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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
At the top of the flip chart in very large letters write the word, “PERCEPTION”. Say, “An employee must be able to put their personal feelings aside while at work. It is important that they speak politely and be respectful to coworkers and to clients.  What is a difference in perception? What are the thinking steps that you would use to develop the skill of speaking politely and with respect to cultural diversity? What do you think would be the first step? 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 solutions.

Bridge

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

Ask, “Do you believe that these are the only thinking steps that can be used?” Pause.  “Could there be more?” List any that are given.

Say, “Communication involves people and each person sees things differently. How could that be important in the workplace?” Pause for discussion.

Say, “To communicate effectively with your boss or coworkers, you should try to understand their view points. 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 the answers in our handout to those I have recorded on the flip chart.”

Book

Select a lesson (or lessons) from the wage curriculum Matrix or other sources 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 Differences in Perception for this section of the lesson. 

Say, “The lesson we are going to do will explain the differences in perception, and the things that may cause your perception to be different. Even if your perceptions are different than your bosses or coworkers, you can still work through problems if you follow certain guidelines.”

Thinking Steps for Competency C5.  


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. Treat each other with respect.

2. Find something that you agree about.

3. Ask questions to be sure you understand.

4. Try to feel comfortable about disagreeing.

Hook 1b

Get out the handouts for this lesson and the sheet of paper where you recorded learner responses in Hook 1a.

Say, “If you are in the middle of a disagreement or misunderstanding at work, what is your first reaction? What do you think would happen if you decided to speak politely and with respect especially if the person you are disagreeing with is from a different culture?   By putting your personal feelings aside you should be able to handle any situation. Now let’s check your answers with the ones from the handout.” 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: Use the students experience and knowledge of perception and cultural diversity to become competent with Competency C5.

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 from Differences in Perception. 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 can be applied, are there any questions before you work two more problems?” Address all concerns before moving ahead. 

Hand out a copy of Handling Problems to each student. We will discuss the handout, then the students will complete the practice section from the handout.  Students will then share their ideas with the class. 

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 practice section of the handout. When you have all finished, each of you will have a chance to model for the class the thinking steps. 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. 

The students will divide into three groups to work on the three Problem Solving handouts. Each group will complete the discussion questions and explain why they chose to solve the problems that way. A volunteer from each group will share their information with the class. 
“Now, I want you to move into three groups. You will complete the discussion questions from the handouts. I will ask for a volunteer from each group to share their information.”

Hand out the third assignment, three Problem Solving handouts, selected for this exercise. Be sure to give only one copy to each group.  Say, “Each group will utilize the thinking steps we have learned to complete this assignment. Be aware of each step.” 

Say, “Working as a group, I want you to apply the thinking steps we learned to the task. When each group has completed their assignments, I will ask for a volunteer to share the information. Are there any questions?” Address all concerns before moving ahead.

When all the groups are finished, call for a volunteer to model the application of thinking steps to this task.  Get the other groups to offer constructive criticism when appropriate. Strive to develop a level of competitiveness between groups.  This will increase the bonds between group members and make the learning more fun.  


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 C5:

The students will be asked to list the four steps to handling a difficult situation based on different perceptions.

Resource Listing for C5:
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Name__________________________________ Date________________

Differences In Perception

Communication involves people, and each person sees the world differently. Your background, age, experiences, and attitudes shape your perceptions. When you don’t understand another person’s words or feelings, the problem may be a difference in perception. 
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A simple story shows how attitudes and prejudices can affect communication. In one company, an office manager hired a new file clerk. The new worker was experienced and well qualified. However, she was also tall, blonde, and very pretty. The other file clerks assumed that the office manager hired her because she was good looking. They avoided talking to her and acted unfriendly. Since they perceived her as a “dumb blond,” they never got know her. Such errors in perception unnecessarily damage communication among people.

To communicate effectively with your boss and coworkers, you should try to understand their viewpoints. You can avoid making snap judgments based on your perceptions by “putting yourself in someone else’s shoes.”



▼ Practice
A. Think about the conversation you described in the Practice on page 5. Try to see the misunderstanding from the other person’s point of view. Write a few sentences describing how the other person felt during the disagreement. Then explain how you would handle the situation if it were to happen again.

B. [image: image4.wmf]Work in a small group to complete the following exercise. In the comic strip below, the characters’ spoken words are omitted. Each group member should write the words that he or she thinks the characters are saying. After all of you have completed the exercise, compare your responses.

Name ___________________________________ Date ______________

Handling Problems
Think of a time when you disagreed with another person about the best way to solve a problem. 

► What happened? _____________________________________________________________

Sometimes, you can’t help but disagree when trying to solve a problem. You may be surprised to learn that disagreeing can be helpful. It can lead to new ideas on both sides. Here are some tips to think about using when you disagree with someone. 
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Explaining Your Actions

If there are problems at work, your boss may ask you to explain. In the story below, a worker has to explain his actions. 

Joe was straightening the lower shelves in the men’s clothing department. Bea, the department manager, was angry with Joe. She came over to talk to him.

►What do you think of the way Joe handled this talk with his boss? What tips did you learn from this story? 

Joe listened to what Bea had to say. He told Bea what happened. He admitted he made a mistake. Then he asked Bea for advice about what he should do next time. Bea ended up Praising Joe!

►Imagine that your boss asks you about a problem. How should you respond?

Don’t assume right away that you did something wrong. Maybe you did something right. Rather than assume the worst, give your boss a chance to say more. If the boss is angry, try to stay calm. Answer questions clearly and honestly.



▼Practice
Part A

1. Do you think the methods in the box on page 58 would work? In which situations?

2. Would using any of these methods cause problems?

Part B

Work in pairs. Suppose your boss told you about each of the following problems. How would you respond? Write what you would say or act out the situation.

Example:
“I’d like to talk to you about how you handled that customer.”

1. “This is all wrong. I’m sick and tired of having to do everything myself if I want it done right.”

2. “Did you have anything to do with these broken parts?”

3. “I want to talk to you about playing your radio while you work.”

4. “There’s $20 missing from the cash register.”

Name______________________________________ Date____________















Safety First? 

Should you stand up for what you believe in at work—even at the risk of losing your job? Jake Snyder faced that problem soon after he started a job at t print shop.

Jake said to his boss, “Henry, I’m concerned about those chemicals we have stored out back. Those containers aren’t airtight. And I can smell that stuff when I go back there. I don’t think it’s safe to be breathing that stuff.”

“Jake, that’s just your opinion. We’ve been storing those containers back there for a long time, and no one has gotten sick,” Henry said. “The stuff isn’t dangerous. It just doesn’t smell so good!” Henry laughed.

But Jake didn’t laugh. “Henry, the fumes give me a headache. I’ll bet the others get headaches, too.”

“Look, Jake, no one else has complained. The owners know what they’re doing. They wouldn’t store it like that if it weren’t safe! They could get in a lot of trouble. Besides, They’ve always looked out for their employees. Drop it.”

Jake thanked Henry for his time. But he still had a bad feeling about the whole thing.

Jake couldn’t decide what to do. Should he go to the owners? Could he get support from his coworkers? Should he call that government safety agency and ask them to inspect the print shop? He wouldn’t have to give his name. Or should he just drop it—like Henry had said? 

 

Name____________________________________Date_______________


































The Mix-Up

Leslie is an office assistant at an insurance company. She works hard and always completes her assigned tasks on time. However, Leslie is very shy and feels uncomfortable talking to her boss, Ted. She avoids asking him questions because she’s afraid she will sound foolish.

One morning Ted told Leslie, “Please deliver this memo to Donald Jackson right away. I have an important meeting with him in a couple of hours he needs to review the memo before the meeting.”

After Leslie left his office, she realized that there were two men named Donald Jackson working at the insure company. One worked in the Personnel Department and the other worked in the Legal Department. She decided to give the memo to Donald Jackson in Personnel, since he and her boss had frequent meetings. 

When Leslie returned to her workspace, Ted was waiting for her. His arms were folded and he was scowling. “That memo was supposed to go to Donald Jackson in the Legal Department. It had confidential information.”














































































































































































































Name___________________________________ Date_______________


What Are You Talking About?

Carl and Lisa work at the Northside Daycare Center. Carl takes care of the three-year-olds, and Lisa takes care of the four-year olds. Every Monday, during naptime, they discuss their planned activities for the week.

Carl finally got the three-year-olds to sleep. He walked to the back of the room where Lisa was sitting. She was holding a four-year-old girl on her lap. The young girl was crying uncontrollably.

“Lisa, is it a good time to discuss our plans for the week?” asked Carl.

“Sure,” said Lisa, rocking the young girl on her lap.

“Well,” Carl began, “I’ve been thinking about a new game we could try. I read it in a book I got from the library . . . “

“Great,” said Lisa with her head down. She was trying to get the young girl to stop crying.

“Anyway, I think the book has a lot of ideas we could use. Would you like to read it?” Carl asked.

“Yes, that would be fine. Why don’t we talk more about it later?”

A few days later, Carl brought the library book to the daycare center.

“Here’s the book I was telling you about.” He handed the book to Lisa.

“What book?” asked Lisa. “I don’t know what you’re talking about.”


WAGE Competency C5:  Speaking politely, with respect to cultural diversity, regardless of personal feeling. 
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What If You Disagree?





Treat each other with respect.


Avoid personal attacks: “You don’t know what you are talking about.” “That’s a stupid idea.” 


Tell why you disagree.


Find something that you agree about.


Even if you disagree on every point, there is something you can agree on—you both feel very strongly about the topic!


Ask questions to be sure you understand.


Repeat bock what you think the other person said: “So you’re saying that . . .?”


Make sure that you are responding to what she said, not to what you think she said. 


Try to feel comfortable about disagreeing.


Some disagreements or problems don’t get resolved right away. 


Be honest about the fact that there is a problem.


Then the problem won’t stand in the way of work. “Well, Carl, let’s just say we disagree on this for now.”							





Bea:	Joe, why did you issue this credit without getting my signature?


Joe:	There’s a problem with a credit I handled?


Bea:	You’re supposed to get my signature on all credits.


Joe:	I’m sorry, Bea. You were in a meeting. I’ve waited on that customer several times before, and she was in a big hurry. But I guess I made a mistake. How would you like me to handle things like this in the future?


 


Bea: 	Get my OK from now on. If I’m not here, call one of the other managers.





Joe:	Thanks, Bea. This won’t happen again.


Bea:	You’re doing a good job, Joe. I’d hate to see you end up having to pay for a credit mistake. 








PROBLEM SOLVER





▼For Discussion





Do you think Jake has enough information to back up his opinion? If not, how could he learn more?





What do you think Jake should do?








What would you do if you strongly believed there was a problem where you worked? Whom would you talk to? What would you do if your supervisor refused to do anything about the problem?








PROBLEM SOLVER





▼For Discussion





What should you do if you’re unsure about your boss’s directions?





Why do you need accurate information before making a decision?





How do you think Leslie responded to Ted when he confronted her?














PROBLEM SOLVER





▼For Discussion





Why did Lisa and Carl have trouble communicating?





How would the story be different if Carl had paid attention to Lisa’s body language?








Why is it important to listen to the words and notice body language at the same time? Give specific examples from your own experiences. 














