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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 Receiving and Understanding the Message. 

Say, “What kind of listener are you? Do you fully comprehend what is being said to you? After this lesson hopefully you will learn a skill to help improve your listening skills. How do you receive a message and understand it? 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.

Use Receiving and Understanding the Message for this section.

Thinking Steps for Competency C29.  


NOTE: I f your chosen lesson(s) indicates a different set of thinking than these listed here, substitute those that were presented in the lesson(s). 









1.
Ask questions when you don’t understand what someone is saying. 

2.
Restate or repeat the main point in your own words.

3.
Use expressions such as in other words, did you mean, or as I understand.

Hook 1b

Pass out handouts 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 responses.” 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 the handout used with WAGE competency C29 to get an understanding of the meaning and usage of the competency. Then create a 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 completed the assignment. 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 work two more problems?” Address all concerns before moving ahead. 

Hand out a copy of Verifying Accuracy that you have chosen for this exercise to each student.

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 compete the assignment about verifying accuracy. When you have all finished, each of you will have a chance to model for the class the thinking steps we should used. 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 four 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 Verifying Accuracy II selected for this exercise. Be sure to give only one copy to each team.  

Say, “Team leaders, I want you to assign roles to each member of your team. Working as a team, I want you to apply the thinking steps we learned to complete this assignment. Each of you will be doing a different task, so make sure to keep up with your work and your solutions. One person will be leader and present the work, one will write the script, one will be sender, and one will be receiver. 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 C29:

Assessment for WAGE Competency C29: Verifying Accuracy by Restating or Repeating Message, 90% or better. 

85% or better on all worksheets.

Resource Listing for C29:

Original material by WAGE Instructors:  Judy Giunta and Lil Williams
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Receiving and Understanding the Message

Listening is an active process, not a passive one. In other words, active listeners concentrate on the spoken message and take responsibility for understanding what they hear. In comparison to casual listening, active listening has a purpose. The listener has something to gain from what is said.

Guidelines for Active Listening

· [image: image3.wmf]Focus your attention. 

· Identify the topic.

· Summon up your background knowledge.

· Grasp the main ideas.

· Visualize the message.

· Check your understanding.

· Take notes.

The guidelines above are to be used for active listening. The guideline in bold is the focal point of this lesson. 

Check your understanding

To verify a message for accuracy, follow the following steps. 

· Ask questions when you don’t understand what someone is saying. 

· Restate the main points in your own words to check understanding.

· Use expressions such as in other words, did you mean, or as I understand.
In the conversation below, notice how a bank teller and a customer use these listening techniques.


Brenda Jones went to the bank to cash a personal check.


The teller told her, “I’m sorry, Ms. Jones, but I can’t cash your check. You have insufficient funds in your account, so your check is nonnegotiable.”


Brenda looked confused. “Could you explain what you mean by insufficient funds and nonnegotiable check?”


The teller replied, “In other words, you don’t have enough money in your account to cover the amount. The balance in your account is $50, and your check is for $220. I can’t cash your check.”


Brenda nodded her head. “Oh, I see. You’re telling me this check will bounce. I mush have forgotten to subtract the amount of my last check. I didn’t realize there wasn’t enough money in my account to cash this.”

► What listening skill did Brenda use?

_________________________________________________________________________________________________________________________________________________________________________________________________________________________________

► After each of the steps write where you think Brenda used it.


Ask questions ________________________________________________________

________________________________________________________________________________________________________________________________________________

Restate the main points in your own words __________________________

_______________________________________________________________________
________________________________________________________________________

Use expressions such as …____________________________________________

________________________________________________________________________________________________________________________________________________
► Was Brenda doing a good job of listening? Why or why not? ________________

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
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Date _______________

                       Verifying Accuracy

	Haley:
	Good morning, Veteran’s Sweetheart Florist. This is Haley.

	Mr. Visqueen:
	Good morning, what was your name?

	Haley:
	Haley, how may I help you today?

	Mr. Visqueen:
	Haley, I would like to order some flowers for my nephew. His dance troop is performing tonight and I need it by 5:00pm.

	Haley:
	What would you like to order?

	Mr. Visqueen:
	Well, his colors are blue and silver, so let’s go with something white and blue. You decide what flowers are best. No, wait, I want carnations and gladiolas or, uh, whatever you think!

	Haley:
	

	Mr. Visqueen:
	


Any business transaction requires good communication skills. The sender has to make sure the message is stated accurately and clearly and the receiver has to complete the understanding process by asking questions and, more importantly, restating the information. In the following scenario, Haley, the customer service representative for Veteran’s Sweetheart Florist, is taking an order from a customer, Mr. Visqueen. Read the following dialogue and answer the questions that follow.

1. Using the process for verifying accuracy, write the next dialogue for Haley and Mr. Visqueen on the lines provided.

2. Evaluate Haley’s response when she answered the phone. What could she have done different? _________________________________________________________________

__________________________________________________________________________________________________________________________________________________
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Name __________________________________ 

Date _______________

Verifying Accuracy II

It is sometimes effective to develop skills by either teaching someone else or role-playing. 

This is especially true in learning communication skills. In this exercise you will role-play 

to help develop your listening skills. Each team will be divided as follows:

· The first person will write the script for the skit using the dialogue form below.

· The second person will pretend to be a new customer service representative 

of the Veteran’s Sweetheart Florist and is being trained to take phone orders. 

Use the form below for training purposes. 

· The third person will pretend to be a customer who wishes to have flowers sent out.

· The fourth person will be the leader of the group and present the skit to the class.

A.  Use the dialogue form to develop the script for the role-playing skit for the florist shop.

	Dialogue Form for Role-playing Skit

	Representative
	

	Customer
	

	Representative
	

	Customer
	

	Representative
	

	Customer
	

	Representative
	

	Customer
	

	Representative
	

	Customer
	

	Representative
	

	Customer
	

	Representative
	

	Customer
	


Use the form below to fill out as you role-play. Take care to follow the process for verifying accuracy. Accuracy in taking orders of any kind is critical. The wrong information can cost a company money and time and cost you your job!
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Veteran’s Sweetheart Florist

#1 Sweetheart Lane

Upper Little Rock, AR  72214

501-257-1111

	Customer Service Rep. Initials _______
	Date ______________
	Time ______________

	Product # __________

	Flowers:
	Type_______________________ Color _________________________

	Type of vase __________________________ Price listing ___________________________

	Recipient:                                                                  
	Name ___________________________________________________________

	Delivery Address ____________________________________________________________

	City _____________________
	State _____
	Zip_________
	Phone ________________

	

	Home Address:  (If different from delivery address)

	Street Address_______________________________________________________________

	City _____________________
	State _____
	Zip_________
	Phone ________________

	Special Delivery Instructions: __________________________________________________

____________________________________________________________________________

	Sender:         
	Name ___________________________________________________________

	Delivery Address ____________________________________________________________

	City _____________________
	State _____
	Zip_________
	Phone ________________

	Cell # ____________________
	Work # ___________________________
	Ext __________

	Credit Card:
	Type of Card _______________________________________________

	Card # _______________________________
	Expiration Date _______________________



B.  Ask the instructor for additional copies of the dialogue form and the telephone order form in order to ad-lib another skit. Do this one without a written script. Be creative and practice the listening skill you have learned!

Name__________________________________ Date ________________

Assessment for WAGE Competency C29

Verifying Accuracy by Restating or Repeating Message

1. Describe active listening.

________________________________________________________________________________________________________________________________________________________________________________________________

2. In the following situation is Elisa really listening?

Elisa is at a workshop that is mandatory for her job. The information she is receiving is not really interesting to her. As Mr. Rogers is speaking about assessments and evaluations, Elisa is doodling on her paper, no notes have been taken, and the workshop is in its last hour. Elisa is not clear on what Mr. Rogers has just said. Looks like Elisa might be in trouble.

On the lines below, evaluate Elisa as an active listener. List ways she can improve her listening skills. Use the back of this sheet if you need more space. 

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

3. In regards to active listening, explain the following phrases:

a.
Ask questions ___________________________________________________

________________________________________________________________________________________________________________________________

b.
Restate the main points in your own words __________________________ ________________________________________________________________________________________________________________________________

c.
Use expressions such as…_________________________________________

________________________________________________________________________________________________________________________________
WAGE Competency C29:  Verifying accuracy by restating/repeating messages.
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