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INSTRUCTOR GUIDE

	BEFORE THE SESSION

	PROGRAM BACKGROUND

Great communication is an essential leadership skill.  In this session, you will address the important skills of:  

· Understanding your communication style and strategies of how to work with people who have a different style than your own

· Actively listening

· Customizing your message based on what is beneficial to your audience

SESSION MATERIALS 

PowerPoint Slides 

· Slide 1:  Session Objectives 

· Slide 2:  The Platinum Rule

· Slide 3:  Communication Styles

· Slide 4:  Driver

· Slide 5:  Driver

· Slide 6:  Socializer

· Slide 7:  Socializer

· Slide 8:  Relator

· Slide 9:  Relator

· Slide 10:  Thinker

· Slide 11:  Thinker

· Slide 12:  Communication Style Summary

· Slide 13:  Communication Activities

· Slide 14: Characteristics of an Active Listener

· Slide 15: Common Reasons for Not Listening

· Slide 16: Session Objectives

· Role-play cards (1 set per team of 5)

AUDIO VISUAL REQUIREMENTS

· Slide Projector with Screen
· Flipchart and Markers


	METHOD ICONS
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	Lecture/Explain


	Participant Centered Activity
	Slide
	Flipchart
	Handout/

Participant Page
	


	SESSION TIMELINE (Suggested)

	SECTION
	TIME

(In Minutes)
	METHOD
	MATERIALS

	Introduction
	20
	Lecturette

Opener Activity:  

· Forced Choice Activity
	Slide 1:  Session Objectives

Slide 2:  The Platinum Rule

Participant Manual pg 1



	Module 1:  Communicate Style & Strategies


	35
	Activity: 

· Assessment

Explain: 

· Small Group Discussion

Summary:

· Lecturette
	Slide 3:  Communication Styles

Participant Manual pg 2-3

Slides 4-11:  Styles

Participant Manual pg 4-6

Slide 12:  Communication Styles Summary

Participant Manual pg 7

	Module 2:  Listening 


	40
	Explain:

· Lecturette

Activity:

· Dyadic Discussion

Summary:  

· Lecturette
	Slide 13:  Communication Activities

Participant Manual pg 8-9

Flipchart

Slide 14:  Active Listener

Slide 15:  Common Reasons for NOT Listening

Participant Manual pgs 10

	Module 3:  Small Group Communication


	15
	Activity:

· Role-play

Summary: 

· Debrief
	Role Play Cards



	Conclusion
	10
	Lecturette
	Slide 16: Session Objectives

Participant Manual pg 12

	TOTAL TIME
	120
	
	


	INTRODUCTION

	TIME
	METHOD
	CONTENT

	Total Time:

20 minutes
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Slide 1


	SHARE OBJECTIVES:  Lecturette
1. Display and Read Slide 1: Session Objectives
By the end of this session, you will be able to

· Identify the strengths and limitations of your own communication style

· Recognize the communication styles of others and adapt those styles to meet the needs of others and to more effectively communicate

· Adopt the characteristics of an active listener and avoid the most common poor listening behaviors

· (Optional for senior leaders) Communicate benefit statements to better engage your listener and move people to action


	8 minutes
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Slide 2
	OPENER ACTIVITY PART I:  Lecturette

1. Display Slide 2:  The Platinum Rule.
2. Introduce activity to participants:   (Instructor Note:  The following notes can be used during this section.  Please customize or use examples from your constitutional area.)

· We have often heard that it is important to “treat people the way we want to be treated.”  This is commonly known as the “Golden Rule.” While the spirit of this philosophy is well intentioned, when it comes to effective communication, we may be more likely to create conflict than collaboration.  People are different from us and we can’t assume they want to be treated like us.  Instead, it is recommended to “treat people the way they want to be treated.” (Dr. Tony Allessandro calls it “The Platinum Rule”) 

· One way that we can learn to treat people the way they want to be treated is to understand their communication style.  

3. Say to participants, “We will now do an activity to learn our preferred communication style.”


	10 minutes
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	OPENER ACTIVITY PART II:  Forced Choice Activity

1. Give participants the following directions:

· Stand up and go to the middle of the room.

· In a minute I will ask you a few questions.  Each question will have two answers.  If answer A fits you most, move to the right side of the room, if answer B is more like you move to the left side of the room. Neither may seem exactly like you but choose the one that is MOST like you. 

2. Ask the following questions and ask participants to move to the appropriate side of the room.

· Question 1:  Do you consider yourself to be….

A:   open and outgoing?

B:   quiet and reserved? 

· Question 2:  (Instructor Note:  Direct question 2 to the A: open and outgoing people only.)  Group A, Do you prefer…

A:   directing other people?(giving instructions, initiating action, telling people what to do, etc.) If you prefer directing other people, take one step to the right.

B:   relating to other people?(talking about ideas, interacting with others, sharing information, etc.) If you prefer relating to people stay take one step left.

· Question 3:  (Instructor Note:  Direct your question 3 to the B: quiet and reserved people.)  Group B, Do you prefer…

A:   working as a member of a team?(collaborating, participating in the group effort, being a team member, etc.) If this is so, take one step to the right.

B:   focusing on getting the job done right? (quality control, focusing on the process, ensuring accuracy, etc.)?  If your focus is getting the job done right, take a giant step to the left.

Instructor Note:  At this point you should see four separate clusters of people. They should be lined up as follows

RIGHT







LEFT

Open & Outgoing

Direct

Open & Outgoing Relate

Quiet & Reserved Team

Quiet & Reserved  Job

3. [image: image21.wmf]Give the following information to each group before they take their seat.

· Open and Outgoing who like to direct  (ask them to remember the letter D)

· Open and Outgoing who like to relate  (ask them to remember the letter S)
· Quiet and Reserved who like to work as a member of a team  (ask them to remember the letter R)

· Quiet and Reserved who like to get the job done right  (ask them to remember the letter T)

Instructor Note:  You have just organized the group into the 4 communications styles:  (D) DRIVERS, (S) SOCIALIZERS, (R) RELATORS, (T) THINKERS.  Refrain from telling them this until after the next assessment.

4. Transition to Module 1:  “Let’s take this communication style assessment one step further..”




	MODULE 1:  Communication Styles 

	APPROX TIME
	METHOD
	CONTENT

	35 Minutes Total
	
	

	10 minutes
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Slide 3
	ACTIVITY:  Assessment

1. Explain to participants:

· Please turn to page 2 of your Participant Manual.

· We will now take the nine-question self-assessment that focuses on both the personal and professional aspects of your lives.  

· Read each question and choose 1 of the multiple-choice responses only.  

· When you have answered each question, tally your responses at the end of the assessment.

· Any questions?

2. Circulate the room and assist participants with the assessment as needed.

3. Call time after 5 minutes.

4. Display Slide 3:  Communication Styles
5. Ask how many people had the highest number of responses in the:

· D category?  Let them know that is the “Driver” Style.

· S category?  Let them know that is the “Socializer” Style

· R category?  Let them know that is the “Relater” Style

· T  category?  Let them know that is the “Thinker” Style

Instructor Note:  Keep in mind that participants may have points in ALL (or several) different categories.  Explain that this indicates that we are all a combination of all four different styles – and that most of us have a stronger preference in one category.

6. Ask if individual survey responses revealed the same style as the participatory exercise done earlier.

7. Explain, “This assessment is not a scientific instrument but rather an opportunity to assist you in increasing levels of awareness about your style and preferences.”



	20 minutes
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Slides 4-11
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	EXPLAIN:  Small Group Discussion

1. Assemble participants into four communication style groups.

2. Tell participants to turn to pages 5-6 in their participant manual.

3. Give groups the following instructions:

· As a group read and study the information about your style presented in the participant manual.

· Determine what additional information should be added and write it on a flipchart.

· Select a group leader and be prepared to present your style to the other groups in 4 minutes.

4. Call time after 3-4 minutes.

5. Ask each group to present their information.  Add more information as needed.  Instructor Note:  Following is supplemental information about all four styles.

6. Ask participants to take notes on page 4 of their Participant Manual. 

	INSTRUCTOR INFORMATION:  Communication Styles

DRIVER:  Direct, results-oriented, demanding, egocentric, daring, competitive, risk takers, self-assured, and domineering.  Stay focused on specific ways that you can assist them in getting the results they desire.

When interacting with them:  Provide direct answers, be brief and to the point, stick to business.

SOCIALIZER:  Enthusiastic, emotional, gregarious, confident, generous, charming, sociable, impulsive and persuasive.  When interacting with them:  Provide a friendly, favorable environment.  Provide them with a chance to verbalize about their ideas, people and their intuition.  Help them focus their attention on specific actions they can take to get results.

RELATER:  Self-controlled, possessive, easy-going, relaxed, predictable, servicing, patient, amiable, loyal and stable.  When interacting with them:  Provide a sincere, personal and agreeable environment.  Show a sincere interest in them as a person.  Present new ideas and departures from the status quo in a non-threatening manner.  Slowly discuss with them what each of you can do to make sure conditions remain stable.

THINKER:  Cautious, conscientitious, calculating, perfectionists, critical, factual, worrywarts, diplomatic and mature.  When interacting with them:  Take time to prepare your case in advance.  Provide straight pros and cons of ideas.  Provide reassurances that no surprises will occur.  Carefully suggest what practical though perhaps imperfect actions can help them get better results at the present time.

	5 minutes
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	SUMMARY:  Lecturette
1. Display and review Slide 12:  Communication Styles Summary
· When communicating with people who are different than you are --your ideas don’t change.  It is simply the way you present those ideas that changes.

· An “ideal” team is made up of all four styles.

· Don’t “label” people, simply be aware of the differences and be flexible in order to improve communication

· We get along with people who are like us.  However, mixing different styles strengthens work task effectiveness.  And mixing those styles may result in interpersonal conflict.

· We can get along with all styles if we have mutual respect, trust and the willingness to adapt.

2. Transition to Module 2.




	MODULE 2: Listening

	APPROX TIME
	METHOD
	CONTENT

	40 Minutes Total
	
	

	15 minutes
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Slide 13
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	EXPLAIN:  Lecturette
1. Introduce the topic to the participants by customizing the information below:

· Much of your work with Lions will involve communicating in small groups.  Small Group Communication can be defined as an interaction among three to a dozen people who share a common purpose, feel a sense of belonging to the group and influence one another.

· Understanding your communication style and the communication style of others is essential to group success – whether you are planning an activity, explaining a new initiative, solving a problem, or organizing a campaign.

· Let’s now talk about additional communication skills that will help you be a more effective communicator when working with small groups.

2. Display and review Slide 13:  Communication Activities
· Explain, “This graph was developed to show how much time is spent during a typical day in different communication channels.  The same could be said about time spent during your Lions activities. ”

· Talking = 30%

· Listening = 45%

· Writing = 9% 

· Reading = 16%

· Discuss how the participant’s graph might be similar or different to the one displayed.  Relate the activities in the graph to a Lions meeting.

3. Make the following point:

· Listening is one of the single most important skills of a good communicator. Most of us spend 80% of our waking hours communicating!  45% of that time is spent listening!  However, listening is the least taught communication skill in school.

4. Transition to the activity:

· While many of us might admit that we are not very good listeners, most of us intuitively know how to do it well!  Let’s put that theory to test.

5. Tell the following story:

· Please listen to the following story.  You are the bus driver.  At the first stop you pick up 10 passengers.  At the second stop you let off 5 passengers and pick up 4.  At the third stop you pick up 2 passengers and let off 1.  At the fourth stop you pick up 8 passengers and let off 4.  At the fifth stop you pick up 6 passengers and let off 5.  At the sixth stop you pick up 3 and let off 10.  

· What is the name of the bus driver?

· Answer:  You are the bus driver!  

6. Ask:  What is the point of this story?

· Answer:  Listening is not easy!  We all have our own perceptions when we listen.  We often read into what others are communicating.  The communicator is not always clear about his or her expectations, etc.


	15 minutes
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	ACTIVITY:  Dyadic Discussion

1. Ask each participant to find a partner.  (When this is completed continue to step 2.)

2. PART I:  Give participants the following directions:

· Face your partner.

· Whoever is the taller will be the speaker, whoever is shorter will be the listener.

· The speaker will share with the listener all the details of his or her last Lions Meeting.  

· The listener’s job is to listen ACTIVELY – do everything he or she knows is required to be a good listener – exhibit the behavior of a good listener. 

· Any questions?

3. Call time after approximately 60 to 90 seconds and move to Part II.
4. PART II:  Give the participants the following directions:

· You will now switch roles.

· The shorter partner will be the speaker.  The taller partner will be the listener.

· The speaker will share with the listener details about a conflict in his or her club or district.

· The listener’s job is to be a POOR listener.  

· The speaker is to continuing speaking and try to engage the listener despite the bad listening behavior.  

5. Debrief using a flip chart to record responses.

· Question 1:  What bad listening behaviors did you observe?  Some of the typical responses you might hear are (only use these if they are not mentioned by participants first):

· No eye contact

· Fidgeting

· Responding to distractions

· Looking at their watch

· Asking inappropriate questions

· Interrupting

· Question 2:  What effect did bad listening have on the speaker?  

· Some of the typical responses you might hear are (only use these if they are not mentioned by participants first):

· Lost train of thought

· Felt they needed to be more animated to keep the attention of the listener

· Felt they were “boring”

· It was difficult to concentrate

· Question 3:  What good listening behavior did you observe? Some of the typical responses you might hear are (only use these if they are not mentioned by participants first):
· Good eye contact

· Positive non-verbal cues (head nodding, smiling)

· Positive verbal cues (acknowledgements)

· Asking appropriate questions

· Commenting on what was said

· Open body language

· Question 4:  What effect did good listening have on the speaker?  

Some of the typical responses you might hear are (only use these if they are not mentioned by participants first): Some responses you may hear are:

· Speaker felt important or validated

· Had fun telling the story

· Feels confident

· Easy to stay focused
Instructor Note:  Ask participants to take notes on page 9 of their participant manual.



	10 minutes
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	SUMMARY:  Lecturette

1. Display and review the points on Slide 14:  Characteristics of an Active Listener:
· Listens for feelings as well as facts

Explain: It is essential to be aware of not only WHAT is said but also HOW it is said.  If you ask a Lion for feedback on a recent report you turned in and he or she responds unenthusiastically with, “It was OK,.” while the “facts”(the actual words spoken) indicate the job was acceptable, the “feelings”(the underlying emotional content – indicated by how it was said) communicated it was less than satisfactory.

· Paraphrases

Explain:  Paraphrasing is the act of repeating back to the listener what you have heard.  Example:  “Carol, if I heard you correctly you are suggesting that I call the membership chairman first before contacting the President.  Is that correct?”

· Attends with the entire body

Explain:  Good communication depends on physical “energy.” If the listener appears disinterested – breaks eye contact, slouches, leans back, shuffles papers, etc. – the speaker may get flustered or even lose his or her concentration.  As a listener, learn to sit or stand in an alert, attentive body posture, lean toward the speaker and call forth your entire body to listen.

· Doesn't rely on memory

Explain:  Don’t hesitate to take notes during important meetings and conversation.  It ensures that you get the message right and it is a compliment to the speaker because it demonstrates your interest in recording the message correctly.
· Summarize what you've heard after a lengthy session

Explain:  This can be incredibly valuable!  After a long talk, take a few minutes to summarize.  “Beth, we’ve been chatting for a while now, let me see if I can summarize where we currently are and accurately define the next steps we’ve discussed.”

· Avoids autobiographical responses

Explain:  While empathy is important, avoid dominating the conversation with your own experiences.  When a Lion is discussing a personal concern don’t counter every time with “I know just what you mean, the same thing happened to me last week…” Focus on his or her experience, not yours.

2. Display and Read Slide 15:  Common Reasons for NOT Listening

· Preconceived notions 

Explain:  We often make instantaneous judgments about people based on age, race, gender, appearance, experience, education, etc.  Learn to listen with a “clean slate” attitude.  Learn to listen to someone standing on common ground.  Great listeners expect and accept that there will be differences and that they’ll grow as an individual based on what they’ve learned and the insights they’ve gained.

· Motivation and attitude

Explain:  We hear what we want to hear.  We’ve all noticed that when children hear “NO” they often interpret it as “MAYBE.”  Great listeners decide that they want to listen.  Listening requires conscious effort and a willing mind.

· Time

Explain:  Time is what many of us feel we don’t have enough of, and as a result we hurry conversations and miss most of the message.  The problem with this method is that since we haven’t heard a message in its entirety we end up wasting time, because we have to re-do work.  Take the time up front…be patient…you’ll save time in the end.
· Poor listening setting

Explain:  Avoid having important conversations in noisy environments where the speaker can’t be heard.

· Planning response during communication

Explain:  This is the single reason why most of us are poor listeners.  We listen only long enough to formulate what we will say when the speaker finishes talking.  As a result we usually miss 1/2 the message. Part of the reason we do this is because we want to look smart and confident, and we don’t like silence – so we stand ready to respond – often inappropriately.   Be willing to hear the message first, wait, and formulate your response and then talk.  It is a worthwhile discipline to cultivate.

3. Transition to Module 3.



	MODULE 3:  Small Group Communication

	APPROX TIME
	METHOD
	CONTENT

	Total Time:

15 Minutes
	
	Instructor Note:  The following module allows the participants to apply the skills discussed in the previous modules by selecting roles to use during a role-play of a Lions meeting.  As the session facilitator you will determine the meeting scenario.  Use one of the scenarios below or create an appropriate one for your group.  

· Your club or committee is planning a pancake breakfast as a fund-raiser for your club.

· Your club or committee is brainstorming methods to recruit new members.
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	EXPLAIN
1. Say, “Let’s now create an opportunity for you to not only practice your good listening skills but to also sharpen your observation skills relating to the four communication/behavior styles.”



	10 minutes
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	ACTIVITY:  Role-Play

1. Divide the large group into small groups of 5.

2. Give the following instructions to the group.

· In a moment each member of your group will choose a role by selecting a card out of the ”hat.”

· The member who selects the Listening Leader card will be leading a group meeting.  The group meeting will last approximately 10 minutes.

· The other group members will be assigned a communication style role to play.  Please follow the directions on the card you selected, however do not reveal your role card to the other members of your group until we have stopped the meeting.

· Instructor Note:  Share the meeting scenario you selected or created 

· Any questions?



	INSTRUCTOR INFORMATION:  Role-Play Cards
(See appendix for cards to be used during the session.)

DRIVER:  You think you should be in charge of this meeting.  You immediately try to take control.  You often interrupt others – make BOLD statements – you don’t listen well and often ignore other’s comments.

SOCIALIZER:  You look at this as a great opportunity to socialize and catch up with your friends and colleagues who you haven’t seen in awhile.  Your comments are often not focused on the agenda of the meeting, and you tend to distract the group by getting off the point.

RELATER:  You tend to be quiet during meetings like this.  You want to help and assist in any way you can, but you don’t want to be the center of attention and say anything that might not be helpful.  You do your best to only make positive comments that might support and encourage the team effort.  When conflict occurs, you try not to get involved – you don’t want to hurt anyone’s feelings.

THINKER:  You are methodical in your approach and are interested mostly in the details.  You ask questions to find out how well things have been researched and thought out.  You are hesitant to voice your opinion until you get all the data necessary.  Your approach is very conservative and process-oriented.

LISTENING LEADER:  Your job is to run this meeting.  Your agenda is to collect everyone’s input and ideas and come up with an action plan of next steps.  You will need to listen to determine the communication styles of your group members, and then incorporate appropriate strategies to interact with each of these styles.

	5 minutes
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	SUMMARY:  Debrief

1. Call time after 10 minutes.
2. Debrief the activity using the following suggested questions.
· What did you notice during the meeting?

· Could you easily determine the 4 different communication styles?

· What strategies did the Leader use to interact with the different communication styles?

· What did you need to do to be a more effective listener?

· If you found it difficult to listen -- why?

· Did any of you in the group feel others were not listening to you?  If so, why?  If not, why not?

· Could you easily accomplish your meeting objectives?  If so, how?  If not, why not?


	CONCLUSION

	APPROX TIME
	METHOD
	CONTENT

	Total Time:

10 minutes
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	1. Display Slide 16:  Session Objectives.
2. Ask, “Did we meet the session objectives?”

3. Challenge participants to apply the ideas they’ve learned today during every upcoming communication or meeting.

4. Ask for ideas of what they’ll apply and how they’ll apply it when they return home to their clubs or districts.

5. Ask participants to turn to page 12 in the Participant Manual, and ask them to identify ONE thing they’ll START doing, STOP doing, and CONTINUE doing as a result of what they’ve learned in the workshop today.  You may ask them to share what they’ve written down with a partner or ask a few people to read theirs out loud.

6. Conclude by recapping the main ideas of the session:

· Increase your awareness of individual’s different communication styles 

· Treat people the way they want to be treated

· Actively Listen for effective small group communication




APPENDIX

	RESOURCES

	

	Bolton, Robert, People Skills, Simon & Schuster, 1986.

	Bolton, Robert, People Styles at Work:  Making Bad Relationships Good and Good Relationships Better, AMACOM, 1996.

	Browne, Neil, Asking the Right Questions:  A Guide to Critical Thinking, Prentice Hall, 2000.

	Delisser, Peter, Skills and your Personal Image, Chandler House Press, 1999.

	DeLisser, Peter, Be your own Executive Coach:  Master High- Impact Communication Skills for Dealing with Difficult People, Improving your Communication, Chandler House, 1999.

	Isaacs, William, Dialogue and the Art of Thinking Together, Currency Press, 1999.

	Numrich, Carol, Consider the Issues:  Advance Listening & Critical Thinking Skills, Addison-Wesley Publishing, 1999.


	TITLE
	Where Used

	Role-Play Cards
	Module 3:  Activity


ROLE-PLAY CARDS
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	DRIVER:  You think you should be in charge of this meeting.  You immediately try to take control.  You often interrupt others – make BOLD statements – you don’t listen well and often ignore other’s comments.

	SOCIALIZER:  You look at this as a great opportunity to socialize and catch up with your friends and colleagues who you haven’t seen in awhile.  Your comments are often not focused on the agenda of the meeting, and you tend to distract the group by getting off the point.

	RELATER:  You tend to be quiet during meetings like this.  You want to help and assist in any way you can but you don’t want to be the center of attention and say anything that might not be helpful.  You do your best to only make positive comments that might support and encourage the team effort.  When conflict occurs you try not to get involved – you don’t want to hurt anyone’s feelings.

	THINKER:  You are methodical in your approach and are interested mostly in the details.  You ask questions to find out how well things have been researched and thought out.  You are hesitant to voice your opinion until you get all the data necessary.  Your approach is very conservative and process-oriented.

	LISTENING LEADER:  Your job is to run this meeting.  Your agenda is to collect everyone’s input and ideas and come up with an action plan of next steps.  You will need to listen to determine the communication styles of your group members, and then incorporate appropriate strategies to interact with each of these styles.
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+ Preconceived notions

* Motivation and attitude

* Time
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* Understand the strengths and limitations of your own
comtmunication style.

* Recognize the communication styles of others and
adapt those styles to meet the needs of others and to
tmore effectively communicate.

+ Adopt the characteristics of an active listener and avoid
the most common poor listening behaviors.
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