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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
Project an overhead transparency of the “What is Communication” handout. Say, “In order to perform the Customer Service Representative Position, the employee must be able to communicate effectively. What is communication? When you think of communicating at work, what comes to mind?” What are the thinking steps that you would want the new worker to use as she began to identify and follow the directions given on this sheet? What is the first thing she should do? The second and so on?”
Record all responses on a flip chart and save for later use.
Coach students during a brainstorming activity, but do not offer solutions.
Bridge

Acknowledge the good solutions offered; question students further to generate additional responses.

Ask, “Do you believe that these are the only thinking steps that should be used?” “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 return to this problem and 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 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.
NOTE: If your chosen lesson(s) indicates a different set of thinking than these listed here, substitute those that were presented in the lesson(s). 

Thinking Steps for Competency C1.
1. Use correct grammar.

2. Use standard business English.

3. Enlarge your vocabulary.

4. Use correct pronunciation and clear enunciation.

5. Be conscience of your body language.
Hook 1b

Get out the sheet of paper where you recorded learner responses in Hook 1a.
Say, “Do you remember when I asked you to tell me the thinking steps a new worker must use when learning how to communicate? 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 recommendations.
Example: The lessons we are going to do will explain the importance of good speaking skills on the job, and ways you can improve these skills. Discuss handouts.
Say, “Now I am going to model for you the use of the thinking steps we learned as we go through the first handout. Think about what skills are needed to be a good communicator. 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 a new worker would use the thinking steps we learned when communicating, are there any questions before you work two more problems?” Address all concerns before moving ahead. 
Hand out a copy of the document (or problem) you have chosen for this exercise to each student.
Say, “Here is the handout, Communicating Clearly, 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. 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 learn to communicate clearly. 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. 
Distribute the handout, “Solving Communication Problems”, 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. 

Assessment for Competency C1:

The students will be asked to list and provide reasons for the five communication skills discussed.
Resource Listing for Competency C1:

The Four Major Communication Skills at Work
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What is Communication?
COMMUNICATION IS A PROCESS BY WHICH PEOPLE EXCHANGE INFORMATION.

[image: image3.wmf][image: image4.wmf]It is a two-way process because it involves both the sending and the receiving of a message. What are the two most common ways you send a message? By speaking and writing. How do you receive a message? By listening and reading. The model at the right illustrates the communication process.

[image: image5.wmf][image: image6.wmf]Sending and receiving messages may seem like a simple process. Why, then, are there so many mix-ups and misunderstandings? Communication can be complex and difficult. You can improve your skills by becoming more aware of the situations in which you need to communicate well. 

When do you need to speak, listen, read, or write carefully? Do you frequently make phone calls? Do you listen to your friends’ problems? Do you write letters to friends or relatives? You can learn about your communication needs by observing yourself.



(Practice

For one day, record your communication activities in the chart below. Use the back of this sheet if you need more writing space.

Date: ______________________________

	Communication Activity
	Description of Situation

	Speaking

Example: Told friend about movie I liked
	

	Listening

Example: Listened to speaker at meeting
	

	Writing

Example: Wrote memo to co-worker
	

	Reading

Example: Read work schedule for next week
	


Sending the Message
How do you tell jokes or stories? What speaking techniques do you use to hold the listener’s attention? After you’ve described an experience, has the listener every asked you, “So what’s the point?” All the speaking skills you use in your personal conversations can also apply at work.

As you learned earlier, both the speaker and the listener are responsible for making sure a message is understood. The speaker’s role in the communication process is sending the message to the listener. The diagram below further details these two roles.

The circle on the left lists a series of steps the speaker should follow. For your casual conversations, you may not need to plan your spoken message carefully. At work, however, you will be judged by your ability to communicate effectively, so a more structured approach to speaking situations will be helpful. The steps for sending clear messages are explained in more detail on the next page. 
The Communication Exchange






Name ________________________________________ Date______________
Communicating Clearly

· Read each of the cartoons. Which of them is an example of good communication? Which of them is an example of poor communication?

         Cartoon A                                                                    Cartoon B

Did you notice that Cartoon A is an example of successful communication? Why? The store clerk (receiver) understands the customer’s (sender’s) message. How did the store clerk take responsibility for receiving the message? She listened carefully. Then she restated the customer’s information in his own words as she wrote it down.

Did you notice that communication did not occur in Cartoon B?
· What message did the customer not receive? Why?

__________________________________________________________________________________________________________________________________________________
· Practice
Think about a recent mix-up or misunderstanding you had with someone. Then answer the questions below.
1. Who was the main speaker (sender)?___________________________________________
2. Who was the main listener (receiver)?__________________________________________
3. What was the misunderstanding?_____________________________________________
4. Why wasn’t the communication clear?_________________________________________

Group Names ___________________________________________________

Date ___________________



The Four Major

Communication Skills

at Work
solving COMMUNICATION problems
Janine, the receptionist at Hollis Realty Company was having some problems with the mail. She decided to talk with her boss, Maria, the office manager. Janine knocked on Maria’s open door. “Maria, could I talk with you about a couple of problems I’ve been having with the mail? I think we need to change some of our procedures.”

“Sure, Janine, come on in and have a seat.” Maria frowned and looked down at her desk. “Problems seem to be the order of the day. I’ve got a few I’d like to trade with you. Would you believe Lois came in to tell me that she’s leaving for another job? She’s our most experienced assistant. I can’t imagine how I’m going to replace her. I’m telling you, this place is falling apart.”

As Maria finished speaking, she reached over and picked up some forms that needed her signature. She began to sign them and then glanced up at Janine. “Okay, so what’s YOUR problem? Let me have it.”

Janine began to speak hesitantly. “Now that the staff has grown, the amount of mail has increased quite a bit. It takes longer to open and distribute it. People are complaining that they don’t get their mail as early in the day as they used to.”

“Complaints, Complaints,” Maria chuckled. “We certainly have enough of those around here. Don’t worry. I’ll tell the staff at the next meeting that they have enough to do without worrying about how early they get their mail.” Maria then picked up the phone.

Janine looked worried. “Oh, that’s not what I meant. I have an idea to speed up the process.”

“Great, Janine. I’d love to hear about it, but I told Ms. Jacobson that I’d meet with her this morning. Can we talk about this later?” Maria said, as she dialed the phone. “My door is always open.”



applying COMMUNICATION skills

Write your answers to the following questions.
1. What does Janine want Maria to do?

__________________________________________________________________________________________________________________________________________________________________________________________________________________
2. Why isn’t Maria doing what Janine wants?

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
3. What are some possible solutions to the problem?

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
4. Select the one solution that you think is best. Why did you suggest this solution?

__________________________________________________________________________________________________________________________________________________________________________________________________________________
5. Jot down your ideas on the importance of listening.

__________________________________________________________________________________________________________________________________________________________________________________________________________________
Name _____________________________________ Date ________________

Assessment for Competency C1

1.
List the five thinking steps discussed in this lesson.

a. ______________________________________________________________________

b. ______________________________________________________________________

c. ______________________________________________________________________

d. ______________________________________________________________________

e. ______________________________________________________________________

2.
Give an example of where each step would be used in the workplace.

a. ____________________________________________________________________________________________________________________________________________

b. ____________________________________________________________________________________________________________________________________________

c. ____________________________________________________________________________________________________________________________________________

d. ____________________________________________________________________________________________________________________________________________

e. ____________________________________________________________________________________________________________________________________________

3.
Compare/contrast the roles of speaker and listener.

	Speaker
	Listener

	
	





Speaker’s Role





Selects topic


Analyzes audience


Plans message


Sends message


Encourages listeners 


response











Mutual


Understanding








Listener’s Role





Listens actively


Receives message


Checks understanding











WAGE Competency C1:  Speaking clearly and using language easily understood by the listener.	
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Ways You Can Speak Clearly


Use correct grammar. Grammar is the correct usage of words and how they are placed in sentences.  Errors in your grammar, such as poor sentence structure, will prevent you from communicating well. You might find people focusing on your errors instead of your message.


While at work, use standard business English. Ungrammatical speech, slang, and other forms of informal or nonstandard English are a par of everyday life. Use it at home or in a social setting.  Standard business English is the speaking style and language used in the world of work. In order to be respected at work, employees should speak standard English. 


Enlarge your vocabulary. In the workplace, you will need to learn the vocabulary that is special to your job and filed of work. You can also work to expand your general vocabulary so that you feel comfortable communicating with people from all walks of life. Try working crosswords puzzles and other vocabulary activities.


Using vocabulary suited to the audience and situation. When talking to another check your vocabulary so that you use words that fit the situation and that your listener knows and understands. Do NOT “talk over a person’s head”; that is do not use technical jargon if your listener does not know what you are talking about. Do not discuss a procedure that your listener has no understanding of. 


Use correct pronunciation and clear enunciation. Pronunciation is saying words correctly; enunciation is saying words clearly. Speaking correctly and clearly is important in effective communication. The way you speak gives clues about you as a person. Every time you speak you can practice pronunciation and enunciation. If you are not sure about a word, look it up in the dictionary. Slow down when you speak; slowing down helps enunciation. 


Be conscious of your body language. Remember, your body language lets your listener know what you are really saying. Just as you watch the body language of others, they are also watching yours. Body language is a natural part of our speaking style and personality.


Keep one thing in mind; there are times when your body language says one thing and your words say another. To eliminate contradictions in messages, be careful of your body language and what it is saying. For example, if you say you have time to listen to a coworker but you are constantly looking at your watch, you are sending two different messages.








The Communication Process
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(Receiver)


Listener


Both speaker and listener must actively participate in the communication process. Each needs to make sure that the message is clearly conveyed and accurately received.
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