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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 a transparency of the dialogue from Using Appropriate Vocabulary. Begin a discussion on vocabulary and how it is used in the workplace compared to home or casual usage. When communicating at the workplace what is the first thing that should be taken to insure that the correct vocabulary is used? 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.

Thinking Steps for Competency C13.  


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 the situation to determine if it is positive, negative, casual, business, etc.

2. Select the appropriate words for the situation.

3. Avoid words such as jargon and slang that will render the message unclear. 

4. Determine if the meaning of the message has been received correctly.
Hook 1b

Pass out handouts of Using Appropriate Vocabulary to students and prepare the sheet of paper where you recorded learner responses in Hook 1a to be posted. Go over the lesson thoroughly to insure student comprehension. When finished review answers given in the brainstorming activity. 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:  Read Using Appropriate Vocabulary used with Competency C13 to get a good understanding of the meaning and usage of the skill. Then create an example scenario that would help the learner visualize the situation and the need to learn the 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 handout, What’s in a Phrase?  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 to 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 Sweetheart Construction. Say, “Here is another activity that is similar to the one I just modeled. 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. 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 pairs.  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.

Have students choose a partner to work with.  Hand out the third activity, Evaluation Time, selected for this exercise. 

Say, “Working as a pair, I want you to apply the thinking steps we learned to the task. 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.  


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 C13:

85% on What’s in a Phrase and Sweetheart Construction.

90% on Evaluation Time.

Resource Listing for C13:

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.
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Using Appropriate Vocabulary

When people are at home or outside the workplace, they are usually informal. They often dress casually, and they may relax their manners and language a bit. At work, however, clothing, manners, and language should be more formal. 

For instance, when you receive business phone calls at home or at work, you tend to use a more formal vocabulary and think about what you say more carefully.

Study the two dialogues that follow:

	Personal Call
	Business Call

	Nancy:  Hello.

Barbara:  Hi, Nancy. What’s new?

Nancy:  Same old thing. Oh, yeah, I forgot to tell you. We’re getting cable TV. The kids are all excited.

Barbara:  That’s great. Bob and I love the movies on cable.

Nancy:  Yeah, that’s the main reason we got it. So what’s going on with you?

Barbara:  I was thinking about dropping by later today.

Nancy:  Sure, any time.

Barbara:  OK, I’ll see you in a few hours. Bye.

Nancy:  See ya. Bye.
	Nancy:  Hello.

Clarice:  Hello, is this Nancy Sims?

Nancy:  Yes, who’s calling, please?

Clarice:  This is Clarice Watts from Cable TV Enterprises. I’m calling to let you know that our technicians will be at your house about nine o’clock tomorrow morning. They’re going to install the cable wire and put a converter on the TV. Is this a convenient time?

Nancy:  Yes, I’ll be home.

Clarice:  Good. I hope you enjoy your cable TV.

Nancy:  I’m sure I will. Thank you for calling.  Good-bye.

Clarice:  Good-bye.


What is the difference between how Nancy greets the caller and says good-bye in each conversation? Would using words such as “yeah” and “ya” be appropriate for conversation with your boss? At a business meeting? 

Pay Attention to Your Vocabulary

Think about the situation you are in and choose your words carefully. The messages you send should be professional and the words appropriate for the conversation. To give clear messages, pay attention to your vocabulary or the words you use. For instance, if you are giving a positive message, you need to use positive words. Read the example.

Dana is the manager of a large cafeteria. She asks one of the employees, Pete, to clean the stockroom. He straightens up the shelves, throws away the trash, and sweeps and mops the floor. Dana wants to congratulate Pete, so she says, “You did not do a bad job at all.” Pete feels puzzled because he thinks that he has done a very good job cleaning the stockroom.

Pete is puzzled because Dana has used negative words, “not” and “bad”, to describe Pete’s work. What would have been a more effective way to describe Pete’s work?

Sometimes it is necessary to convey a negative message. It is important to choose your words sensibly. Let’s refer back to Pete in the scenario above, suppose he had forgotten to clean one of the tables in the stockroom. Pete would feel upset if Dana said, “You never finish all of the work! Go back and finish.” It is better to combine praise with criticism. Dana could make a positive statement by saying, “You did a great job on the floor, but you still need to finish the table in the corner.” Pete would then feel good about what he did do right and realize he still had work to do. By avoiding harsh words, you can communicate negative messages without upsetting people.

REMEMBER

You catch more flies with honey than with vinegar!

Whenever communicating, whether oral or written, be careful to select correct words for the situation. Sometimes a word can have more than one meaning. Suppose Tim just gave Max directions on how to drive to a customer’s office building. For clarification, Max repeats the instructions back to Tim. 

Max:
First, I drive north on the expressway. I get off at Kramer and go left on Kramer.

Tim:
Yes.

Max:
Then at the corner of Kramer and Burnet I turn left on Burnet.

Tim:
Right.

Max:
OK. I turn right on Burnet.

Tim:
No. You turn left on Burnet.

Tim confused Max because he used the word right to mean, “correct”. Max thought he meant the direction. Choose your words carefully for clarity. Make sure your message is understood and that you understand any message you receive.

To use formal language, avoid slang expressions that you might use with your friends. Avoid jargon, which is business or technical language that is difficult for people unfamiliar with a business to understand. Business jargon includes such phrases as ”please remit”. Say “please send” instead. Simple, clear language is easier to understand. Finally, avoid technical jargon that is special to your industry. Jargon is expected when you’re writing to someone in your specialty, but it is too technical and confusing to use when you’re writing to customers and clients. 

Finally check to insure that your message has been received as intended. Ask questions to check for comprehension. 

Communication is a valuable skill that is divided into several areas. The area covered by this lesson is selecting the appropriate vocabulary for the situation at hand. 

· Assess the situation to determine if it is positive, negative, casual, business, etc.

· Select the appropriate words for the situation.

· Avoid words such as jargon and slang that will render the message unclear. 

· Determine if the meaning of the message has been received correctly.



Name________________________________ Date__________________

What’s in a Phrase?

Classify each phrase and sentence. Write formal for formal language, slang for slang, and jargon for jargon. 

_____________ 1.
Everything’s cool.
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_____________ 2.
Everything is satisfactory.

_____________ 3. 
I will endeavor to resolve…

_____________ 4.
Here’s what went down…

_____________ 5.
Very truly yours,

_____________ 6.
Welcome to our…

_____________ 7.
I will be delighted to …

_____________ 8.
You are in arrears.

_____________ 9.
Enclosed please find…

_____________10.
I have enclosed…



Reword the slang and jargon phrases above to represent formal language.

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Name________________________________ Date__________________


Read the memo above. 

· Is the memo well written?

· Does the memo get the main point across?

· Is it written in business language?

· Is there slang or jargon?

Rewrite the memo using correct formal business language.

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Name____________________________________ Date______________

EVALUATION TIME
Directions:
This activity will help you practice your skill in communicating with positive words. Choose a partner to work with. Each of you will take turns playing the roles of supervisor and an employee during an informal performance evaluation. Guidelines for both of these roles follow.



Supervisor’s Guidelines

Imagine your partner is a new employee. You believe that he or she doesn’t care enough about doing a good job. Your conclusion about your partner’s work attitude is based on the following observations:

· Arrives late to work

· Refuses to work overtime

· Takes overly long coffee breaks

Think of specific examples that would support these observations. Then talk about these problem areas with your partner. During your discussion, use positive words. Allow your partner to see that you are being supportive.


Employee’s Guidelines

Pretend you are a single parent. You are having some difficulty balancing your commitment to your job and your commitment to your children. Your work is important to you, and you are determined to succeed. However, you are occasionally late and refuse to work overtime because of your children. During your coffee breaks, you have long phone conversations with your babysitter. Listen carefully to your partner’s criticisms. Then, when it is your turn to speak, do the following:

1. Convince your partner that you care about your job. Explain why working is important to you.

2. Respond to your partner’s specific observations. Briefly explain that these problems stem from your responsibilities to your children. 

3. Tell your partner how you intend to avoid these problems in the future. 



Using the following thinking steps for this skill as a standard, complete an evaluation of each performer. 

· Assess the situation to determine if it is positive, negative, casual, business, etc.

· Select the appropriate words for the situation.
· Avoid words such as jargon and slang that will render the message unclear.
· Determine if the meaning of the message has been received correctly.


WAGE Competency C13:  Using vocabulary appropriate to the circumstances and the message.   
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�Sweetheart Home Builders


555 West Grant Street ( Little Rock, AR 72201


501 555-3456 ( 501 555-7890


MEMO





To:	Lisa Zeta, Sales Representative


From:	Harvey Bankor, Product Representative


Date:	10/22/02


Subject:	Defective siding


Message: How you doing? How’s things back at the office? Are our favorite customers, the Newmans, still upset about the defective siding? (Tell them to get a life!)  Anyway, I got some answers. Attached is a copy of the letter we got today from Dollar Products’ quality control coordinator, C. Morse. It explains why the siding was defective and what the company has done to correct the problem.  Just tell them that we will replace the bad stuff with the good stuff free of charge sometime next week.























  











