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Apply the Skills—Practice Active Listening: Part [V

Complete the following activity to apply what you have learned about
active listening. This part (Part IV) will help you consider how you
can respond with empathy.

Workout 6

Think of a recent conversation in which you could have empathized
with a person even though you didn’t agree. Record the scenario
below. Then identify how you could have phrased your empathetic
statement so that the person with whom you were communicating
would be more receptive to your opinion or solution.

Continue recording scenarios that could have benefited from a
more empathetic response for one week. After each conversation,
take time to reflect how you used (or failed to use) empathy to create
receptiveness to your ideas.

6. Give Feedback Only after you're certain you understand the real
problem should you offer feedback (solutions). In the earlier example
of the person who was upset because he was constantly being told dif-
ferent ways to do the same job, you might say, “I can see why you feel
frustrated by the lack of communication. Have you considered what
you can personally do to improve the situation? Let’s discuss ways that
you can become part of a solution to fix this problem.”

This approach will allow the speaker to feel heard and under-
stood. At the same time, it will also refocus attention on a more
positive and proactive approach to the situation.

Soft Skills Solutions

Providing Feedback

If you've gone through the communication This kind of “exploring” and “guiding”
process effectively, by listening and asking  the conversation takes many years of
questions, the speaker will arrive at a conscious practice and work. After you've
conclusion. Therefore, when you provide  developed and improved the communi-
feedback, it is more often in the form of ~ cation basics discussed, you may want
positive reinforcement of the conclusion  to continue practicing and learning more
or solution the speaker has arrived at over ~ about communication.

the course of your conversation.

o2 Apply the Skills—Practice Active Listening: Part V

4 Complete the following activity to apply what you have learned about

active listening. This part (Part V) will help you reflect on how a lis-
tener can provide feedback to a speaker.

Workout 7

Speaker Imagine that you and your partner are coworkers. You are
constantly complaining about how you never get asked to participate
in all the “important” work and “big decisions” that are being made
every day in the department. You tell your coworker that you believe
the boss has a personal grudge against you. The reason is that you
once showed her up in a meeting by sharing a brilliant idea that made
her look bad for not thinking of such an obvious solution herself.

Listener Your coworker is complaining about never getting invited
to help in problem solving within the department. You know

your coworker isn’t asked to participate because the person domi-
nates every conversation and has an attitude of “it’s my way or the
highway.” You want to help your coworker come to realize that this
habit is standing in the way of success. Before you begin, write down
some questions you might ask to lead your coworker to the conclu-
sion that the problem isn’t with the boss, but lies in the coworker’s
own behavior. Then, as you listen to the speaker, ask clarifying
questions to make sure you fully understand the problem. Empathize
with your coworker and provide feedback by rephrasing what the
speaker said. Finally, after you feel you fully understand the problem,
help the speaker come to a solution by either giving some suggestions
or working to solve the problem together.

Professional Communication Skills
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At the end of the exercise, discuss the following questions and
record your observations in the space provided:

1. What did the listener do that helped you better understand the
situation?

2. What did the listener do that made you feel that you had clearly
communicated your problem?

3. What did the listener do that helped you most?

4. What could the listener have done that would have helped you
come to a solution on your own more quickly?

4.3 Communication Barriers

Communication fails for many reasons. In most failed communi-
cation, the message was not received exactly the way the sender
intended. This is why it is important that the person speaking contin-
ually seek feedback to check that the message is clearly understood.
When you are the listener, acknowledging what you’ve heard to
ensure you fully understand what is said is equally important.

The skills of active listening, clarification, and feedback help, but
skilled communicators also need to be aware of any existing commu-
nication barriers to be truly successful.

Common communication barriers include the following:

* Poor organization: Workplaces can create communication bar-
riers when they lack clear communication channels or when the
roles and responsibilities of each employee are not defined.

* Negative attitudes: Negativity is a barrier because it is easily
communicated with both verbal and nonverbal cues (such as
folding one’s arms or rolling one’s eyes).

* Lack of attention, interest, and respect: [f a listener is not
actively engaged in a conversation (for whatever reason), then that
person often misses important details.

* Prejudices and stereotypes: Personal opinions and prejudices
often lead to false assumptions about what is being communicated.

* Preconceived notions: Assumptions based on what one expects to
hear prevent a person from listening actively.

* Jargon or overly complicated terms: Not everyone will
understand jargon or industry-specific words and phrases.

 Differing viewpoints: Some people choose not to listen to
different perspectives or viewpoints.

* Cultural barriers: Cultures may differ in their communication
styles, including acceptable speaking volume, eye contact, and
topics of conversation.

* Language: Non-native speakers and native speakers may have
difficulty understanding one another.

* Accessibility: Communication methods may need to be altered to
accommodate people with hearing and/or vision loss.

* Emotional responses: Emotions such as frustration, anger, joy,
and sadness can affect how a person communicates.

* Ambiguous tone: Tone and tenor (how you sound and the
volume used) 1s often a barrier in verbal communications, but is
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Brainstorm instances when a communication barrier caused a problem
in your life. Write a brief summary of what happened in the space
below. Then identify steps you could take to avoid making (or
encountering) this communication error in the future.

4.4 Keys to Effective Communication:
Active Speaking

You have just identified how to be an active listener and how to avoid
obstacles of listening by asking clarifying questions and reflecting
back what you’ve heard. The next skill that you should learn is how
to be an active speaker. Recall that there are three types of communi-
cation: verbal, nonverbal, and written. The following sections address
different principles of effective message delivery (as the sender/
speaker). Each principle that follows applies to all three communica-
tion types (verbal, nonverbal, and written).

Embrace Criticism

Criticism, whether warranted or not, is
a part of life. Your ability to control how
you react and respond appropriately can
affect the direction a conversation takes
in many positive ways.

It is best, and most productive, to
assume that all criticism is meant to be
constructive (regardless of the delivery)
and respond accordingly. It’s best to
respond with appreciation and thanks.

"J'J¥ Some people might
criticize you specifically because
they want you to react in a
negative fashion and to look bad
in front of others. By learning
how to accept and respond to
criticism, you'll be able to avoid
this type of exchange.

Or, if you disagree, you should respond with thanks for opening up
the discussion around the topic followed with facts about why you
disagree.

1. Think about a time when a parent, teacher, supervisor, or friend
criticized you. Describe the situation and the criticism.

2. How did the criticism make you feel? How did you respond?

3. Are you proud of the way you handled the criticism? What might

you do differently if something like this happens in the future?

continues. ..
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4. Did this experience change the way you offer feedback to others?
If so, how?

Be Tactful

Tact or tactfulness is having sensitivity to what is proper and appro-
priate in dealing with others, including the ability to speak or act
without offending others. Use tact in all situations. If you ask your-
self, “I wonder whether I should say/write that?” then the automatic
answer is “NO!” If you have any doubt about how a message might
be received, don’t say/write it.

 Apply the Skills—Respond with Tact

Imagine that a coworker has written a long email to the entire
department to express her unhappiness with the way people use
“reply all” when responding to emails. She feels that using “reply all”
to say “thank you” or “good job” is inappropriate. She has brought up
this issue at team meetings in the past, but because of the culture of the
office, everyone else decided that using “reply all” was acceptable.

Think about the most tactful way to address the sender of the email.

Ask yourself: Should I send an email to respond? Why or why not?

continues. ..
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What is the most tactful way to address this situation? What
should you say or write?

Be Honest

Answer questions with honesty (but also remember to use tact). This
means that you should not be “brutally honest” with people; just

be sincere. For example, if the person responsible for designing a
website asks what you think of it, be honest. But also consider that the
question is one of personal taste/opinion, and it’s more important to
protect your working relationship than to criticize a design you may
not appreciate. You might say, “I like the new interactive feature and
the images you chose! The color scheme isn’t what I prefer, but that
is really just a matter of personal preference.” Don’t elaborate on or
embellish criticism. If really interested in your feedback, the person
will question you further about the features you do not appreciate.

1. Have you ever given or heard given “brutally honest” feedback?
If so, what happened and how might the feedback have been
restated in a more tactful way?

continues. ..
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2. Has anyone ever given you unhelpful or overly critical feedback? If

so, how did you respond?

‘o ;5 Apply the Skills—Give Honest Feedback

oM .
ff A new coworker wants to organize a “Secret Santa” exchange for
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your department. This issue has come up before, and the team
decided that the exchange wasn’t a good fit for the culture of your
small department. You don’t want to make this coworker feel that
their ideas aren’t appreciated, but you want to be honest that it’s not
going to happen. What could you say? Write your response in the
area below.

Be Positive

Be cheerful and smile whenever dealing with others. This includes
emails. Start off your email with a brief “I hope you are well” or
other warm greeting. This simple statement will go a long way

in opening the door for the recipient’s willingness to listen to the
message you are about to deliver.

Soft Skills Solutions

For example, if you saw a coworker stay late to allow another
person to leave in time to see his children’s holiday show, jot down
this information. Then, the next time you send that coworker an
email, you can start off the email by noting what you observed and
how much you appreciate having that person on the team.

Apply the Skills—Keep a Positivity Journal

Practice, practice, practice! Being positive takes daily practice. Keep

a “positivity journal” by your computer, workstation, or nightstand
at home. Jot down things you experienced for which you felt appre-
ciation as you go about your day. Refer back to this list whenever you
need to be reminded of reasons to be positive throughout the day.

Respect Confidentiality

Assume that all conversations are to be kept confidential unless you
know for certain that the topic is public knowledge. Even topics
that seem insignificant to you may be considered highly personal
or private to another person. Keeping this information private will
establish you as a trustworthy person.

Apply the Skills—Avoid Workplace Gossips

Establishing yourself as a trustworthy person is important, and one
way to do this is to refuse to further engage the discussion when
someone appears to betray a confidence. One idea is to simply state
that you would prefer not to hear information that you were not
meant to hear.

Imagine that your coworker, with whom you have a friendship
outside work, begins to tell you something that was shared with him
in confidence. Using tact and honesty, write out what you could say
to your friend to let him know that confidentiality is critical to rela-
tionships and therefore shouldn’t be betrayed.

contintes. ..
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Be Patient

The ability to remain calm is especially important when dealing with a
personality type that is different from your own or when dealing with
someone who is angry or upset. People who are upset typically want
to know that they are allowed to express themselves. Shortcutting that
process or interrupting speakers almost always makes them more upset.
Take time to hear them out, and you’ll often find that they are able to
calm themselves down by expressing their frustration.

1. What situations make you the most impatient?

2. How do you act or behave when you are impatient?

3. When was the last time you saw someone lose their temper? What
happened? Would more patience have helped in the situation?

Soft Skills Solutions

Additional Information

For more information about communicating with angry or difficult personalities
effectively, check out the Soft Skills Solutions text Play Nice & Stay Employed! Workplace
Relationships & Conflict Negotiations.

Use a “We"” Mentality

Use “I”” or “we” statements rather than “you” statements to avoid
insulting the person with whom you’re communicating. Using “you”
statements places blame on others and implies that they are at fault
or don’t understand. For example, say you work with a person who
likes to get straight to the point and you prefer detailed explanations.
Instead of saying, “You talk really fast, and I am afraid it’s going to
cause me to make a mistake,” you could say, “I am concerned that

I may make a mistake if I don’t get more details about what you

are sharing with me. Could you please explain it again, slowly, so I
can better understand what you need me to do?”” Asking thoughtful
questions can help you clarify and understand the group or person’s
perspective and learn more about their motivations, experiences, and
understanding of the topic. Using “I” or “we” statements can help
you ask clarifying questions that don’t feel like personal attacks.

Apply the Skills—Identify the Words You Use

For the next week, before sending an email, go back and reread

the email and replace every use of the word I with we or our when-
ever possible. You’ll begin to notice how often you use I when you
could easily use we. In addition, take a look at some of the emails
you receive. How many of these use inclusive wording? Record your
observations in the space below.

Professional Communication Skills



Avoid Absolutes

Nothing will escalate a miscommunication faster than the use of
words like always and never. The reason is that most people will
immediately start processing all the evidence to disprove what has
been stated. For example, when you say, “You never empty the
trash,” the receiver will immediately start thinking about all the times
that you haven’t emptied the trash, which isn’t your point. A more
effective way to express the same message would be to say, “I feel
that our chores have become unbalanced and that I empty the trash
more often than you do.” That person may still disagree, but is more
likely to focus on finding a solution than trying to mentally count the
number of times one or the other of you emptied the trash.

Attack Problems, Not Ideas

When you are working on a team project where problems will
inevitably arise, attacking problems, not ideas, is critical. For example,
let’s say your boss has asked you to create a new process for delivering
interoffice mail. If someone makes a suggestion that you totally
disagree with, it would not be appropriate to say, “That is a stupid plan
and will never work!” Instead, you could say, “One thing that concerns
me with that approach is that it may create some confusion. Let’s
discuss it some more so I can better understand your thinking.” This
approach creates an environment of respect for others’ opinions while
also fostering honesty and collaboration.

When an interaction at work includes personal attacks, challenge

yourself to bring the conversation back to addressing the problem,
instead of attacking an individual’s or group’s idea. Ask yourself,
“What is the issue? How can I address the issue without attacking

. b
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., Apply the Skills—Track Opinions Stated as Facts

57" Think of the last 10 conflicts in which you’ve been involved. How

many of these conflicts started because someone used an absolute to
state an opinion? As you go through your week, mentally note every
time you find yourself using words like always and never. What trends
do you see? Do you do this more often with one specific person? If
so, why? What needs to happen to change the relationship? Record
your thoughts below.

Soft Skills Solutions

the idea?” For personal attacks that have already happened, brain-
storm ways you could have addressed the situation without attacking
another person’s idea. Consider if you have an underlying relationship
issue with the person whose idea you attacked. Also consider how the
interaction affected the group itself.

Apply the Skills—Redirect Ideas

Imagine that you have been assigned

the role of a project leader within your
workplace. You and your team are to
brainstorm ideas for improving work
conditions. One person on the team
keeps throwing out very outlandish ideas
such as, “Have an espresso machine in
every office” and “Build a hair salon on-site!” Keep in mind that
your workplace isn’t Google and that you’ve been given instructions
that no one expenditure can be greater than $500. Write out how you
might redirect the conversation back to reality without insulting the
person or attacking someone else’s ideas.

71 Use of all these principles
in all communications is critical to
your present and future success.
So, practice themn every day!

continues. ..
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4 Apply the Skills— Analyze How Well You
<7 Speak and Listen

32

Brainstorm five interactions in which you experienced some prob-
lems and another five interactions in which you helped another
person solve a problem or feel better about a situation. Identify the
situation or exchange that was the most important or significant and
record it in the space below.

Now answer the questions listed below in relation to the
exchange you identified and analyze how you might work on
improving your strengths and minimizing your weaknesses.

1. Did I immediately eliminate all distractions so that I could give
the speaker my full attention? If so, how did this affect my ability
to focus? If not, why not? What will I do differently next time?
How did this negatively affect the exchange?

continues. ..
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2. Did I ask enough questions to ensure [ understood the situation?
If so, what additional information did I learn that helped me? Or,
did I jump to the conclusion that I already understood the prob-
lem and immediately go into problem solving? If so, what hap-
pened as a result, and what will I do differently next time?

3. When I reflected back to the speaker what I understood the
message to be, how often did I find out that I misunderstood the
message, and how did this affect the outcome of the conversation?

4. How did I show empathy, either verbally or nonverbally, for the
speaker? In what way did this improve the communication?

continues. ..
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5. Was I able to avoid *“you” statements and ask clarifying questions
with tact? If so, how did this help? Or, did I use accusatory lan-
guage in my questions or when discussing the situation? How did
this affect the conversation?

6. How tactful was I (honestly) when giving feedback or discussing
a difficult situation? How can [ improve?

7. Did I articulate my opinion effectively and honestly? If so, how
so? If not, why not? What can I do to improve?

continues. ..

34 Soft Skills Solutions

8. Overall, what five things did I do right during this exchange?

9. Overall, what five things can I improve on next time, and how

will I do so?

Professional Communication Skills
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4.5 Summary

Being heard is important. Listening actively and speaking produc-
tively are the first two steps to becoming an effective communicator.
Communicating effectively can be very difficult and requires alert-

ness and awareness. It also requires
empathy for yourself when you mis-
communicate and for others when
they struggle to be understood.
Mastering communication helps you
better understand a person or situation
and enables you to resolve differences.
Thus, you are able to build trust and
respect and also create environments
where creative ideas, critical thinking,
problem solving, and thoughtfulness
can flourish. By learning these effec-
tive communication skills, you can
better connect with your spouse, kids,
friends, and coworkers and improve
your life by building and maintaining
relationships.

Next Steps

Additional Resources

This text introduced you to many
verbal and nonverbal communica-
tion skills to help you prepare for
professional communication. You
will also benefit from knowing the
basics of professional etiquette
(common rules and manners that
exist in a professional setting). For
more information on workplace eti-
quette, read How You Act & Dress
Matters! Professional Etiquette &
Image from the Soft Skills Solu-
tions program.

Consider all you have learned and answer the following prompts:

1. From my experience, I consider these to be the three most

important takeaways:

Soft Skills Solutions

continues. ..

2. I plan to implement the following changes immediately:

3. I'feel I still need to work on the following area(s):

4. I'plan to keep improving by doing the following:
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AT-HOME TRAINING
SUMMARY QUESTIONS:
September 16 -
September 29

NAME COUNTY

Question #1 - From my experience, | consider these to be the 3 most important takeaways:

1.

2.

3.

Question #2 - | plan to implement the following changes immediately:

Question #3 — | feel | still need to work on the following area(s).

Question #4 — | plan to keep improving by doing the following:

This sheet and your timesheet are due by Monday, October 1, 2023 at
5:00pm. Fax to 330-535-2253 or scan and email to payroll@vantageaging.org.



%ANTAGE TRAINING VERIFICATION FORM L".'D workrorce

Project Director to Complete before training starts

County:
Job Seeker Name: Pay Period End Date: 9/29/23
Training Provided: At-home training packet 9/16/23 - 9/29/23 Check one: ODA ooL V' | ipwb
Location of Training:  N/A v
Check one: In-person Remote
Contact for questions: Dustin Henthorne 330-253-4597 x 352
Training Waiver Funded Yes v No

Job Seeker to Complete:

If a lunch is taken, out/in times need to appear on the time sheet. Do not skip cells in between In/Out time if no
break is taken. Make sure hours are correctly recorded and totaled in the appropriate column. If you see a Zero
then check your In/Out cells to make sure they are filled out next to each other.

M/D/YY H:MM H:MM H:MM H:MM
Training Date In Out In Out Total Hours

Total Training Hours:

"I agree that this training is part of my Individualized Employment Plan (IEP) to obtain unsubsidized employmen. | certify

this training was pre-approved by my Project Director or Training Navigator and is is a true record of my attendance in
training." )
Job Seeker Signature:

Trainer Signature:

Training sheets must be received by 5 pm the Monday following the end of the pay period. Failure to do
so may result in the pay being delayed until the next pay period. Transmit to the Project Director:

Fax: 330-535-2253
SCAN TO EMAIL: payroll@vantageaging.org

Project Director Approval Signature:

Payroll Initial: Dept # Employee #






