use the skill.

3. Step-by-step directions for how to perform the skill.

4 An example of how the skill is used in related "

instruction.
5. A self-test exerciseto apply the information about the
© skill. -~

6. Additional sources of information.

This booklet concludes with an appendix that contains
the answers to the self test exeruses from each chapter
and the posttest.




2 How: To Usé This Booklet

-

Your activiies 1n working through this booklet will
include, 1n order, the following things.

» Complete the self-assessment;
+ Read and consider in detail the introduction and

rems e Obijectives for each skill;

» Read and study the text, examples and illusteations
provided for each skill; '

+ Cumplete the self test exercise fur chapter and com
pare your answers with those provided in the
appendix; .

* If you cumplete’ the exeruise as directed continue
your work 1n the bouklet, if you fail to answer the
questiuns correctly, repeat your work in the chapter
under consideration, and

* At the conctusion of the booklet, complete the post
test fur the umit. Check your answers against those
provided. If you exceed the critenia, continue your

work 1n the next booklet, 1f you fail to demonstrate
mastery, repeat pertions of this booklet as needed.

How Much Do I Know About The
Subject Before, I Begin?

The self-assessment will assist you to focus on‘compe:
tency areas associated with interpersonal cummunication.
Read each competency statement listed in Figure 1 and
assess your level of knowledge about and your level of skill
in performing that task. Knowledge means what you know
about the subject while skill means your experience in
successfully performing the task Circle the number that
best describes your level of knowledge and skill. Compe-
tenctes where your raungs are poor or fair are those that
you should concentrate on. Pay particular atention to the
chapters which deal with those competencies.

NS -
El

Figure 1. Communicating with Apprentices

Self-Assessment
Rating )
Chapterin Booklet Cor%pelencies to Poor Fair Good Excellent
2 Idenufy Aspectsof . 1. Comprehend and clarify Knowledge 1 2 3 4 3
Good Interpersonal interpersonal communications in Skill 1 2 3 4
Communications the related instruction setting. ' . N
3. Develop Attending 2. Attend to the trainee apprentice Knowledge "1 2 3 4
and Responding Skills as a learner physically, visually Skill 1 2 3 4
’ - s+ and auditorially. . s . .
3. Respond to the content, feeling, Knowledée} 1 27 3 4
. and meaning of the apprentice Skill 1 2 3 4
trainees’ expressions. '
4. Interact with emphathy, respect, and )
promote trainee self-acceptance in Knowledge 1 2 3 4
,  therelated instruction setting. - Skill 1 2 3 4
4, Develop Personalizing 5. Communicate understanding of the Knowledge 1 2 3, 4
and Initiating Skills apprentice trainees’ individual Skill 1 2 3 4
problems and goals by personalizing ) .
* meaning . '
6. Facilitate apprentice trainee’s Knowledge 1 2 3 4
. e setting goals, developing action Skill 1 2 3 4
K ‘f;“" steps, and implementation. ' ’
7. Demonstrate knowledge of Knawledge 1 2 3 4
strategies for promoting Skill 1 2 -3 4
Y resolution of apprentice trainees’ .

\ problems. . . ,




2. Skill: Identify Aspects of -

. Good Interpersonal Communication

Introduction and Objectives

The counseling role of the related subjects instructor
requires that the instructor establish and maintain effective
interpersonal relationships with trainees and utilize good
interpersonal communication skills. The quality of the rela-
tionship between the instructor and the apprentice has a
great deal of influence on how well the trainee performs
and benefits from the instruction provided. Apprentices
perform better and learn more in those instructional situa-
tions in which the instructor (1) has in-depth knowledge
and advanced skills in the content area he/she is instructing,

(2) is efficient and effective in instructional methods, and -

(3) has good interpersonal relationship and communica-
tion skills.

Think of your own learning experiences, either in formal
education settings or in informal workshops,-seminars or
other types of training sessions You have no doubt en-
countered a variety of different types of instructors in your
previous education and work experience. At one extreme,
there were those instructors who knew their material and
had excellent skills but could not teach them to others.
They were lacking in instructional and interpersonal skills

On the other hand, there were those who were easy to.

relate 1o, appeared to be very concerned about their stu-
dents, but hadlintle background or experience and limited
knowledge and skill in what they were teaching One type
of instructor is very competent in his/her area, but because
of poor interpersonal personal relationship’and communi-
cauon skills may come across as lacking in concern for the
students, while caring only about the subject matter. The
second type of instructor probably succeeded for a while,
but as more and more students perceived this person’s lack
of experience, knowledge and skill, their frustrations and
dissatisfaction grew because they were not leaming,

The capable instructor is competent in both knowledge
and skills in the area of ifistruction, uses effective instruc-
tional strategies and techniques, and possesses good inter:
personal relationship and communication skills. Learner
achievement and perfdrmance are enhanced by knowledge-
able instructors, effective instruction, and positive learner-
instructor relationships.

All teaching that you do 1s done 1n the context of inter-
personal relationships. In the teaching process, you are

» .

. continuously influencirig and being influenced by the inter-

personal input and feedback between you and your trainees.
Interpersonal skills emphasize your communication skills.
As a teacher, you are a communicator. You need to have
developed the interpersonal skills necessary to communi-
cate éffectively with your trainees. Interpersonal skills are
critical teaching skills. You have been selected as a related
subjects instructor in part because of your background and
experience and demonstrated knowledge and skills in your

trade area. Also, the person or group selecting you for this.

position believes that you have the necessary skills for
instrucung others, i.e., being a good teacher

The overall general purpose of this module series is to
further develop and/or improve your instructiongl skills
including planning, organizing, learner assessment, delivery
and evaluauon of student performance. This particular mod-
ule focuses upon the development and maintenance of
effective interpersonal relationships between you and your
apprentice trainees and the development and use of good
communication skills. These skill areas in combination,
interpersonal relationship and communication, are the
essential ones for you to have if you are to’fulfill the
counseling role of the related subjects instructor success-
fully. ‘
When you have completed your work in this unit of
materials, you will demonstrate your competence in identi-
fying aspects ,of good interpersonal communication by
being able to:

1. Comprehend and clarify individual communication

in an instructional seuing;

2. Describe how good interpersonal communication be-
tween instructor and student affects the performance
of the leamer.

As you work through these materials, think about your
interpersonal communication skills and those of your
trainees. Can they be made more effective through incorpo-
rating ideas presented in these ‘materials? ’

What, When and Why Use The Skill

Broadly defined, counseling is a reciprocal communica-
tion process based on a dynamic relationship between two

PN
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+ Good Interpersonal Communications
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.

persuns. The o persouns may be counselor and chent,
helper and helped, parent and child, teacher and student,
nstructur and trainee, ete. The counsehing process fauilitates
increased self-awareness; self-acceptance, and self-control
on the part uf the chent, who may be child, student, or
trainee, This module 1s focused on the cummunication
process between instructor and trainee in the instructional
seting Counseling recogmizes that communication is a
™o way process imvolving verbal and nonverbal ‘cues. To
funcuon effectively, the instrucfor must be able to under
stand and clanfy individual comymunications. Suppose, for
example, that an apprentice traifiee enters your classroom
with an obvivusly 1mitated lovk on his face, cursing and
complaining about "having to be in this stupid class.”
(Because of the olass, he was unable to keep an earher
commitment made tu his wafe He had agreed earher to
ke her vut to dinner with sume fnends who were visiting
frum vut of town At the ime he made the agreement with
his wife and set the day and tume for the dinner, he had
completely furgotten about his related instryction class.
This resulted in his current conflict. When he discussed the
situatton earher in the day wath his superisor, his super

visor advised him to skip the class, saying it was a waste of *

his time anyway. With reluctance, huowever, he had decided
that he should gu to class, He was not happy about 1t,
however).

Three basic puints need tu be considered in this situa
ton. First, peuple tend tu react to the way something 1s sad
rather than what1s said. The instructor may react initially by
telling the trainee nbt to come yelling, screaming and
cursing into his lassrbom, and completely muss the fact
that the trainee 15 really tembly confused. Second, what
people say and huw they say it 15 usually based on how

"they feel. Feelings influence behavior. Understanding a

persun’s feelings will help interpret-the message. The”

apprentice in the example was feeling very confused. He
had mixed feelings.about being where he was —feelings of
guilt and disappointment for letting his wafe down, confu

. ston uver his supervisur's statement, feeling trapped about

‘rric
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the situatiort, and resentment tuward the related subjects
instruction, Third, for an individual to understand why he
behaves 1n a particular way, he needs to recognize that
these feeling¥ affect his behavior. The instructor can help
the wrainee recugnize that his hostility and resentment have
caused ham to react by cursing and complainjng. If the
trainee can Become aware of these feelings, then he may
be better able to keep communications upen and handle
his prublems 1n a more effective and pruductive manner.

Below “are listed’ alternative ways in which an instructor

ight respénd to thy trainee 1n this example situation. See
whis e you think best helps the trainee to recognize
and understand his feelings and how they are affecung his
behavior. '

#1 'Nubody's coming into my classroom 1n that kind of
mood. Shape up or ship out.”

#2 "Man, you're really upset abuul something! What's
bugging you?”

#3 “Well, it’s only for three hours so suggest you try
and calm down so you can get through it. You'll feel
beter if you do.”

#4 "You're really angry and resentful about having to be

) here tomght. Let me get the class started then we can

step out into the hall and discuss 1t. I'd like fo know
why you think the class is ‘stuprd”.”

LY
-

Which of these four responses do you think would be
most helpful? Which 1s the one you would be most likely ta
make, given the situaion? Most people automatically
choose #1 and #3. Look at each of these fuur responses
and examine how each might help the trainee better under
stand his feelings and see how they affect his behavior.

Response #1 1s an ulumatum or direct command. It may
likely lead tu the trainee responding with a threat of his
vwn, sturming out of the room cursing and, 'or complaining
ur, perhaps, sheepishly taking his seat but with increasing
feelings of hostility and resentment.

Response #2 shows a recognition of the emotional state
of the trainee (being very. upset) and then asks a question
about the source’of imitation (What's bugging you?). The
response tends to 1ignure or giscount what the trainee said
and louks fur some other, hidden reasun for, his being
angry and upset. It 1s likely to recewve this kind of reply’
from the trainee. "1 said thisclass . . . this stupid class, that's
what's bugging me.” Rather than gaining sume understand
ing of feeling, emotions have intensified.

Response #3 is a form of advice giving op soluuon
sending. It does not recognize or respond to the trainee’s
feelings 1n this sstuation. If also leaves the trainee out of any
process for sulving his prublem because in this response,

‘ you have told him huw to solve his prublem. Such action

lessens upportunity fur develupment of self control
Respunse #4 has two characteristics which are important
v effeanewmmummtwn First, the response is responsive
tu the trainee's feelings. It recognizes hus feelings, identifies
and labels them, and does sd in a way that is not judg-
mental. Feelings are easier tu deal with unce you can .
idenufy and label them. No doubt you have been in a
situation yourself where you have wondered, “Why am 1
getting su upset about this?” Being able to identify feelings
helps to pinpuint what is bothenng each of us. The second
<haracteristic of this response is that it instiates sume kind
of action by the individual. In this nstance, the action
involves a discusston between the instfuctur and trainee
The instructor is, in effect saying, “Tell me more about
this,” "I'm interested,” “Let’s get to the bottum of this, 1
want to knogv.",’l'his response should help to facilitate a

&
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process of problem resolution, 1n which the trainee be
comes more aware of his feelings and gains a better under
standing of how they affect his behavior.
Two other aspects of this communicatiort exchange also
.are 1mportant aspects of communication with which you
must be ayvare These aré called attending and persoral-
1zing skills. ‘ - -
In our example€ situation, the instructor did attend to the
trainee and was aware of his being upset. You might say,
- well, of course, he was aware of and attended to the
trainee The guy was cursing and complaining, how.could
he ignore him or ndt be aware of this disruption?” And
nght you are. Attending to the trainee 1s ant important skall
uf mterp‘ersonal relationship$ and communication within
the related subjects instructional setting. Attending 1s also
- very important 1n sntuauonsamher than disruptive situations
like the one used 1n our example. It 15 an essential part of
vour nstructidn and s very important with yndividuals who
may not be outwardly disruptive and call attention to them-
selves, but who are mward and withdrawn and not involved
acuvely in the learning process. Attending means giving
attenuon physically w things 'hke where you stand, how
you stand, where you face and how you look. Also 1t means
avoiding having objects such as desks between you and the
trainees, and carefully observing and listening to the train-

and helping. .

Personalizing\s another important aspeci of good com-
municauon. In personalizing, you use your own experience
to help the trainee determine where they are in relation to
where they want to be. The personal pronoun “you™ is
used 1n your verbal response. Persunalizing helps the other
person, gain control of their behavior and selve problems. .
As they increase their understanding and see the personal
relevance for themselves, they are more likely to initiate
change that will lead to a realization of they goals.  »

To review, there are four key aspects to good interperson-,

al relanonships and effective communication skills They
are summarized as follows: .

Attending These skills are essential to instruction and mean
that you, the structor, are attending physically to your
trainees and are observing and listening to them. Awtending
may be considered an essential pré-condition to 1nstructing
and helping.

Responding Responding means communicating an under

standing of the experience expressed by the trainee. It facili-

tates the trainees’ exploration of their feelings, attitudes and
values and sets the stage for the next step in the process,
personalizing.understanding.

Personalizing By responding to the meaning, the problem,
and the feeling expressed by the trainee ina personalizing
wav, you make the trainee responsible or accountable for

\
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Good Interpersonal Communications 5

their part in the situauon. In this way you help them assume

control of the situation. e p
Inttiating The instructor's initiatng behavior facilitates the

trainee’s ability to act. By responding in a bersonalizing way, R
you help the trainee'understand where they are and where R
they want to be. With initiating skills, you along with the

trainee, begin to lay out a program of attion that wilt help

the trainee reach 2 desired goal.

Being able to recognize and identify 'aSpects of good
interpersonal communications in others as well as in your-
self can help you begin to develop or improve your person-
al skills. Try to become aware of how other p¢ople com:
municate with onie another. Take note of how other people /
such as your spouse, friends, supervisor, and co-workers,
respond to you in various situations By increasing youf |
own sensitivity and awareness, you will see many ways in |
which you can develop and imprové your communication ”
skills. And remember, effective communication is a big part
of successful counseling and interpersonal relationships
with trainees. As you develop your communication skills
through increased sensitivity and awareness, you will begin’
to see more and more situations when effective communi-
cauon can be very important to successful resolution ofa
problem, to increasing an individual’s sense of self-confi-
dence and self control, or to increasing trainee mvolvement
e =kl
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How To Perform The 'Skill

You can learn to identify aspects of good interpersonal
communication by (1)} becoming more aware of how you
. communicate, (2) becoming more aware of other people’s
communication skills, and (3) 1ntemalnzmg and applying*
a “checklist” of items which should be included when
evaluating your own or another person’s communication
Here are some checklist items to consider.

1. Are you attending physically to the trainees?

—— making the learning environment comfort-
able, attractive, stimulating, and functional?

presenting yourself in terms of both appear-
ance and behavior as a positive model for_
trainees? * '"
facing the trainees squarely, left shoulder
across from right shoulder?

leaning forward toward the trainees?
-

making eye contact with the trainees?

circulating around the roem, briefly attend-
ing to each trainee? -
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Are you observing your trainees,carefully?

how the trainees use and orgdnize their work
areas for learning? )

v
. —— who your trainees associate with?

the trainees’ appearances?
— the trainees’ behaviors?

the trainees’ postures?

the trainees’ eye contact?

. Are you listening o your trainees?

— hearing the content of what the trainees say?

listening for and understanding the feeling
" behind what the trainees are saying?

Are vou responding to the content of the trainees’

expressions?

capturing the gist of what was said and being
able to express it back to the trainee?

. Are you responding to the feelings behind the

trainees’ expressions? y

understanding the trainees’ feelings?,

you understand the trainees’ feelings?

. Are you responding to the meanings of the trainees’

statements?

P

understanding the reasons for the feelings
expressed by the trainees?

communicating your understanding of the
reason for the trainees’ feelings?

. Are you personalizing the meaning of the lrain}/e"s"

experience in yeur interpersonal communication
with your trainees? |, -

pmpomlmg the trainees’ role in lhenr own
experience?

£

helping the trainees recognize their respon-
sibility in the experience?

identifying the implications for the trainees?

. Are you personalizing the problem for the trainees

by focusing on what the trainees are upable to do?
. focusing on the trainees’ behavorial deficit?

— proceeding with care to insure that the
personalized problem is acceplable to the
trainees? '

furmulating and using feeling words to show’

9. Are you personalizing goals of the trainees?

understanding of the trainees' "goals and
objectives?

communicating understanding of the train-
ee's goals and objectives?

10. Are you helping the learners in defining their goals?
— knowing who should be involved?

specifying what is to be done?

determining what actions are to be per:
formed? :

knowing where the action will take place?

stating how the action steps are 1o be carried
out? -

stating how the action plan will be evaluated?

understanding the needs and reasons for
trying to reach the goal?

a

"Examples - 3

Applying the checklist criteria to reéponses that you
make to your trainees, to other persons’ communications,
and as well to statements by trainees to each other can
help you develop better listening skills and a deeper
understanding of the communication process. Develop an
overall rating for a response by thinking about various
levels of interpersonal communication in terms of respon-
siveness and initiative. As you review the suggested levels,
remember that attending skills are essential to communica-
tion, therefore, it is assumed that appropriate attending

- skills are present. Also, the concepts of personalizing and

-

1nitiating are combined into the single term, “initiative.”
Review the levels listed below and the examples for each.”

Level #1 Responses are both low on responsiveness
and low on initiative. Often, the responses are
more like questions or lectures that do not
respond to the trainees’ feelings nor prowde a
sense of directfon.

Example:

_ Trainee. “I'm gonna get Johnson back, no
matter what. That ‘Turkey' has
done duped me again.”

" Response: “You better learn to stay away
Co from him. You know what they
say, “Fool me once and .. . ; fool

me twice and .. ."
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_of present skills) and yoy want to (where the

frainee wants fo be). | . -
Exéxfple: - ’ .
* are gither not heard«er not followed t?e‘cause Trainee: ‘“‘Sometimes I think I'm just’ not 4
there has been nd response or recognition to : h to do this wotke
‘the feelings and meaning associated with the ) o ar eriough 1o €0
e . . I'm too dumb. -/
strainee’s experience. N ) ’ g o . ] /.
Exarr;ple: _— . Response: “You're feelfng pretty bad abo e
. your school work because it
Trainee: *“I'm really worried about the N ’ ways seeffls to turn,out -pg dy
+exam. [ don'tknow what'sgonna | - and you'd hke todo ajovbttter.
be on it, and the instructor hasn’t ' .
given any clues.” ' Check to see if you can/ denufy .
. the respanse phrases that expre§s
Response. “Look, all you gotta do is review (1) the feeling, (2) where the
. the questions at the end of each ’ . trainee is, and (3) where: the
’ chapter. If you can do those okay, trainee-wants to be.
you’ll be all ngk.t, believe me.” . . - .
Level #5 These responses go a little farther beyond the .
Level #3 These responses are high on responsiveBess - level #4 responses. They express both the
but low on initiative. The feeling or meaning feeling and, the meaning of the trainee’s ex-
. of the person’s expression 1s understood and pression at a much deeper level than whatwas © +°
related, but there is no direction given. ' - expressed. Any direction-giving reflects an
. understanding of where the trainee is and .
) Example: , ‘ < where he/she wants to be. Further, the re-
Perso;z. (Sitting in car with city street map sponse initiates a pr(?gmm plan to achiéve the
_ S s . trainee’s goal. -
in hand). “'m running very late
for a meeting. Oh, I will be terri- ‘ ' “Example: .
bly embarrassed to go in late. I'm rampre: .o ’
not sure where I.am. Can you A= =~ ' Trainee: “I think old ,ma'n Baker is pre- .
help me?” L/ judiced. He treats me like dirt; .
’ ) R gives me all the clean-up work
Response: “You feel really upset because * ) © _ allthe time. Never anybody else!
you don't like to be late. You'll : - He picks on me because I'm
feel really embarrassed if you e black, and I resent it. Can’t you
have to go in after everyone else . do’something about him?”
. : . is there.” ) . B
. T Response: “"Yau're verybitter abbut the treat- *
Person: . “Please! Giveme somedirections, = ¢« ° ment you've received from Mr. |
Please!” ) o Baker hecause he treats yousun- .
* ' fairlyand makes only you de the '
Level *4 Responses at this level are high on responsive- * crummy jobs around the plant.
ness and high on initiative. They personalize , You think.he treats you this way -
the feeling and meaning of the experience . because ’éés prejudicedhagainst
., and demonstrate understanding for where the .o _ blacks. Fiflink we nged to sit ~
trainee is and where he/she wants to go. The ) down and talk about thisTutther,
general formatof a level #4 response is: “You .- perhaps involve Mrs." Gibbons, s
feel (feeling word) because you (cannot or the Guid nce glounselor and M',»'
are unablé to) (wbere the trainee is in terms ‘ eventual Mg Baker as well.” '
-« . %*

“%

Q
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+ Additional Infdrmafton

For addmdnal informauon on the skills for effecuve
mterpersoml relations and communicatjon, vou might
read R R Carkhuff. D H Berenson. andR. M Pierce. The

Skilh .:,;f Teaching™ Interpersonal Skills. Amherst, MA.

Hyman Resource Development Press. 1977.
[Their.analysis of teacher communication skills served as
tt}(e basts fo}natenal presented in this chapter

. & Self-Test ExérciSes

Using the word list, fill 1n the blanks wih the appropriate

words in the sentences below Check your answers by refer-
Fing to the-appendix in the back of the booklet. .

WORD LIST

o !
Anterpersonal
trainee
" expleraton’

initiative
rgsponsiveness
you ,

.a - lectures ) ¢ommunication
Y y

listening
act

4
attending )
counseling .

‘1 The golinseling role of the related subjects
requires that the-instructor establish a
effective

apprentlcd trainees and uuhze good mterpersonal
skills.

- o
Broaﬁh defined,” %~ 15 reciprocal.

u.z)mmumcauon process based onka> dynamxc rgla~
uongﬂf*)“bet(veen two persons. ¢

- .

L 3
3. The counseling process is 1mponam'because it facili-
tates wricreased self-awareness, self -acceptdnce, and
self-control on the part of the d

4. Personalizing 1s an important agébct of communica-
tion. In responding in this way, you draw upon your
own experience to help.the traine&determine where

-he is in relauon 1o where he wants 10°go. As a
general format, the personal pronoun *
is used in your verbal response. -

5. L skills are essenual to
mstrucuon and may be consndered a pre- condmon
to nstructing and helping,

r T .
b

. Responding effectively to a traiee’s expr;%ion facil-
tates of their feelings, attitudes

‘and values-4fitf gets the stage.for the next step in the,,

’ process beyso;élmng un’ﬂe;mandmg .

.

-

trainee’s ‘bility to _, implementing a
progranyof dction that will help the trainee reach his
des goal ] . X .

Anendmg tothe trainee means ph)suall) agending,
obser¥ing and ’ —

. In evaluaung the appropriateness ard ef{ecuvenes&

of our or another=instructor’s responses to trainee’s
eXpressions, we areiconcerned about high/low —
and _ : :

Examples of the Yypes of responses to trainee ex-
pressions which “are low on both responsiveness -
and initiative would include qNestions or ' -

. which do not respond to feehngs nor provide a
~ sense of direttion. -

.
-

¥ . .
» -
o - . M

I

to the tramee /‘ 4

’ & . "
. )
’ - 3 .
. . .
. . ’ . W
- i
» ’ ;{ ) [4 e
.
. A
'e o
I .
a‘”::%. ‘?«3;‘ a -
» e (,‘
/c\ L',’_"‘»}.G{f. ~
) KR .
” .
,A h“
v *
.
b -
' ¢
N "f’:’%
: . S5F
' 7 ’
\ * )
) R,
o8/ -
. il
. .
. bl -
b
3 _ .
~ | 4
’
- [ .
~
—
[ J
P
v
kd
17
» “ Q .
'
4 . ,
.4 s T
. ;i.‘,; [N ’
L '
"




ERI!

Aruitoxt provided by Eic: N

5

N )
Introduction and Objectives

Two basic skills necessary for effective communication
are attendingard responding. Attending 1s the more essen-
ual, for it 1s the foundauon or preredussite, both for re-
sponding and for using more advanced skills of communi-
canon. This unit is concerned initially with techniques you
can use to improve vour attending skills In addition to this
foundation, the chapter also contains a review of specific
Wways of responding Pay particular artention to the concepts
of content, feeling, empathv and respect When vou have
completed vour work 1n this umt, you will demonstrate
vour-ufiderstadding and competence in attending and re-
sponding skills by being able to:

1 Describe specific behaviors which are important 1n

using good attending sklls.

Identify and discnminate the content and feeling of

wnitten communication; and

3+ Demonstrate knowledge of the concepts of respect
and empathy 1n communication and “interpersonal
relations

tw

As you work through these matenals, think about your
interpersunal communication skills and those of your stu-
dents. Can they be made mure effetn e through incorporat
ing the ideas presented in these materals? .

What, When, and Why. Use The Skills”

N At)endz‘ng Skills

Aneﬂdlr,lg sklls mclude physically attendmg to, observ-
ing, and hstemng tu your trainees. They refer to the specific
techmques, mannensms and style that you use in approach
ing the trainees that yuu teach. How you useghese skills,
that 15, huw you approach your trainees communicates to
them your leve[ of interest in them and htyw much you care
about them and their suwess in the related subjects
instruction.

The most important thing about attending skills 15 their
effect un the mouvauon level of the trainees. One of the
most nagging ptublems 1n related nstruction is lack of
fmouvatiun among the tramees—not all, but many. For too
many of them, 1t’s a matter of ssmply putung in their tme

A3

.

>

without a real investment in learning)\Many fail to see the
televance of the related instruction to they are doing
on the job The instructor’s use of appropriate and effecuve
artending skills can tmprove and increase trainees’ motiva-
tion. Further, the use of attending skills is under the control
of the instrucvor. Yplike other factors such as educational
background, pre wo\rk expernence, and social maturity,
each of which influences trainee motvauon, attending skills
are directly under your control. How well you use them,
and consequently how effective theysare, depends corg-
pletely on you .

There are three types of attendmg skills about which you
must know (1) physically attending, (2) observing; and
(3) listening.

Physically Attending

Physically attending refers to how you prepare the learn-
ing situation for Your trainees and how you present yourself
erther 1o individuals or to a group. In preparing the learning

%ituauon or instructional setting, you should do so in a way.

that is consistent with the interests, age and maturity levels
of your tramees How you arrange the furniture in the
room, which types of furniture you use (e.g, school-type
desks ur tables and chairs), the visually displayed materials
you use, and having a comfortable environment in terms of
lighting, noise, temperature, and venulation, are all impor-
tant The environment should be comfortable, attractive,
and functional. When such a classroom environment is
provided, it communicates mnterest in the trainees and
invites their artention to the learning that is going to.take
place. .

In presenting yourself to the apprentice trainees, it is
fmponant tu consider your appearance and behavior Your

. physical appearance is important and your dress and groom

ing should reflect your role as instructor. Remember that
you are.a model for what you want to see the apprentices
become in their respective trades. Be sure that your work
habits, such as being prepared, being on time, and grading
their work promptly and fairly, present a good modef for
them to follow in their trade. Other specific behaviors you
should be aware of include your posture and your eye
contact. In addressing an individual apprentice trainee, you
should be squared-up with and fac%the trainee—your
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.

night shoulder acruss frum his, her left shqulder This com
municates that the trainee has your full atenuon. You alsu
should lean forward slightly as this indicates that you are
interested, much like being'on the edge of your seat watch

ring 4 tense basketball game Further, mainuun eye contaut
with the trainee. This communicdtes your interest 1n the
trainee as gn individual and gives you the opportunity to
ubsenve the trainee s faual expressions and behaviors, a
suurce uf impurtant informauon When addressing a group
ur classroom of trainees, the iImpurtant aspects of atending
dlsu apply Be sure tou face the gruup squarely, pusitioning
yourself n front uf[hem su that you are able to have all of
them inyourview wad turning your back on them while
talking. ¢ven ahen wniting un the board. Make eye contact
with each individual trainee, moving from one to another
quickly as vou scan the group and observe their attention
and response Minimize the distance and number of phys:-
cal objects such as desks or tabjes between yourself and the
trainees Arrange the desks or tables and chairs in the room
50 thét vou have space to pass between them as you move
around the room and observe the trainees at their learning
tasks

<

Obserinng

The second fype of attending skill which you should
develop and uwse 15 ubsening Learn to ubserve the folluw
ing things about yuur trainees (1) their leaming environ
ment. (2) their physical appearance, (3) their behavior. (4)
therr posture. and (5) their eye contact with you as their
instructor and with the educational matenals they are work
ing with Look at the ares where the trainee 15 working,
Dues 1t indicate that the trainee 1s prepared and well urga
nized? Are all necessary bouks, supplies and materials there?
Has the trainee urganized his her desk or work area tu do
the work effecuvely and efficiently? Does the area have
adequate lighting? Is the area free from distracting noises
and interruptions? Obsenve alsu the trainee’s appearance.
Sume ubviuus obsernvauons include age, sex, size, race.
Also, obsene dress and grooming Here again, look for
appearances and presentation on their part that tells you
sumething about their dress and grouoming habits. Is their
dress conservauve? courdinated? neat? What inferences can
you make about the trainees as learners that may suggest
ways fur you to relate best to them inthe instructiunal
seting? Remember that ubservanons of your trainees’ phys
cal appearances are inferences onfy, and must be checked
out thruugﬁ subsequent interactions or informauon that
will erther support or contradict them.

Nutice the behavior of your trainees, From these ubserva

tions, you can tell if their energy level 1s high ur low. How .

interested and how serious dre they in the lessun® Do they
arrve on ume 4nd have withr them all necessary matenials

~

or duthey come late conststently to sessions and frequently
furget the matenals they need t parucipate fully n the
lésson?

Trainee pusture and eye contact can tell you something
about therr interest and attention as well For example, a
trainee with head bowed down or suppurted by his hand
may be faugued after an exceptionally hard day at work. Do
the leamners’ faces louk puzzled? Perhaps they are having
difficulty understanding t the lessun being presented. Luss of
interest may resubt if they are having truuble following your
lecture ur are unable tu dothe task you have given them.
Frum your careful ubservation, you should be able to see
huw the trainees have prepared themselves, how much
interest they have, and how welT they are attending to the
lesson.

’” »

Listening

The third type of auending skill is histening There are
two aspects of histening One is listening for the trainees’
feelings behind their expressions The second is listening
10 the content of the trainees’ expressions Listening for
both content and feeling in the trainees’ expressions is a
step toward better understanding of the tramée and their
eXperiences or situations When you are listening to your
trainees, whether it be 1n the classroom or iastructional
setting, before or after class, during conferences with indi
vidual tramnees, or 1n less furmal situauons, you must listen
1o what 1s said or the content as well as to the feelings the
trainee 15 expressing alung with the_content. Sume exam
ples \'eelmgs which trainees mxgbt' have, both pusttive
and negative, are presented 1n Table 1. Review the list and
try to think of other words that describe positive and nega
tnve feelings. What words do you use most often to describe
your feelings—when you are feeling goud about things or
not su guod about yourself or a situatiun you are invalved
in? ) »

Louk at the five statements made by trainees and listed in
Figure 2. With the first expression, the content and feelings
ate idenufied Following this example, idenufy the cuntent
and feelings of the other four statements.

Check to see huw your identification of the contént and
feelings of each of the statements matches thuse given
belun Where yours are partcularly different, and you
missed a particular feeling ur misinterpreted the countent,
read the statement again and see if you can recugnize the
feeling and describe the content.

Being able to use words to desunbe or label feelings 1s
important because through this process, trainees develop
more awareness, understanding and ownership of their
feelings This increases self contrul, one of the goals of
communication and counseling. Remember, feehings affect
the way everyone behaves. Helping your apprentice trainges

1 4 '
- ‘g .

.




- B
..i‘

- -~ ~
Attending anédl-Responding Skills 11
. \/ )
. ' TABLE 1 recognize and accept their feelings as a ndtural and vital *
- part of being human is the counseling role. By atending
.  List of Feeling Words physically to the trainee, by observing the trainee’s appear- .
.. : ance and behavior, and by listening tothe trainee’s expres-
Positive Negative 1 sions for both content and feeling, you will be in a position
’ to assist the trainee through use of your responding skills.
super . frustrated ’ : ‘
neat = _ ' bored B ™
relieved sad '
saisfled - - disappointed
proud blamed . . L. .
, excited embarrassed , ’ ' .
" ok . rejected
optimistic lonely < ] j
happy pessimistic
interested , confused
. hopeful down (depressed) ’
relaxed discouraged 2 G
secure T anxious * - " '
y comfonable:” helpless g ~
great scared -
wonderful . bad . .
. . . ) ) ’ -
S Figure 2. Example Statements .
\ . N
Trainee Statement ) Content Feeling
#1 Yesterday, | went to the doctorand found out "Went to the doctor, learned - uncenain, scared, coricerned
 that Pm pregnant. Now what?1 cenaiply don't of pregnancy. about future.
want to lose this job and the traning I'm . ‘
getting. ) o
#2 Can you believe it? Snyder’s monthly evalua-
tion report on me was super. I think I'll get - ,r
. that raise now. )
#3 Trying to make it on this apprentice salary is | ’
rough, let me tell you! I hope I can stick with
it long enough to let it pay off. %,
#4 1gotitt Finally, I think I'm genting the hang of, - ant
these equations.
#5 Boring, that’s what it is. Why do we have to -
know all this junk about labor union history
and apprenticeship laws? * ' ) . -
Content Feeling -
#2 Received positive evaluation report from supervisor Proud, surprised, happy, hopeful.
#3 Money is tight. . Concerned, but hopeful.
#4 Able to solve math problems. . Relieved, pleased, interested.
#5 Complaint about coursgscontent. Bored, frustrated.

Ct
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Responding Skills

The purpose of using good responding skills 1s to help
traineey explore their feelings and therr particular expen:
ences Or situatuons Through this exploration, they will
develop better understanding about their feelings and their
behavior Further, it will help them to determine what they
can of should do. The way 1in which you respond must
accomplish wo things First, you must respond to the
feeling being expressed by the trainee You must recognize
the feeling being expressed and formulate and use a feeling
word that describes it Your listening skills are critical in
this regard After listening, reflect your understanding back
to the trainee using the general format. "Youfeel ___

Second. develop an understanding of the trainee’s reason
for the feeling This emphasizes the meaning behind what
the tranee ts saving, and allows you to combune the feeling
and the content The format of the reflective statement can
be expanded 1n this way. “You feel
because . " By responding with a
reflecuon of the feeling and the meaning behind.the feel-
ing, you are responding effecuively, helping the trainee 10
explore his feelings and his/ her situation further.

Here are-some examples of responses that are effeck\ .

They refer back to the tramnee statements presented in
Figure 2

. Tramnee Statement#1  Yesterday, | went to the doctor and
found out that Im pregnant. Now what? I cerainly don't
want tu Juse this jub and the training I'm getting "

Response#1 You feel uncertairt about what's going to hap-
pen because of the pregnancy and aren't sure how it's gomg
1o affect your work and lmmmg

Trainee Statement #2- Ca’n you beheve 1t? Snyder's monthly
evaluation report on me was super [ think I'll get that raise
now

Response#2 You're really proud of that repon, even better
than you thought it,would be, 1t may mean%ou'll get that
next-rase .

I3

- Traisiee Statement #3 Trying 10 make it on this apprentice *
salary is rough, let'me tell you' Fhupe Fan stick with it lung
enough to let 1t pay off. ’
Response #3. The ‘money situgtton s discouraging—you're
concerned abuut being able to stick it vut and complete the
apprentice training program and benefit frum 1t.

Following the instructions provnded thus far on respond-
ing,and using the examples above, write a response that you
would make to the following two trainee statements. Re-
member, be sure that your response refliects both the feeling
and the content or meaning of the trainee’s expressions.

Trainee Statement#4 1 gotit! Finally, I think 'm getting the
hang of these equations

Your Response 10 *4.

.

Tratnee Statemen Boring, that's what it 1s. Why do we

™ have 10 know all this junk about labor union history and

apprenticeship laws?

.

Your Response to#5/

Compare your responses with the following responses
that were suggested by experts. The suggested respeasgs
follow the format for reflective statements of feeling and
meaning. If your respon'?’es are similar, then you are using
good responding skills and understand the concepts such
as’listening; being able to recognize and label feelings,
and formulating a reflective response that helps the trainee
explore more fully his/her feelings and behavior. If your
responses are not.similar, or if you have mlsmterpreted the
feeling, or fail to see the reason for the feeling, then you
should review this section on attending and responding
skills. .

Check Yourself

’ Example Response #4. You feel relieved becatse you have
gotten over the hump in solving equations.

" Example Response #5- You feel frustrated because you
don't like studying the bistory and law which is pan of the
Jcourse

.

‘ Respect and empathy

. e )

The suggested way to respond to the trainee’s expres-
sion helps to communicate two things about you to the
trainee. First, it communicates to the trainee that you have
respect for him,'her. By indicatfng that you 4re interested" .
and want to listen, you are saying to the trainee that he, she
is valued and respected. This increases the trainee’s will-
ingness to explore feelings or problem areas. Your respect
for the trainee can help break down the barriers of isola-
uon and pave the way for close communication and new
self-esteem. Second, expressmg your understanding of the
tramnee’s feelings shows that you have empathy, that you
understand what the trainee is feeling and experiericing
from his/her perspective. It is a great fegling when some-

A




body else understands how you feel. When this happens,
the other person {in ths instance, the tramee) 15 much
more walhing to explore and reach a berter understanding
of self. Further, when you display the characteristics of

respect and empathy, the trainee 1s going to be more hikely |

to consider alternative suggestions which you may make.

The “Dirty Dozen”

The type of reflecuve response and the format for delivery
that 15 pruposed can be contrasted with typical ways of
respundmg which are generally not effective in helping the
ranee explore his her feelings and experience These
types of respunses have beédn referred to as the “diny
duzen Probably you wll recogmze them. As you review
them, 1denufy those that you may tend to use Sften. Also,
think ut how statements such as these have made you feel
when others have made them to you The list presented
here was compiled by Dr Thomas Gordon, 2 psychologist
who has studied interpersonal refanonships between parent
and child. teacher and pupils, and employet and employee

..,
7
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“The Dinty Dozen”
1 . Ordenng, Directing, Commanding
“Stop complammg You're going to have to know
this stuff because 1t’s parteof the course. There's not a
thing else you can do.”~
2 Warning, Admorishing, Threatening
“If you don't start showing up on time for class il
‘report you to the personnel office ”
3 Exhorting, Moralzing, Preaching
“You should have thought about that before you got
pregnant ” '
4, Advising, Giving Suggestions of'Solutions
“well, I'll tell you what I'ddo, I'd ..
5 Lecturing, Giving Logical Arguments
One of the things you're going to find out on the
job 15 that you don't always get your way. So .. "
6. Judging, Criucizing, Disagreeing, Blaming
“Your attitude 1s all wrong. You've just got a poor
attitude abour this.”
7. Praising, Agreeing
May not always be beneficial. May be viewed as
manipulative; may evoke hostility if the person
doesn't agree with your evaluation; Or, may create
dependency.
8 Interpreting, Analyzing, Dlagnosmg
“I know what's wrong with you. You're just too shy.”
9. Reassuring, Sympathizing, Consoling, &ppomng
“Don't feel bad, things are going to get better.”
lO ?robmg, Questioning, Interrogating s
How long did you study for the exam? Do you
think vou studied as much as you should have?”

. -

‘o

-
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Name-calling, ridiculing, shaming

“You're just lazy, that's all. Othermise, you would
have had that work finished by now'”

Withdrawing, Distracting, Humonng, Diverting
“That's too bad, I guess. Look, we've got to get back
to work on this end and get 1t finished.”

12

The “dirty dozen™ are responses everyone uses from
time to ume inv communicating®*with children, spouses,
fnends and trainees. No doubt you have been on the
receiving end of these kinds of statements, e g, when you
have had a problem that needed resolution You know the
limited effect of these statements Often, they may be more
harmful than helpful. They tend to cut off communication,
rather than increase communication and exploration By
contrast, appropnate attending, listening and responding
skills do help increase communication and explorauon in
the following ways:

1 Helps the trainee find out exactly what they are
feeling.

2 People become less afraid of, and more comfortable
with negative feelings

3. Promotes 4 better relationship between instructor and
trainee.”

4. Helps improve the problem solvmg abilities of the
other person, the trainee in this context of related
apprenticeship instruction.

5. The trainee becomes more receptive to tl"fg instruc:
tor’s thoughts and ideas. )

6 The responsibility for solving the problem.or deal ing

-~ with the situation remains with. the trainee; it does

not become the nstructor’s problem, for example.

.

X

“Door Openers” .

In some situations it may be difficult to idenufy the
trainee's feelings, even though you know that feelings are
there. In such situations, it may be most hel ful to use what
are called “door openers.” These com nicate to the
trainee, that yo‘u are interested in what the trainee has to say
and are willing to listen to him or her. Here are sbme

examples:

“I see.”
“Oh,”
“Interesting.”

- 28

“Tell me about it.”
" “Shodt.I'm listening.”
“This seems important to you.”

v

These are simple ways to get communication started, as
they encourage the other person to open up and start

-~ ~
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talking They are invitations— simple but effective responses
that “get the ball rolling.”

How to Perférm the Skills

These skills, atending and responding, may be new
skills for you, may be skills that you have used 1n the past or
~may be skills that you are using now. Whether you are
" using these skills for the first-ime or trying to improve
+ exisung skills or revive old ones, two things are crtically
important—auwareness and practice. With each of these
sklls, you must be aware continually of how you are attend-
ing to your traineegand how you are responding to them.
You also must practice these skills on a regularand consist-
ent basis whenever your related instruction classes meet.
You need continuous use of these skills 1n order to perfect
them and keep them sharp.
You can develop the skill of physically attending by
doing the following:

1 Face squarely the individual trainee or class with
whom you are interacting If it is an individual, his, her
nght shoulder should be directly across from your
left shoulder, if 1t 15 group, ypu should position your
self so that you are facing the group and' have full
view of them This way, you are able to make eye

contact with each trainee in the class. Avoud turming

away unnecessarily to one side or the other. Do not
try to talk and write at the backboard at the same
" time, with your back to the class. ~
., 2 Mainuin eye cuntact with the person with whom you
are talking. If you are interacting with a class or group
of trainees, make eye contact with each member,
moving.from one to another in a random fashion.

3 Minimize the distance between yourself and the
traineeclass and. make sure you have removed all
physical objects that create a barrier between yourself
and the trainee, ‘class (desks and other furniture not
needed for demonstration, for example).

4. Makelufe that you have urganized the room and
taken care of uther aspects of the physical environ
ment to make the setting comfortable; attractjve,
functional and in tune with the interests, trade aréas,
ages and maturity levels of your trainees.

You can develop your observing skills by usmg a system-
" -atic process such as follows:

1 Single out one area for observation 1nitially such as
physical appearance or preparation and readiness
for engaging in-tasks. )

5. Observe all uf your trainees for a period of three to
five days in this one area. .

-

¥

3. It helps to structure your observations by making
notes either during or after classes, dependmg on
what you are observing. By recordmg your observa:
tions, you can see if a trainee’s appearance or behav-
ior changes over time. You can also see whether or
not your observation skills are improving. If, for

. example, you are able to.record after class general
comments about each trainee’s physical appearance
then you have begun to master observation skills.

4. After yqu have focused upon one area for observa-

. tion for about a week, shift your observation focus to
-another area. Repeat the above steps over a period of
three to five days. -~

5 After you have developed your observation skills in
the areas of learning enyironment, physical appear-
ance, behavior, posture, and eye contact to0 a satisfac-
tory level, begin to focus on individual trainees.

6. Select one trainee to observe,and focus your observa-
tion on this one trainee for a period of three to five
class meetings. Be comprehensive in your approach,
observing skills in all of the various areas discussed.

7 From your observations of a single trainee as sug-

gested 1n Step #6, develop some hypotheses about

the trainee. Next, check to see if yout ideas are
accurate and valid. For .example, you observe that
the trainee is slow to begin his 'her work after in-

structions are given and assignments made. He,'she
watches to see,,what other trainees do and then
begins hxs, hef work. Perhaps the student is not
understanding your verbal irf8tructions or has diffi”
culty in following directions. You can chegk this out
by asking the student 1o restate instructions, direc-
tions to you.

8. Repeat Steps #6 7 with two more {rainees 1n your
related subjects’ program. Notice how each individ-
ual trainee 15 unique, with differing personality styles,
work habits, and so on.

9. Apply your observation skills in all of your instruc-

- tional squtings with all of your trainees. - ¥

10.  Periodically check your observauon skills by record
ing. Thi will help you mamtam the skills you have
developed .

.

You can develop your listening skills by becomin’g fhore

aware of your own and other persons’ conversations, com:
ments and expressions. Do the following,

-

1. Become moré aware of the words that you wuse to _,
express your feelings to other people such ds co-
workers, supervisor, family members. hd

2. Noteshow the words you use are related to the feelings
that yourhave. Are they direct, subtle, or evasive? The

< words you use probably will depend on who the
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other person 1s and how you feel about them. In
other words, do you consider the other person to
have respect and empathy. If so, there probably will
be greater congruence between your words and your
feelings in communication with this person.

3. Lstento other persons’ conversauons. They could be
talking to sumeone else or to you. Can you describe
or restate the content and detect and identify the
feelings that are being expressed? Make some hy
putheses ur guesses about what content and feelings
you think are being expressed. See if they are con
firmed by the person later in the conversation.

4 Evaluate how well you think you are doing and seek
to improve your listening skills. Remember that fio-
one is perfect in this, which is why communication
between people is so complex and can lead to such*
‘confusion at times.

5 Keep in mind that if you want to have good hstenmg
skills, you must: (a) want to hear what the other
person is saying; (b) be willingto take the time to
listen or if not, say so; (c) accept the content and
feelings expressed as being real in the perspective of
the other person; and (d) understand that the other
person’s feelings are transitory, not permanent -

You can develop and apply your responding skills in
interchanges with your trainees by using the suggested
format: ‘

You feel (identify feelings)

(state the content of the expressxon)

More specific steps include the following actions on your
part.

1. Idepufy the content and the feeling. You will accom-

hi?) thisby using your newly developed or improved
listening skills.

2. Formulate a response statement.

3. -Commumcate your response to the other person
using the suggested format (You feel..because.. B}

4. Avoid-using the "dirty-dozen” responses. But, if you
happen to forget and slip one in—do not worry.

= Come back with a more reflective, responsive com-
ment at your next opportunity. (Old habits are hard-
10 break, but you can do it with effort and practice.)

5. Remember to use "door-openers” if you are-not sure,
of your response. These will help to keep the other
person communicating, giving you additional infor-

" mation to use to identify content and feelings and
provide a little more time to formulate your response. -

because

-

Examf)les .

Bill Rubbuns, a related subjects instructor teaching at the
Huntsville Communaty College, was reviewing test scores

v . -

¢
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of trainees taking his course in related math for apprentices
in the building trades. He was concerned about one student
in parucular, Eddie Alvarez. Alvarez's performance in the
class, his ability to answer questions, his assistance with
other students having difficulty ‘with assignments, and the
general high quality of his work were not consistent with
his test scores. Overall, Alvarez had a C average based on
five tests which were given weekly since the start of the
course. With a test upcoming in a couple of days, Robbins
decided to pay particular attention to Alvarez prior to and
during this next test. From his observations of Alvarez on
the day of the test, he noted the following:

1. Upon entering the classroom, Eddie seemed very

serious. He took no time to interact with other .

trainees, to exchange chit-chat or joke with them.
While all of the trainees were more serious on test
days than other days, Eddie seemed more so.

2. Eddie took his seat and began to review furiously his
text materials and class notes. His review seemed
hurried and disorganized.

3. Once Robbins said it was time for the test and for
trainees to put all of their materials away, Eddie did
this.

4. While waiting for the test to be distributed, Eddie did
a lot of "fidgeting” in his seat. He did such things as
tapping his pencil on the desk, wringing his hands,
and rubbing his hands on his pants as if wiping them
off.

5. Eddie worked on the test in an agonizing manner,
seeming to have to wrench each answer from himself

- to put it down on paper.

6. After about half the allotted test time had past Eddie

seemed to have given up, on the test. He wyas dis-

tracted by other activities going on in the room or
outside. At'times he seemed to be just staring off into
space.

After Mr. RSbbins announced fhat only ten minutes

were left,,Eddie seemed to dxrect more.of his atten-

7 tion to the test and.. continued answering the ques-
tions although in a “hurried-up” fashion.

8. Mr. Robbin’s review of Eddie’s test papers indicated a
good deal of confusion and disorganization in his
responses. He noted where Eddie had missed q(les~
tions that he had been able to perform with relauve

‘ ease inclass. -

™~

Based upon his observations, Mr. Robbins hypothesized

that Eddie’s poor test performance resulted from extreme

“anxiety on Eddie’s part when it came to taking tests. He,
knew Eddie could do better work. He decided to call Eddie -

into his office for a conference, discuss the situation with

him, and see how the situation was perceived by Eddie. He

particularly wanted to know if hWright. Ifso, he

-
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wanted to see huw he could help Eddie deal sath this
problem Bill Rubbin’s careful use uf ubservatiun helped
him to idenufy what was happening with une uf his trainees
and begin o take actun toward danficauon and resoluton
of the problem

L A L
¢

# Terny Phullips was an apprenuce enrulled 1n a reldted
subjects course fur electneal workers The cuurse was taught
at the IBEW Hall on a une mght per week basis by
Marshall Poe, a joumeyman and local area electrical con-
tractor  Marshall knew Terry pretty well because Terry
worked for another electncal cuntractor’in the area that
specidlized in industnal wiring Terry had unginally applied
tu wurk fur Poe’s cumpany However, at that ume there was
nut enuugh constructiun activity guing un to take on an
Jther persun, even an apprentice Marshall Pue hiked Terry
and would have hired him if he could have After the
course had been in uperation fur about eight weeks, Pue
began seeing sume hanges 1n Terry that he did ngt like.
Tern began cuming late fur class, came n unprepared. His
attitude seemed to be changing. At first, he was eager tg do
the related work. He was enthusiastic and an all-round
solid trainee. Now, he seemed to have an “I don't care”
atutude about his work, and was not serious 1n applying
himself tu the wurk in the course. Marshall suspected that
he knew what the prublem was, ur at least what part of the
prublem was. The crew with which Terry was working had
a reputation fur being a ruwdy bunch, imulved 1n drugs,
and “heavy dninkers” at a local bar which they frequented
© almost daily after work Marshall surmised that Terry's
change was related tu his assuciation with these crew mem
bers, especially his uff the jub assuciauun. He tried walking
tu Terry abuut the group with which he was assuciating, but
Terry would nat listen In fact, he became more ubsunate
and told Marshall (in effect) that if Marshall.was su inter
ested 1n what he (Terry ) was duing, and who he was doing
it with, why didn’t he hire him in the first place “Look,” he
said, "it's none uf your business what I du and who 1 du 1t
with These are my friends, the guys I wourk with and who
help me un the ]ob and uffthe Jub, tuu ‘Youdunot need to
worry aboyt me.”

Marshall let things slide after that. He did not push his
point mith Terry, but he did conunue to watch him more
ylusely and indirectly. Alsu through friends in the trade, he
kept" up with Terry’s progress as an apprenuce. From
Marshall's perspecuve, Terry's situation conunued to go
downhill. He found out that Terry had been arrested for

_ drunken and reckless driving and speeding, and had at.

tempted to avoid an arrest. He was likely to Jose his driver’s .

license. Shérly thereafter, one night after class, Terry hung

aruund like he was waiting for everybudy else tu leave. This
was unusual because he was always une of the first to léar
out as soon as the related instruction class was vver. When
just Terry and Marshall were left, Terry turned tu Marshall
Poe and said, “Can you give me a ride? Those jerks took my
license away today.” “I'm not surprised,” Marshall replied,
“Why should you be” Don't you know.. " and then be
caught himself. He thought to himself, this 1s no time to
start saying "I told you so” even though that 1s exactly what
he felt hke saying. He thought for a minute, and said,
" ..well, okay, I'll give you a ride. Maybe on the way you can

tell ' me what happened.”

In this example situation, Marshall sensed that Terry
wanted to talk with him. He was sull very interested 1n
Terry and wanted tu help him. He realized that if he started
off by saying "1 told you so” and moralizing and preaching,
that Terry would likely get "turned off” and become more
resistant. He decided the best thing to do was stay cool,
keep his own feelings and emouons in check for now, and
give Terry a chance 1o talk since he seemed to want tb.
About the best thing Marshall could do at this posit was to
use “"doour upeners” tu let Terry know he was still m;erested
and willing to hsten . .

Additional Information

. Fur addiiunal information on development and mainte-

nance of attending and responding skilfs, a major source’ .

would be The Skills of Teachng. Interpersonal Skills. A

chapter each 1s devuted to attending and responding skills.

The buuk alsu cuntains an extensive list of feeling words

which are categonzed according to levels of intensity.

Anuther good suurce, uséd as a reference in the develop
ment of this module 1s a manual, Indurdual and Group

Counseling This manual contains exercises un histening for

feeling and content as well as brief, concse discussions

about the concepts of empathy and respect. Finally, some
of the publicanuns of Dr. Thomas Gurdon, particularly,

Parent Effectweness Traimng ald Teacher Effectweness

Tratning, conuain general informatun and specific strate-

gies for effective commumcation that are applicable tu the

mnstructur trainee relatonship in related 1nstruction 1n ap-
prenticeship programs. References for the sources are listed -
below:

RR Carkhuf’f D. H. Berenson and R. M. Pierce The Skills of
Tedching Interpersonal Skills Amherst, MA. Human Resource
Development Press, 1977,

SA Fagen, and L]. Guedalia Individual and Group Counseling
Washington, DC Psychoeducational Resources, Inc, 1977

T Gordon. Parent Fffectiveness Training New York: The New

Amenican Library, Inc,, 1975.,
T Gordon Teacher I jjectiwness Training, Ncw York Peter H.
Wyden, In¢, 1975, * .
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Self-Test Exercises ’ 7. Give an example of a “door-opener”.
. Answer the following questions in the space provided or . - -
on separate work paper Check your answers with those in :
the appendix at the back of the booklet .
1 The three types of attending skills I need to develop " 8 Asa rélated subjects instructor, two things are most
are: ' i important as you develop and/or improve your re-
. . T, R sponding skills. These are
» 2 >
R and |
b. ~ . . '
C . S .

o

Using appropnate attending skills can be a way of
motnatng tranees to learm It is one motivatirig -
technique that 1s completely under the contrdl of

the instructor. .
.. True or False
3 Physically attending includes: . -

a how you prepare the physical environment for leam-

ing ,

b your physical appearance and behavior ' .

¢ your posture’ ’

d your eye contact

d. all of the above )

+. The purpose of using good respondmg skms is to:
a be able to tell the trainee what to do
b make the trainee feel guilty about what they've N RNt
done and want to do better
+ ¢ help the trainees explore their feelings and ex- o

periences .
d make the trainee see how his behavior or attitude

js a problem for you - :
5. What 1s the general format you should follow»m
" using appropriate responding skills? . R .

*
[P~

6. Respect and empathy for the trainee are what you
communicate to the tramnee when you use good
responding skills Which response below best ilus-
trates this: ‘.

a “Well, that's really a simple problem, so don't
worry. Here's what youshoulddo — " o g

* b. “You know, Sara, what's wrong with you is you let

too many people push you around.”

c. -“How long did you prepare for your demonstra- -
tion? Do you think you really put enough effort '
into it?" :

v ~d “You really feel discouraged about your work, it . ) ‘ .
never seems to stop piling up.” ’ )
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Introduction and Objectives

By using your attending and responding skalls, you can
establish with the trainee what is called the responsive
base. Through your listening and reflecting skills, the
trainee has idenuified you as a person that has respect and
empathy for an apprenuice’s perspecuve and feelings.
Through your facilitation, trainees become willing to ex-
plore their feelings and to develop further their under-
standings. Once a responsive base has been established
you are to move to the next two levels of communica-
tion— personalizing and intiating. '

Personalizing is a proceds of communication that helps
the trainee to see his, 'her limitations and to visualize how
he ‘she might change them—or, where they are .ompared
+0 where they want to be. In a problem situation or experi-
ence, an individual will be more likely to take action if
they perceive the problem to be theirproblem. “This is my
problem, thesg are my feelings, this is what it means to
me.” Personalizing, then, incredses the individual’s feelings
of ownership and responsibility. Consequently, it also in-
creases the Mdividual’s willingness to do something about
the problem. ._

Initiating skills refer to respunses which give the trainee
direction=but unly after the responsive base has been
established and the situation ur problem has been person
alized for the trainee. The ‘initiating response reflects an
understanding of the trainee’s general goal as well as what
will be required to reach it. The “what will be required™
includes several things. It inludes knowing, for example,
who 1s tu be involved, what is to be dune, actions to be
performed, when the actiuns will take place, how actions
are to be perfurmed, and the reasons for trying to achieve
the goal. .

This chapter contains information about how you can
move from attending and responding tu persunalizingand
initiating in your respunses tu trainees in your classes or

program Specific techmques fur persunalizing and initiat

ing are presented. You will have an upportunity to review
and to critique specific respunses as you learn how to
apply these skills When you have completed your work in
this unit you will demonstrate your understanding and

_ Lumpetence in persunaling and initiating skills by being

able to:

4. Skill: Develop Personalizing and Initiatiﬁg Skills

s

1. Deseribe specific behavior and general response for-
mats which are important in using effective personal-
izing and initiating responses;

2. Identify and discriminate effective personalizing and

- initiatingT&Sponses in written communication;

3 Demonstrate understanding of personalizing and
initiating reéponses through written responses to
test exercise questions; and,

4. Identify comthgn mistakes made in using personal-
izing and initiating skills.

Remember, as you work through these materials, think
about your interpersonal communication skills and those
Jf your students. How can they be made more effective
through incorporating sume of the 1deas presented 1n this
unit? 4

What, When, and Why ‘Use The Skills -~

//?’monalizing Responses

Personalizing responses should be aimed toward accom-
plishing three things. First, they should personalize the
meaning of the situation or expenence for the trainee, In
the trainee’s mind, he, she should be saying, “Hey! This has
real implications for me.” Second, they should personalize
the problem for the trainee. This means they should help
the traineg accept ownership for the problem. The trainee
should see or recognize that the current situation or experj
ence results either f/om something the trainee did or some-
thing the trainee cannot do. Take for example the trainee
discussed in the last unit who had extreme test anxiety. You
as an ipstructor want the tiain e saying in his/her
mind "This is my problem. This is spmething I must work
on. This is one thing I've got to do something about.”
Third, they should personalize the feelhngs of the trainee,
alluwing the trainee to 1dentify and to explore deeper and
more aceurately feelings and meanings. If you have ever
experienced the death of a very close friend, relauve, parent *
or spouse, then you are no doubt aware of the depttaand
range of feelings that une can experience. Different feelings
are experienced at different levels, Some go very deep and
cut at the core; others also are present, but are more /,

7. -
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superficial. As you explore them, you find that the meanings
of feeling change They become less or more significant to
us. Personalizing responses then, not merely reflects what

feelings and meanings the trainee expresses, but adds to
them This additive process increases the trairee’s under”

standing of his, her situation.

Personalizing respunses are to be used after a respunsiye
base has been established. Remember, develup the respon-
stve base by using your attending and respunding skills. By
using responses that are high on responsiveness and low
on initiative, you develop a responsive base through which
the tramnee can explore his her feelings more fully This
also helps you to develop a better understanding for the
trainee’s perspective High on fesponsiveness and low on
initilative means that you histen and reflect much more than
voutell or “talkto” Later on, after you have moved through
the personalizing stage, you.can use initiating responses
which 1nvolve direction giving

You may ask, “Why 1s this personalizing business so
important”” What does 1t do for the trainee? It 1s important
for several reasons, the most important of which is that it
increases responsibility How many times have you heard
people complain about thirigs like routine office proce-
dures, workjrig conditions, other people and their boss.
Even so they never seem to get around to doing something
constructive about 1t By complajning, some people say
they are expressing their feelings and people do listen to
fhem However, people sometimes get ured of listening to

_the same old lhmg Eventually, someone may blurt back at
the complainer, “Well, why in the world don't you do
something about 1t and stop all of this complaining!”

.One reason people do not do something about the
problem 1s because they have not personalized it. They
have not looked thoroughly at the implications for them-
selves personally. They talk about the problem from the
standpoint of how 1t affects the workplace, how it affects
relanonships between workers, or how it gives the company

»

a bad name. In other words,the problem 1s alvgays external -

tp themselves It 1s not internalized, not personalized. This
also can become an easy rationale for not doing anything
about the problem. "It's somebody else’s problem™ or

She sthe problem‘and you can't change that,” is an excuse
1o often expressed.

When the person or tramnee personalizes the problem,
he,she says: (1) “This problem has implications for me
personally; (2) “This 1s how 1t makes me feel”, (3) “This s
my problem and I must do something about it.” When the
personalizing process occurs, feehng of ownership of the
problem emerges. 4 feeling of being responsible to do
something about 1t develops. The result 1s an increased
feeling of responsibility for one's own behavior. This is why
through effective communication and interpersonal rela-

- .
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tions between instructor and trainees, responsible trainee
behavior emerges. Think back to the last time you dealt
with a problem that was bothering you. Is this the way you
dealt with it? . ’
'ro illustrate the pefsonalizing response, recall the exam
ple response that was presented ina previous chapterand
notice how you ean build upon previous communication
to personalize meanings, the problem, and feelings for the .
trainee. Remember, communication is-an additive process

"The technique is quite simple, as you will see.

#1 Tramnee's expression: “Boring, that's what 1t is. Why
~ dowe have to kifow all this junk about Iabor union
* hustory and apprenticeship laws?” ..

#1 Response “"You feel frustrated because you' ‘don't like
studying the hnslory and law whnch is part of the °
course " Y

#2 Traiee's expression: “Frustrated for sure! I don't
mind studying, but why sludy this?" . .

#2 Response: “You're frustmtegl l}_gCause you can't see
any relevance between -what you're studying and
what you need to knquqtqmq your job.”

#3 Trainee's expression: “Righf! Exactly. I mean, ...uft...
“ when would this staff ever be useful?” I just dont
know...maybe.I don’t see it. . .

#3 Response: "You are feeling unsure about this because
you cannot see how you would use it and you 'd like
to have some idea about where it all fits in.
Trameese.xpre&won “Yep, I sure would. Its all kind
of vague to me.” . R

Look at what has happened so far inithe cenversation In
responses #1 and #2, the respongive base has been estab-
lished. This is confirmed by thé first two words of the
trainee’s expression (#3) which indicates that the instructor
in this situation has reflected accurately the feeling felt by
the trainee. The instructor understands the perspecuve of
the trainee. (If you were obseérving this interaction, you
would be able to see physical evidences of this understand-
ing 1n, the trainee’s posture and eye contact It would tell
you, “Right, yes, that's it, you understand ") In the second
‘part of the trainee’s expression (#3), you can see that the
trainee beginsto explore his,'her feelings more deeplyand
the méaning as well. The problem also is becoming mor¢
personalized..."Maybe I don’t see it,” sttes the trainee. The
next response by the instructor (#3) reflects this and rein-
forces the personalizing process. The trainee’s expression
(#4) confirms this. Look closely at instructor response #3
Notice that it (1) reflects the feeling (* ..are feeling un-
sure..."), (2) where the trainge ig,(", .cannot see how you
would useit™),and (3) where the trainee would like to be
(“..some idea about where it all fits in"). The trainee has
moved from complaining about lh? material to recognizing

“
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that he ‘she needs to be better informed The general format
of the personalizing response is as follows.

You feel (are feeling)

v

because you (cannot)

and |

-

You feel (are feeling) feeling

because you (canno,) defiait or where trainee is
and _change or where trainee wants to be

This generai response format for personalizing responses
has two important changes from the general response for-
mat introduced to you in the last chapter Fitst, the pronoun
“you™1s explicitly included after the word “because.” You
is a personal pronoun, 1t helps to personalize the meaning
and feelings of the problem Second, another phrase is
added after the key word “and”. It captures a general
direction or end state that describes where the trainee would
be if this problem were solved. In our example, the trainee
would see how “all this history and law stuff fits in.” Review
the general format for personalizing respunses Be sure you

understand it before proceeding with the next discussion .

on initiating skills:

t

Initiating RespOnses .

With initiating skills you begin to help the trainee move
from their problem to change or resdlve their problem.
Your initiating behavior facilitates the trainee’s ability to act.
Initiating skills and 1nitiaung responses require that you
help the trainee to do the following: (1) define the goal;
(2) 1denufy steps for reaching the goal; and (3) implement
the steps in a systematic, organized manner. The goal usu-
ally 1s determined by the last statement of the personalizing
response. It can be restated more clearly, perhaps, but this
provides the general direction or describes .the type of
change that needs to be made. The goal should be defined
more specifically, however, to answer the following ques
tions:

" Who is involved?
What is to be done?

When are actions to be performed?
.Where will the action take place?
How can the action be performed?
Why are you moving toward this goal?

L

In the example, the answers to numbers 1, 2 and 6 have
been stated partially. Answers to numbers 3, 4 and 5 need
to be devised. They will become part of the specific steps.to
be taken toward- achieving the goal and included in the
implementation plan. Here is where the igstructor’s direct
input becomes important. The instructor $hould be able to
make specific suggestions, prqvide direction, and give the
trainee some alternatives for reaching the goal. Here are
some possibilities for the trdiinee who wants to achieve a
better understanding of how knowledge of labor union
history and apprenticeship laws arg related to his appren -
ticeship program.

* Make the following points to the trainee:

a. Knowledge of apprenticeship laws will help yoy
determine if your treatment, rate of progress, and
pay are what you are due. )

b. Advancement within your apprenticeship program
is dependent on both your progress on-the-job
and in the related instruction class. Evaluation
will include these information areas. (This is real-
ity and you have to deal with it.)

*  Provide personal testimony as to how your knowledge
of labor union history and related laws has been
helpful to you in your trade career. - ‘

* Provide the trainee with supplementary matenals such
as biographies of famous American labor leaders that
will address his question.

"« Arrange for the trainee to visit/contact a local labor

. union leader who is articulate in describing events in

labor union history and relating them, to todays
situation. . )

* Reverse roles on,the trainee and ask him/her to
prepare a brief, 10-minute presentation on apprentice-
ship law or labor unions for the class. In researching
this and preparing for the presentation, the trainee’s
questions about relevance are likely to be answered.

“Try to suggest more tHhn one alternatve. Include the
trainee in determining which alternative to pursue. Many
times simply providing pertinent infornfation is all that is
needed to resolve the problem. At other times you may
require quite a bit of negotjation before a plan of actioncan
be agreed upon. o

To illustrate how initiating responses work, again recdll
the example and follow it through to a probable conclu-
sion. Begin.with the instructor’s response #3. 7,

#3  Response. “You are feeling unsure about this because
you cannot see how you would use itand you’d like
to have some idea about where it all fits in.”

#4 Trainee's expression: ’Yep, sure would. Its all kind.
of,kmd of vague to me.’
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Respunse. Tu help make this more clear w you, let
. me suggest that you talk with Pete Potillo. He works
at your plant 1n the processing division and 1s the
local president of the chemical workers union. He
has a good perspective and feel on these areas. I'm
sure you'd enjoy meeung and talking with him.
Since I know him, Il call him and set up a ume for
you to meet with him. How does that sound?”
Trainee expression: “Sounds okay to me. Set it up for
next Tuesday or Wednesday if you can. I'll meet with
him and then let vou know what happened.”
Two weeks later..... . :
Trainee expression "l had that meeting with Mr
Poullo. He was real nice and very helpful. You know
1 found'uut that my apprenticeship pay 1snit what the
lawn requires 1t tu be based un my progress and
evaluations It should be hlgher s0 now I'm going tu
get that stm:ghtened out”

#5

#6

Note that the niuating respanse must occur, after the -

responsive base has been established and the tainee has
personahized the problem and assumed some perscnal
responsiblity for solving it Only then will your initiating
response be received and accepted by the trainee If it is
presented too early in the communicative process, it can be
percewved by the trainee as directing, ordering, command-
ing, or one of the "dirty-dozen™ type of responses. The
responsive base and persunalizing establish a climate where
the trainee will be interested 1n, and willing to listen to
your idgas and suggestions. He/she may use them as is,
modifyftheny ur reject them 1n faver of other alternauves.
Whatever, the responsibility remains with the trainee, it
doesn't belong to the instrucigr. Your initiating skills help
the teainee to take action 1n a responsible way.

~

How to Perform The Skills’

In developing, improving and/or maintaining your per-
sonalizing and initiating skills, the two important things to
remember are, awareness and practice. Remember that,

O.

_ these were also the two important things related to develop- |,

ing and/or improving-your attending and responding skills.
In addition to these two very general suggestions; there are
more specific steps to keep in 'mind. They are discussed
separately for each of these two skills.

Personalizing Responses

Persunalizing should be done after, only after, a respon
‘sive base has been established. Personalizing is an additive
process. It allows the trainee to explore deeper and more
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varied feelings and meanings. The goal uf persortalizing is
to help the trainee feel personal ownerstyg gver his,'her
personal problem or situation and to assume responsibility

for solving 1t Ownership and responsibility are key out .

comes of this process. Here is what to'do

ar

oo L, vl
Step 1. Use The General Personalizing )’!ie‘i’pm’is'é'l’onnat

You feel feeling

(cannot) deficit or where he/she is now

.and you wantto __ Where hé/she wants 10 be

Step 2: Critique Your Persohaltzwg Re.sponses -

. You can tapg record or take careful‘j‘l'otes about your
responses for later review and evaluation. Always Iry to be
aware when you make a personalizing response so you can
see what effect it has on the trainee. The trainee’s expres-
sion is the best indicator of the respotise’s effectiveness.
Review the following examples of personalizing responses.
Crinque them to see if pe onahzmg the feeling, the mean-

ing, the problem and the goal or direcuon are included. -,
Indicate with a check markgwhich of these. elemerits- ite

present. Assume that withy each of these responses the
appropriate responsnve baSe has been established.

1. Trainee expresszoz; “When peoplelike Johnson and
some of those other guys trick or tease me, it really
does make me feél stupid. I, know I shouldn't fee]

. that way, but'l do.” ., - .

Response. 'Yd‘u erkad ofdown on )ourself because
other people L)Sﬁ' you and then that makes ypu feel

stupid,#.- L -, o
.

) P ARNY w,
. I .‘~ $e 58
Feelitigy — Mdaning —"Brpblem —_ Goal —

2. Trainee'e:xpression: “I guess I justjdon't want-to
choke,like I did the last times That’ why this next
exam is important. I've got i&-do bgder.”

Response: “You feel pamcky%ecause you didn’ t doas
well as you would have liked on the last test and you
must do better on this next one to brmg up your

grade o ) ) ..

o
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because you
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Feehngs -—— Meaning —_ Problem ___Goa'{ ¥

"E
3. Trainee e.xpresszon “Look, when it comes (o domg
the. related academic work as you call it, I've just
never done well. It just ain't m the cards for me, 1
guess, I want to get it, but it just *has never been easy
for me.”
Response. “You feel defeated because you e never

‘)J
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i dq.ne well in dcademic areasand even though you've

¢ worked a it, its been harJ commg

Feehngs' . Meznmg — _ Pfoblem — Goal

Trainee expression: It’}ust isn’t fair that I'm always
:. getting.stuck with these menial |obs Lawant to
, more...Icando more
/ oppo?unuy !
. Resﬁonse “You're fed up because you cannot show

what you're capable of doing and even though you *

wént to do more, you're never given the chance.”

L) <
- o ‘g
" Feelings —— Meam‘gg'__ Problem _..._E‘ioal _a,_f

Trainee e.xpress:orr “Very defi mtelv;'And you know
when they consider my age and my'sex, of course, |
think they'll just let me go. Everythmg I've worked for
and hoped for will be lost.” |

Response: “You feel frightened becawg@’bemg preg-
nant at your age’you might lose the training position

"and job, and that’s something you want to hold onto.”
‘ . . . . ’

*

Feelings __ Meaning —_ Problem __ Goal —

Trainee expression: “When I look down the road and

.don’t see the situation’ getting any bguer, it's pretty .

" shaky. I've had to borrow money the last couple of
months just to make ends meet. Somethin’s gotta
happen soon or I'm out.”

Response: "You feel very discouraged because you
don't see any / relief juig Improvement 1N your situatign
coming real sopn:@it you'd hke to think that you.
could make sorr'%fag}xs}ments to get through.”
Gor . *
'Feetings — Meaning Pnoblem/:_Goal _
Check your ratin?s for each of thesix personalizing
* responses against those of trained raters. If your answers
and those provided agree you understand the personalizing
response;—great! If agreement is less thaﬁ 100%, but greater
than 80%,;)0@9 updersrandmg 15 very good Look at thuse
items where }:Dm’ raungs differ from those provided and
makessure you i tfiderstand the distinction. If you are below
§O% /then you should review this unit and rate the respunse
. qgaln (Figure your percentage by dividing the number of
rcSponses that match by 24). ot

\S
s Step 3: Observe Tra‘inee Reaction

Obsenve the reaction of the trainee to your personalizing
responses. If your responses are on target, the trainee’s
expressions will reflect: (1) ownership of the problem or
recognition of therr role in the situation, (2) a sense of

?

5
..he |u§t‘ngler gives me the *

climate where respect and empathy,are felt.

v

. e
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Check Yourself — Critique of personalizing responses.
Fecling ' Meaning Problgms Goal
#1 X 40X A= -
F2 X . X > X
#3 . X - X - ’,
¥ X D ¢ X T, X
# X\ X X X
_#6 X X X X
SR

responsibility about the problem or situation; re'cogni'zing' -
* that there’s something they have to do, and (3) an open-

ness to suggestions or ideas from you. If the trainee’s
résponse doesn't reflect these, use that as an indication
that he/she has not personahzed the problem and respond’
with a more general reflective response or another person-
alhizing respbnse - ’

Ty

Step 4: Z‘stabltsb Responsive Base

Always keep in"gind thelxmponance of est'abliéhing a
good relsponsive base. Personalizing responses, because
they are hitting “closer to home,” need to.be made in a
7z~

Initiating Responses (\

Initiating responses aid the trainee to take action1. In -
many situations the trainee will recognize. what action
he/she needs to take. In othér situations, exactly what to do
will not always be clear. This is when you as the instructor
can provide guidance, direction, and suggestions, .

Your initiating resporises-may be specific or* genergl,
depending on the situation or problem. For example,

“I see what you want to do. Let’s look at some alternatives

that you might want to consider.” (Leads to mutual problem
solving.) :‘ ] c .
“You've identified. well the areas in which you want to
improve That's the most important step Now, how to get
there? Let’s see .. .”

“Td inprove your uveral] test average is guing to require a
more systemmatic appréach to study and preparation. I
suggest we work out a schedule that you and I both have,
and review it every few days to see how it's working.”

“I can see how you really want to improve your relations
with other workers. There are some specific suggestions in
this pamphlet that would be helpful to you. Put one of them
into pracuee each week and let’s see if things don’t improve
for you.”

"In order to deal with this problem effecuvely, I think -

-
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youre going to have to have someone more expenenced

than you or 1. If yeu don't know of a good counselor to go
. 10, 1 can check with the personnel office and get some

suggestions for you.” ' -

“™well, youknow what you rieedto 4o’ What altérnatives do- ——

you think you have to get it done?” (Forces trainee to think
of various alternatives If he/she doesn’t seem to have any,
then you'll need to suggest some. This may well stimulate
his/her thinking).

By presenting your initiaung responses in this way, you
a1ll lead the trainee in the direction of reaching their goal

Onece the 1dea of what to do—call it the general overall
strategy —has been 1dentified and agreed upon, the next
step imvolves the development of an implementation plan
Thus plan of attion spells out*in more detail the specific
steps that need to be taken to carry out the general strategy

e content of a plan of action should include the follow

”

Identifies the persons involved
States what is to be d

Specifies actions l((?;y;rformed '
Specifies wherewctions will takeplace
Specifies how the astjon is to'be performed

Based on reasonable approach toward goal
Means for evaluation

Nownew

Examine the plan of action that was agreed upon and
followed in the example with the trainee who questioned
the' relevance of labor union history and apprenticeship
laws. In that situaton, you will recall that the plan of action
involved the trainee meeting with a local labor union
president. That plan of action satisfied the various content
areas of a typical plan of acuion as follows:

1. Idenufies the persons involved instructor, trainee
and the local union president, Pete Potillo

2 States what is to be done. the general strategy is “for
the trainee to visit a local labor union leader and
discuss union history and laws.

3. Specifies actions to be performed. (a) imstructor-to
schedule meeting between trainee and Pete Patillo,

(b) tramnee and Potillo to hold meeting and have -

discussion on history and law; and (c) trainee to

report back to instructor on the outcome of the

meeting. .

4. Specifies how the actions are*to be performed: (a)
telephone call to arrange meeting; (b) 'in-person
conference to discuss history and laws; (c) in-person
conversation to review outcome.

5. Based on reasonable approach toward goal: appears

to be reasonable. A key in this strategy is Potillo's

ablhty to aruculate the importance of having.knowl
edge about labor union history and laws.

.

s
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6. Means for evaluation. verbal feedback from trainee
to instructor on the outcome of the meeting.

Plans of action can be eilher formal or informal. An

* An
informal plan of action isdikely to be a verbal agreemenl or
understanding, but one in whiich all of the seven content
elements described above are explicitly or implicitly under-
stood. Your role as the instructor in this process isto keep a
mental note, at least, as to whether or not each of these
seven elements have been provided. A good wayto do this
1s to summarize verbally what you understand to be the
plan of acuon with the trainee. As you summarize, check to
see that all elements have been addressed. If they have not,
then raise a question with the trainee about it. For example,
“Okay, this sounds like a good plan, but tell me, how will
we know whether or not it works?" If the plan is written,
then check it over for each of the seven elements. Generally,
the’ majority of action plans will be non-formal and strictly
verbal. . = )

In summary, initiating skills can be performed by follow-
ing these steps:

1. The goal to be achieved is included in lhe personal-
izing response—wltere the traifee -wants to be.
Clarify or restate this if necessary to make sure it is
clearly understood.

2. ‘Determine a general strategy. At this point, your
direction and guidance may be essential. Fairly spe-
cific or very general reSponses may be used to ident-
ify alternativgs. Give th¥'trainee an opportunity to
present his/her Qwn suggestions. There should be
mutual agneement on the strategy.

3. Pevelop or formulate a plan of action. This may be
verbal or written, informal or formal and will depend

on the nature and extent of the goal being addressed.
4. Evaluate the plan of action to see if it satisfies the
seven essential content elements. If it does not meet
these criteria, then revise accordingly. This evalua-
tion process can be very informal such as a brief
verbal summary, or more formal if written out.

5, Summarize the plan of action verbally or in writing

to insure clear understanding. '

Implement the plan of action. -

7. Evaluate whel\her or not the plan worked. -

o

- !

Examples

The eéxamples presented in this section continue those
presented at the end of €hapter 3.

* Contngency contracting is described in more detail in Module
#8, Comrollmg and Managing Related Subjects Instructional Senings.
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From Bill Rubbins’ ubservanun of Eddie Alvarez's test
performance, he surmised that Eddie had severe test
anxiety. It kept him frum demonstrating his real knowl
edge when taking 2 written tgst. After scoring the class’
tests and giving them back to the students for review,
Robbins waited a couple of days and then called Eddie

1nto his office to discuss the situation. He presented Eddie ,

with the problem as he saw it. He said that he believed that
un une hand Eddie was sharp, performed well in class, and
knew the material, un the uther hand, here was a written
test on which Eddie had done puorly. It did not reflect
Eddie’s abihty By presenting the situation with concem
and real interest, Robbins established an environment for
communicaton  Eddie responded. He explained to Mr.
Rubbins that throughout his school career, especially in
junior and senior high school, he had had difficulty in
taking tests He agreed with Mr Robbins and felt that he
understood the matenal and was leaming in the class. He
stated that his difficulny stemmed from “mental blocks”
which caused him to gét up-tight, lose memory, and have
doubts about his answers He became tentative and almost
afraid to put an answer down for fear that it was wrong. He
related how he had tned vanous ways of preparing for
tests, from no study to gxhaustive and extensive review.
Nothing seemed to work. He told Mr. Robbins that one
teacher he had in high school, 2 sodial studies teacher, had
let him take his tests orally. Using this approach, he was
able to du better, but this was with wrnitten, essay type
exams, not math problems Eddie really wanted to be able
tu take tests arfd demonstrate his knowledge but he had
never been successful 1in overcoming his test anxiety. Mr
Rubbins wanted tu see Eddie overcome his test anxiety
100, but realized thts would require a counselor, psycholo-
gist ur sume other, mure qualified professional. In the
meanume, he wanted to have a better way of evaluating
Eddie’s work They worked out the following plan. Eddie
countacted the personnel officer at the company where he
worked and made arrangements to see a psychologist and
receive counseling and tramming to overcome the test
anxiety problem. For testing in the math class, it was
agreed that Edghe would conunue to take regularly sche
duled -exams.” This gave him real life test situations in
which to apply thesnew skills he was leaming in psycho-
logical counseling. Also, it did not single him out from the
rest of the class. Mr. Robbins also provided Eddie with
altemate tests which Eddie took individually (a less stress
ful situauon) and used these results to evaluate Eddie’s
work.

...‘._...
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Below 1s the dialugue that touk place 1n Marshall Poe’s
car between him and Terry Phillips, the apprentice trainee

s

whose license had been revoked for drunken, careless and
reckless dﬁvmg Editonal comments have been intenected
tu point vut specific types of respunses and effects

Dialoguer Marshall Poe (MP) and Terry Phillips (TP)

1. MP. "Well, you were going to tell me about 1t.”

(door opener)

“They really stuck me good. My license 1s re-

voked for 6 months. One guy told me that was

real stiff cpnsidering it was a first offense.”

3. MP. "You feel sore because they treated you pretty
rough.”

TP. "Yeah, for my firsi ume. There was a fine 100,
but the big thing 1s going to be no driver’s
license.” '

5 MP "You feel vpset mainly because they pulled

your license.” '

“That's for sure. Without 1t, I can't do nothing.

I'll be screwed-up bad.”

7 MP. "You feel rapped because of the limits this

will put on your moving around.”

“Not only that, I don't know what I'm going to

do about work. I mean I've got to keep my job

and all. I could just kill that judge.” .

9. MP. '"You're really angry because now your job
may be in jeopardy. (The feeling of anger is
reflected, not the stated target. At this point,
who do you think Terry is really angry at?)

10. 7P. 'Ilf the judge had only fined me, not removed
my driving privilege. . .well, that would be
okay, I could handle that. But the license is

.+ gone, well that's another deal entirely.”

11. MP “Youfeel liKe you were ptimighed too much—

that you got more than you deserved.”

“Yeah. Well. . .I mean. .I know other guys who

have been arrested for drunk driving before

who only got fined. That was it.”

13. MP. “You're irked because you got treated dif

_ feremly.” )

“I think the judge wanted to make an example
of me, you know, since it was my first.time.
Shake me up real good. He said, ‘I don't want
to see you in here again, son’ with this real
serious voice.”

15. MP. "So you got singled out and you feel that was
unfair because he just wanted to make it hurt.”

16. TP: “Well, I guess what he wanted to do was make

. me realize what a jerk I was. But what he
endeéd up doing will probably make me have
to quit my job.” )

17. MP. "Idon't understand that..why this means you'll
lose your job?” (Door opener, slight probe.)

2. TP.

e

12. TP,




18. TP:

S

19. MP.

3

20. TP:

21. MP.-
22, TP:

23. MP.

24. TP.

25. MP:

26, TP:
27. MP:

28. TP:

29. MP:

30. 7P:
31. MP:
32. TP:

33. MP:

. TP:

~~

“Look at it, my car is how I get to 'work. You
know it's twenty miles on the other side of the
city. Without the car, I can't get to work.”

“You're troubled now because you know that,
practically speaking, loss of car mearss loss of

. job.” (Personalizing meaning.)

“Yeah, I'm afraid so. I don’t know what I'm
going to do.”

“You're afraid now that you'll lose your job
because of no transpontation and you can't fi-
gure anything to work it out.” (Personalizing
problem)

“No, I sure can’t but you know what burns me
up? None of my friends are willing to help me
out. They say I live too far out of the way.”

.(Note shift 1n focus.)

“You're upset because nobody will help you
out”

“Yeah, 1t's disgusting. Not Russ, or Billy, or
Frank, or even Juan who I thought was my
best fiend will help out. What friends they

-are!”

"You're disgusted because people you thought
would help you out aren’t going to.”

“No, indedd, 1t doesn't look as if any of them
are going to. I'm really confused. I'don't guess
I have any friends.”

“You're uncertain about who your friends are
because they've let you down in this situation
and don't seem to care.”

"With this group of, guys especially. We've
done a lot of stuff together since I started
workmg with them You -know, a lot of fun
times.”

“You're particularly disappointed with your
friends because you thought they would help
you now and it has turned out that they just
don't seem to be interested at all.” (Personaliz-
ing problem) Y
“No, they don't, and what a fix I'm in.”
Remains silent. (Allow time for Eddie to ex-
plore this feeling and meaning.)

“I think Juan's a good friend. The best of them
all, probgbly. He did ask what I'm going to do.
I told him I didn’t know.”

S0 Juan 1s at least interested 1n what happens

to you. Thatymakes you feel somewhat better,
huh?”
“Yeah, kind of. But yau know the other guys
should care t0o. Before all this happened, I
would have been concerned about them if
they had lost their license. Not now though,
noway!” - . -

{
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35,

36.

37.

39.
40.

41.

12.
43,
44,

45,
46.

47,

MP.

7P,

MP:

TP.

MP.

TP

MP.

TP,

MP.

TP:

MP.

TP:

TP:

. dnnking and. . .
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“You feel revengeful, huh, like yotx'd like to
get back at them because they've kind of for-
gotten about you.” (Feelings are anger, but
more deeply it's disappointment.)

“Now that I know what they are really like,
who cares? They weren't friends in.the first
place.?”

“You feel m1xed up about them because of
the way they’re treating you now compared to
how they were in the beginning.”

“Yeah, maybe so. Who knows? I certajnly don't.
What a mess. No friends, no car, and seon, no
iob.”

“You feel flustered about the whole situation
because it doesn’t seem to fit together like
you want it to.” ’

“No, not at all. (Skaking head, agreeing) You
know the crazy thing about it is that I probably
wouldn’t have even been drinking if I hadn't
been with them. That’s ironic.”

Remains silent. (Allows for exploration and
reflection.)

“It irritates me to no end when I think of what
I've let myself get into.

“You feel a little angry at yourself because of-
whats happened.”

“Yes, I suppose I do. I mean, . . .uh. . like I
could have used beuer judgement. . .about
about who I pick for my
friends.”

SYou feel annoyed at yourself because you

acted unwisely and you could have been more
careful.”

“Blore than just annoyed, I'm embarrassed that
I was such a fool about all this. I've just acted

\ foolishly.”

“You feel upset with yourself because you
made some poos decisions and judgements
and you wish you would have beeh more. ..
careful.” (Personalizing problem.) '

48. MP. “There's no doubt about that. I've learned

some things, that’s for sure.”

G-

At this point, the conversation between Marshall Poe
and Terry Phillips shified back to the more immediate
problem Terry had with transportation and potential loss
of job. He and Mr. Poe discussed several possxbxlmes but
the one Terry thought best to do was to talk to his super-
visor, explam the situation and see if he could be changed
to another job site' that would be close to where he lived

. .or on a bus'route. Marshall concurred and supported him

in this strategy. He said he would check with Terry in a
week to see how his discussion with his supervisor went.
¢
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2. Personalizing responses help develop feelings of

In this dnalogue'ybu can see that Terry was dealing with

/ several problems and different sets of feelings all at the ownership and responsibility among the trainees.
same time. The expressions and responses from 2 through
21 relate to the surface level feelings of the immediate "True — or False _
problem related to loss of his driving license. There is a '
shift here m.the dialogue to the deeper feelings of dis- 3. Indicate by a check (/) which of the following are
appomntment with his friend and also with himself. This key aspects of personalizing responses
problem and its assﬁialed feelings and meanings are “

explored in the expressions and responses from 22 through meaning ‘. ‘4
48.-Once these were dealt with, then Terry was able to shift
back to solving his transportation prgblem. The responsive
and personalizing responses of Marshall Poe helped Terry — physically auending
explore these feelings and develop a better understanding

_ of their meaning. Marshall also used door openers and

4
——— observing

—o problem

1 sience to encourage Terry to explore his feelings and — listening
*  reflect on some of the things he was saying. Terry’s prob- . .-
h . ) — feeling \
lems are by no means totally resolved at this point. He still .
has the transportation problem to work out, but his rela- —— environment

tionship with his friends has become more clear to him

and he understands a lot more about his responsibility for

his behavior. The anger and disappointmenghe was feeling

were really directed toward himself. At this point, he has a

better understanding of, why he was having those feelings )

and hgw they were affecting his'behavior. 5. Initiating skills and responses help the trainee do
/ the following:

—0 goal

© 4. Give the general format suggested for personalizing
responses.

.Additional Information a. define the goal

K ’ i * b. identify a general strate and lan of action for
Personalizing and initiating skills are discussed in more ’ 8 8y p
reaching the goal

detail, with examples and response practice exercises in .
c¢. implement and evaluate the plan

the book, The Skills of Teaching: Interpersonal Skills by d. all of the above

Robernt R. Carkhuff, David H. Berenson, and Richard M. ’

Prerce. This book has served as the general model for the 6. Will an initiating response from the instructor be
modudle. The manual by Stanley A Fagen and Leonard J. accepted by the trainee without a receptive base
Guedalia, Indiwrdual and Group Counseling, contains a and personalizing? Indicate yes or no and explain
comprehensive illustration of the stages and processes 3 . ’
involved in problem-solving. K , *

RR. Carkhuff, D.H. Berenson, and RM. Pierce. The Skills of . ,
Teaching: Interpersonal Skills. Amherst, MA: Human Resource
Development Press, 1977.

S.A Fagen, and LJ. Guedalia. Individual and Group Counseling.
Washington, DC: Psychoéducational Resources, Inc., 1977. ' .

o~

' Self-Test Exercises 7. What two key things can you do to develop/im- ’
Answer the following questions in the space’ provided. prove/maintain your personalizing and initiating
Check your answers with those provided in the appendix in skills. » ’
the back of the bookler, L ¢ -

1. Establishing the responsive base for effective com: !
~munication involves initiating and responding skills.

" True —— Cﬂ False —

rs
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10.

O
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Aruitoxt provided by Eic:

Personalizing and Initiating Skills 27
How can you tell-if the trdinee has personahzed ) '
- -understanding of his/her problem? What are some i -
indicators you would look for? : \
’ ~<
I )
- »
. Give an example of a “rather general” initiating
response, one that would lead to identification of -
several alternative general strategi®s and mutual
problem-solving between instructor and trainee.
~

What are the seven steps suggested for usmg initiat- y . »
ing skills in problem solvmg . _ '
1 .

- “ , "
2, % - .
3" e

{ ' -

4' . ‘ t
5. - =
6. ? | ‘ .

< 3 .
7. A ”

S
. ’

”
-

tw.a




Answers To Self Test Exercises

2. Skill: Identify Aspects of Good Interpersonal
Communication

-t
<O \O

o§.\l.own.as»-—

interpersonal. . .communication

. colinseling

trainee

you
attending
exploration
act
listening
responsiveness. . initiative

3

. lectures

3. Skill. Develop Attending and Responding Skills

RN NV R T N

. Physically artending, observing and listéning

True .
Correct answer is ) all of the above
c) explore feelings and experiences

. Youfeel __feelings pecyyse (content)
. d) respect and empathy are there!

“I see,” “Oh!” “Please, I'd like to hear more.”
Awareness and practice.

4. Skill: Develop Personalizing and Initiating Skills

1.

W

B o

False. This is done by using artending and respond-
{ng skills. The responsive base is developed by using
responses which are high on responsiveness and
low on initiative

True

Meaning, problem, feeling and goal.

The general format for personalizing responses:

You feel _

because you (cannot)

and you want to N

(d) all of the above
No. If an initiating response is used too early irf'the
communication process, it is likely to be rejected

’ 5. Appendix -

~

10.

< .

and interpreted by the trainee as “directing, ordering, ,
or commanding.”

Awareness and practice.

Observe the reaction of the trainee 1o your responses.
Listen and observe to see if the trainee’s next expres-
sion reflécts:
— ership of the problem -
—Their role in the situation
—Sense of responsibility—they have to do some-
thing
—Opepnness to suggestions or ideas
“1 see what you want to do. Let’s look at some
alternatives that you might want to consider.”
OR
“Well, you know what you need to do. What alterna-
tives do you think you have to get it done?”
The suggested seven steps in using initiating skills in
problem-solving with the trainee are:
1. Clarify or restate the goal.”
2. Determine a general strategy. .,
3. Develop or formulate a plan of action.
4. Check plan of action to see that it contains the
seven essential content-elements.
5. Summarize the plan of action verbally or in writ-
ing to insure clear understanding.
6. Implement the plan of action.
7. Evaluate whether or not the plan worked.
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Posttest .

Directions. Read the julluwyfg Juestions and unite your answers in the spaces provided. Check your answers with the
- correct answers that fullow the questions. If you answer at least 70 percent of the questions corvectly, then you bave
successfully completed Module #10, the last module in this instyctor series. Ij you get less’than 7 0 percent correct, repeat
those sectionts of this module with which you bad greater difficulty.
2
I There are four key aspects to effectn e communication skills. They include atending, responding, personalizing and
initiating. Match the statements on the right to each of these four key aspects.

a. Attending 1. Facilities the trainee’s exploration of their feeh'ngs, atitudesand
) values. -
b Responding 2. Facilities the trainee’s ability to act, to lay out a program of action
- that will help reach a desired goal. ’

< Personalizing 3. °‘An essential pre-condition to instructing and helping. Involves

, observing, listening and being aware of your physical stance’and

, posture as well as the surrounding physical environment. *

d Inttiaung 4. Makes the trainees feel responsibility for their behavior or

accountable for their part in a situation. Responses often
incorporate the personal pronoun, “you.”

2. In the statement on wounseling given below, fill in the missing blanks selecting from the word list to make the
' statement read correctly.

. WORD LIST: interp@®sonal trainee”  counseling  communication

The counseling role of the related subjects instructor requires that the instructor establish and maintain effective

(a) .

relauonships with the apprentice trainees and utilize good interpersonal (b)

Broadly defined, (¢) is a reciprocal communication process based on a dynamic relation-

. ship between two persons. . . :
The counseling process 1s impurtant because it facilitates increased self awareness, self acceptance, and self-control ,
on the part of the (d) : .

-

"

3. The most important thing about attending skills is their effect on the motivation level of the trainees. The instructor’s

use of appropriate and effective attending skills can improve and increase trainee’s motivation.
True or  False . '

4 What are the three types of attending skills which you should know and use?

a.
b- . A ]
c. .

Being aware of your physical stance and pusture when talking with a trainee or group of trainees isan example of which

atwtending skill? . . . ‘

d. -
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Being able t understand the cuntent and feeling expressed by a trainee 15 the purpose of which atending skall?

€. d -

Voung the trainee’s physical appearance, behanur pusture, eye contact and so on 1s an example of which of the three 1
important attending skills? N ) .

- £ “
The purpose of good responding skills is to tell trainees what they can or should do.

.

Al

True or False

6 Give the general format of a response statement that reflects the feeling and Lontent or meaning of a tramees
express:on

~ In contrast to &ffective respunding skills, typical ways of responding which are generall? not effective 1n helping a
trainee explore his, her feelings and experience have been referredto asthe * dxrty dozen.” Give two examples of these
types of responses.

a

.
8 Insume situations it may be difficult to identify the trainee’s feelings. “Door openers” are useful 1n such situations
because they cummunicate your interest in listening to the trainee and encourage further communication. Give two

examples of “door openers N 4

a . : —_—

+

9. Indicate two thiﬁgs which you can do to develop your skills in pﬁysically attending to your trainees. .
‘ e )

a
b. : , : . _
10. Indicate two things which you can do t6 develop ydur respohding skills: - '

a
b.

11 Personalizing increases the trainee’s feelings of uwnership and responsibility about a problem or situation, while
intiating gives the.trainee direction about setting a goal and how to reach it.

.

True or False

12 The persunalizing respunse exphutly includes the persunal pronoun “you,” and indicates a general direction or goal
. that suggests what the trainee would hke tu auumphah ur auhe Give the general respunse format for personalizing
responses. ¢,

ERIC © - - v

Aruitoxt provided by Eic:
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Appendix 31

13. Inmtiaung responsegand the trainee 1n determining a general direction or goal and establishing a plan of action onhow
to accomplish it. The plan of action should address seven specific areas. Identify five of these seven

a.
-

b.

C. * -
d’ '
€.

2
4 o d

e
]

.
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- Answers to Posttest .

a (3 -
b (1 : - A
c (4 S :
d___@ o 4

2. a. interpersOnal '
b. cbmmmimtion
c. counseling

d. trainee

3. ’I:rue ’

4. a. physically atténding ’ d. physically attending
b. observing e. listening

. ¢. listening . *  f- observing
5. False

6. The general format for a responsive statement is: Lo
(feeling) because (content or meaning)

- ~

You feel

The “dinty dozen" include:
1. Ordering, Directing, Commanding
2. Warning, Admonishing, Threatening - }
3. Exhorting, Moralizing, Preaching ' ' i
4. Advising, Giving Suggestions, or Solutions o
5. Lecturing, Giving Logical Arguments . .
6. Judging, Critizing, Disagreeing, Blaming )
7. Praising, Agreeing
8. Interpreting, Analyzing, Diagnosing
9. Reassuring, Sympathizing, Consoling, Supporting (
10. Probing, Questioning, Interrogating '
11. Name-calling, Ridiculing, Shaming . . £ J
~ 12. Withdrawing, Distracting, Humoring, Diverting

Check tosee if your two examples match any two of the twelve listed above. See Chap;ér 3 ofthe module for examples
of each of these types of responses. ’ .

8. Examples of “door openers” include the following:

.

“I see”

“Oh!” ' e .
*“Tell me about it.”
“This seems important to you.” . : ‘ )

:

2,
3

Check to see if your two examples are similar to these.
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9. Four things that you can do to develop your skills in physically interacting include: £ oaE
a. Face squarely the individual trainee or class with whom you are interacting. o
iy
b. Maintain eye contact. - ’ f
c. Minimize distance between you and trainee; remove object that creates a barrier. . — e s |

d. Make the physical setting comfortable and attractive.
10. Five things that you can do to develop your responding skills include:
r

a. Identify the content and feeling (i.e., use good listening skills).

b. Formulate a response statement.

Vi,

¢ Communicate your response using the suggested format (You feel . .. because . . D
d. Avoid using the “dirty dozen" responses.

e Use “door openers” when not sure what your response should be.

N R B o T vl

11. True.

12. The general response format for personalizihg responses is: .
’ (feeling)

You feel/are feeling
(deﬁéit or problem)

because you
(direction, goal, change)

and

13 The contents of a plan of action should:

a. Identify the persons involved.

b. State what is to be done. - ’ L
- ¢. Specify actions to be performed.

d. Specify where actions will take place. -

e. Specify how the action is to be performed. :

f. Be based on a reasonable approach toward the goal.

g Include means for evaluation. ' .

Y

P

e
~d




