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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
Say, “At work you will have questions about how to do your job. Asking questions shows you are interested in doing a good job.  What are the types of questions that you would want to ask at work?”

Record all responses on a flip chart and save for later use.

Coach students during a brainstorming activity, but do not offer solutions.

Bridge

Acknowledge the good solutions offered; question students further to generate additional responses.

Ask, “Do you believe that these are the only types of questions that should be used?” “Could there be more?” List others if given. 

Say, “Knowing how to ask questions correctly will help you get the information you need. How would you ask if you needed information about the bus schedule. I am giving you a handout, Asking Questions,  with the correct words to use to ask questions. Now let’s discuss the  handout.  When we have finished our work, we will return to your responses and compare your answers that I have recorded on the flip chart to the ones we have learned.”

Book

The handout, Asking Questions, will be used for this lesson. Spend ample time 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 C3.  


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. Who

2. What

3. When

4. Where

5. Why

6. How

Hook 1b

Display the transparency of the handout, Asking Questions, and the sheet of paper where you recorded learner responses in Hook 1a.

Say, “It is important that you wait until the speaker has finished talking before asking your questions. You may hear the answer in the speaker’s information. It is important to word your questions properly. Notice on the handout the words that begin each sentence. If you will begin your questions with these words, you will be able to get the information you need.” 

“Let’s look at your 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 book’s recommendations.

Example: Discuss the handout, Asking Questions, to assist students in developing the skill of making inquiries and collecting information.

There will be a discussion of the six words that begin the questioning process and provide examples. The students will be asked to assist in questions and examples.

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 practice section of this lesson. 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 the thinking steps we learned when asking for information, are there any questions before you work two more problems?” Address all concerns before moving ahead. 

Hand out a copy of What Do You Need to Know 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 the assignment. When you have all finished, each of you will have a chance to model for the class the thinking steps we should use when we collect information and make inquiries. 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 mode, 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, “Sometimes we need to get information by telephone.”

Ask students for examples.

Say, “The same words from our thinking steps are important for telephone information also. We know from our previous lesson on communication we need to speak clearly but we also need to use the proper words. 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. “

Students are to be placed in groups to review the next assignment and to make sample scripts of the kinds of questions they would ask to respond to the situation listed. 

“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 handout, Getting Information by Phone, 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.” 

“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, the students will demonstrate their ability to ask questions according to the six thinking steps. 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. 

Assessment for C3:

Students will write questions based on the six words used to inquire for information.

Resource Listing for C3:
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Name_______________________________ Date____________

      Asking Questions

Notice the words that begin each of the following sentences:

· Who could help me fill out my income tax form?

· What kind of training does a bank teller need?

·  Where can I register to vote?

· When will the new community center open?

· Why are gas prices going up?

· How do I apply for United States citizenship?

The first five questions start with the words who, what,

where, when, and why. Try to ask questions that start 

with these words and the word how. Then you’ll be able 

to get the facts or help you need.

At work, you will have questions about how to do your 

job. Most employers welcome these questions. Asking 

questions shows that you are interested in doing a good job.



               Practice

Think of something you are learning at home, school, or work. Then write six questions about the task. Study the example below as a model.

Example:
Task:  Learning about the company’s policy of paying workers’ educational costs.

	__________
	is able to receive money for school?

	_____________
	kinds of courses can I take?

	_____________
	are classes held?

	_____________
	must I notify my boss about my plans to take a course.

	_____________
	do I need college classes to get a promotion?

	_____________
	will taking a class affect my work schedule?






Speaking to Inquire

One job comes to mind when thinking about speaking to inquire. A reporter’s job is to inquire to find out all he/she can about a situation or person. The basic reporter questions are shown in the picture below.
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When speaking to inquire or obtain information use the five reporter questions to find out the details of a situation. Try to ask questions that start with these words. Then you’ll be able to get the facts or help you need.

At work, you will have questions about how to do your job. Most employers welcome these questions. Asking questions shows that you are interested in doing a good job.



  (Practice

Let’s do an impromptu interview. Plan a 2-3 minute interview using the five reporter questions. Create a situation, select a partner and conduct the interview.

1. Who___________________________________________________________________
2. What__________________________________________________________________________________________________________________________________________
3. Where__________________________________________________________________
4. When__________________________________________________________________

5. How ___________________________________________________________________
Name____________________________ Date______________


Getting Information by Phone

Making phone calls is another way to get information. 

Suppose you are moving into a new apartment. You might 

call different moving companies to find out their rates.

· What other questions would you ask the moving companies?

Getting important information over the phone will then help you decide which moving company to use.

At work, you may also make phone calls to get Information. You may want to plan your phone Conversation. Study the chart and sample script below.

	Questions to Ask Yourself
	Sample Script

	How will you introduce yourself?
	“Hello, my name is Joseph Lehman. I’m calling from Rathbone Office Supply”

	Who are you calling?
	“I’d like to speak to Jill Goldsmith.”

	Why are you calling?
	“I have a question about an order I placed.”

	What background information should you give?
	“We ordered one gray file cabinet. The catalog number is 2451. It’s been five weeks and the cabinet hasn’t arrived.

	What questions do you need answered?
	“Has the cabinet been shipped yet?”

“When should we expect it?”




          
Practice

What items would you want to have handy when you make each of these calls?

1. Calling the information operator for a phone

number

2. Calling the utility company with a question 

about your bill

3. Calling a mail order company to place an order

4. Calling a company about a job advertised 

in the paper

WAGE Competency C3:	Speaking to inquire or collect information.








           Communication Tips





Ask your question after the speaker is finished talking. You may find that the speaker was just about to tell you what you wanted to know. By interrupting with a question, you might break the speaker’s train of thought.


If possible, write down the question so you will remember to ask it. 





WHEN?





WHAT?





WHO?





WHERE?





Communication Tip


�


When you need to get information by phone, keep these handy:


Paper and pencils


List of questions


Calendar or date book


Bill, invoice, or letter
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HOW?





(Communication Tips





Ask your question after the speaker is finished talking. You may find that the speaker was just about to tell you what you wanted to know. By interrupting with a question, you might break the speaker’s train of thought.





If possible, write down the question so you will remember to ask it. 








