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“The employes survey suggests that
YOU NEED TO IMPROVE
YOUR LISTENING SKILLS.”





NOTE:  You will need to collect two additional documents that are similar in nature to the one provided in this lesson at Hook 1a. These should be collected from local employers that support your program. These two additional documents will be used in Hooks 2 and 3 and are not to be duplicates of the other two documents used in this lesson. DO NOT USE MATERIALS THAT ARE NOT RELEVANT TO THE WORKPLACE. 

Hook 1a
Have a student volunteer to role-play the following scenario with you. 
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After the role-playing, begin a discussion on getting all of the information necessary to complete a task, i.e. getting Mr. Jones to call you back. Say, “Anytime you are taking a message it is critical to get all of the pertinent information to complete your task. In the workplace you will be asked to convey a variety of messages and information. Knowing what information you need is important for the completion of the task. What do you think needs to be done to get all of the information needed to complete the task at hand?”

Record all responses on a flip chart and save for later use.

Coach students during a brainstorming activity but do not offer suggestions.

Bridge

Acknowledge the responses offered; question students further to generate additional responses. Ask, “Do you believe that these are the only thinking steps that should be used?” Pause. “Could there be more?”

Say, “Now we are going to go to our lessons and list the thinking steps we should know and use. When we have finished our work, we will compare your answers that I have recorded on the flip chart to the ones we have learned.”

Book

Select a lesson (or lessons) from the wage curriculum Matrix or other source that best supports your needs. Spend ample time in the chosen lessons until you believe that each learner has mastered the skill.  As you move through each lesson, be sure to emphasize the thinking steps that a learner must use to correctly apply this skill. Ensure that all thinking steps are properly sequenced during the learning and that each learner has had opportunities to practice each step in the application of the skill. Write the thinking steps identified by the lesson(s) in the sequential order they are to be used; you will use these again in Hooks 1b, 2, and 3.

Use, Omissions, for this lesson. 

Thinking Steps for Competency C23.  


NOTE: If your chosen lesson(s) indicates a different set of thinking than these listed here, substitute those that was presented in the lesson(s). 









1. Understand the task you are doing.

2. Determine the information that is needed for completion of the task.

3. Listen for details that are needed for completion of the task.

4. Listen for what is not said and any omissions. 

5. Ask questions to clarify information.

6. Utilize the information to complete the task. 

Hook 1b

Pass out handouts to students and prepare the sheet of paper where you recorded learner responses in Hook 1a to be posted.

Say, “We are going to evaluate your answers. You gave me the following answers.” Post the sheet with responses on the wall. “Now, let’s look at the thinking steps that the lessons recommended we use.” Compare their responses to the given      recommendations.

Example: Create a scenario in which the learner will engage in learning this skill. Emphasize the importance of this skill.

Say, “Now I am going to model for you the use of the thinking steps we learned as I follow the direction to complete this task. As I say the thinking step, you help me apply the skill at each step. Do you understand what we are going to do?” Address any concerns before moving ahead.

Call out each thinking step and get the learners to assist you as you perform the task at each step.

Hook 2

Say, “Now that I have modeled how you would use the thinking steps we learned when performing this task, are there any questions before you work two more exercises?” Address all concerns before moving ahead. 

Hand out a copy of Completing the Task that you have chosen for this exercise to each student.

Say, “Here is another job situation that is similar to the one I just used as a model. In this exercise, I want you to work alone and use the thinking steps you learned as you complete this task. When you have all finished, each of you will have a chance to model for the class the thinking steps we should use as we complete this task. I will ask you to model the steps for the class and tell us what we should do as we go through each step. Are there any questions about your task?” Address all concerns before moving ahead.

When all have finished, ask for a volunteer to model the application of thinking steps to the task. Pay attention to the proper sequence, the learner’s ability to model, and the actions that must take place at each step. Allow all who want to model the steps an opportunity to do so before moving ahead. Have the students turn in all work to you. Review the work and address any exceptions noted with the learner.


NOTE:  Mastery of this competency is determined by the students’ work on Hook 2. Review or rework is necessary when a student has not demonstrated mastery at Hook 2. Mastery is defined as the task being performed correctly with zero mistakes. A WAGE certificate should not be granted without mastery on all competencies listed in the student’s Individualized Program Plan. 






Hook 3

Compliment the class for all the good work done at Hook 2. Say, “For this last exercise, you will work in teams, like they do at the workplace.  In the workplace, workers know that people who are working together usually do the best work.  By working together, they are able to combine their skills, share in the work, and complete the job in the proper amount of time.

“Now, I want you to move into teams of at least three people and no more than five people. Your team will need a leader, so select a leader now.”  Make note of the leader in each team.  Try to see that all learners have an opportunity to serve as leader during the course of their study. 

Hand out the third activity, Completing the Task/Group Activity, selected for this exercise. Be sure to give only one copy to each team.  Say, “Team leaders, I want you to assign the thinking steps to each member of your team. If there are more steps than members, give each member more than one step. Try your best to make your distribution of thinking steps as fair as possible.” 

Say, “Working as a team, I want you to apply the thinking steps we learned to the task. Each of you will be doing a different step, so make sure to keep up with your work and your solutions. When all of your team members have completed their assignments, the team leader is to put all the work together into a completed task.  Team leaders, you will present your team’s model of this task to the other teams in this class. Are there any questions?” Address all concerns before moving ahead.

When all the teams are finished, call for a volunteer leader to model the application of thinking steps to this task.  Get the other teams to offer constructive criticism when appropriate. Strive to develop a level of competitiveness between teams.  This will increase the bonds between team members and make the learning more fun.  You might work up a recognition system for rewarding good work by each team.  Be careful that your students do not get in the same team with each lesson.


NOTE:  When it is impossible to use teams at Hook 3, usually due to an open-entry, open-exit class format, you will want to use peer tutors, paraprofessionals, or yourself as a supplement to the team.  When conducted correctly, the concepts of interdependence can be reinforced when there are only two people assigned to the task. 











Evaluation for C23:

85% on all worksheets

90% on Assessment for Competency C23
Resource Listing for C23:

Teacher generated materials:
Lil Williams
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“The employes survey suggests that
YOU NEED TO IMPROVE
YOUR LISTENING SKILLS.”




Omissions 

[image: image4.wmf]In the workplace it is necessary to listen effectively in order to do the job correctly. We are required to listen to gather all of the information necessary to complete a task or assignment. Gathering all the information entails listening for details that may have been omitted or reading between the lines. This is an analytical skill that will focus on evaluating completeness. For instance, if you are taking a telephone message, you are aware that the caller has to tell you his/her name and number. Listen for this important information. If the caller fails to mention any detail that is necessary, then it is your responsibility to ask for that information. Or if you are listening to instructions, focus on the speaker and ask questions if a crucial step is omitted. Questioning is absolutely necessary for clarity of the situation. At times it is necessary to read between the lines to get all that is needed.

Listening for what has not been said is as important as listening to what is being said. Getting all of the information necessary to complete a task is essential for the completion of that job. Paraphrase, if needed, to understand. And question, question, question!

The following flowchart recounts the steps necessary for listening for omissions of information:
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Name _________________________________ Date_____________________

Completing the Task

Jeff works in counter sales at Nickel Auto Parts. Dave is one of Jeff’s customers and has called in an order. Dave needs tune-up parts for a 1979 Ford. During the conversation he fails to tell Jeff the size of the motor and hangs up.  Without the size of the motor Jeff will not be able to complete the order. 

On the lines below list the steps Jeff should have used to ensure that he would be able to complete his job without the inconvenience of having to call Dave back.  Make sure the proper sequence of the steps is listed.

1. ________________________________________________________________________________________________________________________________

2. ________________________________________________________________________________________________________________________________

3. ________________________________________________________________________________________________________________________________

4. ________________________________________________________________________________________________________________________________

5. ________________________________________________________________________________________________________________________________

6. ________________________________________________________________________________________________________________________________

Why do you think this skill is important?

____________________________________________________________________________________________________________________________________________

Group Names ___________________________________________________

Date ______________________

Completing the Task/Group Activity
Jeff works in counter sales at Nickel Auto Parts. Dave is one of Jeff’s customers and has called in an order. Dave needs an exhaust system for a Chevrolet truck. During the conversation he fails to tell Jeff the size of the motor or the year of the truck and hangs up.  Without this important information Jeff will not be able to complete the order. 



On the lines below list the steps Jeff should have used to ensure that he would be able to complete his job without the inconvenience of having to call Dave back.  Make sure the proper sequence of the steps is listed.

1. ________________________________________________________________________________________________________________________________

2. ________________________________________________________________________________________________________________________________

3. ________________________________________________________________________________________________________________________________

4. ________________________________________________________________________________________________________________________________

5. ________________________________________________________________________________________________________________________________

6. ________________________________________________________________________________________________________________________________

Why do you think this skill is important? ______________________________________

______________________________________________________________________

Name ______________________________________ Date _______________

Assessment for Competency C23


Think of a situation at your work where you would need to listen for the omission of information. Re-create that situation on the lines below and explain why this skill is necessary. In your narrative be sure to list the thinking steps that you have learned.

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

WAGE Competency C23:  Listening for omissions of information.  
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Understand the task you are doing.





Determine information that is needed for completion of the task.





Listen for the details that are needed for completion of task.





Listen for what is not said and any omissions.





Utilize the information to complete task.





� EMBED PBrush  ���





You are calling to talk to Mr. Jones with ABC Training. He is not in and you leave a message with his secretary, Ms. Folet, to have Mr. Jones return your call.  Omit a crucial piece of information in order to illustrate the skill needed in this competency.





Ask questions to clarify any information.
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