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PREFACE

Welcome to the So, You Want To Be A Trainer self-development series and to the
world of training delivery. The training and development of one’s self is one of the most
important functions an individual can aspire to. Your attitude, conduct and decisions
will determine the level of competency and quality of the training you will provide to
your valued workers and managers.

As a self-motivated training leader you will be responsible for planning, training,
developing, evaluating and records keeping of the people you train.

As the person responsible for the training of workers and managers, after completing
your self-learning program you will want to expand your knowledge and skill in training
delivery methods. You will also want to learn something about the jobs and tasks of the
occupational areas at your location. You can do that by questioning the most
successful workers and managers in the organization. To do this determine the jobs
within an occupation and then identify the tasks required to master each of the jobs
within the occupation. You can develop what | term a Learning Map of the jobs and
related tasks participants must master in order to become a successfully practitioner of
the occupation.

You will want to become more proficient at training, evaluating and maintaining
personnel training progress and completion records. You will want to provide training
leadership at you location. Therefore, it is important that you gain additional skills in
both training delivery and leadership.

While on site, you will work closely with location supervisors and managers, and you
should expect to become a mentor to those who attend your training sessions.

In this effort to aid your development as a successfully trainer we have published this
assortment of self-study materials which you may want to retain as an information
resource during future training opportunities. We have included a resource section in
the back of this module should you have a desire to continue your development as a
trainer and human resource development leader.

Good luck!

Al Barrs



INTRODUCTION

IMPORTANT TRAINING DELIVERY TIPS

Motivate L earners

To ensure that participants are motivated to learn they must have inteegste afsuccess, a positive climate
and cooperative attitude. And, they must bring a positive attitude to your tragssigrss. Attitude is the one
thing that a trainer can not teach. It is what the participant brings to gming session. However, a poor
attitude will hinder the ability of the participant to learn and expand their kdgelend skill.

Interest

Be sure that participants know what they are going to achieve during thectiéy ,ahe learning objective.
Use descriptive terms to write learning objectives. All learning obgxtinust be measurable. To write
descriptive learning objectives use action words or active verbs in the writiegroinlg objectives. Be sure
that participants know that the positive results of their effort will beateftkin the quality of their jobs.

Have participants discuss their goals and objectives for learning the trgnimovide. Each participant will
have different reasons for participating. As the trainer, you should know whattkeesed help them achieve
their own particular goals and objective.

Encourage a two-way communications format. Interest is generated by invotv@ime participants must not
be detached from the learning activity. They must perform and you must react.

Use strategies that create interest. Be creative about presemtieigals in a way that gets participant’s
attention. You can do this by varying your activities, using visual, tactile abdhareues.

Success

Always give participants the chance to exchange ideas and make suggestions

Be very certain that the training skills are neither to difficult or simmi¢hfe participants.

Identify the successes already realized. Be sure to review thedftatush participant. Reinforce the
achievements and the resultant impact on their jobs. Help them to evaluate their @ss anddnstill a sense

of accomplishment, progress and pride in their personal achievements.

Actively help participants learn. You are their most important resource. Wathtrgvith participants to
achieve their goals.

Positive Climate

Do what you can to support interpersonal relationships. People learn well wheeattmetpgether. Maintain a
positive and friendly climate during training sessions and afterward.

Ensure that the training space is organized and set-up well before the partaipaaisSpend time before
training chatting and connecting with participants. A friend is easieaitothan an enemy.



Be a positive and energetic example to participants. Since you carry itilorwéh you as a trainer, you play
an important role in shaping participants perspectives.

Ask Good Questions

Always ask probing questions. Remember, you are there to facilitate learairig broadcast information. If
you have just presented information to participants you are only just beginning amdltl@jy retain about
ten percent of what you say. They must still process the information and convgrrtdrmance tasks. Their
participation and your response are critical to the learning process.

Make a habit of asking questions that cannot be answered with a "yes" or "n@'t&task questions that
begin with "Who. ., What. . , Where. . , When. ., Why. . , and How."

Ask everyone questions. To get involvement, re-direct questions asked of you to other gningpane
Be patient and wait for responses. People need time to think processes throogleolisistently allow
enough time, participants will give proper consideration to your questions. Do not be toomqeichrase

guestions. Let participant’s mind work.

Construct a valuable response to questions. If an answer is correct, be surdéhaténeinderstands their
success and progress. Reward them...give at-a-boys and congratulationgctiracsmwer responses.

Support Good Discussions

To prepare for the discussion, you the trainer should determine where you waattissidn to lead and what
the participants are likely to feel about the topics.

The trainer should prepare introductory remarks and the background information for tissidistopic well
before the training session begins.



USE ORAL QUESTIONING

L earning Experience|

OVERVIEW

After completing the required reading, demonstrate knowledge of the techarglipsocedures involved in
effective oral questioning.

You will be reading the information sheEinploy Oral Questioning Techniques.

You will be demonstrating knowledge of the techniques and procedures involved in effealtiyeestioning
by completing the Self-Check.

You will be evaluating your competency level by comparing your completedC8ettk with the Model
Answers.

Activity

For information concerning (1) the purposes, limitations, characteristicsl @uastioning and (2) the
techniques involved in employing oral questioning read the following information.

EMPLOY ORAL QUESTIONING TECHNIQUES

“To questionwell is to train well.” Socrates would have agreed with this statement. He useadangsto the
exclusion of all other methods. In training today however, we recognize that cstibging is but one of
several important methods you can use to be a successful trainer.

Advantages

Oral questioning is an effective way to stimulate trame&vation and solicitparticipation. Questioning pro-
vides for involvement odlll trainees. In addition, it focuses trainee attention and develops interest andycuriosi
The effective use of oral questioning techniques provides trainees with opportiongrasticesel f-ex-

pression. At the same time, it allowsgariety to be added to the lesson.

Logically sequenced questions can stimulate logical and ctiticéting and serve as a guiderteasoning.
Also, use of questions directed at different levels of knowledge can lead triawtoett® different levels of
thinking. An important outcome of using questions is thagpleeial abilities and interests of individual
trainees can be discovered. Trainees often acquire special knowledge lartdrskigh hobbies, work
experience, or family activities. You can use these special abilittegterests as an additional training
resource to promote employee learning.

Oral questioning techniques can be used for a variety of purposes, as follows:

1. To introduce, summarize, or review a lesson
2. To clarify points previously made

3. To bring up points omitted

4. To bring reading assignments into focus

5. To develop, in trainees, new insights



6. To promote trainees understanding
7. To develop trainees' attitudes and values
8. To teach trainees tase ideas rather than to simply memorize them

Oral questioning can provide importavaluation information. Trainees' preparation for the lesson can be
tested. (e.g., through questioning, you can determine if they read and understoochameagsiQuestions
during the lesson's introduction can serve as a pretest of trainees' knoeledlg&lso, using questions during
the lesson can provide immediate feedback on how well trainees are progressing

Incorporating questions in the lesson summary and review can provide at ledist @\yeuation of the extent
to which the program goals have been achieved by trainees.

Limitations

The use of oral questioning has some limitations. Questions directed at large gagupdifficult to hear.
The same is true of trainee responses. One way to overcome this difficaltepeat the questions and re-
sponses that may not have been heard by all persons. However, large group srdiscauraged. In addition,
guestioning involves considerable trainimgne as compared to other techniques requiring less trainee
involvement.

The individual characteristics of trainees can also affect the succesd giestioning. Shy trainees are some-
timesreluctant to participate in question-and-answer sessions. Your role in providing a secure, non-critical
learning environment is important here. If the shy trainee is made to fertable and un-threatened, He/She
may be more willing to participate. There also may be a tendency fimalaggoup of trainees tdominate the
discussion. This can be prevented by distributing the questions among all trainees.

Characteristics of Good Questions

Trainee learning can be greatly stimulated by the use of oral questiociimigiges. In addition, use of these
techniques can provide you with continual feedback as the lesson is being taught.

However, any advantages that may result from the use of oral questioning mayrtgedeaf good questions

are not asked. You should carefully plan your questions and should write them down in youplkassohis
planning, however, should not be so rigid that it does not allow you to ask spontaneous questions eteespons
trainee interest.

A good question should have the following characteristics:

Concise, including only one idea

Short enough for trainees to remember

Timely, interesting, thought provoking, and relevant to the lesson being taught
Stated in language familiar to trainees (a question is not the place to introgdueemns)
Stated to stress the key points of a major lesson topic

Stated to require more than a guessing response

Stated to require more than a simple "yes" or "no" answer

Stated in such a way that it does not suggest the answer

ONOOAWNE



Typesand Levels of Questions

Questions can be classified according to the level of knowledge requirée fmrtect response. Each level is
progressively more complex and each is built on all levels below it. Beginning withwest level the levels
are as follows.

1. Knowledge: At the knowledge level, trainees are asked only to recall or recognize the cespamnse from
memory; for example:

® \What is the formula for computing...?

® \What is the definition of...?

® \What are the main parts of a business letter?

® \What are the four ingredients used to make...?

In general, questions requiring a simple “yes” or “no” answer should be used kpakiity such questions,
trainees have a 50:50 chance of guessing the correct response; thekramtledge isn't necessarily tested.

Simple recall questions can be used in introducing a lesson. Or, a recall question emhdsetiis first ques-
tion in a series of questions that progress to a higher level of difficulty. In@dditisituations in which a
trainee gives an incorrect response to a higher-level question, you may leathéeslogically to the correct
response by asking simpler questions and thus reviewing the information netessewer the initial
guestion.

2. Comprehension: Three sublevels of knowledge are involved in comprehension as follows:

a.Trangdation - Thetranslation sublevel involves asking trainees to transfer knowledge from one set of
symbols to another: for example:

« State in your own words the definition of merchandising given in our learning guide.

» Paraphrase the directions for mixing ... given in the bulletin.

» Draw a picture to illustrate...

b. Interpretation - The interpretation sublevel involves asking trainees to explain the meaning ofhisgne
for example:

* What does the graph show to be the point of diminishing returns?

* What does the table show would be the curing time for...?

* What trends are shown by the... for the past ten years?

c. Extrapolation- Theextrapolation sublevel requires trainees (1) to infer, project, or extend from known i
formation into an area that is not known or experienced, or (2) to extend the meaningroflezs beyond
the limits of the information presented; for example:

» What is the general need for..., based on our study of the present supply?

» Considering the properties and price of the new..., what would you predict would to be tinaisdsbe
made of...?

* What will be the trend in job opportunities for..., given the general forecasts in the Qutaipautiook
Handbook?

» Use your knowledge about... to predict the relative time required to create eaelbasic...

3. Application: The application level requires trainees to solve practical problems throughettigosednd use
of ideas, principles, and theories (i.e., to apply what they have learned to pasiiaaions); for example:

» Use the principles of... to explain how a... works.

» Use your knowledge of... to explain how... can be made.
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» Using your knowledge of what makes a good... for..., explain what ratio and rate per... yobgwgnydast.

4. Analysis: At the analysis level, trainees are asked to break a whole down into its comporseangacd de-
termine the relationship between the parts; for example:

* Which of the statements in the article on... design are inconsistent?

* What is causing the... we have tested for malfunctions to fail?

* What relationships exist among the different... used to make...?

5. Synthesis: The synthesis level requires trainees to put together parts and elements aofew whole or
pattern (i. e., to use concepts, principles, or ideas already learned to makpradhest); for example:

* What overall... plan will meet the needs identified in the... survey?

* What type of management plan is needed to profitably integrate all the...?

 Using current prices of different..., what would be the cost for a 1,000-pound load?

6. Evaluation: The evaluation level requires trainees to make judgments based on specifec ratiber than
opinions; for example:

» Applying the criteria provided, which of the three plans would be most effective?

» How would you evaluate the proposed management plan, using the profit available?

* Given the following criteria, how would you judge and rank each of the ten...?

Oral questions at the analysis, synthesis and evaluation levels can be usé@eterglg to summarize
training activities. Questions at these levels also may be used to guirdedran study assignments and prob-
lem-solving activities.

The levels of questions provide guidance in developing a logical sequence of questianseBzach level is
based on all levels below it, you can plan the sequence by moving from lowelbaigher-level questions.
For example, the application level is based on the knowledge and comprehension levelse Tjuestioning
sequence would start with a question at the knowledge level, followed by a question atgreheaosion level,
and then a question at the application level.

One final comment should be made on levels of questions. The focus of this module is ontitie effes of
oral questioning as a training technique. Although you need to be able to recognizéexgdestions at the
various levels, your emphasis should be on achieving competencyusettieoral questions.

Good Questioning Techniques

Thegeneral sequence of oral questioning should be as follows. You should (1) ask a good question of the total
class (e. g., "How does texture in... affect the...?"), (2) pause to give srimeeo formulate their responses,

(3) direct the question to a specific individual (e.g., "Carl?"), and then (4)lwv€arl time to reply fully and

give attention and consideration to his response.

The reason that a question should be directed to a particular indigitkrathe question has been asked is
simple. If you first say "Carl" and then ask your question, every trainie class except Carl is off the hook.
The other trainees do not need to try to formulate a response.

Ideally, Carl's response will stimulate other questions that you can, in tgct, tdi other members of the
group.



Questions should bdistributed among group members so that each trainee has the opportunity to participate.
One way to assure that a trainee who generally has difficulty in responding tiorgiean participate is to ask
a question based on his/her past experience.

Questions should be asked in@mal conver sational tone andloud enough for all group members to hear.
You should reward correct responses (e.g., "Yes," "That's right,"” "GoodZborett") and avoid being critical
of incorrect or incomplete answers.

Questions should be presented logical sequence, and you shouldepeat responses for special emphasis or
clarity. You can bring other trainees into the discussion by asking thesadato another trainee's answer.

You should encourage trainees to go beyond the first ansvespdod andclarify an idea, and to corroborate
it with facts and illustrations. Include "why" and "how" questions with "yasl "no" questions. Strike a
balance betweeiact andthought questions.

Trainee in-attentiveness can be discouraged if trainees know that you fhegskrguestions. Some trainers
suggest that inattentive trainees can often be brought into the discussion lygdaegtestion to them. How-
ever, use caution here. To ask a question and then call on the daydreamer almoshailweyshat He/She
will not have heard the question. You will get his/her attention using this technique. étpbweembarrassing
the trainee, you may lose his/her future cooperation. Get this traineetoatfest; then ask the question.

In general, you should not repeat a question unless the question was directed ajraudargad might not
have been heard. Repeating questions can encourage inattention and poor listening hdigtsréinee can
be asked to repeat the question, if necessary. Finally, avoid asking questions of the geopal. This
encourages several trainees to speak at once. Rather, ask for volunteemscafimdisethose trainees who
volunteer.

Handle Responses

Constructing a good question and asking it in the correct manner are the firgh stiépstive oral questioning.
The next step is the proper handling of trainee responses.

The handling of trainee responses is the real test of a successful traifée Eategorized trainee responses
into (1) correct answers, (2) partially correct answers, (3) incomseteas, and (4) no answer at all. The fol-
lowing suggested practices for each category of responses are suggested.

Correct answers: You should reward correct answers with responses of recognition or praise (eryg., "V
good," "That's correct,"). Rewarding correct answers encouralyessauent participation and establishes the
answer as being correct. Answers covering several key points can be dovke by asking other trainees to
explain or expand on individual points in the response. Note, however, that if trainee reapefieegiently
lengthy, it may indicate that your questions are too broad.

Partially correct responses. When a trainee's answer is partially correct, you should give credit foorteetc
part and work to improve the incorrect part. You could say, "You are correct, M#sysée if someone can

enlarge upon your answer." You could then ask another trainee to expand upon the resporaapfar ex

"John, can you add anything to Mary's answer?"

Incorrect answers: When a totally incorrect answer to a question is given, you should give a non-tednica
sponse. For example, you could say, "A good try, but the main point of the question was ovéritmked
could then refer the question to another trainee. Or, you could choose to ask the samettnar questions
that would logically lead the individual to the correct answer.

10



A third technique is to tell the trainee who gave the wrong answer that yowmi# back to him/her later for
repetition or restatement. This is effective for the trainees who learralgslly; it makes them equally
responsible to contribute a correct answer-but later in the period.

Occasionally a trainee will misunderstand a question and give an irrelesavdraYou can handle this by
saying, "That would get us off the topic,” or "The answer was good, but it didn¢atmquestion that was
asked."

No answer at all: When one trainee is unable to respond at all, you should direct the question to another in-
dividual. If several trainees are unable to give a response, try rephfasiggetstion into simpler terms. If there
is still no response, you may want to again teach that concept or ask yousttaifieé the answer from
reference materials.

If you frequently need to rephrase questions, it may indicate that you need to beurefudrc the planning
and construction of your questions. You should never use sarcasm in questioning. Neverdaiss'sa
response as "stupid” or "What might be expected from someone who had not reamtimeeas.” All
sincerely offered answers should be accepted as contributions and used as an oppadewetgp further
learning. Remember, if trainees knew all the answers, the subject woaldyabe taught. Using wrong
answers to promote learning is part of good teaching practices.

Questions from trainees are a sign of a healthy learning environment, an eevit@mavhich trainees are
inquisitive and searching for answers. Your lesson planning should include anticipatennes fjuestions.

You can handle trainee questions that are off the topic by offering to discusbjdet with the trainee on an
individual basis after class. This avoids moving the lesson off on a tangent (whittavealyeen the trainee's
intent). At the same time, the trainee's question is accepted as a contribetenng a trainee's question to
the other members of the class for an answer is a good teaching techniquentme gyou could ask, "Bill,
what is the answer to Mary's question?"

Whenever neither you, nor the class, can answer a relevant question, you should agoutdbatot know the
answer and promise to find it. At the same time, you may ask the trainee to look ngwke &' ou can then
compare answers during a later class session.

Occasionally a trainee will attempt to stump you by asking difficulttqpresabout the topic. You can respond
with, "The class would be interested in knowing the answer to your question. [Btdage the answer in the
reference materials and report back to the class tomorrow." Use this dpgpagaagly however. Trainees may
sometimes use incorrect grammar in their questions or answers. When this ymewan tactfully indicate the
correct grammar usage by restating the trainee's statementdot@yammar by saying, "You mean..." Be
careful not to discourage trainees by interrupting them before they aheéiros by using a critical tone.

The principle of positive trainer acceptance of all sincere traineeipatton applies to trainee questions, as
well as to trainee responses to trainer questions. The challenge to you is togmtaimae participation and
to use it for the development of further learning.

The following items check your comprehension of the material in the informéusan, £mploy Oral
Questioning Techniques.

11



SELF-CHECK

|. Matching:
To the left of each phrase in Column A, write the letter of the term in Column B thabdestes the phrase.

Column A

____1. Trainee makes a judgment based on criteria

____ 2. Trainee changes information into a different symbolic form
____ 3. Trainee recalls information

____ 4. Trainees discover relationships

____ 5. Trainees solve a problem

Column B

a. Knowledge

b. Comprehension-translation

c. Comprehension-interpretation
d. Analysis

e. Evaluation

f. Application

[I. Multiple Choice:

Each of the incomplete statements listed below is followed by several wgssases. From these, you are to
choose the one that completes the statement most correctly. Place tloé tetieanswer (a, b, ¢, or d) in the
blank at the left of the item.

1. The type of question that is often overused by trainers is-

a. knowledge level
b. application level
c. evaluation level
d. analysis level

2. The taxonomy should be used-
a. to classify every question into a single category
b. to select simple questions from lower categories and harder questions froncaigberies
c. to select questions from all categories at appropriate levels of catyple
d. all of the above
3. Oral questions should be devised to take into consideration-
a. trainees' intellectual processes
b. emotional atmosphere of the class
c. trainees' in-training and out-of-training experiences
d. all of the above

4. Oral questions are an important aid in stimulating thinking because they will-
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a. arouse interest

b. promote understanding
c. develop new insights
d. all of the above

5. Oral questions are used-

a. in all situations

b. to lead trainees into all kinds of thinking

c. to get trainees just to recall facts

d. to encourage bright trainees to answer difficult questions

6. The purpose of a question such as, “Why would a writer choose to publish under an assutieg-name
a. to stimulate interest
b. to stimulate logical or critical thinking
c. all of the above
d. none of the above

Compare your written responses to the self-check items with the model sugsvegr below. Your responses
should exactly duplicate the model responses.

MODEL ANSWERS

|. Matching
1 e
2. b
3. a
4 d
5 f

[I. Multiple Choice:
. a

1
2.
3.
4
5

Qoo
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USE CHALKBOARD AND FLIP CHART

Learning Experience I

OVERVIEW

After completing the required reading, demonstrate knowledge of the fesltated to using the chalkboard and
flip chart to present information.

You will be reading the information sheet, Present Information with the Chalkhwéielip Chart.

You will be demonstrating knowledge of the factors--related to using the challkdrwé flip chart to present
information by completing the Self-Check.

You will be evaluating your competency by comparing your completed SetkGrith the Model Answers.

You may wish to make one or more templates of cardboard, plastic, Masonite, plywoodcamgosition
board for use in drawing frequently used illustrations.

Activity

A chalkboard or flip chart seems like the simplest of training devices; tsdiage been using each of these for
generations. However, there is more to these common training aids than meegs Treelegrn when to use the
chalkboard and flip chart, the basic techniques involved, and some special ways to iropraeuyse by
applying more creative techniques, read the following information sheet.

PRESENT INFORMATIONWITH THE CHALKBOARD AND
FLIP CHART

The chalkboard and flip chart are two basic tools of training that, properly usedntabute greatly to
training effectiveness. Although anyone with a reasonable amount of study amkpractbecome an
effective user of both devices, some trainers fail to optimize their ussiloyneg that no special skill or
knowledge is needed. As Edgar Dale notes, "Chalkboard technique needs to be learnedicadl plalcody
is born with it." The same is true for flip charts, in that many of the techniquesing both devices are
similar.

Chalkboards and flip charts are used to introduce a lesson, to present new materi@summarize or
emphasize key points. Both devices are suitable for use with a large group,reopd| @nd individuals; and
for use by both the trainer and participants. In a competency-based programadlydye less use of these
devices for total-class lessons, but they are indispensable for mini-lessonsadirgt@mp training. Although
the chalkboard and flip chart are generally best used in combination with othergttartiniques and devices
appropriate to the particular lesson, they may also be used alone.

Instructional applications of the chalkboard and flip chart are nearly endlesscarhbg used in the classroom,
laboratory and shop as well as on field trips and in nearly any other trainimg.setti
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These devices are suitable for a wide variety of specific uses, inclhéirigliowing.

» Present facts, principles, and concepts

* lllustrate concepts, ideas, and processes by means of diagrams, drawitgisgidphs, sketches, maps, etc.
* Emphasize key factors by outlining, underlining, or otherwise highlighting tenutorvords

* Present assignments, announcements, definitions and problems to be solved

* List key words, rules, steps, procedures, or policies to be followed

The versatility of these two media is limited only by the imaginationtierga and knowledge of the user. The
remainder of this information sheet deals with the types of chalkboards and ftpaeilable, specific
techniques for their effective use, and the advantages and disadvantages of gacthalkys

The Chalkboard

The chalkboard is probably the oldest and most commonly used classroom trainingngikinhen as the
blackboard because it was made of black slate, today's improved chalkboards are an integfarpavtell-
designed modern classroom. There are several ways to mount chalkboards, the most loeimg the
stationary wall mounting. This type of mounting is most suitable where adequate wall space is availéie
front or on the side of the classroom.

Where wall space is limited, the sliding or folding chalkboard may be usedlidimg chalkboard is
constructed like a double window, with two or three chalkboards on one wall. While one chalklieénd is
used, the others slide up or to one side out of the wagl.ding chalkboard usually consists of three or four
boards (each about three feet square) that are hinged on one side and fastenedl t&\tile thies type of
mounting, both sides of the chalkboard can be used, but the trainer must hold the board se¢lcunetyhvaind
while writing with the other.

Another type of chalkboard is tipertable type. Theportable chalkboard is mounted on a frame. The
portable chalkboard is supported by folding legs designed to prevent it from falling oveporiable
chalkboard is commonly hung on two pivots that allow it to be flipped over so both sides can be ussnThe
advantage of this style of chalkboard is its portability, which allows it to be mowad/tpart of the classroom,
shop, or laboratory as desired.

Chalkboards are available in a variety of colors including green, yellow,, wdniteblack, and brown. The light-
colored chalkboards are recommended because they provide better contrast @yel $&sin because glare is
reduced.

The only materials required in addition to the chalkboard are chalk and an erasechafkiis adequate for
most situations, but diagrams and other illustrations can often be considerabigeshby using a variety of
colors. For example, in diagramming the systems of a truck engine, you hoghtte electrical system in
blue, the fuel system in red, and so on. To facilitate the production of commonly used diagsgmbols, you
may also wish to make or purchase templates, patterns, or stencils.

"Chalkboards" are now also available that don't use chalk at all. Tigaskchalkboar ds have coated panels

(usually white) upon which you write with special quick-drying marking pens,adkailn a variety of colors.
The surface can then be wiped clean using a cloth or an eraser-without hetgcats, or cleaning solutions.
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Techniques
Effective use of the chalkboard requires the knowledge and practice of severghnhsmhniques, as follows:

Keep the chalkboard clean: Erasers, chalkboard, and chalk tray should be cleaned regularly. Erase all
unrelated materials, and avoid tying up board space with announcements and otheriamfohaiatnust be
posted for several days. Keeping the board clean improves contrast and agpeadetiminates needless
distractions. In addition to the usual erasing, go over the entire board rgguthrd damp cloth or sponge to
make it look clean.

Use chalk with good contrast: The best color of chalk or marker to use will depend upon the color of the
chalkboard used. However, colors that provide sharp contrast and aid easy viewind) &ressadf the
classroom are best. An assortment of colors should be available for use to inonteest and provide variety
when underlining key words and highlighting or differentiating parts of diagoarsisetches. Related to the
contrast concern is the need to check the direction and type of classroom lighting aeaad glare from
sunlight or artificial light.

Make lettersand drawingslarge enough: All symbols should be made large enough to be easily seen by the
entire class. This is important in order to avoid unnecessary eyestrain and smibhaattention of trainees.
(You may need to seat participants with vision impairments near the chalkboarg sarthiead it easily.)

Letters should be between 2 and 3 inches high. It is much better to develop a standardgmintigge than to
write in script. If a large volume of material must be presented, it is ysuale effective to use handouts.

Avoid talking to the chalkboard: Many trainers make the mistake of almost ignoring the group while writing
on the chalkboard. You should turn frequently toward the group to maintain eye contact witli¢hpapts. In
addition, you should discuss what you have written on the board to help participants who aneotasinig
provide both sight and hearing stimulation for learning.

Avoid blocking the view of participants: Try to avoid standing in front of materials on the chalkboard or
otherwise obscuring it from view. Stand to one side as much as possible and use a poietdratiatition to
particular items. One useful technique is to write only a few words at atienthen stand aside so individuals
can see what you have placed on the board.

Plan in advance for effective arrangement of material: Use chalkboard space efficiently. A little planning
can help you avoid the disorganized and cluttered appearance that can result frgmrgiecessary details or
using poor sequencing. An outline form helps trainees take more organized notes atwldrefjgwgsize the
most important words and concepts.

Prepare lengthy messages and complex drawingsin advance: To save time and to avoid losing the attention
of the group, place detailed or complex material on the board in advance whenever passibéry@ffective
technique for dealing with a complex drawing is to construct a major portion of thimgrman the board in
advance of the training period. Then, as you present the lesson to the group, you cdme filkiaits and
sections requiring special attention.

Another technique that can be used to make elaborate drawings, and at the saRreit@interest, is to
gradually construct the drawing in advance of class over a period of sevexai\tdaten procedures that
require considerable time to write neatly on the board should also be placed on the bidbzadae.a

Use patterns, templates, and rulers to assist in making sharp and accwisigsdtéyour area is one in which
drawings are frequently used, you may find that a chalkboard drafting macbkiieeimely valuable. This is a
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device that attaches to the chalkboard, which makes it possible for you to dight $ilmes and angles and to
measure accurately.

To ensure that your drawings and writing are accurate and neat, do not work wjtpiadeof chalk. To draw
especially sharp lines, break a piece of chalk cleanly in two and then use the gkarpfede chalk. Cover
material you won'’t be using immediately with sheets of paper, window shadesptr eurtain so your
participant’s attention is not diverted from your immediate focus.

Specialized Applications

Besides the basic practices, there are a number of specialized techmiagqisasg chalkboards. There may be
times when special benefit may be gained from making a complex drawing in ftbetgup. If so, you
could use a lead pencil to draw an outline in advance that you can see close up, leigtioait cannot. You
can then trace over the pencil outline with chalk during the class presentation.

Images can be transferred to the chalkboard from a book or other source using the opadoe pragec
projector can be focused to the size of illustration you wish by moving the tprogézser to or farther away
from the chalkboard and re-focusing.

lllustrations may also be transferred by the "pounce method.” When sevees abilie same image will be
needed, develop or secure a stencil or chalkboard pattern with holes punched to outlingdliesired. Tape
the pattern to the chalkboard and pounce (tap lightly) over the holes with a chalkyéraeeemove the
pattern and connect the dots.

The revelation technique can be used, as appropriate, to uncover a series of steeslorgs one at a time
and in the most logical sequence. Material prepared in advance is simply covarpdper, shades, or cloth as
desired until the class is ready. Point-by-point revelation will help focusdkse discussion on one point at a
time.

Cartoons and stick figures may also be drawn on occasion to emphasize a point, adtb\thedesson, or
focus attention on specific emotions and expressions. You may wish to draw thenif gyouraesfer images
using the opaque projector or pounce method.

In addition to the use of prepared illustrations, the chalkboard can be used to increffeetiieness of class
discussions and individual conferences. As the discussion takes place, you can jot doportantterm,
make a quick sketch of a device, show relationships with a diagram, or clarify antideafew simple
symbols. These informal techniques provide stimulus variety and helps ftentsaton real visual images.
Many people learn better that way.

Advantages of the Chalkboard

The advantages of the chalkboard that cause it to be extensively used include thegfollow
* It is readily available in nearly every training room.

* It is relatively easy and convenient to use.

* It is suitable for a wide variety of uses by trainees and trainers;

- The cost of maintenance and supplies is very low.

- It is suitable for presenting and summarizing key points.
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Disadvantages of the Chalkboard

Although far outweighed by its many important advantages, the chalkboard hasalwenfptiisadvantages:
* |t cannot accommodate a large volume of material (many times handouts areffactive).

* It is not adaptable to keeping a permanent record

» Chalk dust is an irritant to some people

TheFlip Chart

The flip chart is another versatile and commonly used training aid. Alsoe@te as decture pad, the flip
chart is suitable for use in the classroom, laboratory, and almost any othegtsatiing because of its
portability. The flip chart is normally mounted on some type of wooden or me#lteasholds the paper at a
convenient working height. Many easels are adjustable in height and most fold intpactsize for carrying.

If desired, pads may also be mounted on a wall or hung like a picture. The sheets ofgyaperound in
several ways: clamping with two wooden strips along the top edge, using a maglip¢ad @ stand, binding
with rings similar to those of a large loose-leaf notebook, or stitching and gkeng book.

The consumable pads can be purchased in a variety of sizes and types. The most commdip typarof

material is bound newsprint purchased from paper supply houses. The pads are gemezallyoff-white in

color. They are available in different sizes (18" x 24"; 28" x 36"; 36" x 45") ateksgfyiain, ruled, grid) and

vary in the number of sheets per pad B, Some suppliers also offer the pads in different thickness: standard
weight, heavy weight, and extra heavy weight.

Flip charts may also be made for a relatively small cost if you havarteeand inclination. Some trainers have
made excellent use of wallpaper sample books, poster board, or plain wrapping papéngrtmea own flip
charts.

Besides the pad and easel, the only other material needed with the flip cbar¢ iyge of grease pencil or
felt-tip marking pen. These are available in a wide assortment of colorsathbe used effectively to add
variety to drawings, emphasize key words, and so on. As with the chalkboard, the usellsf stenplates, and
patterns can simplify the production of commonly used diagrams or symbols.

Techniques

Effective use of the flip chart requires the knowledge and use of the followirggpastices:

Use marking pens and grease pencils with good contrast: To maximize readability, felt-tip pens or grease
pencils that offer enough contrast for easy reading should be used. The fatistghpeald be of the wide
"marking" type. An assortment of colors should be available for use in prepartogeskand underlining key
phrases and words to add variety and interest to presentations. As with the chalkbaolei;ttbe and type of
classroom lighting should be checked to avoid glare, but this is not usually a probéerseode surface of the
paper is not glossy.

Make lettersand drawingslarge enough: As with any other medium, to be effective, the symbols used must

be large enough to be seen by the entire class. If considerable matertzd igresented, several sheets should
be used and thought given to possibly using handouts instead.
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Prepar e lengthy messages and complex drawingsin advance: To conserve time, as with the chalkboard,
detailed or complex drawings should be placed on the flip chart in advance. Temptatapaas, ruler, and
other drawings aids should be used to produce accurate drawings. The naturepthaatfinakes it very easy
to conceal material prepared in advance until needed. If drawings need to beuniagléraining, a light pencil
outline can be prepared in advance and traced in felt-tip in front of the group.

Avoid blocking the view of training: As with the chalkboard, it is easy to unintentionally block the view of
some individuals. Care should be exercised to stand to one side of the chart and to use goperteit tw
focus attention on particular items.

Avoid talking to theflip chart: Words spoken while the trainers is facing toward the chart and away from the
group are hard for trainees to hear and understand. You should practice turning freéquentl the group
when writing on the chart to maintain eye contact and to present orally whaenasriieen.

Use therevelation technique: The flip chart, because of its multi-sheet construction, lends itself handily to use
of the step-by-step disclosure of sequential procedures or diagramsaMzerbe prepared in advance and
revealed at the most opportune moment in the discussion or presentation.

Store frequently used charts and diagrams: Rather than repeatedly preparing the same message or chart, you
should store well-prepared material to be retrieved as needed.

Specialized Applications

In addition to the common techniques already described, two specialized applicatieme deention. The
opaque projector may be used with the flip chart in the same manner as with the chatkivaasidr images
from a book or other sources. In addition, cartoons and stick figures may be used @ndocashance
presentations by focusing attention on specific moods and emotions and emphasizing a point.

Advantages of the Flip Chart

The following advantages of the flip chart make it a favorite training deviaeday trainers:

» Because of its light weight and compact size, it is highly portable and cakebdadaalmost any location. It
can be relocated within the classroom for use with small groups. It can be movedrbgaining rooms (thus
eliminating the need to recopy material), it can be taken on field trips, and sor@tutes and design make it
relatively easy and convenient to use. It is suitable for a wide variety ©bygteainees and trainers: drawings,
charts, and notes.

» Sheets from the flip chart can be torn off and distributed for concurrent usechgl sedividuals or small
groups.

- Material can easily be revealed step by step, one sheet at a time windarthation is prepared in advance.
» Sheets provide a semi-permanent record and can be easily stored forefignanmece.

* Initial purchase cost is relatively low in comparison to many instructiotsl a

Disadvantages of the Flip Chart

The following disadvantages of the flip chart should be considered when decidingnmibetbe one:

* It cannot accommodate a large volume of material (many times handouts areffactive when a sizable
volume of information is to be presented).

* It is difficult and time-consuming to produce intricate and complex drawinge (mepared, however, they
can be stored for future use).

» Because of its limited size, material may not be visible to large groups.

19



» The pads and sheets are consumable and new ones must be purchased.
» Material placed on the chart cannot be erased, changed, or easily correctad aase with the chalkboard.

SELF-CHECK

|. Essay:

Each of the following five items requires a short essay-type responase Péspond fully, but briefly, and
make sure you respond to all parts of each item.

1. Explain why the chalkboard is such a widely used training aid.

2. Explain why many trainers make extensive use of the flip chart.

3. Describe several specific uses for which the chalkboard and flip chart areikaitles
4. Name four types of chalkboards, and state an advantage of each type.

5. Describe five techniques for making effective use of the chalkboard. Oiptlcbdit

|. Case Situations:

Each of the following seven items presents a situation in which you are to deeitiemyou would use (1) the
chalkboard, (2) the flip chart, (3) both, or (4) neither. For each item, indicate yasiodeoncerning which
device you would use and give the reasons for your decision.

1. You want to present drawings that sequentially illustrate the major stapatbkr complex assembly
process.

2. You want to transfer a complicated drawing from a reference manual sdl freaticipants can view the
same illustration at one time.

3. You are going to divide the class into several small discussion groups, and you wanltea ofeeach group
to record the major points discussed in order to share them at a later time witkirdhelass.

4. You have a large volume of important information to share with the group, including dewsrations.

5. You want to develop and present to the entire class several illustrations to liglgettin concepts and
would like to be able to store them for future use.

6. You have several templates of some commonly used diagrams and wish to use theemimgre
information to a group.

7. You are taking a group on a field trip and want to take along one of the aids to usé&atifnigiand
summarizing some key points.

Feedback

Compare your written responses to the self-check items with the model sugsvegr. Your responses need not
exactly duplicate the model responses; however, you should have covered theagarpeints.
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MODEL ANSWERS

| .Essay:

1. The chalkboard is a widely used training aid for several reasons: (I) sanegithbility in nearly all
classrooms, (2) its ease of use, (3) its low cost of maintenance and supplissuiability for a wide variety
of uses, and (5) its excellence for presenting and summarizing key points.

2. Many trainers make extensive use of the flip chart because of its ptyrtatdisuitability to a wide array of
situations. Its light weight and compact size make it easy to transpamdstany location, and its nature and
design make it relatively easy and convenient to use for many purposesaMudéeed on a flip chart can
easily be revealed at the most opportune moment and can be easily storagddaefatence.

3. The chalkboard and flip chart are both suitable for (1) presenting facts, prinaqesoncepts; (2)
illustrating concepts, ideas, and processes by means of drawings, chartsi@ressk® emphasizing major
points or words by underlining or otherwise highlighting important items; (4) malssignments and
announcements; and (5) listing rules, steps, or procedures to be followed. They caohibhetesenting new
information, reviewing key points, summarizing a discussion, and in many othéosisua

4. The four types of chalkboards and an advantage of each are as follows:

 Stationary chalkboard - It is easy to use and always available.

* Portable chalkboard - It can be moved to any part of the room or from room to room.

* Folding chalkboard - It can be used where space for stationary chalkboard is inadequate

» Sliding chalkboard - It can be used where space for a stationary chalkboard is inadequate.
It also lends itself to the use of the revelation technique.

5. Techniques for effective use of ttiealkboard include the following:

» Keep the chalkboard clean to improve contrast and appearance.

» Use chalk that provides good contrast.

» Make letters and drawings of adequate size. Avoid loss of eye contact witkdraine

» Avoid blocking the view of trainees.

* Plan for the most effective arrangement of material

» Prepare lengthy messages and complex drawings in advance.

» Use specialized applications such as tracing a lead pencil outline, or tiagsfeages with the opaque
projector or the pounce method; and use the revelation technique, where appropriate.

6. Techniques for making effective use of thp chart include the following:
» Use marking instruments that provide sharp contrast.
* Prepare complex drawings and material in advance.
- Avoid loss of eye contact with trainees. Avoid blocking the view of participants.
» Use the revelation technique.
» Store frequently used charts and diagrams for future use.
» Use specialized applications, such as transferring images with the opa@e#oprand use cartoons and stick
figures as appropriate.
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Il.Case Situations:

1. The best choice in this situation would be the flip chart. Because severalgfane needed and sequential
illustration of a complex assembly process is desired, several shadtgpathart could be used (one per
drawing), and the drawings could be revealed one at a time. Another advanteg#ipfdhart in this situation

is that the drawings, which will probably require considerable time to produce, easilyestored for future
use.

2. In this situation, either aid could be used effectively. If a large-sizedrdyavas desired, the chalkboard
would be more suitable. However, if the drawing could be used repeatedly and requirderablestime to
produce, the flip chart would be preferable so that the drawing could be stored.

3. The best training aid in this situation is clearly the flip chart becaustsstan be torn off the pad and given
to each group for note-taking.

Later, the major points discussed could be shared with the entire class by pesshegdts around the room.

4. In this situation, neither of the two aids is very satisfactory. Instead, ecatsith should be given to
duplicating the information by copy machine or other means so that the matet shared with all class
members.

5. Here the clear preference between the two aids is the flip chart betatesl on the flip chart can be
stored for future use.

6. Either technique is suitable in this situation. However, if the revelation ¢gehisi to be used in order to
exhibit only one drawing at a time or to reveal them in sequence, the flip chart iisfdrable.

7. The flip chart is the clear choice because of its portability.

Leve of Performance: Your written responses to the self-check items should have covered thenapone
points as the model answers covered. If you missed some points or have questions autaliti@msi points
you made, review the material in the information sheet. Present informatiothei€halkboard and Flip
Chart, or check with the lead trainer if necessary.

You may wish to make one or more templates (patterns) of the illustratioysthabuld use frequently in
presenting information in your occupational specialty. These templatestbenl be used in drawing
illustrations on the chalkboard or flip chart. A variety of free and inexpensive wcistr materials, including
cardboard, plastic, Masonite, plywood, and composition board, may be used.
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USE WORK SIMULATION

L ear ning Experiencel

CONTENTS

After completing the required reading, demonstrate knowledge of the vammssdf simulation techniques
and the characteristics of each.

You will be reading the information sheEtnploy Smulation Techniques.

You will be demonstrating knowledge of the types of simulation techniques and the cistieste each by
completing the Self-Check.

You will be evaluating your competency by comparing your completed Setk@tith the Model Answers.

Some form of simulation can be used to improve training in just about every occupatanidisaa matter of
developing ideas and selecting the right technique. To find out how the various kinds ofiGiscka be
applied to your training program and how to set them up, read the following information shee

EMPLOY SIMULATION TECHNIQUES

Simulation techniques are gaining increased popularity in the classroom assaafngi@paring trainees to
function effectively in their chosen occupations. The advantages of simulationrayenubthe disadvantages
few. Simulation is often more effective than other methods of training in gainimgténest of participants and
in motivating them to become more involved with learning activities. Simulatibnitpees can accomplish the
following:

* Provide a degree of realism and immediacy that is often lacking in the ptesent discussion of ideas

* Allow participants to experiment in a safe, simplified, and realistic envirohwigh minimal fear of failure

» Permit participants to get feedback on their performance in a non-threatémnatigsi

* Afford a realistic experience at a cost that is generally less thaimtbéved in an actual experience

 Offer short-term experiences and feedback in what are often long-teresgesdn the real world

» Present a conflict situation that can involve the individual more actively in ttmenlggrocess than can other
training methods such as the illustrated talk

* Allow the participant some control over events in the situation

* Allow the participant to assume and experience other roles

 Control the situation and structure it so it may be handled

* Emphasize team learning and group interaction

» Combine cognitive, affective, and psychomotor learning

» Provide immediate feedback to participants

* In simulation experiences, theory and practice come together naturatBad of simply reading or hearing
about the need to set priorities, business and office trainers can, in a simulatedinféition, actually
experience this need. Furthermore, they can practice responding to aofaiasts as they would be expected
to respond in the real work world.
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» Decision making (such as that required in the setting of priorities) is egeslthrough simulations, and
decision making is at the core of meaningful learning. Critical thinking haltiitedes, and knowledge of facts
may be developed through simulation.

Because they are a step removed from reality, simulations are ideah@tinganoral and ethical issues,
human relations, and other sensitive areas. How better to learn to handle ywagelf interview than to
practice these skills through a role-playing situation. Simulation exes are particularly important in
competency-based training programs. Many occupational competencies tieguparticipants train and
practice in a setting as close to the actual job situation as possible. Binsuddéo provide -one basis for
evaluation of the trainee, with the trainee demonstrating proficiency in et tnimpetency under the
observation of a trainer.

Simulation techniques are effective in so many training-learning situakliahsvery trainer should be
competent in using the techniques. The effective use of simulation techniques rbaui(esbefore a
simulation technique is used, the performance objective(s) be made clearttmlémss i. e., they must know
the purpose of the experience; (2) the trainees be oriented to the experien8aatiqw-up discussion be
held at the close of the simulation experience to reinforce key concepts andecwalether the objectives
have been attained.

Commercially developed or trainer-made simulation materials can beffecsive. In addition, there are
advantages to having trainees formulate and develop their own simulations. Igethersdainer-designed
experiences will be geared automatically to the right level of difficiflthey aren't, Self-designed simulations
let trainees focus on the new behaviors to be learned, rather than on the rulegipafiagtin a simulation
designed by someone else. Learning may also take place while the teaaaslyzing the situation in order
to be able to develop a simulation. Trainee goals and interests remain thiefoemsgraf the simulation.
Trainee-developed simulations are usually shorter and cost very little. Howeaatsiderable amount of time
may be required for their development.

Types of Simulation

| n-Basket

The in-basket technique gets its name from the materials that are itekeynel The technique is basically a
decision-making exercise structured around a real-world situation. It ®onsetrainee's ability to set
priorities and carry out tasks. Participants assume the role of decision mwatteesct to materials provided to
them, such as letters, memoranda, and other papers that can be found in the incoming-trasket.in

An example of an in-basket exercise might be that of a basket placed on afg&atréesk containing (1) a
letter to be typed for the supervisor within the hour; (2) a memo to be sent to antassowaling a luncheon
appointment; and (3) a request that the "secretary” make dinner reservatibessigqudrvisor and a client. The
"secretary's" assignment would be to decide the order in which the tasks shoulgletezband to perform

the tasks required. At any time during the exercise, additional itemsa(plipne call urgently requesting some
important information) could be placed in the in-basket, requiring the "seéretarynsider adjusting

priorities.

An elaborate form of in-basket activity is the simulated office setting., ldegeoup of business and office
workers assume all the roles of a complete office staff-accepting stnbwating work, typing and duplicating
materials, meeting deadlines, making decisions, and solving problems as in dibasyloé same technique
could doubtless be applied to other service areas.
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The in-basket technique provides a meaningful situation that requires the budfétimgand setting of
priorities for the performance of tasks. It also requires the demonstratios silis involved in carrying out
the tasks (e.g., computer keying). Feedback from the trainer and otheppatti@llows the trainee to know
exactly how well He/She is doing.

Equipment

This type of simulation is useful when training employees who will work with equipiméme real world.

Many times it is impossible to have the actual equipment in the training roonsbexfaspace, cost, or danger.
However, with some type of simulator, the participant can acquire the next peseage. The design of a
simulator must allow the operation to be performed in the same way it would be iferdmltiwithout extra
features that might interfere with the basic skills to be learned. The simoiast be designed so that users
have essential controls to manipulate just as they would in real life.

For example, a driving simulator allows users to react to realistic conditianghey might encounter in actual
traffic. Feedback must be provided, so that the users can evaluate their reapdnsatscontinue to make the
same mistakes. Use of skills not central to the experience are deliperaiited. Thus, the driving simulator
does not require the user to close the car door, stop at a gas station, park in thetgarage, e

Equipment simulators can range from simple, non-functional practice keyboaaisdthsg as complicated
and expensive as the famous Link trainer used to train aircraft pilots. The U.Spsjaeen has used
simulators extensively, employing them to train astronauts to fly thenamich modules and creating a
simulated surface of the moon on a Western desert. Unfortunately, the problem oéesqpeewhat limits the
use of simulators.

Malfunction simulators have relatively complicated computerized consoleslitha participants to simulate
performing a repair task. By pressing buttons, trainees can attemptt®tloeanalfunction in a piece of
equipment. The computer then feeds back information describing the results of the ilidiaictican.

Related to equipment simulators is the use of mannequins in health occupations. Tiheeeddlls" simulate
patients, and they can be used to train participants in many health-care prec8dure of these mannequins
are mechanically or electronically controlled to react to certain proegduthe same way as would a live
patient. A "Choking Charlie,"” for example, disgorges a piece of simulated fmodiis windpipe when the
Heimlich maneuver is properly performed. "Resuscitation Annie" is usedimmiy participants to perform
cardiopulmonary resuscitation (CPR).

In addition, computer-assisted instruction (CAl) is a rapidly growing tdoggavith potential applicability in
every classroom regardless of the subject. The technology, hardware, and soévaseelable, and the costs
are reasonable and becoming more so as the industry grows. Computer prograsenateund to be related to
basic skills such as English and math. However, the skilled programmer carpoogadens for any subject.
For example, a program can be easily created to cover the knowledge aspegimeéausing the principles
guiding any good programmed instruction.

But beyond that, computers are being used to do wonderful things in the area of simulatisio. kpair
problem can, for instance, be programmed into the computer. Individual trainees, thely, s@nti@ns into
the computer and receive immediate feedback concerning the appropriatathegssolutions without the
danger of making errors on an actual automobile. Such simulation capacities@reny highly sophisticated.

The atomic energy industry, for example, tests the safety of its power piamtsreality but through computer
simulations.

25



The area of computer simulation, thus, is one in which you should definitely keep upftor dgtgicability to
your own instruction.

Case Studies

Case studies provide a description of a realistic problem situation. There drasiwtypes of case studies.
One, which we shall call the case study, presents both the problem and how one indivighoaipjosolved
that problem. The trainees' job, then, is to analyze how well that individual or group périorsadving the
problem. In the process of analyzing another person’s performance, trastebgit own knowledge as well.

A more complex test of the participant’ knowledge can be accomplished using wihailealsthe case
situation. The case situation presents only the problem; it is open ended. It is then ypdaoghe analyze and
solve the problem as if they were involved personally in the situation.

You can either (1) give the class or an individual a case study or situation ard@}lge groups in developing
it themselves. The case must appeal to trainees as being challengihg,ofisdlution, and possible to solve.
It must be something familiar to them, so that they have a background of expetense in working toward
a solution. It must be stated interestingly enough to gain attention and bedphriasguage suitable to their
level of understanding. Of course, it must be related to the training objectives.

An example of a case situation follows:

John Jones is a salesman who works on a commission basis for a retail store. Hadtha faendship with
another salesman, Joe Smith. Store policy has been that salespeople wilh&keaiting on customers. John's
friend, Joe, has started taking all the customers by greeting them as théytovtlike store whether it is his turn
or not. What would you do if you were John and needed the commission, but did not want to losenlbe's fr
ship?

Participants could work on this case individually then meet for a discussion afghgions. This would not
only be a good basis for an interesting discussion, but would help them to see other pemisaativexplore
solutions other than their own.

Gaming

Gaming is a type of simulation designed to bring about learning as a natralduget of the problem-solving
actions of a game. The aim is to mix cooperation and competition, as games do, witanrting Isituation.
Games are stimulating and include a great deal of involvement. The consequehedsagriees’ moves
(decisions) are immediately apparent to all. Games involve actual behatvier,thean hypothetical verbal
intentions or solutions.

Many games have been developed by commercial firms, such as "Consumé®hattd.” However, games
may be developed by the individual trainer or by the participants themselvast, lihé process of developing
a game may prove to be more of a learning experience than the actual playingawhéén the process of
development, they have to look at all aspects of the situation.

Games made by you or trainees may be more closely related to personahda&esdentified training
objectives. For example, a consumer education trainer could develop (or have ttausegs) a game to teach
the concept of nutrition. It could be either a board or card game with the various slefmauttition involved,
designed to train participants in how to choose foods wisely for optimum nutrition.
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A good deal of information is now available in the literature about frame g&naese games are so called
because they provide the structure (the frame) for various games without provedoantent. For example, a
single frame game-intended to train-might be used to teach a particatapt to one group and another
procedure to another group. The rules and format of each game are establishedetiievaries based on the
objectives to be met. Frame games can be a flexible training tool in the handgpabke @nd creative trainer.

Dormant and Thiagarajan, in their writing and through their workshops, offer training usé of a variety of
frame games, including Group Grope, Five Five, Scifi, and Great Debate. Gropp i§a game in which
participants exchange and explore personal opinions about a common topic. In Fiveangsecompete and
cooperate in order to generate a list and arrange the items in order ¢y.p8icifi is a game in which teams
come up with solutions to common problems and identify the best solutions through peeroevaiu@reat
Debate, participants take the roles of prosecutors and defendants and evaluageahd pons of a given
object or activity.

The applications of such games to are unlimited. Group Grope, for example, could be ukettambes deal
with an emotional issue such as the use of computers. Each trainee would be givemkocardiand, on

each one, would complete the statement, "Computers should...” Each participant thels disdaer two least
favorite statements and gets three new cards with statements prepdredrayer. The participant arranges
these five total cards in order of priority and then goes to a table covehedands and trades until He/She
likes all five of his/her cards. Each participant then selects the one fasandtegoes to five other trainees,
shows his/her favorite, and reads each of their favorites. Based on this shaticigapés are asked to team up
with other trainees who have ideas compatible with theirs. From all thég, caembers of each team select
their five favorite ideas and devise a bumper sticker slogan summarizieditteegleas. The game involves
decision making and group interaction skills.

Five could be used in a meeting to structure participants' selection of woikiexcto undertake. Scifi could be
used to solve a customer relations problem. Great Debate could be used to dwvalethied of a particular
work assignment. In all service areas, for all manner of purposes, fraree gambe used to accomplish
training objectives in a fresh and exciting way, with maximum traineecypation.

Role-Playing

Role-playing is an "acting out" of a situation, problem, or incident that is of carfé@r example, in a job
training class, conflict situations concerning customer relations could lxedvout through role-playing.
Using this technique, participants assume a role in a serious effort to think asdchasesignated character
would be likely to do in a given situation. It is especially effective with sgralips and should always be set
within a framework of group participation for discussion and analysis. The aud@mdéearn as much from
observing and evaluating as those involved in the actual role-playing. In someanasetse small group of 10
or 12 participants can participate, taking various roles in, for example, a demofitabor/management
negotiators.

Role-playing is an unrehearsed dramatization in which the playerspatmake a situation clear to
themselves and to the audience by playing the roles of participants in thesitliatattain this purpose, the
playing of the roles must be kept close to the reality of the situation, butlstillthe players to react freely
and spontaneously. The kind of role-playing most often used deals with understandingtsat@sand is
thus called "sociodrama.”

Role-playing is frequently used for teaching employability skills, butthee many additional possibilities
where human relations skills must be taught and learned. Many occupationaéque@sskills in dealing with
customers and clients. Marketing occupations employees need practicekitighielated to working with
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customers or instructing subordinates in customer satisfaction. In manageneeplaying might be used to
develop employees' leadership skKills.

Role-playing is not a magic technique by which all problems can be solvedn inpartant technique that
requires skill to use properly so as not to produce harmful effects instead o$ited datcomes. When used
properly, role-playing can accomplish the following:

 Provide a kind of situation in which roles can be examined and experimented with iorssudiere a
semblance of reality exists

* Give insight into the roles a person plays in real life and how effectively oygethlase roles

» Teach employees to perform new roles and, thus, adjust more adequately tapseogmhich they are a
part

» Provide examples of behavior, which can be more effective than merely talking abaiutatiens

» Help develop clearer communication, for it is sometimes easier to "ad eiitiation than to put it into
words

» Help employees to have a more sympathetic attitude toward others and to nddeestgpoints of view

» Help employees learn to express themselves more clearly

» Acquaint employees with problems and possible solutions

* Provide a means of extending emotional insights among group members and ampsg gr

» Demonstrate in advance how they will probably react under certain real conditions

* Provide a basis for evaluating the mastery of the skills involved

Role-playing is a simple, but effective, technique for teaching the basiepgts of human relations-for gaining
insight into why individuals respond the way they do in various situations. Role-ptanngjlow individuals

to look at their own actions more objectively. As observers, they can perceivaethesin a role being played,
feel how they would feel if treated that way. During the discussion period, @hdyear how others feel about
the behavior. Any criticism is directed toward a character in a role and rentdtew individual.

Role-playing also teaches the important skill of putting yourself in thex pirson's shoes in order to
understand how He/She will react in a particular situation and why. Thus, it is anaintgodi in helping
participants learn to get along with other people.

Role-playing is an effective way to test alternative methods of workiaggroup or handling a situation. Role-
playing can be fun for those who observe, as well as for those who participatanaticemefore, often
stimulate interest. It is a technique combining effective learning wigmgyable experience.

Role-playing generally has three forms: (1) Role-reversal, (2acterrole-playing, and (3) position role-
playing.

In role-reversal, group members assume the roles of the other persons with whom they must interdat; e.g., t
participant becomes a customer or employee. This provides a way to iderttithevither person’s point of
view.

In character role-playing, the participant be-comes a specific person and acts as he thinks that charalcter w
act in that particular situation; e.g., the "actor" becomes Mr. Jones, Persamadvl of Doaks Trucking
Company.

Positionrole-playing is like character role-playing, except the facts about the person are noflgiuenone is

free to play the role as He/She interprets it; e.g., the actor plays tlué pImre manager, rather than a
particular store manager.
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The topics for role-playing situations are as broad as the area of humamsedaitl problems. Problem
situations are found in the home among family members; in the office among emploployees and
administrators; and on the job between employer's employees or betweensgdéeapd customers.

Role-playing can be as simple as a parent trying to get a son or daygitehe morning or as complex as a
legislative committee dealing with a budget problem.

The following steps should be considered in involving a role-playing experience:

1. Prepare the participants for the experience by familiarizing themavgitoblem situation they can relate to.
2. Discuss the situation and help trainees see the problem involved.

3. Orient participants to the role-playing technique and define their roles thbroug

4. Call for volunteers and select the participants to act out the roles.

5. Give the patrticipants a short preparation time (10 to 15 minutes) to think through then@odlthe stand
they will take. Give each a name card to aid in identification of the role.

6. Prepare the observers by having each select a character or two tolfatleywthey can see whether they
agree with how the roles are interpreted and presented.

7. Proceed with the role-playing until the participants have had time to make theomgdanown. Then, stop
while the interest is still high. The amount of time will vary with the sibma but usually 5 to 15 minutes are
required.

8. Follow-up the role-playing experience with a carefully guided discusdmenfollow-up activities you select
will depend upon the objectives, but the following procedures are frequently used:

» Ask participants how they felt when certain things occurred. Ask the observeredyowduld have felt in
that situation.

» Ask participants why they acted as they did in specific situations, and posethejsestion to the observers.
» Ask for suggestions for alternative behavior in the situation.
* Summarize the learning experience.

9. Repeat the role-play with different individuals if participants are istdfésted.

10.Certain precautions should be observed in a role-playing activity as follows:

* An individual should not portray a role involving his/her own personal problems. This can he aathf
harmful. In other words, an individual who has an unpleasant telephone voice should not be asked to ple
the role of an employee with an unpleasant telephone voice during a roleg@atiinty performed before
the entire group. This person needs help on an individual basis.

* When analyzing a role-playing situation speak of the role, not the participayitgyglze role. In other
words say "the secretary should not have...,” rather than, "John should not have...”

» Use volunteers only, if possible.

» Do not select a situation that might embarrass persons in the group.

 Discourage "hamming it up" in the portrayal of roles.

* Integrate the role-playing session into the total lesson; it should not be justler.

* Help the group leave the simulated experience with a feeling that thgreexmore than one answer to a
problem.
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* Do not rush the follow-up discussion, for this is an important period of learning.

SELF-CHECK

The following items check your comprehension of the material in the informéusen, £mploy Simulation
Techniques. Each item describes how a particular trainer made use afatisimtechnique. After reading
each item, identify the type of simulation technique being usedesatibe its key characteristics in the space
following the item.

1. Ms. Ryckman decided to help her group learn the concepts involved in money management through
involvement in a simulation experience. Rather than plan and develop the experieritesherselisted the
aid of the group. They became quite interested in the development of the simulatitsies-aeaking activity
about money management. It was planned so that those involved in the simulation used cadidg provi
different decision-making situations. Feedback was provided as they proceduddutkvaittivity. Not only was
the experience fun, but it proved to be quite effective in involving actively in the IgaToness.

2. Mr. Parsley found that several individuals in his class were experienciiegltifin diagnosing problems in
the diesel engines they were to repair. One of Mr. Parsley's friendsvieadhgmn a truck engine that was still in
his garage. He spent a few hours one rainy weekend incorporating the engingnmitaaon activity that
helped trainees diagnose problems and gave them instant feedback concerningthgiethagnosis was
correct.

3. Mr. Fargen, the computer trainer, devised a simulation experience to aidhieissiia learning the concepts
of office management. In a packet of materials, Mr. Fargen included setdlts, a tape of some phone calls,
memos, etc., that might be part of a manager's experiences. Also involved wedei@biostructions and a
planning sheet for use as the trainees proceeded through the experiencefeMfterdaviduals worked through
the experience, they met irs@all group to discuss how each had performed the activities in the experience.

4. The trainees in Ms. Conner's group were experiencing difficulty dealthgitations involving customer
relations. Ms. Conner decided to use a simulation technique to involve them and provide a consrion basi
discussion. She wrote several short stories about conflict situations involviageedennel and customers.
Ms. Conner gave one story to the trainees to solve individually; then they discussptbiiesed solutions.

5. Mr. Page wanted his business and office trainees to have some real-world expémiarieing supervisor-
employee situations. However, he felt that they weren't ready for tne agperience yet as it would be too
threatening for them. In preparation for the real-world experiences, Mr.deagked to use a simulation
experience. As a result of viewing a film, the participants were stietutatplan some situations and then act
them out to get the feel of the real situation. Those not involved as actors servedas©hserevaluators of
the activity.

Compare your written responses to the self-check items with the model sugsvegr below. Your
identification of the types of simulation techniques should exactly duplicate the respienses; your
descriptions of the key characteristics of each type should closely mattlodie¢éresponses.

MODEL ANSWERS

1. Gaming Simulation:

» Problem-solving activity

» Combines cooperation and competition

* Participant’'s moves (decisions) are immediately known, and consequencesseeaback
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* May be purchased commercially or developed by trainers or participants

2. Equipment Simulation:

» Simulated equipment must be realistic; i.e., include same parts for manipusatienraal thing and not be
obsolete

» Extraneous details of the equipment or procedure may be omitted

» Usually less expensive than the real equipment

* Many times less dangerous than the real equipment

» Feedback must be provided either by the machine, by materials, or by the trainer

3. In-Basket Simulation:

* Includes active involvement in a mock situation

» Decision-making process involving the setting of priorities

* Tests participant's ability to perform tasks and carry through on procedures

* Includes memos, letter, phone calls, etc., that would normally come to a petsansipeicific position
» Feedback is provided as trainee carries through on the simulation and in follow-up

discussion

4. Case Study Simulation:

* Problem-solving technique in which a story or conflict situation is presented
» Participants (usually individually) seek solutions to the problem situation

» Feedback is provided through a follow-up discussion

* Provides a common basis for discussion

5. Role-Playing Simulation:

 Volunteers act out situations to learn how they may respond in the real world

» Those not portraying roles serve as observers of the roles being played

« Criticism must be of role, not the player, so as not to cause embarrassment to itsdividua
» Feedback is provided through follow-up discussion involving both actors and observers

Leve of Performance: Your identification of the techniques should have exactly duplicated the model
responses; your description of key characteristics should have covered thagamgoints as the model
responses. If you missed some points or have questions about any additional points yoevieadthe
material in the information sheet, Employ Simulation Techniques, or check witheyalirainer if necessary.
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USE BRAINSTORMING

Learning Experience I

OVERVIEW

After completing the required reading, demonstrate knowledge of the pugbasekssteps to follow in using
brainstorming.

You will be reading the information she&tmulate Learning through Brainstorming

You will be demonstrating knowledge of the purposes of and steps to follow in using braingtby com-
pleting the Self-Check.

You will be evaluating your competency by comparing your completed SetkGhith the Model Answers.

For information defining brainstorming and the steps to use in planning and implenmbastadechniques read
the following information sheet.

STIMULATE LEARNING THROUGH BRAINSTORMING

The techniques of brainstorming, buzz group, and question box are designed to stimulatiimgggoing”
with a group. As a trainer, you may use these techniques to actively involvediaitiee process of selecting
topics or planning activities to be introduced. This involvement can encourage patsi¢godevelop their
creative thinking abilities and to be active participants in the workplace.

These same techniques may also be considered occupational skills in somg aradndevelopment areas. In
such fields as marketing, advertising, and graphic design, for examptestbraiing is often used to generate
new ideas and to reach group consensus concerning business plans. Trainees, therdtbbe given the
opportunity to use these techniques. Encourage your trainees to use these technigieestitmotate their
work and to gain experience in functioning effectively as group participants.

Brainstorming

Brainstorming is a technique used to stimulate creativity and promote the invohiertige learning situation.
Often, it is used as a preplanning technique. Participants first generatataleesuggestions through
brainstorming, which you can then consider in planning learning activities.

It is most effective when the group is not too large (8-10 members is desiatilejesis ample opportunity for
everyone to respond and participate in the short time (e.g., 10-15 minutes) usoediiedifor the activity.

The brainstorming session should be guided keader. This person may be you, the trainer, or a trainee
selected by the group members or by you. In additioec@ der must be chosen to fulfill the important
responsibility of keeping a written record of the suggested alternatiisspdrson may be selected by you
or by the group members.
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When choosing a topic or concern for a brainstorming session, you should identify oaepleaific. This will
help to keep participants’ ideas or suggestions from covering too broad dn adghtion, you should be
sure that the topic can be easily understood and that they will have the abilityesastito deal with it
effectively. Whatever topic you choose, it should be carefully described toesdiséore the brainstorming
session begins.

For an early brainstorming session, the purpose of the session should not be to solve praiieles but to
produce a wealth of fresh ideas from which further planning may draw. The fojj@ne examples of topics
that might be appropriate:

» What shall we do for this year's marketing exhibit?

* How can we interest more employees in participating in the sales @tjam?z

* How can we cut down on waste in the office? Conserve energy?

* How can we reduce travel costs?

Evaluation and criticism amot allowed during brainstorming. Assessment of the ideas is done at a later time.
All ideas related to the topic are welcomed. A variety of alternative stiggesvill help to generate more
effective plans of action. Because a quantity of varied suggestions isigdpsirtcipants are requested to give
spontaneous responses without weighing their value at that time. This technigoekison as a “popcorn”
session because participants are encouraged to keep the ideas popping steaglilyedaliocated time.

Participants need to be oriented to the brainstorming process if it is to be produativghould explain the
purpose of brainstorming and how a typical session operates. Perhaps you could put trauges tliry run”
so they could get the feel of how brainstorming works. This could also alert the group tceputfsiltd. For
example, participants could be made aware that making disparaging remgadarong audibly when a
suggestion is made can undermine the brainstorming process-can discourageoothesstiibuting their
ideas.

The leader has the responsibility for monitoring the actual brainstornssgpseThe leader should stay in the
background as much as possible but should interject ideas to stimulate thinking are kespdnses coming,
if necessary. He/She must take care that negative or evaluative phedsegtat a minimum. If you are not the
leader, you should make certain that the individual chosen as leader encouragean@spsfiow of
suggestions and discourages the making of value judgments about any idea put forth.

Adequate orientation of the group to the brainstorming process can help to ensure tisgidhalses not get
out of hand. It will help to ensure that (1) participants take their task seridjsligey do not confuse
spontaneity with nonsense, and (3) a few individuals do not dominate the session. If, durttggirseasion,
all the ideas seem to be coming from a few individuals, an expectant or encgglagie at the quieter
individuals may be enough to get them talking.

The recorder has an important and active role in keeping a written recorgugg@distions made during the
brainstorming session. This record is usually written on the chalkboard or flip chhat sl can see, and so
that memory won't have to be relied on when the evaluation process begins diradater

After closing the brainstorming session at the prearranged time or whelediseare exhausted, you should
arrange for the recorder to report on the suggestions made. The reporting can bellgatdlmalose of the
session. Or a report can be submitted in writing at a later time. Or thenweport can be delivered orally,
using a combination of both methods.

Although the brainstorming technique has limitations, these can be avoided bylgatafuling and
conducting each session. The productivity of the session (in terms of involvemenioibguaiit and quality of
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alternatives generated) depends on how well participants have been orienteddodbg qnd to the topic to be
considered. Even though the generating of alternative ideas is an objective ostbbrang session, the
stimulating effects it has on participants is often equal to, or even more impbasaitite ideas produced.

Brainstorming can be used in any training situation. For example:

* A business trainer could use brainstorming to involve trainees in suggestingtalés for solving the noise
problem in the simulated office situation.

» A trainer might use brainstorming to involve trainees in suggesting ways te énasutheir equipment and
materials are not left in the way.

Buzz Group

One technique that is often used to stimulate learning is the buzz group. This de/megmally developed
by Phillips and is often termed the "Phillips 66" method since it involves six miantea six-member group,
as defined by Phillips.

To increase involvement in discussion and to obtain the benefit of everyone's idessyphmay be divided
into small groups of six (or some other small number). First, you should explain tifeespeestion to be
addressed by the groups and make certain that everyone understands what ictsseddi$ everyone does
not understand before discussion begins, many problems can develop.

For example, if participants are uncertain about whether they are to discusbegsatode regulations should
be instituted at work, avhether their employer should have thght to require certain dress, the groups may
spend valuable time spinning their wheels. Most of their time may be spent deddintp discuss, rather than
dealing with the issue itself.

The topic that is chosen must be limited so that all aspects can be adequutebdex must also be simple
enough that trainees do not become discouraged in trying to discuss it in so shart a time

You should select, or ask each group to seldegder and arecorder. Taking the responsibility for
designating competent leaders and recorders can be a valuable leap@rignce for trainees, but there may
be occasions when you should step in. For example, you may have trainees in your classeter &hosen
as leaders. You may wish to intervene in order to give these individuals the opportunity oo tkaedrship
potential or their ability to talk to a group.

Participants should be oriented beforehand to the responsibilities of the leaderoaderrd hey must
understand that it is the job of the leader to make sure that the group sticks to theddipat all group
members participate. In addition, they need to understand the importance of the'seelradé keeping
accurate written records of key items discussed and decisions reachedeguitofg this information to the
total group.

The discussion or "buzzing" should proceed for the short period of time previously designatiegdEn
should encourage less aggressive individuals to join in the discussion, so that a few hipgthlyeiriduals do
not control the discussion and prevent good group interaction.

While the discussion proceeds, you should monitor the progress being made in eachupby girculating
among the groups. If necessary, you should encourage the leaders, with a word or a rnoth¢o see
participation of all members of the groups or to bring the discussion back on tatgeioAf close the session,
you should ask each recorder to summarize the discussion of his/her small groupriorelgEaip.
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The buzz group is a good method to use to encourage individual participation and creative llyiekiciy
individual and to promote interaction among the group. The technique is appropriate tr@irang situation.
For example:

Mr. Andrews used the buzz group technique in a class to stimulate the interest\anshaakvement in
exploring and discussing differing family life-styles. He found more ofitbap willing to indicate their
guestions and concerns in small groups than in a large-group situation.

» Jean Green used the buzz group technique effectively during a safety medtow émmgployees to discuss
what their department's objectives should be.

» Ms. Piper used the buzz group technique in her group to let individuals explore and discueblamsyhey
were encountering in their on-the-job work experiences.

* Mr. Whitecap organized a buzz group session in his group to allow members to discussthes ahay had
about beginning a new job. This helped individuals realize that they shared proiiems, and it helped Mr.
Whitecap deal with these problems in future training groups.
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GIVE AN ILLUSTRATED TALK

Learning Experience I

CONTENTS

After completing the required reading, demonstrate knowledge of how to preskmstaated talk.

You will be reading the information shePBtesent an Illustrated Talk.

You will be demonstrating knowledge of how to present an illustrated talk by comgptled Self-Check,
You will be evaluating your competency by comparing your completed Setk@tith the Model Answers.

For large- and small-group training, the illustrated talk can be an exceligribyresent information. But "to
lecture at" participants can be very boring. To learn how to plan and deliver arvefilbastrated talk and
what different types of illustrations can help clarify your ideas, reatbtosving information sheet.

PRESENT AN ILLUSTRATED TALK

Some people feel that there is no such thing as a good lecture, or "formal” talkelibegukink the method
itself is outdated and inadequate-particularly in view of the wide varietgiofrig delivery methods and
materials available to today's trainers. However, lectures do have amiesenae advantages that should not
be overlooked when you plan your lessons.

One of the reasons the lecture or talk continues to be a predominant strategy is, tfuatthe trainer, a very
efficient way of conveying to trainees exactly the content desired, in gxiaetform desired. Information is
not, after all, always available through other training resources.

For example, recent technological advances may occur, which arerésgebdd in the regular training
materials. A particular explanation in the text may be too sophisticated pdoyeras. Or, the focus of content
in a film may not meet your particular training needs. In such situations, yoailcaratpresentation to fit the
unique needs of your training objectives and your participants.

Furthermore, a lecture/talk need not be grim and unexciting. By including aerbaisual illustrations in the
presentation and by delivering the presentation with skill and enthusiasm, youksathmbecture/talk an
absorbing, stimulating, and effective training technique.

In presenting information using an illustrated talk, you can serve as alakgpenser of knowledge, while
trainees take notes. Or you can encourage participant interaction duringgetation. The method you select
depends on several factors, one of which is your own style of training-what you feelomdsittable doing.

Second, it depends on the type of information being taught. If, for example, traméssraing material that is

entirely new to them, it might be best to present the information first and thencibfseliback, rather than to
encourage individuals to interact throughout the presentation.
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Third, the size of the group will affect the style of your presentation. Sdjdtedback from a large group
during a presentation can be a time-consuming, clumsy process. In large groupsoos method of
obtaining individual feedback might be more efficient.

Finally, the types of trainees are a factor; you need to consider whicbftgpesentation would communicate
best with your particular group. If participants are good listeners andat@es, a trainer-centered illustrated
talk can be a very efficient and effective way to present information. Forwiaseannot sit passively and
listen, even to the best illustrated talk, encouraging interaction and paiticigaring the presentation can be
an excellent way to get them actively involved in learning.

Planning the Pr esentation

Many trainers find it helpful to refer to notes when they present informationrtup grally. Even a brief
outline can help keep you on track. However, you may need more detailed remindandjraepn the type
and quantity of information you are presenting.

After you have had some practice in giving a presentation, you will be bblé&eto judge how extensive your
preparation should be. In any event, your preparation should be thorough enough to ensurelthabtynaed
to concentrate on your notes during the presentation.

You need to observe trainees as you speak-to concentrate on them. Their redttielhgau whether you are
being understood. You should keep your eyes open for cues to help you decide whether you nded to spea
louder, repeat an explanation, ask a question, draw a diagram, etc.

The following points are provided to help you plan your presentation:

* Purpose-

Write a statement of purpose (an objective) covering the skill that you waiotgaants to develop through the
presentation (e.gDemonstrate knowledge of safety procedures, etc.).

» Key points-

Make a note of the key points you want to cover. Place them in a logical sequencte/sorttrainees will
have sufficient background to understand each new point as you present it. Plan your tdlbarizipants,
not around your material. Let their needs and interests determine what youatovdon't present more
material than they can understand.

A 20-minute lecture on the assimilation of computer data, which is appropriate tarpaajroffice
coordinators, may not be appropriate for a group of beginning drivers.

* Introduction-

The purpose of your presentation should be made clear in an introduction. Tell them whait teagn and
how it will affect them. An introduction should orient trainees to the lesson and pteeard¢o receive the
information you are going to present.

e Summary-

Presenting a good summary is an important part of your lesson. If yoiviageaylong or difficult lesson, you
may need to recap points as you progress from one point to the next. At the conclusidessbtihebe sure to
reinforce key points. You may do this by repeating key points briefly in the ordercdh ti@y were presented.
Or you may choose to use some other method of summarizing, depending upon the type oblegson y
presenting or the needs of your trainees.

» Evaluation-

To evaluate your presentation, you need to determine whether, as a result iistoared talk, trainees were
able to meet the training objective. You should plan ahead of time how you will deddins. After a trainer-
centered illustrated talk has been given, you might ask for questions or commentsayvygivera test or an
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assignment to see how well you have communicated. Because a talk involving paaitigpation is more
spontaneous, your evaluation can also be more spontaneous. Depending on their reactigt yse i
discussion, a role-playing situation, questions, or other types of activities tatevahderstanding.

Delivering the Presentation

In presenting any illustrated talk, you should be familiar enough with yowrialahat you can watch the
participants while you talk. A trainer who stands in front of the group staring atarateecentrating on an
explanation may not notice that participants are yawning or talking. Inydartigour presentation should be
planned carefully so that you can vary it spontaneously, depending on reactionsdraamdience.

If you find yourself losing the attention of your audience, for instancehtagging the pace by telling a related
story or showing a visual illustration. If they don't seem to understand youy Ipeirgady to simplify your
explanation, shorten the talk, or even substitute another activity in its place. Avanbb$eziner will know how
long a presentation should be and will tailor it to the trainees' level of understanding.

Frequently, trainers feel that a talk must be delivered in very formal laagNathing could be further from
the truth. Talks should be conversational in language and tone. Always be yourselfarad relaxed-whether
you are giving a formal presentation or an informal one. Know your audience|latadtteem on their own
level, not above it.

Remember, your manner of delivery-the way you inflect your voice, emplivasids, gesture-conveys
meaning, just as your words do.

If you appear bored, chances are that your audience will also be bored. If yoaitae: @xd interested, your
audience will probably be motivated to listen to you.

Trainers sometimes stand in one position at the front of the group when making a poeséktaially, you
should vary your movements, just as you should vary your pace and tone, when givimyntapoes If you
stand motionless before a group, you may soon lose their attention. They may turtethiginab other
objects, such as windows, walls, or reading material.

Do you have a pet phrase or gesture? Many people do, without realizing it. Angtetistia, even an
inconspicuous one, can become monotonous and distracting if it is overdone. Such habits ash&tro&ing
adjusting a watch, or playing with a pencil or a piece of chalk can be annoyinga@yngunctuating your
speech with such words and expressiorigkasyou know, right, ah, andurn can also become very annoying or
distracting to others.

These types of mannerisms are usually unconscious. Thus, you will notice thefryonlyaally think about
what you are doing or if you have the opportunity to see yourself on a videotape.

Humor can be a definite boon to any presentation if it is spontaneous and related to amimpport. A
teacher is not a comedian, however, and should not attempt to win the group over with cannédgjolees
can usually see through this type of humor, and often it falls flat. In particularielbtiie same story regularly
simply because it's one of your favorites.

The important points you should remember when presenting information orally fatas:
» Speak clearly and loudly enough so that every person can hear you.
» Don't speak too rapidly or too slowly-avoid unnecessary pauses.
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» Don't read from notes. Look at your audience as you talk. Watch their expresglons\eements to
determine whether you are being listened to and understood.

* Be enthusiastic. Don't use a monotonous tone.

» Use gestures for emphasis, but avoid annoying or distracting mannerisms.

» Be conversational and natural.

Using Illustrations

Both verbal and visual illustrations can help clarify concepts. Listeningianihg are more effective when
used together, so you will want to plan to use both verbal and visual illustrations in goreseatation.

Visual aids need not be elaborate. Often a simple diagram drawn on the chalkboehdropeojected onto a
wall will complement a lesson equally as well as a feature film.

Whatever type of visual aid you use, the important thing is to plan for its use ahmaé. ¢€riow when you are
going to use it, and have it on hand so that you can go smoothly from an explanation to adwsitiabai
breaking the flow of the presentation. Remember that every individual shoulcelde abk the visual aid and
that you should be looking at your audience-not at the visual aid-during the preseitan't stand in front of
a diagram and talk to it, while your trainees struggle to see through you.

Verbal illustrations-analogies, frames of reference, anecdoteapeshelp to convey meaning just as
pictures, graphs, diagrams, or filmstrips do. In giving a presentation, you need tbdwdw use verbal
illustrations to hold the interest of your participants and to make your medeargathem.

Analogies

An analogy is a comparison of one thing to another that emphasizes the sisitetitween them. In general,
the known is compared to the unknown so that individuals can apply their previous knowledge to a new
situation.

For example, the flow of electrical current through a wire can be comuatieel low of water through a pipe.
A molecule in motion is analogous to a bouncing ping-pong ball. The rotation of the earthas iiss
analogous to a spinning top.

Don't use an analogy unless the similarities of the elements being coroptseth the differences.
Recognize the limits of an analogy-don't give your trainees the impnessit electrons flow through a wire
because of gravitational attraction as is the case with water flalmioggh a vertical pipe.

And make sure that the "known" part of your analogy is, in fact, known to your traineéegr3 sometimes
make the error of comparing the unknown to something that is common knowledge to them, but noeso traine
Then you end up presenting two unknowns and confusing the group.

Frames of Reference
A frame of reference is the knowledge or set of attitudes that a persontbrangew experience. In learning a
new concept, for example, trainees must use their previous knowledge asreceeand build upon it to master

new knowledge. By presenting information in terms of a learner's previousesqes, you can help
individuals grasp new ideas quickly. The introduction to a talk is one logical place ramss bf reference.
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Another use of frames of reference is in teaching individuals to analyzeosisuiom different points of view.
For instance, a trainer who is giving a talk on sales techniques might want to tieoyeaoa role-play a
situation in which a dissatisfied customer returns a piece of merchandises&betsigerson who sold it.
Allowing trainees to see the situation from different frames of referéreceustomer’s, the salesperson's, the
store manager's-can help clarify the point that the customer is alghys ri

Or, a talk on the importance of safety glasses might include a case study aboptay@e who lost her
eyesight by neglecting to follow the correct safety practice.djaatits could be encouraged to consider the
consequences of the accident from different frames of reference-theyegipldhe trainer's, the company
administrator's, the contractors'-to emphasize the importance of folldvarsgatety practice.

Frequently, frames of reference are established through group interactioiniformal learning experience.
For instance, discussions are a very natural way to encourage traineegze anapic from different
viewpoints. A role-playing situation encourages them to act out their feelinggli@a their own and others'
behavior, and to consider alternative types of behavior. A case study allows grdupgiaduals to analyze a
problem and to consider their own solutions in relation to other solutions.

Analogies can also help to establish frames of reference. If you drawlagyabatween the flow of electricity
and the flow of water-the resistance of the pipe to the water is analogousésistence of the wire to the
electrical current, and water pressure is analogous to electromotive glegyenthave established a frame of
reference based on the individuals' knowledge of how water flows through a pipe.

Anecdotes

An anecdote is an amusing or interesting story that is designed to illustrate thpapeaker is trying to make.
It may be true or fictional, long or short. Following is a typical anecdote:

A young boy asked a wrinkled, tottering old man, "How do you do it? What's your &edreing such a long
time?"

The old-timer replied, "Well, I drink a pint of whiskey a week; | smoke a pacigafettes every day; and |
never go to bed before midnight. I know how to enjoy myself, and | live each day forTitssfs what keeps
me young."

After the young boy pondered the old-timer's words a bit, he couldn't resist asdeegnd question, "How old
are you anyway?"

"Thirty-five," answered the old-timer proudly.

This might be an appropriate illustration for a point about nutrition or rest. Often sadeetote remains in
our memory longer than the talk it was part of. If it makes a point, that point may rde@imdhe groups'
mind long after they have forgotten the rest of the lesson.

Anecdotes should be a natural part of a talk and suited to your particular group. Deréinfartecdote into a
talk where it really doesn't belong just because it's one of your favorites.

Examples

An example is a representative instance of a general principle, procekes.dk dictionary is an example of a
reference book. A toaster is an example of a household appliance. Using exampléasraéd antheffective way
to illustrate a point. When you find yourself sayfngexample or for instance, you are using an example to
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illustrate a point. Make sure, however, that your example is actually eapaége of the point you are trying to
make. And be sure that you choose examples from your group’s frame of refémesiber words, be sure to
use examples that they can readily grasp and apply to the concept you wart.to teac

In summary, when you are using any type of illustration to clarify a point, you shapdkiew criteria in
mind:

» Does it relate directly to your point? Don't use an illustration merely bettsuse attractive visual aid or
idea. Make sure it contributes to the message you are trying to get across.

* Is it accurate? Use factual, typical illustrations as much as possiblel gemeralizing from a fictional or
isolated case.

* Is it clear? Try to use enough detail so that your listeners can follow you, bubatendr confuse them with
irrelevant information.

* Is it the best way to present information? Whether you are using verbalakillisstrations, ask yourself
whether there is a better way to get your point across.

* Is it appropriate to the audience? lllustrations should be carefully plannée fiitity level of learners.

The following items check your comprehension of the material in the informdusan, $resent an Illustrated
Talk. Each of the 11 items requires a short essay-type response. Pleasefebyl but briefly, and make sure
you respond to all parts of each item.

SELF-CHECK

1. What are the advantages and disadvantages of presenting information using-eeinséned talk?

2. What are the advantages and disadvantages of encouraging interaction duringthatioresf an
illustrated talk?

3. If you were planning a presentation, what factors would you consider in determiretiter to encourage
trainee participation?

4. What specific things would you do to prepare a presentation?

5. As a rule of thumb, it is suggested that a talk be broken down according to the follovweitighitsn 20
percent for the introduction, 60 percent for the key points, and 20 percent for the summasioiitdyan
introduction and a summary be included in a talk?

6. Trainee feedback is the basis for evaluating whether a talk has beestaowiéVhat are some different
ways of obtaining participant feedback?

7. During a presentation, the trainer needs to be alert to trainees' reantsmmeeltalks, participants may
contribute comments and questions throughout so that the trainer is constantlgfaveavevell He/She is
communicating. But, in other presentations, there is no direct verbal feedback ftizipaas until the
presentation is finished. How can a trainer determine whether trainagsdarstanding this latter type of
presentation?

8. Mr. Jones is a trainer who likes to sit at his desk while he lectures. He pridged lmimbeing well prepared.
He uses detailed notes and follows them very carefully. He has a tendencyatzirdms lectures and to shout
occasionally to attract an individuals' attention. Participants like him, thougiydeebe doesn't seem to mind
their doing their individual work while he lectures. What do you think of Mr. Jones' stgidioéry?

41



9. Define the following types of verbal illustrations: analogy, framef&rence, anecdote, and example.
10.Why are illustrations needed in an oral presentation?
11.How can you decide whether use of a particular illustration is a good wayitp &lpoint?

Compare your written responses to the self-check items with the model sugsvegr below. Your responses
need not exactly duplicate the model responses; however, you should have covered thajsapwents.

MODEL ANSWERS

1. A trainer-centered presentation can be advantageous if the trainer is pgeisémtmation to individuals

who are entirely new to them. This is particularly true if participants woane little to contribute during the
presentation. Such presentations are also advantageous in large-group trairiogssituavhich the number of
trainees would prevent trainer-trainee interaction throughout the talk. Ifasaiseen well and take good notes,
such a talk can be an efficient way to present information. However, it may ibaltiti determine whether
participants are actually listening to and understanding the talk merely orsth®ftheir nonverbal reactions.

2. Two important advantages of encouraging interaction during a presentationtbheet(dner receives
continual feedback during the presentation and can use this feedback to vary thetthepresentation, if
needed; and (2) trainees who have difficulty listening passively or taking caneget actively involved in the
presentation. The advantages are partially offset by one important disadvtredgeger the group, the more
time-consuming it becomes to encourage interaction throughout the presentatioairEnertust act as a
moderator to keep the talk on target. Otherwise, it can disintegrate into a bolhsessi

3. Following are some things you should consider when you plan a presentation:

* What type of trainees do | have? Are they good listeners? Can | tell wttethi@are understanding me just by
watching their facial expressions, or should I solicit feedback during thenpatisn?

» Does the subject of the presentation lend itself to trainee interaction? Daimegs have enough background
knowledge of the subject to contribute to the talk?

* Is group feedback or individual feedback more appropriate to the size of the group?

* Would | personally be comfortable with a great deal of interaction during thisuytar presentation?

4. Most trainers like to make notes to guide them through a presentation. The purposallostiautd also be
written down. Then, the key points should be listed in their correct order. If you need tty visisatate any
of these points, you should prepare visual aids ahead of time and have them on hand during the talk.

Verbal illustrations should be thought out carefully in advance to be sure eaclkanheiltlstrates the point
you want to make. Make sure that you can cover each point in a reasonable amounfoofytbmeparticular
group of trainees. Organize your talk around an introduction, key points, and a summary. Thamd pla
prepare the evaluation device to be used. For example, if you decide to lead a discussidaywy some key
guestions ahead of time.

5. The purpose of an introduction is to get participants ready to listen. It should theamof what they will
learn and why it is important. The summary should briefly recap the main points e$sbe Lo reinforce and
clarify them. The summary is also a bridge from the lesson to the evaluatioty.ac

6. Evaluation of trainees' knowledge may be obtained by giving a test or work amsigsoficiting questions
and reactions from trainees, asking them questions, leading a discussion, usAgayhod) or case-study
activity, and so on.
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7. During a presentation in which trainees interaction is not encouraged, thednauler keep an eye on the
group at all times and watch for cues, such as yawning, whispering, puzzlediergressdaydreaming, to
alert him/her to trainees' reactions.

8. Mr. Jones' lectures should be conversational in tone, not dramatic exercises. Hisdtatidning himself at
his desk is also a poor one. Moving around the room would help hold participants' attention. Apparent!
Jones pays more attention to his notes than he should, since he doesn't notice thareaioass their work
while he lectures. His habit of shouting to attract attention and his tendency ttideacan become distracting
and monotonous, just as any mannerism can if it is used routinely.

9. An analogy is a comparison of a known object, idea, or process, to an unknown object, idea,Qriproces
which essential characteristics of both things being compared arellgasiodar in nature. A frame of
reference is the background knowledge that a person brings to a new experiences (lvehere a person is
coming from"). An anecdote is a story that is used to illustrate a point. An exanaplepresentative instance
of a general principle, process, or idea.

10. The purpose of both verbal and visual illustrations is to clarify meaning. A wellrciias&ration can
convert a vague generality into a clear concept. lllustrations arkdik@es that allow participants to grasp
larger ideas, to remember them, and to use them.

11. The criteria for deciding whether a particular illustration is a goodreresdollows:
» Does it relate directly to the point?
* Is it accurate?
* Is it clear?
* Is it the best way to present information?
* Is it appropriate to the audience?

Level of Performance: Your written responses to the self-check items shouldavaved the same major
points as the model answers. If you missed some points or have questions about amakploiitits you made,
review the material in the information sheet, Present an lllustrated Talkeck with your lead trainer if
necessary.
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LEADERSHIP

Readings On Leadership Skills

EXCERPTS FROM: SUCCESSFUL MANAGER'S HANDBOQRERSONAL DECISION,
INC., DALLAS, BRIAN L. DAVIS, LOWELL W. HELLERVIK, CAROL J. SKUBE, SSAN
H. GEBELEIN, AND JAMES L. SHEARD, 1992.

L eadership Skills

Leadership: The ability to make things happen yoeraging and channeling the contributions of athekking a stand on and
addressing important issues, and acting as a safalychange and continuous improvement. Succktsafoers are successful
leaders.

In the past, leadership was simpler. Yesterdaytsagers could demand performance. Today's managefaced with a more
educated and democratically oriented workforcebRms and opportunities are complex and challenging

As a result, today's manager must encourage arly gnqgpcontributions of all of the company's hummasources, both individually
and in groups. You need the creativity and resduhoess of everyone to find solutions and the commant of all employees to
implement these solutions effectively.

This section contains developmental activitieshim following seven major areas of leadership sldéstified as essential to trainer
and managerial success:

Provide Direction: Fosters the development of a common vision; previdear direction and priorities; clarifies rolesla
responsibilities.

Lead Courageoudly: Steps forward to address difficult issues; puts@elkhe line to deal with important problems; stafirm when
necessary.

Influence Others: Asserts own ideas and persuades others; gains @pbcommitment from others; mobilizes peopléate
action.

Foster Teamwork: Builds effective teams committed to organizatiogaéls; fosters collaboration among team membersarahg
teams; uses teams to address relevant issues.

M otivate Others: Encourages and empowers others to achieve; establthallenging performance standards; createsgatm, a
feeling of investment, and a desire to excel.

Coach and Develop Others: Accurately assesses strengths and development okedwployees; gives timely, specific feedback and
helpful coaching; provides challenging assignmeant opportunities for development.

Champion Change: Challenges the status quo and champions new in@&tacts as a catalyst of change and stimulatesoto
change; paves the way for needed changes; mamagksrientation effectively.

PROVIDE DIRECTION

The hallmark of an effective leader (trainer or ager) is clear focus and direction. Successfuldesadperate with a vision of where
they are going, and they use this vision to insfhieér people and their organization.

Some leaders generate this vision and directian frithin themselves and then develop support faittin their organization.
Others work with their teams to create a visioretbgr. In either case, it is this clear vision éowlised direction that allow leaders to
align and direct the energy and resources of thargzation to achieve desired goals.
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Successful leaders align their vision with thathaf larger organization of which they are a paneyrthen work with their team to
identify the mission and goals of the team, outvbich come the roles and responsibilities of eadividual. This process helps
ensure that each individual's objectives and deéssupport the larger vision and eliminates mantiyities that are
counterproductive.

This section provides suggestions on how to craatecommunicate vision and clarify each persosgaesibilities in creating that
vision. It addresses the issues of:

* Fostering the Development of a Common Vision

* Providing Direction and Defining Priorities

* Clarifying Roles and Responsibilities

* Linking the Team's Mission to That of the Orgatiza

» Making the Team's Mission and Strategies Cle®ttters

Tips

» Use your employees or management team to helpecaed update vision, mission, and strategies yeady basis.

« Communicate your vision, mission, and strategiasd the rationale behind them - throughout theumigstion.

» Remember that effective leaders focus on the t'sghff.”

» Make sure your direction is customer focused.

* Clearly communicate departmental objectives afidismput from your employees on what they cantddelp achieve them.
 Be willing to set priorities.

» Meet with employees to show them how their contidns support the goals of the organization.

« Periodically ask your employees for their visidndere they see their jobs and the departmeniggdise their ideas to update the
vision statement when appropriate.

» Make sure that new employees receive a copy adéipartment's vision, mission statements and it tole in meeting these is
clear.

» Meet with people who are skilled in translatingdwt strategies into day-to-day activities to getrtideas on how to provide good
direction to your people.

 Consider having off-site meetings with your entiepartment to discuss performance in the pasgaats for the future.

LEAD COURAGEOUSLY

Today's environment demands that leaders (traametsnanagers) make decisions that involve risktakel their stand in the face of
ambiguity or adversity. Individuals who lead cowragsly confront problems directly and take actiasdsl on what they believe is
right. Theywin the respect and commitment of others by stapdmfor what they believe; making tough decisidaspite

ambiguity; by supporting others who make difficdécisions; and by following issues through to caatiph in spite of adversity.

The suggestions in this section cover the followtopjcs:
* Clarifying what Is Important

 Taking a Stand for Values

» Demonstrate leadership Courage

* Drive Hard on the Right Issues

» Taking a Stand to Resolve Important Issues

» Confront Problems Promptly

* Be Decisive

* Challenge Others to Make Tough Choices

Tips

+ Identify the most deeply held convictions. Usesthoonvictions to guide your leadership.

* Give people the feedback they need even whenyitbealifficult.

» Openly acknowledge that your stand may he unpopatal then explain why it is important for otheysconsider your point of
view.

« Stand behind your people and back their decisions.

e Say “no” clearly and explain why.

« Attack problems, not people

« Identify the people whose courage you most admiaék with them and learn how they act on theingotions.
« Talk with decision makers about how they arrivethair decisions and how they dealt with people&tions.
» Use simple, clear language when communicating position.
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» When you see a need or problem that you wish soenemuld address, ask yourself if you could be gisimmething about it.

* In meetings, verbalize your concerns so they eaogenly discussed.

* Determine if one of your peers or trainees hdsraric performance problem that no one has redéifessed. Then deal with it.
* Identify the upper-level manager you find mosintilating or critical and make a conscious efforbe candid with this person
during your next encounter.

» Honestly determine if you tend to avoid passingatize information upward.

» Report on both your successes and your failurédseagual candor,

« Decide if you are spending more energy proteqiimgjtions than holding individuals accountable.

« Step forward with a position of principle even whbere is ambiguity regarding the facts.

 Take calculated risk, Ask yourself, "What is therst thing that could happen?" and then decideo€geding is worth the risk.

« After speaking up for what you believe is impottdre gracious whether your ideas are acceptegjerted.

» Remember that being a leader is not a populasityesst. You may not always be liked, but you shdigldespected.

» Show the courage to let people learn from thestakies,

« Believe that you have the power to make a diffeeeand accept the responsibility of trying.

» Read books or watch video tapes that exemplify taurage in others. They can inspire you to sthemgyour courage in dealing
with training-related issues.

INFLUENCE OTHERS

Leadership has taken on new meaning and greatkemyas in the last decade. Influencing is a aitgkill in today's environment,
in which you must work with so many people to dayb. No longer can you order things to be domelonger are problems so
simple that everyone agrees on one solution,

Looking into the next century, it appears that &xadn training, business and industry will conérta encounter situations that will
demand increasingly sophisticated skills to geerthio endorse their initiatives. Influencing skihen, will continue to be a critical
asset.

This section provides suggestions for developirgfttiowing skill areas:
* Increase Your Leadership Impact

 Improve Leadership through Feedback

» Become More Assertive

» Give Compelling Reasons for Ideas

* Win Support from Others

» Negotiate Persuasively

» Get Others to Take Action

» Command Attention and Respect in Groups

* Influence the Decisions of Upper Management

Tips

* Use a variety of techniques to influence otheiswMnfluencing as a problem to be solved. Usertstarming and buzz groups as
many ways as possible to influence a particulasqrer

» Seek assignments that give you an opportunitgdd b group or influence others, such as training.

» Be one of the first people to offer ideas in magsi(if you usually let others take the lead?).

» Encourage trainees to come to you with ideas tlag support the implementation of ideas you segadne.

» Don't back down quickly when challenged. Insteadtate your position clearly to ensure that otederstand your perspective.
 Prepare for your next meeting by looking overdgenda and thinking about the contributions yourake.

« Informally talk with your peers and your manageoat their goals and concerns. Use this informatiben you need to link your
ideas to their needs.

» Observe people who are highly influential andauy the techniques that seem to work for them.

 Ask your peers for feedback on how persuasiveayeuAsk them for suggestions on what you coultbdme more influential.

« Attend a leadership skill development program ajpply the principles with your own trainees.

* Practice being more forceful in situations suclkk@®munity meetings where the costs, risks andigafibns are not as great as
they are at work

 Continuously ask yourself how your objective andlg fit into the broader objective of the orgati@a and communicate this to
others.

 Create a clear vision of the kind of leader yountita be and then live it.

 Be willing to take the ideas of people to the riagher level and support them enthusiasticallyeGiredit where credit is due.

* View yourself as a leader.
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* Identify the behaviors that you believe are caitiio success in your organization, and then lgagidample.

» Adopt a "can-do" attitude and approach challeriiges a problem-solving perspective. Look for altgive solutions, rather than
focusing on why things can't be done.

* Initiate new ideas, objectives, goals and projects

FOSTER TEAMWORK

The synergy that comes from putting employees tageab form teams to solve problems, make decis@mmd take action is power
that organizations can harness for greater suclregese increasingly complex, changing timesigsiness and industry, teams can
supply more creative solutions and more powerfppsut for the organization. With an effective tedthe whole is greater than the
sum of the parts.”

Whether the team is a permanent work group, a tesmptask force, or a training group creating stegms and leading them to
success requires skill and finesse on the paheofdam leader.

This three-part section provides suggestions tp hel foster successful teamwork.

Part 1: Creating an Environment Conducive to Tearkwo
» Recognize Training's Impact on Teamwork is as itgmt as Management’s Impact
* Build a Team Environment

Part 2: Building Your Team Leader Skills

 Build a Team

* Value the Contributions of Ml Team Members

» Encourage Interaction among Group Members

* Increase Interdependence within Your Team

« Discourage "We versus They" Attitudes

« Involve Others in Shaping Plans and Decisions

» Acknowledge and Celebrate Team Accomplishments
* Evaluate Your Effectiveness as a Team Member

Part 3: Developing Team Problem-Solving and Deniditaking Skills
» Decide when to Use a Team Approach

 Improve Your Team Decision-Making Process

» Seek Appropriate Input before Making Decisions

 Improve Your Group Facilitation Skills

Tips

» Schedule a focus group meeting to build teamtsuiid commitment to goals.

» Assess your decision-making style, paying attentiiothe extent to which you solicit others' iddasok for opportunities to use a
more participative approach.

» Make a list of the key strengths and limitatiofigach person on your team. Find ways to utilizegtiengths.

» Find ways to involve quiet team members withoubamassing them. Try using open-ended questionsediadtive listening to
draw out quieter members of your team.

» Use active-listening skills to acknowledge, summgrand reinforce the contributions of your teasmmbers.

* Avoid premature judgment of others' ideas and sstijgns,

* Strive for win-win solutions.

» Reward team accomplishment.

* Value and show appreciation to your administratimd support staff.

* Celebrate as a team.

* Pull your people together as a group to solvelprob.

 Foster an environment of trust by ensuring thatriticism is constructive and is focused on induals' behaviors, not
personalities,

» Use your team to develop the group's vision, migsbbjective and goals.

* Share success with team members.

» Show your trust by sharing information beyond wibatecessary.

» Have fun while working.
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MOTIVATE OTHERS

Imagine that one of your most capable employeesdahed a "productivity plateau.” For the past thoHe/She seemed bored with
their job and have done only “what's needed tdgétNor have they shown any interest in a promotou discussed with him/her
six months ago. You're not sure what the problerbusit's obvious that their motivation level ldispped.

There may be many reasons why this employee's atmtivhas waned. Among the areas to consider: léafStnclear about what is
expected; He/She has not been receiving reguldbésk about job performance; has "outgrown" theerurjob, but is uncertain
about his/her skills for the promotion; lacks aseeof achievement; and his/her responsibilitieelexolved into a mismatch with job
skills.

This section provides guidelines for handling mation-related issues like the one described adlbegamines the importance of:
» Use Basic Principles of Motivation

 Learn Motivation Approaches from Peers

* Establish High Standards of Performance

» Convey the Attitude That Everyone's Work Is Impatt
» Convey Trust in People's Competence to Do Thdis Jo
* Inspire People to Excel

 Create an Enjoyable Work Environment

* Enrich Jobs to Increase Motivation

» Reward People for Good Performance

« Individualize Your Approach to Motivation

* Create a High-Performance Environment

» Convey Enthusiasm about Departmental Objectives

Tips

» Encourage employees to set ambitious goals. Reefford and achievement.

 Serve as an example to others by performing @lalével of excellence.

* Give credit where credit is due,

« Communicate the achievements of your unit and gogployees to higher-level management in a visibk positive way, showing
pride in, and support.

» Use your group as sounding boards in areas wheyehiave expertise.

» Know what aspects of the job excite employees,thed provide them with opportunities to pursueséhactivities.

* When introducing topics, talk about your expeotadifor excellence.

« Identify the behaviors that you feel are crititabuccess in your organization, and then leadxbyngle.

» Learn what rewards your employee’s value thatgemuprovide.

* Notice the good work people are doing and talkualido them and to others outside your area.

» Establish a group identity and work at buildingdprin group membership - “esprit de corps."

» Recognize that some people may be happier ousigieorganization, and encourage their departuréhfsir good and the good of
the people remaining.

* Give recognition to people who strive for excetlerand improve quality.

* “Go to bat" for subordinates.

» When seeking to change the behavior of particgyaecify both the current and the desired behaaral identify the positive and
negative consequences of each,

* Find ways to enrich the jobs of employees by iasireg their authority or span of control,

» Don't ask your people to do things that you artewilling to do yourself.

COACH AND DEVELOP OTHERS

Employee development is an ongoing process, nioigéesevent. From the time employees join your aiggtion until they leave,
they are continuously challenged to perform. ftaar responsibility as a trainer, to both employaed the organization, to develop
employees and enable them to perform at their Bighassible level.

In an environment of constant change, employeeeeggred to develop new skills and hone theiraids. The continuum of
development ranges from helping poor performergawvg to leveraging the strengths of long-term eygés to capitalizing on
"stars" by keeping them challenged and "stretchthgir current skills, Supporting the developméeiirés of employees contributes
to their individual productivity and the productiyiof the team as a whole.
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The guidelines presented in this section take ficaugh a number of phases, from new-hire employeatation through grooming
experienced employees for advancement.

Part 1: Develop Employees

» Improve Employee Orientation Program

» Train New Employees

« Identify Others' Strengths and Developmental Needs
 Provide Ongoing Coaching

» Provide Development Challenges

» Tap the Talent of Administrative Personnel

 Create Developmental Assignments

» Prepare Employees to Represent Supervisors airdeet
» Use Training Programs to Develop Employees
 Prepare Effective Personal Development Plans

Part 2: Give Effective Feedback
 Provide Regular and Timely Feedback
 Give Others Positive Feedback

e Temper Premature Criticism

» Provide Constructive Criticism

Part 3: Address Employee Performance Problems
 Analyze Performance Problems
» Coach Employees with Performance Problems

Part 4: Groom Employees for Advancement

» Show an Interest in Employees' Careers

* Provide Information on Career Advancement wittie ©rganization
* Increase Employees' Exposure to the Total Orgtoiza

* Develop Replacement Workers/Administrators/Mansger

Tips

 Give positive recognition immediately.

» Meet individually with employees to discuss thedreer goals and identify the skills they needctieve these goals.

* Identify the weakest performers and decide whegbarthink these individuals have the ability tafpem adequately. If so, develop
a program to bring them up to speed.

» Ask yourself, “What do people have to do to getifive feedback from me?" Evaluate your expectation

» Don't hesitate to confront poor performance assmoyou notice it. Give feedback and begin constre action to help.

» Maintain a development file (Succession Plan) arheemployee. Keep track of successes, failur@sijrig, development needs,
and agreed how to help. Use this file during thégumance appraisal process.

* Focus your feedback on the behavior of individuBks more descriptive and less evaluative in yeaedback.

* Remember that people master tasks in small dtgdp,employees become competent by building frorallsto larger
responsibilities.

» Help employees build their skills by having eadrkvon improving one development need and enharaiegof their strengths at a
time. Be specific about the steps he or she canttakneet goals.

 Be alert to articles and development tips thatatbe of help to others; pass them on to appropitatividuals.

 Create your own development handbook of ideasc@pesuited to your company and function in thigamization.

» Meet with employees individually to identify whadu can do to help them be more effective in tjabs.

« Identify the one or two employees most likely éplace you and begin grooming them for your resipdities.

» Rotate people though key positions to develop themeral leadership capabilities.

* Let your employees stand in for you.

» Encourage a “continuous improvement” mind-set wheistakes and accompanying efforts to improveararded.

CHAMPION CHANGE
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Companies stagnate if they don't change to emimawaechnologies, meet market demands, responuptogee needs, or create
new business opportunities. Effective leaders segkinitiate, support, and manage needed chahgg;dre "change champions."
They see opportunities for improvement and motiediters to seek and implement productive changes.

Your willingness and ability to initiate and champichange, to use people in planning and implemgmthange, and to coordinate
change efforts in the organization will determimaiyeffectiveness as a leader in today's competitissiness environment.

This section provides suggestions to help youatgtiimplement, and champion change in your orgaioiz.

Part 1: Understand the Change Process
» Assess Your Own Reactions to Change
» Understand Resistance to Change

» Address Resistance to Change

» Understand Fence Walking

» Address Fence Walking

» Understand Change Agency

» Address Change Agency

Part 2: Managing Change

» Know the Steps of Effective Change Management
 Plan the Change

» Gain the Commitment of Key Individuals

» Determine Readiness for Change

» Set-Up Needed Systems and Structures

« Involve Others in the Change Process

« Communicate the Change

* Follow-Up on the Change

 Implement Organizational Change

Part 3: Champion Change

e Champion New Initiatives

» View Change from a Big-Picture Perspective

» Motivate People to Welcome Change

« Stimulate Others to Make Changes and Improvements

TIPS

 Always involve the people who will be affected dhyange in the planning, training and implementagimrcess.

¢ When planning change, ensure that objectives, resipitities, and time frames are defined and cleesimmunicated.
» During times of broad organizational change, balakle and share whatever information you can.

* Tell people what you think the change will meantfem, and then listen to their reactions.

» Listen to and ask for a lot of advice in changeations.

» Use a multi-functional task group to identify opjmities for change.

» Expect resistance to change; develop strategigsabwith it.

* Prepare to expect changes; continuous improvemeans change.

 Develop transition plans.

« Allow people to talk about their feelings, espéigiwhen they feel they are losing something duettange.

* Treat resistance to change as a problem to sobtegs a character flaw.

 Seek projects that require initiating and planrthgnge within your organization.

» Meet with someone who has implemented change ssitdly. Discuss the steps he or she took througth@uchange process.
Review your own plans for change with this persord ask for feedback.

« Communicate your vision of the change to otherthegcan more easily understand and buy into the change.

« Identify the change champions in your organizatiod work with them to support and initiate change.

* Find early successes and recognize them.

» Hold feedback meetings to allow others to expriees feelings about how the change is going.

» Through books or courses, learn about a changelntizak can help you understand how people chandgtherefore, better
manage change through your training activities.

» Educate others about change and how people tipresict to it.
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» See work on transitions and change as part giiingary responsibilities of the people concernexd #r which compensation and
other rewards should be allocated.

RESOURCES FOR CONTINUOUS IMPROVEMENT

ADDITIONAL TRAINING RELATED READINGS

Companies, universities and public libraries have additional reading and leaategrgaie and courses which
you may be interested in reading and viewing should you desire to expand yaudjpéiores and duties. You
can also contact Al Barrs at e-mail addralésrrs @wfeca.nethould you have questions.

USE VIDEO EQUIPMENT

DEVELOP PERFORMANCE OBJECTIVES
DEVELOP LESSON PLANS

DETERMINE TRAINEE'S NEEDS

USE OVERHEAD PROJECTORS

USE GROUP DISCUSSIONS

ETC...

Notes:
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