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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
Demonstrate various tones of your voice while conveying various messages to the class. Start a discussion on how various tones can make your listener feel intimidated or welcome. Say, “What are some steps that can be taken to ensure communication?”

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 Communicating With Your Voice, On the Job, Another Version of a Business Call, The Angry Caller. 

Thinking Steps for Competency C12.  


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. Think before your speak.
2. Match your tone to the situation.
3. Relax in order to gain control of your voice.
4. Speak in a positive tone of voice.

Hook 1b

Pass out handouts, Communicating With Your Voice and On the Job, 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 learn the skills for this competency and the need to know 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 the activity. 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 performing this task, are there any questions before you complete two more assignments?” Address all concerns before moving ahead. 

Hand out a copy of the document, Another Version of a Business Call that you have chosen for this exercise to each student.

Say, “Here is another assignment 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 assignment. When you have all finished, each of you will have a chance to model for the class the thinking steps we should use. 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.

Hand out the third document, The Angry Caller, 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 C12:

85% on all worksheets
Resource Listing for C12:

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

Harrington, Karen. Workplace Essential Skills: Communication and Writing. Public Broadcasting Service. 

Workforce: Building Success: Communication. Steck-Vaughn. Austin: 1997.

[image: image2.wmf]
[image: image3.wmf]Communicating With Your Voice

A

s we communicate daily it is important to learn to recognize vocal qualities that are most helpful to productive communication. Productive communication insures that we achieve understanding. Let’s look at vocal quality. 

The quality of the human voice varies in a number of ways. Though you may think otherwise, you have control over how your voice sounds. Have you ever been screaming mad but when the phone rings you are able to change your voice and answer calmly? You can change how your voice sounds; you are in control. You control your voice through pitch, volume, and tone. The pitch of your voice is its highness or lowness. Too high or too low can be irritating. Come to a happy medium. Volume should be used at an appropriate level for each situation.  
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The tone of your voice may the part that your audience remembers the most. Tone is the way your message sounds. When you say, “Can I help you?” is your tone courteous or impatient? Do you sound bored or truly concerned when you say, “I understand” to a customer? Even if you feel bored or impatient, you can alter the tone of your voice to send a more positive message. 

Using a Positive Tone of Voice

How you sound also affects how others perceive you. At work, speak calmly in the appropriate tone of voice that is comfortable for others. 

	Voice Quality
	Effect on Listener

	High and squeaky
	Irritating

	Emotionless; monotonous
	Boring

	Whiny
	Signals speaker is a complainer

	Extremely low or soft
	Difficult to hear

	Very slow
	Uninteresting

	Very fast
	Hard to understand

	Unclear speech
	Hard to understand

	Loud and harsh
	Causes fear and nervousness

	Calm and smooth
	Relaxing; calming

	Expressive
	Energetic; enthusiastic


Productive communicating begins with a quality tone of voice. For example, a jovial greeting followed by the deliverance of bad news would be inappropriate. Relax in order to gain control of your voice to convey your message effectively. Think before your speak. Match your tone to the situation. Whether you are delivering good news or bad consider how the information will affect your audience and deliver the message accordingly.  Maintain a conversational, pleasant tone of voice; even in a hectic environment or even if your audience is hostile or unpleasant. Don’t speak in a way that indicates you are bored, upset, or impatient. Productive communication is by nature cordial, respectful, and professional. 

Name__________________________________ Date________________

On the Job------------------------------------------

Business calls at home and business calls at work have one thing in common – the language you use will be more formal and polite than the language you use for personal calls. One important point: since the caller can’t see you, you have to use your voice to show interest in the caller and to convey information. 

How do you sound when you are talking on the phone? Take a moment to evaluate your speech habits. 

· Does your tone of voice express a courteous, helpful attitude?

· Do you pronounce words clearly?

· Do you speak too slowly or too rapidly?

· Do you speak too loudly or too softly?

You represent your workplace whenever you use the phone for business purposes. Your telephone personality(a pleasant tone of voice and clear speech(will create a favorable impression of your workplace and its employees. 

Receiving Business Calls--------------------------------------

Read the following telephone dialogue and answer the questions that follow.


1. Does Ms. Smith show courtesy toward Ms. Gamez? Give examples to explain your answer.

2. Is Ms. Smith an effective listener? Why or why not?

3. Name ways that Ms. Smith could improve her quality of voice.

Name_________________________________Date__________________

Another Version of a Business Call 

Read the following telephone dialogue and answer the questions that follow.

Ms. Smith:
Jefferson Health Clinic, Lynn Smith.

Ms. Gamez:
Hello. I’m calling to find out some test results. I came in on Monday to be tested for anemia.


Ms. Smith:
I’ll be happy to check. Your name, please?

Ms. Gamez:
Laura Gamez. That’s G-a-m-e-z.

Ms. Smith:
Could you hold, Ms. Gamez, while I check?

Ms. Gamez:
Sure.

Ms. Smith:
I see you had a complete blood count, but the results aren’t in yet, I’m afraid. They should be ready tomorrow.

Ms. Gamez:
That’s strange. Dr. Banerji told me they’d be available today.

Ms. Smith:
Sometimes the lab takes an extra day on these tests. Why don’t you try at about ten o’clock tomorrow morning?

Ms. Gamez: 
OK, I will. Thank you.

Ms. Smith:
You’re welcome. Good-bye.



1. Is Ms. Smith polite during her phone conversation with Ms. Gamez? Give examples to explain your answers?

2. Does Ms. Smith follow the steps for using tonal expression answering the phone at work? Explain why or why not.


3. Why is this conversation so short?

Group ______________________________________________________ Date____________________

The Angry Caller

As a group, have two people role-play the following dialogue. Discuss the questions following the dialogue. Re-write the dialogue to reflect a productive communication. Explain how you would use tonal qualities to improve the dialogue.



Kirk:
Hi-Tech appliances, Kirk Holmes.

Roger: 
(angrily) This is Roger Jackson. A refrigerator was scheduled to be delivered to my home this afternoon. It’s four thirty and the refrigerator hasn’t arrived. What’s the problem?

Kirk:
May I have your name and address?

Roger: I already told you my name. It’s Roger Jackson. I live at 367 West Kenton, Bridgeville.

Kirk: 
 Mr. Jackson, please wait while I check the delivery schedule.

Roger: I’ve been waiting all afternoon. Make it fast.

Kirk: 
I’m sorry, Mr. Jackson, you apparently have mixed up the dates. The refrigerator is scheduled to be delivered tomorrow.

Roger: No, you mixed up the dates! Some idiot at your store told me that today was the delivery date. I can’t afford to take another afternoon off work.

Kirk:  
(loses his temper) Don’t dump your problems on me, Mr. Jackson. It’s not my fault you got the days of the week confused. You’ll get your refrigerator tomorrow. (hangs up the phone)



WAGE Competency C12:  Using tonal expression to facilitate communication, cooperation, and goodwill.  
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Ms. Smith:	Yes?


Ms. Gamez:	Is this Jefferson Health Clinic?


Ms. Smith:	(speaking fast) Yeah. What do you need?


Ms. Gamez:	Well, I was calling to find out my test results. I can in Monday for a(


Ms. Smith:	(interrupting) What is your name?


Ms. Gamez:	It’s Laura Gamez. That’s G-a-m-e-z.


Ms. Smith:	(after a pause) I’m sorry. We don’t have records for anyone named Laura Gomez.


Ms. Gamez:	My name isn’t Gomez, it’s Gamez. G-a-m-e-z. 


Ms. Smith:	Oh, why didn’t you say so? Here it is. Now.


Ms. Gamez:	My test results, Dr. Banerji told me to call for them today.


Ms. Smith: 	Was it a CBC?


Ms. Gamez:	What’s a CBC?


Ms. Smith:	(sighing loudly) A complete blood count! Was that the test you had?


Ms. Gamez:	Well, it was a blood test to see if I have anemia.


Ms. Smith:	Anyway, it doesn’t matter. I see the results aren’t in anyway.


Ms. Gamez:	Oh. Well, when would I be able to get them?


Ms. Smith:	I really couldn’t tell you.


Ms. Gamez:	All right. I guess I’ll try again tomorrow. 





You can choose how your voice sounds and, therefore, how it affects your listeners.





It is not what you say, but how you say it.








