WAGE Competency Curriculum Guide





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 a transparency of Computer Parts or pass out copies of the transparency. Say, “Let’s look at the picture of the computer. We see the various parts have been labeled. These terms are technical terms, which can be classified as jargon. Knowing these terms is crucial to understanding what a computer is all about. An employee using a computer has to be familiar with the terms and in what context to use them in order to do their job.   In working with these task-related words, what is the first thing that should be done to know when and how to use them? 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 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 Relating to the Task to teach Competency C11. 

Thinking Steps for Competency C11.  


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. Assess your audience. 
2. Determine which vocabulary you need to use: casual, formal or jargon.
3. Know the vocabulary associated with your job task.
4. Use the words in proper context.
Hook 1b

Pass out Relating to the Task 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 to model the relevance of task-related words in proper context and the reason for learning this communication skill.

Pass out the handout, Access a Computer File.  Say, “Now I am going to model for you the use of the thinking steps we learned as I follow the direction to complete Access a Computer File. 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 activities?” Address all concerns before moving ahead. 

Hand out a copy of Following Instructions to Complete a Task that you have chosen for this exercise.

Say, “Here is another exercise 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 work with task-related words. 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 work with task-related words. 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 with a partner, 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, select a partner and move into your work area.”

Hand out the third exercise, Let’s Work Together, selected for this exercise. Say, “Remember to apply the thinking steps as you complete this assignment. When you have finished your assignment, you will have the opportunity to model the thinking steps for the class. Are there any questions?” Address all concerns before moving ahead.

When all partners are finished, call for a volunteer to model the application of thinking steps to this task.  


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 C11:

85% on all worksheets.

Resource Listing for C11:

Diamond, Harriet. 1997.  Workforce: Building Success, Communication. Austin: Steck-Vaughn.

Harrington, Karen. 1999. Workplace Essential Skills: Communication & Writing. Kentucky: Public Broadcasting Company.

Romanek, Elizabeth. 1991. Communication Skills That Work: A Functional Approach for Life and Work. Chicago: Contemporary Books.


Relating to the Task

Communication in the workplace can be difficult at best. Whether it is oral or written communication, one key to sending clear messages in a workplace situation is to select words that pertain to the task at hand. Task-related words are words that relate to the task that is being done. They can be business jargon or technical jargon. Jargon is language that is specific to a certain type of work or industry. For example, hospital employees use the word stat to mean right away. Stat is an example of hospital jargon.  Or, an accountant will use the word, debit, which is specific to the accounting field. Naturally, an employee should be familiar with any terms associated with the job he/she performs. Any unfamiliar terms should be researched to find out meaning and how it is applied.

When using task-related words make sure that they are used in the proper context.  If you are communicating with someone outside your business, then avoid business jargon. Instead of using the words please remit, use please send instead. Use technical jargon only when you are communicating with someone in your specialty. You would use task-related words when writing a report about the task you just completed. You would not use complicated technical words in communicating with a customer who would not know the meanings of the terms. 

In communicating orders or directions use task-related words to insure that the directions are followed out correctly. In the conversation below Jeff is training Pat to do a specific task on the computer. Read the conversation below.

“Pat,” says Jeff. “Let me show you haw to convert a computer file”.  Looking at the computer screen, Jeff says, “First, you need to open the conversion application. Just click up here. Next, you open the file you want to convert. To do that, click on ‘Open’. That’s it. Now, the computer is asking if you want to convert. Click on ‘Yes.’ Finally, do a ‘Save as’.” 

The bolded terms are task-related words and are fundamental for clear communication between Jeff and Pat. These words would not make much sense to someone who is not familiar with the computer world. When training new personnel it is essential to introduce the technical vocabulary that will be used to perform everyday tasks. 

Steps for using task-related words in the proper context:

· Assess your audience.

· Determine which vocabulary you need to use, casual, formal or jargon. 

· Know the vocabulary associated with your job task.                  

· Use the words in proper context.



ACCESS A COMPUTER FILE

Stacy is the new customer service representative for Thibault Appliances. This is the computer screen that she will use when she is communicating with the customers.  Marge is instructing Stacy on how to use the screen. 


· What would be Marge’s first step in her instructions to Stacy?
· Does Stacy need to know what the words and phrases mean? Why or why not?
· List ways that Stacy could find out the meaning of the words and how they relate to her task?
· Marge has told Stacy that the system will only allow her to access, or open, a computer file from the menu.  What do you think menu means in this context?


Suppose a customer has a problem. Use the list below and the option menu to decide which menu file to access to help solve the problem.

____ 1.
“I haven’t received my most recent bill. Can you check if it has been sent out?”

____ 2.  “I don’t have my account number with me, but my telephone number is 555-1134.”

____ 3.  “I’m having trouble using my new copier. Could you tell me how to change the ink?”

____ 4.  “I’m sorry, I’d rather not give you my social security number. Will my account number work?”

____ 5.  “I received some information about renewing my service plan. When does my original agreement end?”

____ 6.  “My name is Thompson, t-h-o-m-p-s-o-n, Jennifer A. Thompson.”

Name_________________________________ Date_________________

Following Instructions to Complete a Task

You have just received the new basic skill tutorial software at the Adult Ed center. To install it you will need to follow instructions. You’ll load the software on the networked machines.

When installing software, follow these steps:

1. Start one of the workstations.

2. Insert a floppy disk in the disk drive.

3. Type commands on the keyboard according to software installation directions.

4. Test the installation to make sure it’s correct. 

Before you begin to load the software, picture the task from beginning to end. 

· List task-related words.

____________________________________________________________________________________________________________________________________________________________________________________

· Find the meanings of unfamiliar words.

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________



Study the workstation below. Match the instructions to the location (A-D).

1.___  Be seated at the workstation.
3.___  Find the floppy disk.
2.____  Put the disk in the disk drive.
4.____  Type commands.

Name_________________________________ Date_________________

Let’s Work Together

This exercise will help you practice using task-related words. Working with a partner, each of you will take turns playing the roles of a trainer and a trainee. 


Trainer’s Role


Think of a task you perform at your job – such as operate a machine, data entry, etc. Teach the task to your partner, the trainee. Pay attention to task-related words. What is your trainee’s background knowledge? Fill out the Planning Form. 

Trainee’s Role

Your role is to learn how to perform a specific task. Apply these techniques for listening to the instructions:

1. Focus your attention.

2. Identify the task you are expected to perform.

3. Pull on your background knowledge.

4. Listen for task-related words.

5. Determine the meanings of any unfamiliar words.

6. Check your understanding.



Together, write a brief summary of your role-playing. Mention each of the steps for using task-related words in proper context.

· Assess your audience.

· Determine which vocabulary you need to use, casual, formal or jargon. 

· Know the vocabulary associated with your job task.                  

· Use the words in proper context.

WAGE Competency C11:  Using task-related words in the proper context.   
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Planning Form:


Giving Oral Instructions





Task: How to ____________________________





Task-related or unfamiliar words to explain:


________________________________________________________________________________________________________________________


Main steps in performing the task:


________________________________________________________________


________________________________________________________________


________________________________________________________________


________________________________________________________________


________________________________________________________________


Did you use task-related words?








