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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 transparency of Nonverbal Communication slide. Begin discussion by making reference to listening skills and how they relate to nonverbal communication. Define nonverbal clues, tonal expression, and emotions in regards to communication.  Brainstorm for steps in listening for these elements. Say, “What is the first thing that should be done? 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.

For this lesson, use Nonverbal Communication.

Thinking Steps for Competency C21.  


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. Listen to the words and how they are used.

2. Watch for nonverbal cues sent by the speaker’s face, hands, and body.
3. Analyze the verbal and nonverbal message and decide what is really being said.
4. Summarize the message to the speaker to confirm comprehension.
Hook 1b

Pass out handouts to students and prepare the sheet of paper where you recorded learner responses in Hook 1a to be posted. After thorough discussion of the handout, 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 use the skills taught in this lesson. 

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 assignment in Unspoken Messages. 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 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 Communication Strategies that has been chosen for this exercise to each student.

Say, “Here is another activity 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 for this skill.  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 assignment, Answering the Telephone, 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 C21:

85% on all worksheets.

90% on Nonverbal Communication and Listening Essay 

Resource Listing for C21:

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.

[image: image2.wmf]Nonverbal Communication

Nonverbal

Clues

Nonverbal

Clues

Emotions

Emotions

Tonal Expression

Tonal Expression




	Nonverbal clues
	Tonal expression
	Emotions


NONVERBAL COMMUNICATION

Unspoken messages speak volumes! Communication is a two-way street in which the communicator is giving and receiving information. Receiving messages includes listening, which in turn includes “listening” for the spoken message and the “unspoken” message. Nonverbal communication is the unspoken messages a speaker sends as he/she communicates. Three facets of nonverbal communication are the nonverbal clues, the tonal expression, and the emotions of the speaker. To interpret a message accurately the listener needs to have a working knowledge of these three facets of nonverbal communication. 

Nonverbal clues are those that send a message that can be universally understood. For example, a thumbs up means “okay”, whereas a thumbs down means “bad”. Tonal expression is the way a person sounds, including the pitch, the volume and the tone of the voice. Emotions are displayed through tonal expression as well as through facial gestures and body language. Listening requires the listener to notice and interpret the nonverbal cues of the message. Speakers express attitudes in various ways: pauses; tone of voice; emphasis given or not given to words; and nervous habits and utterances such as repeatedly saying “okay” and “um,” fidgeting and so forth. People listen to discover attitude. Attitudes often are expressed in the nonverbal cues of the message. Be alert to nonverbal cues. Although it is critical to listen to what is being said, it is equally important to understand the attitudes and motives behind the words. While the person’s verbal message may convey honesty and conviction, his or her gestures, facial expressions, and tone of voice may convey doubt.

Interpretation of a message includes the following steps:

· Listen to the words and how they are used.

· Watch for nonverbal cues sent by the speaker’s face, hands, and body.

· Analyze the verbal and nonverbal message and decide what is really being said.

· Summarize the message to the speaker to confirm comprehension.

Name________________________________ Date__________________

Unspoken Messages +++++++++++++++++++++++++++++++++++++++

Based on your observations, write some common nonverbal signals associated with each spoken message shown below.

1.
Spoken Message:
“I’m surprised!”


Nonverbal Communication: __________________________________________


________________________________________________________________

2. Spoken Message: “I’m angry.”

Nonverbal Communication: __________________________________________

________________________________________________________________

3. Spoken Message:  “I’m busy.”

Nonverbal Communication: __________________________________________

________________________________________________________________

Role-Playing ++++++++++++++++++++++++++++++++++++++++++++++

Have a volunteer role-play the following scenario:

Imagine that you just won $5 million in your state lottery. Describe your emotional reactions and your plans for spending the money. Also, explain how winning the lottery will change your life.

As a listener you will notice how the nonverbal communication corresponds to the spoken message of the role-playing. Summarize your observations of the following:

· Facial expressions

· Gestures

· Body position

· Tone of voice

Turn in your summary.

Name________________________________ Date__________________

Communication Strategies

To understand your part in better communication in a business, read the following information and then answer the questions that follow.

	The Regal Standards

	1. Learn and understand the functions of your work area and the goals of the Majestic Hotel.

2. Greet guests in a warm and friendly tone of voice. Smile and make eye contact. Show interest in guests’ questions and comments.

3. Predict what needs a guest might have, and try to meet them.

4. Look for and report problems, hazards, and injuries in the hotel.

5. If you receive a customer complaint, immediately resolve that complaint to the customer’s satisfaction. Telephone the guest 30 minutes later to be sure the guest is satisfied. 

6. Fill out a guest incident action form to communicate all customer complaints.

7. Always use positive and proper language.

8. Learn about the services Regal offers (such as location and hours of restaurants) so that you can answer guests’ questions.

9. Answer the telephone by the third ring. Use a pleasant tone of voice. Ask for a customer’s permission before putting him or her on hold.

10. Take pride in your personal appearance. Stand tall and look alert. Wear spotless uniforms and proper shoes. Always wear your nametag.




1.  Which of the following standards focus
on communicating positive messages nonverbally?

a. standards 1 and 3

b. standards 4 and 6

c. standards 5 and 7

d. standards 2 and 10

2. Which of the following communication skills will be most helpful in meeting standard 9?

a. using positive facial expressions and gestures

b. sounding friendly and not interrupting the speaker

c. observing and understanding the gestures of others

d. understanding reasons for miscommunication and using problem-solving strategies.

 Briefly describe how a customer service representative should greet guests in the gift shop. 

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Group______________________________________________________

Date_______________________

Answering the Telephone

Teamwork is a vital part of the workplace. As a team complete the following activity.

Mai’s job includes answering the telephone in the gift shop. Mai has learned to start each conversation with a salutation, or greeting. Then she makes an identification statement, explaining who she is and what area of the hotel the caller has reached. Finally, she makes a solicitation statement, asking the caller to tell her how she may be of service. 

Based on the Regal service standards, write an effective telephone greeting for Mai that includes all three elements.

1. Salutation

________________________________________________________________________________________________________________________________________________________________________________________________

2. Identification:

________________________________________________________________________________________________________________________________________________________________________________________________

3. Solicitation:

________________________________________________________________________________________________________________________________________________________________________________________________

4. Describe the nonverbal communication skills Mai should use when answering the telephone.

________________________________________________________________________________________________________________________________________________________________________________________________

Name_________________________________ Date_________________

Nonverbal Communication and Listening Essay

Answer the following essay questions.

1. How does nonverbal communication interact with listening?

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

2. Is nonverbal communication more important than listening? Is listening more important than nonverbal communication? Are they equally important? Justify your answer.

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

WAGE Competency C21:  Listening for nonverbal clues, tonal expression, and emotions.  








Copyright © by Pulaski County Special School District Adult Education WAGE Training Program


No part of this curriculum may be reproduced in whole or in part, stored in a retrieval system, or transmitted in any form or by any means, electronic, mechanical, photocopying, recording or otherwise, without written permission from WAGE Training Program.


For permission information contact:  WAGE Training Program, 4300 Haywood, North Little Rock, AR 72114. 





Listening and nonverbal communication are interrelated. For example, in judging attitudes, we observe people’s nonverbal cues. Observing nonverbal cues thus becomes part of the listening.
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