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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
Display a city map and say, “In order to give directions on how to get around a city this large, you have to give clear instructions or you will have someone get lost. Your success in giving instructions is measured by whether or not your listener understands the instructions and finds his/her way. What do you think are the steps that would be necessary to use to identify and follow the directions given on this sheet, Being Clear? 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.”

After comparing answers, say, "Effective instructions are clear, well organized, accurate and complete."

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.

The assignments for this section will be Being Clear and Preparing Instructions.

Thinking Steps for Competency C9.  


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






  














1. Identify the task for which you are giving instructions.

2. Visualize the procedure.

3. Write down the steps.

4. Check for understanding. 

5. If the message is not understood, reword it to facilitate understanding. 

Hook 1b

Pass out handouts, Being Clear and Preparing Instructions, 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 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: Evaluate the sheets used for competency C9 and 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 follow the direction to complete Making a Plan and Sending the Message. 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, “When you are giving oral instructions, constructing a flow chart benefits both you and the listener. A flow chart helps you visually organize the key steps you need to explain. After you have completed your explanation, you can use the flow chart as a handout for the listener. The listener then has an easy-to-understand summary to use when performing the instructions. 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 Constructing a Flow Chart  to each student.

Say, “Here is another activity that is help develop the skill we are studying. In this exercise, I want you to work alone and use the thinking steps you learned as you complete the Practice section of this activity. When you have all finished, each of you will have a chance to model for the class the thinking steps you 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, before you move into pairs, I want you to think of a task you frequently perform at your job or in your home. Each of you will take turns playing the roles of a trainer and a trainee.” Try to see that all learners have an opportunity to serve as leader during the course of their study. 

Hand out the third handout, Working Together, selected for this exercise. Be sure to give only one copy to each team.  

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 you have completed your assignments, the one of you will put all the work together into a completed task.  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 C9:

Problem Solver Discussion questions and Construct a Flow Chart will be used to assess this skill.

Resource Listing for C9:
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Name____________________________________ Date______________
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The woman replied, "Keep going a few blocks or so until you get to a busy intersection. There's a bus stop on that corner. I'm pretty sure one of those buses will take you in the vicinity of the Silver Screen Theater." 

Nelson was confused because the woman's directions were so vague. He continued walking and asked another woman for directions to the theater. She told him, "Walk north for three blocks until you get to the intersection of Spruce Street and Kenton Avenue. There's a bus stop on the—let's see—southwest corner next to the stoplight. Take bus number 141 heading east down Kenton Avenue. After a couple of miles, the bus will pull into a large shopping center called Terrace Mall. That's where the theater is. I'll draw you a map."

Nelson found these directions clear and easy to follow.

► What made the second set of instructions clear? _____________________________

______________________________________________________________________

You already have experience in giving instructions—explaining to someone how to reach a certain destination, for example, or how to perform a task. Your success in giving instructions is measured by whether or not your listener understands the instructions and performs the task. 






































































Name____________________________________Date______________


If you have ever had to give instructions you know how difficult and confusing that can be.  The most effective way to prepare instructions is to think about what you are going to say before you say it. This includes on-the-job speaking situations as well. Strategies for effective speaking also apply to giving oral directions. Often, you will need to plan a set of instructions before you deliver the information orally to the listener. Explaining difficult tasks involves more planning than explaining simple tasks does. Here are the guidelines you should follow for preparing to give instructions. 

Procedure for Preparing Instructions

1. Identify the task you will teach.

2. Determine the listener's skill level and background knowledge.

3. Plan the instructions:

· Write down who is to do the task and when it is to be done.

· List all necessary equipment or materials.

· Order the steps in the correct sequence.

· Decide whether you will need to use a visual aid, such as a map or diagram. Also decide whether you will actually demonstrate the procedure.

· Include precautions or warnings.

► When have you had to give oral directions? Did you write anything down first? Did you think first about what you had to say? Describe the situation.
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Name__________________________________ Date_______________

Making a Plan, 

Then Sending the Message

Walter's boss told him to explain to Audrey, a new employee, the procedure for using the time clock. The boss mentioned that Audrey was only 17 and had never worked before.

Walter followed the guidelines he was given about Preparing Instructions. First, he identified the task: using the time clock. Then he considered Audrey's background. Since she was quite young and had no work experience, Walter thought it might be helpful to give some background information about the time clock. He also knew he would need to give detailed information about the procedure. 

Next, he planned his message. Here are his notes:


Walter reviewed his notes. An hour later, he met with Audrey to explain the procedure. On the next page, notice how Walter used his notes and applied effective speaking techniques in giving oral instructions.

Sending the Message

Read the dialogue below.


























































▼Practice

1. How does Walter’s explanation show his understanding of the listener, Audrey? Give some examples.

2. How would you describe Walter’s instructions? Give examples to support your answer. 

3. Why is a demonstration helpful in teaching a task?

4. How does Audrey show that she understands when to use the time clock?

Name_____________________________________ Date_____________

Constructing a Flow Chart
A flow chart is a diagram illustrating the sequence of steps in a procedure or process. You can make a simple flow chart by drawing boxes connected by arrows. For example, the flow chart below summarizes the main steps for punching a time clock. 









You probably noticed that the boxes represent the steps and the arrows represent the sequence of steps.

When you are giving oral instructions, constructing a flow chart benefits both you and the listener. A flow chart helps you visually organize the key steps you need to explain. After you have completed your explanation, you can use the flow chart as a handout for the listener. In turn, the listener has an easy-to-understand summary that he or she can use when actually performing your instructions. 



▼Practice

Think of a simple household chore consisting of several steps. Make a flow chart similar to the one above that explains how to perform the task. Write each step in the appropriate. 
Name___________________________________ Date_______________

Working Together

Directions: This exercise will help you practice the guidelines for giving clear directions. Choose a partner to work with. Each of you will take turns playing the roles of a trainer and a trainee. Guidelines for both of these roles follow.

Trainer’s Guidelines

Think of a task you frequently perform at your job or in your home—examples include operating a machine or an electrical appliance, preparing your favorite recipe, waxing the floor, or painting the walls. Then teach the task to your partner, the trainee, Fill out the Planning on the right below before you explain the instructions orally. (Use another sheet of paper if you need more space to write.)

Remember to maintain eye contact as you explain the instructions. Build two-way communication by inviting your partner to ask questions about the task.

TRAINEE’S GUIDELINES

Your role is to learn how to perform a specific task. Apply these techniques for listening to instructions:

1. Focus your attention.

2. Identify the task you are expected to perform.

3. Summon up your background knowledge.

4. Visualize the procedure.

5. Write down the steps.

6.
Check your understanding.
7.
If possible, actually perform the task or act it out.


Name___________________________________ Date_______________







              






 
             safety First
Alice is a secretary at an advertising agency. She told Juanita, an office clerk, “I need 50 copies of this product description right away. The copy machine on this floor is out of order, so you’ll have to use the one on the fifth floor. When you get off the elevator, make a sharp right turn. Go down to the end of the hallway. The copy machine is in the small room to your left.

“Now that machine jams sometimes. If it does, this is what you should do. First, turn off the machine. Slowly lift up the top of the machine as though you were lifting up the lid of a box. You’ll probably see one or two sheets wrinkled between two rollers. Pullout the wrinkled sheets and lower the top of the copier until it snaps into place. Then all you have to do is turn the machine on again and press ‘Start Print.’ You shouldn’t have any problems.”

Juanita hurried to the fifth floor and began running off the copies. As Alice had predicted, the copy machine jammed in the middle of the job. Juanita followed Alice’s instructions exactly. However, when Juanita pulled the wrinkled papers from the rollers, she burned her fingertips. Alice forgot to tell her not to touch the rollers because they were very hot. Fortunately, Juanita reacted quickly, so the burns were minor. 



ON YOU OWN

Construct a flow chart illustrating how to remove paper from a jammed copy machine.

Use the story above as your source of information.

WAGE Competency C9:  Restructuring a message, when necessary, to facilitate listener understanding.
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Preparing Instructions





Background info: tell how company uses t.c. for payroll


Who/When: all hourly employees/before and after work, before and after lunch.


Equipment/Materials: time clock, time card, rack


Order of steps:


Take card from rack


Insert in slot – name end first


When hear mechanical sound, remove card


Return card to rack


Give demonstration


No precautions/warnings





Walter:	Audrey, the boss asked me to tell you how to punch the time clock. Have you ever used one before?


Audrey:	No, I haven’t. I’m not familiar with them at all.


Walter:	Well, there’s really nothing to it. All employees working on an hourly rate punch the time clock. At the end of each week, the Payroll Department clerk collects the time cards. He multiplies the total hours stamped on the time card by your hourly rate.


	Anyway, as you can see, our time clock is located right here inside the “Employees Only” entrance. The time cards are kept on this rack. They’re arranged in alphabetical order, so it will be easy for find your card. Now this is important. You punch in when you get here in the morning, punch out before lunch, punch in after lunch, and punch out when you leave. With me so far?


Audrey:	In other words, I punch the time clock before and after work and before and after lunch.


Walter:	Exactly. Using the time clock is pretty simple. Here — I’ll show you the procedure. The time clock has a slot in the middle. First, take your card from the rack, and insert the card into the slot. Make sure you insert the end with your name typed on it. When you hear a mechanical sound, remove your card from the slot. Then place your stamped card in the rack. Be sure the card is in correct alphabetical order. And that’s it! Is there anything you’d like to ask?


Audrey:	I understand the steps of the procedure, but would you watch me practice on a blank card?


Walter:	Sure, go ahead.





Take time card from rack





Insert end of card with typed name into time-clock slot





After mechanical sound, pull card from slot





Place stamped card in rack





Planning Form:


GIVING ORAL INSTRUCTIONS


Task: how to _____________________________


Technical or unfamiliar words to explain:


_______________________________________


When the task should be done: ______________


_______________________________________


Necessary equipment or materials: ___________


_______________________________________


Main steps in performing the task:


___________________________________


___________________________________


___________________________________


___________________________________


___________________________________


Use visual aid? (If yes, explain.) ______________


________________________________________


Give demonstration? _______________________


Precautions or warnings: ___________________


________________________________________














PROBLEM SOLVER





▼For Discussion


Are Alice’s instructions clear? Accurate? Well organized? Complete?


2.	Have you ever received 	incomplete instructions? 	What happened?


3.	What are the safety hazards of operating an electrical appliance or tool you often use?
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