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Module 1. 
Specific knowledge on disability

Framework

Objectives

People’s attitudes to disability impact how they treat and view disabled individuals. It was therefore 
important to give trainers a foundation before they started training you, so that they could understand 
how to think of disability in a way which promotes equality and inclusion. Acquiring these skills is 
essential to create an environment where disabled people can thrive and where mutual understanding 
between disabled and nondisabled people is the norm.

As disabled people, it is important that you also think about these topics. This module will encourage 
you to reflect on your own personal experiences, be aware of your rights, and gain important knowl-
edge about how to make content accessible and consider aspects of other disabilities you might not 
be as familiar with. 

This module aims to ensure that you gain relevant disability knowledge which will help you when at-
tending the rest of the training. The goal is to broaden your perspectives on disability and provide you 
with up-to-date information about the social, personal and political aspects of disability and to help 
you self-reflect on your own attitudes and personal experiences. This will be reinforced by discussing 
the legal aspects of disability rights and responsibilities set out in The United Nations Convention on 
the Rights of Persons with Disabilities so that when you go on to become trainers, you are aware that 
you have rights which should be respected. We will also cover some practical information about disa-
bility to increase understanding of the barriers disabled people face as well as how to overcome those 
and create an inclusive learning environment. Finally, we will discuss the issue of “clashing access 
needs”, which is when two disabled people have access needs which do not interact well with each 
other.
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Structure 

Note about activities

The module has three sections.
    1.   The meanings and models of disability
    2.   Knowing rights and obligations
    3.   Practical information about different disabilities

Some of the activities in this workbook have two versions:

•   The version ending with the letter “a” (e.g. Activity 1.1.4a) is a generic version intended 
    for an audience where the majority of people is not disabled
•   The version ending with the letter “b” (e.g. Activity 1.1.4b) is a version which is more
     tailored to be used when delivering this training to a group of disabled participants, 
    in order to draw on their expertise and lived experience more easily
•   Activities which involve discussion have a section called “Additional Reflections” 
    to help guide you while moderating the Activity.
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•   To understand that there are different ways of viewing disability.
•   To raise awareness of how the way we view disability impacts disabled 
     people’s place in society.
•   To develop knowledge about disability culture.

1. The meanings and models of disability

1.1   The meanings and models of disability
1.2   Disability culture
1.3   Influences on disability identity

A minimum of 2.5 hours depending on the activities selected.

•   Activity 1.1.1a/b What do you know about disability?
•   Activity 1.1.2 Stella Young’s TEDx talk, “I am not your inspiration, thank you very much”
•   Activity 1.1.3 The medical model versus the social model
•   Activity 1.1.4a/b Applying the medical model and the social model in practice
•   Activity 1.1.5 Reflecting about the limitations of models
•   Activity 1.1.6 Reflecting about disability culture
•   Activity 1.1.7 Listening directly to disabled people

•   What is disability?
•   Why is the way we view disability important?
•   What is disability culture?
•   What impacts someone’s identity?

•  Stella Young’s TEDx talk, “I am not your inspiration, thank you very much”
•  Linton, Simi (1998). Claiming Disability: Knowledge and Identity. NYU Press.
•  Oliver, Mike (2004). The social model in action: if I had a hammer. Dans Implementing the 

social model of disability: theory and research.
•  Social Model Animation
•  Brown, S. E. (2003). Movie stars and sensuous scars : Essays on the journey from  

disability shame to disability pride. New York, NY : People With Disabilities Press

Contents

Linked Activities

Guiding Questions

Resources

Duration 

Objectives

https://www.ted.com/talks/stella_young_i_m_not_your_inspiration_thank_you_very_much?language=en
https://muse.jhu.edu/book/12507
https://disability-studies.leeds.ac.uk/wp-content/uploads/sites/40/library/Barnes-implementing-the-social-model-chapter-2.pdf
https://disability-studies.leeds.ac.uk/wp-content/uploads/sites/40/library/Barnes-implementing-the-social-model-chapter-2.pdf
https://www.youtube.com/watch?v=9s3NZaLhcc4
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•   To reflect on your existing experiences of disability
•   To discuss your current perceptions of disability

    The goal of this Activity is to get the room thinking about disability. 
    It is not about “right” or “wrong” answers. One of the objectives of doing this 
    discussion is to create a welcoming environment where people feel they can be 
    open about their thoughts.

Activity 1.1.1a What do you know about disability?

Duration: 10-15 minutes, you can vary the length depending on the group
Materials: Question prompts
Organisation of the room: In pairs or small groups

1)   Set the scene:
Explain that everyone has a different perception of disability depending on their life experience.

2)   Present the prompts and ask people to discuss in a pair/in a group:
      •   When was the last time you talked about disability and what did you talk about?
      •   Do you remember seeing disabled people on TV? 
      •   Can you name one well-known disabled person?
      •   Do you feel confident and comfortable talking about disability?

3)   Bring the group back together:
Ask people what kind of answers came up for them. Did they have additional thoughts? 

You could adapt the Activity in different ways:
•   You could print pictures of some well-known disabled people in your country 
    and ask people if they recognise them
•   You could have some examples ready of disabled people in TV shows

Duration & Material

Course of the Activity

Top Tips

Synthesis & Learning Objectives
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•   When was the last time you talked about disability and what did you talk about?
     It is important to think about the times when the topic of the disability comes up 
     in conversations. Are people keeping up-to-date with news relating to disabled people? 
     Do people have general conversations about disability?

•   Do you remember seeing disabled people on TV?
     There might be key moments when disabled people have appeared on TV. 
     It is important to reflect on this, for example in movies or TV shows do they have 
     a storyline that is just about their disability? Are they played by disabled actors? 
     People might talk about the Paralympics and it might be helpful to make them reflect 
    on the coverage of the Paralympics. 

•   Can you name one well-known disabled person?
    It will be interesting to see if people cite similar names. Additionally, do they cite names     
    from your country or do they cite names that are more international?

•   Do you feel confident and comfortable talking about disability?
    This question might help identify how comfortable and knowledgeable the group feels. 
    It is important to emphasise that this is a space where people can make mistakes 
    and should not worry about saying something “wrong”. 

Activity 1.1.1a What do you know about disability?
Activity 1.1.1b What do you know about disability?

Additional Reflections
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Activity 1.1.2 Stella Young’s TEDx talk, 
“I am not your inspiration, thank you very much”

•   To listen to the direct experience of a disabled activist
    The goal of this Activity is to present Stella Young’s outlook and to start planting 
    the seed around the social model of disability.

Duration: 10 minutes for the video, 5-10 minutes for discussion
Materials: TEDx talk
Organisation of the room: N/A

1)   Set the scene:
      Explain that you are about to watch a video by an activist called Stella Young. 

2)   Suggest some prompts in advance if needed:
       •   What do people think of this outlook? 
       •   Did it make them reflect on anything?

You could adapt the Activity in different ways:

•   Instead of watching the video, you could take main thoughts from the video 
    and present them to the group
•   You could guide the discussion around these main thoughts
•   You could select extracts from the video instead of watching the whole video

Duration & Material

Course of the Activity

Top Tips

Synthesis & Learning Objectives
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•   What do people think of this outlook? 

People often find this talk thought-provoking. It is important to highlight that 
Stella Young’s message is that, currently, disabled people are seen as “another category 
of people” a lot of the time. There is a lack of understanding about what disability is 
and what it is like to be disabled. 

There is no one way for disabled people to feel about their disability, and Stella Young’s expe-
rience is only one of many. 

•   Did it make them reflect on anything?

People might reflect on the fact that they have previously thought things such as “if a disa-
bled person can do this, then I should be able to do it” or disabled people might have experi-
enced someone telling them they were inspiring for doing nothing in particular. 

Activity 1.1.2 Stella Young’s TEDx talk, 
“I am not your inspiration, thank you very much”

Additional Reflections
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•   To think about two important models that have been used to understand disability

Activity 1.1.3 The medical model versus the social model

Duration: 2-5 minutes for the statements, 2 minutes for the video
Materials: Statements and Social Model Animation
Organisation of the room: N/A

Explain that there are two big models which have been used to talk about disability and 
ask people if they can recognise which statement would go into which model.

•   Disabled people need to be fixed (medical model)
•   Society needs to be fixed (social model)
•   It is only by changing the disabled person that we can improve their life (medical model)
•   Improving people’s environment can mean their disability impacts them less (social model)

You could adapt the Activity in different ways:

•   You could give the answers away and get people to think about why these are the answers
•   You could encourage people to find more examples if they are familiar with the 
    concept already

Duration & Material

Course of the Activity

Top Tips

Synthesis & Learning Objectives

https://www.youtube.com/watch?v=9s3NZaLhcc4


This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

9

•   To think about different situations disabled might encounter where there are barriers
•   To consider ways to remove barriers for disabled people

Activity 1.1.4a Applying the medical model and the social model in practice

Duration: 10 minutes
Materials: Examples from the PowerPoint slide - 
(Use your own examples to create a PowerPoint Slide)
Organisation of the room: In pairs or small groups, or as a whole room

Explain that disabled people encounter barriers in daily life, and that people might think of a 
solution that is based on the “medical model” or a solution that is based on the “social model”. 
Encourage them to come up with their own examples, but you can use the ones below 
if necessary.

•   A wheelchair user wants to go in a restaurant but there is no ramp.
Medical model perspective: the person needs to accept that there are many restaurants which 
are inaccessible, and they should just do research beforehand to make sure they can access 
the restaurant.
Social model perspective: restaurants have a responsibility to anticipate that disabled people 
might want to visit their establishment, and plan ahead to modify it.

•   A person with a learning disability needs extra time to understand information 
     at an appointment.
Medical model perspective: professionals are very busy and do not have a lot of time. People 
who need more time can just be given documents and then someone can explain it to them. 
Social model perspective: the professional has a responsibility to make sure that the person 
leaves the appointment having understood as much as possible. It might be necessary for 
them to be given another appointment to check they understand everything, and this should be 
accommodated.

•   A visually impaired person cannot read a letter they received.
Medical model perspective: the person should find someone to help them read the letter. 
Social model perspective: there should be a way for people to record their needs and be 
sent letters in a way that is accessible to them. The letter might be very personal and 
they should be able to access this information privately like anyone else.

Duration & Material

Course of the Activity

Synthesis & Learning Objectives
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You could adapt the Activity in different ways:

•   You could prepare different solutions for the scenarios and ask people to “match” them 
    to the model of disability they illustrate
•   You could put people into groups and only give them one scenario to think about

Top Tips
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•   To think about different situations disabled might encounter where there are barriers
•   To consider ways to remove barriers for disabled people

Activity 1.1.4b Applying the medical model and the social model in practice

Duration: 10 minutes
Materials: Examples from the PowerPoint slide - 
(Use your own examples to create a PowerPoint Slide)
Organisation of the room: In pairs or small groups, or as a whole room

You could adapt the Activity in different ways:

•   You could give examples of areas in life where people might have had barriers, 
    for example: education, home life, hobbies, work
•   You could give examples of situations and ask people whether the situation would cause    
    barrier for them, depending on their disability – this will help see the variety of experiences 
    that people have in the room.

Depending on the group, you could run the Activity in a way that is very similar to 1.1.4a, 
however as this is for a group of disabled people this would be a helpful moment to encourage 
them to share about their own experiences. If people are reluctant to do this, then the 
examples from 1.1.4a would be a good basis.

Explain to people that disabled people encounter barriers, and that as disabled people they 
will all have encountered barriers in their daily life. This might be a sensitive topic so if 
people are not ready to share they should not feel forced to share. 

Ask them to think of a situation where they have encountered barriers, and what happened. 
Did they ask for any change to be made? How did people react?

Duration & Material

Top Tips

Course of the Activity

Synthesis & Learning Objectives
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•   To encourage learners to think critically about the models and have a nuanced view

Activity 1.1.5 Reflecting about the limitations of models

Duration: 10 minutes
Materials: Examples from the PowerPoint slide - 
(Use your own examples to create a PowerPoint Slide)
Organisation of the room: In pairs or small groups, or as a whole room

You could adapt the Activity in different ways:

•   You could do this as a whole group, to avoid people feeling stuck
•   You could use the additional reflections on the next page and present them to 
    people and ask if they agree or not, rather than ask them to come up with 
    answers themselves

Explain to the group that models are simply tools to help us make sense of the world. 
Therefore, no model can explain such a complex human experience.

Encourage people to think about the argument that each model makes, what is good about it, 
and why we need a wider perspective. 

At the end of the Activity, highlight that people should never say that one model is the only 
answer. 

Duration & Material

Top Tips

Course of the Activity

Synthesis & Learning Objectives
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Name of model: biopsychosocial model

Argument it makes: there are biological, psychological, and social causes to disability
  
Why is this good?

•   It is a more comprehensive way to look at what affects someone
•   It takes into account the complexity of what causes barriers in people’s lives
•   It means we can think of different types of interventions to remove barriers 
     and improve society

Why do we need a wider perspective?
•   If it is applied in a narrow way, there could be too much emphasis on psychological causes 
and some people have used this to say that someone isn’t “trying hard enough”

Name of model: medical model

Argument it makes: disability is caused by a medical issue and we should focus 
on individuals 

Why is this good?
•   Medical intervention can be helpful for individuals and this should not be ignored
•   There are certain disabilities where looking at the medical aspects cannot be avoided

Why do we need a wider perspective?
•   There are barriers people will experience regardless of medical intervention, 
     and their lives should not be limited because society is not adapted to them

Activity 1.1.5 Reflecting about the limitations of models

Additional Reflections
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Name of model: social model 

Argument it makes: disabled people are excluded from society not because of their condi-
tion, but because society does not make adjustments for them

Why is this good?
•   This model was a powerful tool to encourage people to look at what needed 
    to be changed within society
•   This model looks at removing barriers for disabled people rather than finding 
     solutions for each

Why do we need a wider perspective?
•   When this model is applied without enough nuance, it can erase the experience 
    of having an impairment
•   Society will not change overnight, so other ways of thinking are also needed

Name of model: sociocultural model

Argument it makes: disabled people are part of a minority and a cultural group

Why is this good?
•   It acknowledges the history of certain groups of disabled people, for example deaf people
•   It encourages a sense of community

Why do we need a wider perspective?
•   Not all disabled people will feel this connection to the wider disability movement
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•   To promote learning about disability culture

Activity 1.1.6 Reflecting about disability culture

Duration: 10 minutes
Materials: Prompts from the PowerPoint slides - 
(Use your own examples to create a PowerPoint Slide)
Organisation of the room: In pairs or small groups, or as a whole room

Present the prompts to people and ask them to think about them. Facilitate a discussion. 
Some people might disagree that there is “a disability culture” – this is fine, but it is important 
to highlight that for many disabled people this is their experience.

Use the comments below to help you facilitate the discussion.

•   Why can we say there is a disability culture?

•   Disabled people have a shared history of oppression
•   There have been disability rights movement across the world to support disabled people 
gaining rights
•   Disabled people have common experiences that only other disabled people can relate to
•   Disabled people have created art works that directly speak to their experience as disabled 
people

•   What do you think are differences between disability culture and other cultures?

•    Culture is normally passed down from generation to generation, whereas in most 
    cases disability culture is passed laterally, amongst the community – because most 
    disabled people are born to nondisabled parents
•   Many disabled people grow up without awareness of this culture and discover it later in life
•   Many disabled people grow up without meeting any disabled people

Duration & Material

Course of the Activity

Synthesis & Learning Objectives
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•   To gain first-hand experience of listening to disabled people

Activity 1.1.7 Listening directly to disabled people

Duration: Depending upon which videos are played
Materials: Videos – use your own videos to fit your chosen examples
Organisation of the room: N/A

You could adapt the Activity in different ways:

•   You could summarise the main points of each video in advance so that 
    people know what to expect
•   You could summarise the main points of each video afterwards as a group

Explain to the group that they will now hear first-hand from disabled people talking about 
their experience. The Activity seeks to focus on listening directly to disabled people 
and acknowledge their experiences without judging.

Duration & Material

Top Tips

Course of the Activity

Synthesis & Learning Objectives
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•   To gain an understanding of The United Nations Convention on the Rights of 
     Persons with Disabilities.
•   To comprehend how this underpins rights and obligations.
•   To provide an overview of some key aspects of disability history.

2.  Knowing rights and obligations

2.1   The United Nations Convention on the Rights of Persons with Disabilities
2.2   Rights and obligations

•   Activity 1.2.1a Your responsibilities
•   Activity 1.2.1b Your rights

•   What is The United Nations Convention on the Rights of People with Disabilities?
•   How can someone find out about their rights as a disabled person?
•   How can someone understand their obligations towards disabled people, 
    especially within employment?

•   The UNCRPD
•   Slee, R., & Cook, S. (1999). The Cultural Politics of Disability, Education and the Law. 
     Discourse: Studies in The Cultural Politics of Education, 20, 267-277.
•   Liasidou,A (2016): Disabling discourses and human rights law: a case study 
     based on the implementation of the UN Convention on the Rights of People with 
     Disabilities, Discourse: Studies in the Cultural Politics of Education, 37(1), 149-162

A minimum of 1 hour depending on the activities selcelted.

Contents

Linked Activities

Guiding Questions

Resources

Duration

Objectives
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•   To reflect on your responsibilities as a trainer

Activity 1.2.1a Your responsibilities

Additional Reflections

Duration: 30 minutes
Materials: Videos – PowerPoint slide - (Use your own examples to create a PowerPoint Slide)
Organisation of the room: Individually or in small groups

Principle

Non-discrimination •  Provide people with reasonable 
accommodations so that they  
can fully participate.

•  Try to understand their communica-
tion needs and respect them.

•  Use universal design when possible.
•  Inform yourself about the rights of 

disabled people in your own context 
so you can ensure participants  
have the necessary knowledge to 
stand up for their rights.

Participation & Inclusion

Equality

Accessibility

What can you do to support this?

After presenting the main aspects of The United Nations Convention on the Rights of Persons 
with Disabilities, ask trainer to reflect on what they can do in their sessions to promote these.

Encourage them to reflect on their practice and whether there are aspects they could change 
in order to support the inclusion of disabled people.

Duration & Material

Course of the Activity

Synthesis & Learning Objectives
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•   To inform disabled people of their rights

Activity 1.2.1b Your rights

Duration: 30 minutes
Materials: PowerPoint slide (Use your own examples to create a PowerPoint Slide)
Organisation of the room: N/A

Explain to the group that people such as trainers have responsibilities towards them, and that 
they need to know their rights in order to stand up for themselves if necessary.

Present to the group what you have learnt as a trainer about your responsibilities, and encour-
age individuals to think about their own needs. Talk about what you have already adapted in 
your practice.

Before the training, research what protections disabled people have in your own country. 
You could present some examples to the group and ask if they were aware of them. 
Facilitate a conversation about people’s experiences:

•   Have they ever had to get someone to respect their rights?
•   How did they do this?

Be mindful that people may have had upsetting experiences.
Discuss some of the ways people might need to express their needs:

•   When can they do this?

For example, at training, they could approach you before or after the training, but also during 
if something is preventing them from participating. In other areas of life, there might be differ-
ent opportunities as well. For example, while trying to find employment, each country will have 
their own regulations around this. It is also important to acknowledge that some disabled 
people have no choice but to disclose their disability and may have needs that must be met 
immediately. On the other hand, other disabled people might have a choice as to when they 
disclose their disability, but they may also have needs that must be met immediately. 
There are also needs that people might realise along the line. Many disabled people have 
not had the opportunity to think about their needs and it can therefore be difficult 
to establish those initially.

Duration & Material

Course of the Activity

Synthesis & Learning Objectives
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•   To provide some practical information about different disabilities.
•   To encourage trainers to think about their own knowledge.

3. Practical information about different disabilities

1.1   Examples of needs and disabilities
1.2   Creating an inclusive learning environment

•   Activity 1.3.1 What do disabled people look like?
•   Activity 1.3.2a/b Needs and disabilities
•   Activity 1.3.3 How to ask people for their needs
•   Activity 1.3.4 Anticipating possible needs
•   Activity 1.3.5 How to check in on people
•   Activity 1.3.6 Modifying materials

•   What are some key things to know about disability?
•   Why is it not enough to know about someone’s specific disability?
•   What are the barriers faced by disabled people?
•   How do you create an inclusive learning environment?

•   N/A

A minimum of 1 hour depending on the activities selected.

Contents

Linked Activities

Guiding Questions

Resources

Duration

Objectives
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•   To reflect on the fact that disabled people are all different
•   To reflect on the fact we have more disabled people around us that we know

Activity 1.3.1 What do disabled people look like?

Duration: 5 minutes
Materials: Videos – PowerPoint slides – (Use your own examples to create a PowerPoint Slide)
Organisation of the room: N/A

You could adapt the Activity in different ways:

•   You could add well-known disabled people who are from your country
•   You could use some of the examples people came up with during Activity 1.1.1a/1.1.1b
•   You could use an interview by a well-known disabled person

Ask the group to think about the contexts in which they have seen disabled people, 
for example:

•   Playing sports
•   In movies
•   In the news

Use the PowerPoint slides to give examples of famous celebrities who are disabled, 
that they might not be aware of. Ask them if they knew about this celebrity and whether they 
are surprised to learn of their condition. Are there celebrities who are more open about certain 
conditions, that they are aware of?

Duration & Material

Top Tips

Course of the Activity

Synthesis & Learning Objectives
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•   To encourage learners to think about people’s needs rather than their disability
•   To promote a wider understanding of the needs disabled people might have

Activity 1.3.2a Needs and disabilities

Duration: 10 minutes
Materials: PowerPoint slide - (Use your own examples to create a PowerPoint Slide)
Organisation of the room: In pairs or small groups

Need

Bigger font

Breaking down instructions

Plain language

Coloured background

Physical assistance

Regular breaks

Could arise from…

Emphasise that knowing the name of someone’s disability does not automatically tell you 
what needs they have and that disabled people all have different needs.

Use the table below to encourage this discussion:

Duration & Material

Course of the Activity

Synthesis & Learning Objectives
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•   To encourage learners to develop an understanding of their needs
•   To discuss clashing access needs

Activity 1.3.2b Needs and disabilities

Duration: 15 minutes
Materials: N/A
Organisation of the room: In pairs or small groups, or as a whole room

Discuss the fact that it can be difficult to know what needs someone has, especially if they 
have not been asked in the past. People might also compensate for their needs without real-
ising. They might also have asked for accommodations in the past which they did not get, and 
be worried about asking again.

Use the following prompts to support people to come up with ideas about their needs:

•   Are there things you already know you need support with?
•   What support have you had in the past that worked well?
•   Have you had support in the past that was not helpful?

Use specific examples to encourage more thinking, by giving examples of how something 
can be done and asking people if they know their preference:

•   Type of work: do you prefer working alone, in small groups, or in a bigger group?
•   Font: is there a size font you prefer?
•   Instructions: do you prefer being told instructions one at a time or all at once? 
•   Do you prefer listening to instructions or reading them?
•   Distractions: are there things you find distracting? Are there things that help 
     you concentrate?
•   Speaking up: do you feel able to put your hand up to speak up, or do you prefer 
     to be asked directly? Or would you prefer not to speak up in front of other people?
•   Breaks: do you prefer a bigger break in the middle, or several smaller breaks throughout?

Duration & Material

Course of the Activity

Synthesis & Learning Objectives
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Highlight that this work will be ongoing.

Once people have worked out some preferences, pick one of the examples and ask people 
what they chose. You will find that people will have different things that meet their needs best. 
This is where it is important to know about “clashing access needs”, as a disabled person’s 
needs may clash with someone else’s. For example:

•   Someone might need bright lights on, but someone might need the lights to be off. 
    You might be able to come up with solutions, for example if the room has ways to 
    ight up only parts of the room, or perhaps the second person could wear sunglasses 
    and find this helpful.

•   Someone might need one long break in the middle, but someone might need shorter
    breaks that are more regular. You might be able to come up with solutions, for example 
    giving people the freedom to take short breaks outside of the “official” break time.
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•   To practice asking people for their needs

Activity 1.3.3 How to ask people for their needs

Duration: 10 minutes
Materials: N/A
Organisation of the room: In groups of three

Put people in groups of three and encourage them to try the scenario at least 
a couple of times:

Roleplay: one person is the trainer, one person is the disabled learner, 
one person is the observer.

Have a conversation with a learner, asking what they need so they can take part in the training. 
You can use yourself as an example or create a fictional disabled person.

You could adapt the Activity in different ways:

•   You could have a “script” that people can use to get the conversation 
    started and adapt it to the group

Duration & Material

Course of the Activity

Top Tips

Synthesis & Learning Objectives
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•   To encourage trainers to anticipate the needs of their group

Activity 1.3.4 Anticipating possible needs

Duration: 10 minutes
Materials: N/A
Organisation of the room: In small groups or as a whole room

Explain to the group that some needs can be anticipated before the training, by asking 
oneself what parts of the training have the potential to be inaccessible to some people.
Ask people to focus on an example and see what they could do to make the Activity as 
ccessible as possible:

1)   Present an image to your audience and think about how to make it accessible 
      to visually impaired people.
      •   Describe the main aspects of the image
      •   Ask yourself the goal of the image and whether your description helps achieve your goal

2)   Ask your audience to do a task and think about how you would explain it.
      •   This example can be done very practically: ask people to come up with how they would 
tell people to make pasta and then follow their instructions exactly      
      •   Highlight that some steps might seem obvious but might be forgotten: for example, 
          “grab a pan”, “turn the tap on” and would therefore make completing the task impossible  
          unless someone already knew how to do the task

3)   Think about how you would use a video in your training. What do you need to check?
      •   Check if it has subtitles
      •   Check if it has text on the screen that is not read out
      •   Check if the length is suitable for your group

You could adapt the Activity in different ways:
      •   Instead of asking people to come up with ideas, you could take each example
          and present it yourself:
          o   Scenario 1: show an image in an accessible way, then in a more accessible
               way and ask people to spot the differences
          o   Scenario 2: do a small task with main steps missing, and then with a very detailed list, 
               and ask people to notice which way was easier
          o   Scenario 3: show an inaccessible video, then a more accessible video
               and ask people to spot the differences

Duration & Material

Course of the Activity

Top Tips

Synthesis & Learning Objectives
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•   To practice checking-in on people while delivering training

Activity 1.3.5 Checking-in on people

Duration: 10 minutes
Materials: N/A
Organisation of the room: In groups of three

Put people in groups of three and encourage them to try the scenario at least 
a couple of times:

Roleplay: one person is the trainer, one person is the disabled learner, one person is 
the observer.

You notice a learner seems to be struggling. How do you start a conversation to ask them 
if they are doing OK?

You could adapt the Activity in different ways:

•   You could have a “script” that people can use to get the conversation started and 
    adapt it to the group

Duration & Material

Course of the Activity

Top Tips

Synthesis & Learning Objectives
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•   To practice some scenarios which might occur during a training session and think 
    about how you would react and make modifications to your materials

Activity 1.3.6 Modifying materials

Duration: 15 minutes
Materials: Prompts
Organisation of the room: In small groups

Take a scenario and encourage people to think about how they would solve the issue. 

1)   You are using a video but you realise there the subtitles aren’t working and 
       there is a deaf learner in the room who needs subtitles.

•   You could summarise the video instead 
•   If you think the problem can be solved, you could give learners a break 
    and solve the technical issue
•   If there are some important images in the video, you could still show these and explain

2)   You are giving out a document for people to do an exercise. Someone tells you 
       the font is too small for them to be able to read.

•   If you have an assistant with you, you could send them to make a copy in a bigger size – 
    or you could give learners a break and go do this
•   You could ask the learner if they have any technology with them and could be sent 
    the exercise by email and read from their screen
•   You could decide to do the Activity verbally with the room instead

Highlight the need to reflect after each training session and see if some modifications 
need to be made permanently.

Duration & Material

Course of the Activity

Synthesis & Learning Objectives
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Module 2. 
Self-Knowledge and Self-Reflection

Introduction

Objectives

Structure

Self-knowledge can be seen as an investigation of yourself, which allows you to analyse who you are, 
your potentials and weaknesses, expectations and objectives, your behaviour, the quality of your rela-
tionships and what you expect from the environment you’re in. 

            •  Become aware of yourself
            •  Become aware of your goals and objectives
            •  Identify and recognise qualities and defects
            •  Become aware and reflect on personal beliefs and values
            •  Integrate personal history and remarkable experiences lived

The following structure presents the objectives and contents that are included in each workshop 
and guidelines, or guiding questions, which ensure the generation of change
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•  To identify relevant experiences
•  To reflect on different life contexts
•  To build your self-image and project it into the future
•  To identify areas of life that need to be improved/enhanced
•  To discover our own value

2. Self-Reflection

Objectives

•  Autobiography
•  Beliefs and values
•  Self
•  Areas of life
•  Individual and potencial qualities

•  How do you define yourself?
•  What’s more important to you?
•  What are the most remarkable events of your life?
•  What area does your life take?
•  What is the purpose of knowing its value?

•  Activity 2.2.1 Lifeline
•  Activity 2.2.2 The wheel of life
•  Activity 2.2.3 My Photo and My Portrait
•  Activity 2.2.4 Mirror

N/A

The duration depends on the activities you choose 
from the ‘Linked Activities’. 

Content

Linked activities

Resources

Duration

Guiding questions
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Self-reflection is a process where we look within, look at our own life and see the impact 
that positive and negative experiences have had in the way we see ourselves.

•   Explore the participants’ life history, including significant experiences leading up 
    to the present.

•   Identify important events and measure the impact it has on who they are today

Activity 2.2.1 Lifeline

Duration: 30 min.

Material:
•   “Lifeline” activity sheet to be delivered to each participant
•   Pencils, coloured pens or ballpoint pens

Organization of the room:
•  Individual chairs with a place to write

•   Each participant is challenged to identify remarkable events – positive and negative – 
    in their story (line) of life.
•   If necessary you may give examples of possible remarkable events, such as the birth, 
    marriage, educational achievement, a new job…
•   After identifying the outstanding events, the participant is challenged to share:

-   An experience you had in carrying out the activity
-   Insights you’ve had on identifying outstanding events
-   How events define your identity.

Duration & Materials

Course of the activity

Synthesis & learning objectives
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The Life Line
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Imagine that this chart represents your life path. 
Characterize your past and present and illustrate the most remarkable events.

Name Date              /              /       
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A reflection on different life contexts that can support people to self-evaluate important areas 
of life and identify those that are tailored to their individual needs and expectations as well as 
those in need of investiment.

•  Support people to self-evaluate important areas of life and identify those that are tai
   lored to their individual needs and expectations as well as those in need of investment, 
   serving as a “trigger” for change.

•  In a circle shape, it allows the reflection of people’s satisfaction in important areas 
   of life: Personal Development, Family, Health, Relationships, Leisure, Professional 
   Training, Work, Money, Free Time. 

Activity 2.2.2 The wheel of life

Duration: 30 min.
Material:
•  Activity sheet “Wheel of Life” to be delivered to each participant
•  Pencils, coloured pens or ballpoint pens
Organization of the room:
•  Comfortable seating with a place to write

•  The trainer gives each participant a registration form of the activity “Wheel of Life”.

•  Each participant is challenged to assign a degree of satisfaction to each area of life, 
   gradually: 0 - not satisfied to 10 - fully satisfied. The inner circle is 0 and the outer circle is 10. 

•  After identifying the degree of satisfaction in each area of life, the participant is challenged 
   to identify the areas they would like to develop, what they would like to develop and how and 
   what degree of satisfaction they propose to achieve.

•  As a group, each participant may share:
 Experience you had in carrying out the activity
 Insights you had about your satisfaction with areas of life
 What plan do you intend to accomplish to achieve a degree of greater satisfaction, 
             of harmony, with one or more areas of life.

Duration & Materials

Course of the activity

Synthesis & learning objectives
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The Wheel of Life
Reflect on the life contexts mentioned below, and on a scale of 1 to 10 
(the center of the circle is zero and the outer limit, 10), position yourself, about your degree 
of satisfaction in each of them, at this point in your life.

Then reflect on the same life contexts and identify in what area of your life 
you want to start improving? How? What do you want to achieve?

Fun and 
Leisure

Spirituality

Money

Relationship Personal
Development

Career

Health

Physical 
Environment
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In these activities, each person will be challenged to represent themselves symbolically and, 
even more how they saw themselves in the past, how they currently see themselves and how 
they imagine themselves in the future.

•   Promote individual reflection and the construction of a self-image (presentation), 
    in a free way, appealing to creativity and the forms of expression in which the 
    individual feels most comfortable and in which he / she has skills.

Activity 2.2.3 My Photo / My Portrait

Duration: 45 min.
Material:
•   Worksheet (paper and/or digital format);
•   Pen and/or pencil;
•   Filter pens and/or crayons;
•   Availability of a set of images (paper and/or digital format);
•   Scissors;
•   Glue;
•   Activities worksheet;
Openness to the inclusion of other type of material.
Organization of the room:
•    Comfortable seating with a place to write

•    he trainer explains to the participants that they can use different formats: a text, a story, 
     an interview, a drawing, a collage of images, poems, loose phrases, a scheme, a picture... 
     Presentations of themselves in their life should be encouraged. Communication in which 
     you can express yourself, consider the possibility of being able to present yourself in 
     symbolic languages, orally and / or using new technologies. Also that self-photography 
     can and should include wishes, expectations, dreams, projects so that the subject is i
     nvited to present themselves in a dynamic and constantly changing perspective.
•    The trainer gives each participant a “My Portrait” activity form.
•    Each participant is challenged to reflect and then express their creativity freely.
•    When finished, the participant is challenged to share 

Duration and Materials

Course of the activity

Synthesis & learning objectives



This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

36

My Photo
This sheet of paper reserves a space for you to freely introduce yourself.
Describe yourself, using words, images or any other means of making yourself known. 
Use the best! Show us who you are, how you are, what you like, what you know 
and what you would like to know and be.
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My Portrait
Life is a living wheel... Past, present and future intertwine to build our journey. What we are today is 
related to what we were yesterday and announces what we can be tomorrow. The future is also up to us.
Describe yourself, using words, images... or any other way to make yourself known... use the best! 
Show us who you are, what you are, what you like, what you know and what you would like to know 
and what you want to know and what you want to be.

As I was...

Ye
st

er
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y
To

da
y

To
m
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ro

w

As I am...

How will I be?

A portrait of the past

A portrait of the present

A portrait of the future
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Mirror dynamics have been successfully used as a way to evaluate behaviours. 
In addition, it allows the work of self-knowledge and expands the importance of each 
individual in the group.

•   Evaluate behaviours
•   Provoke reflection
•   Discover the value of each person
•   Learn to respect each person

Activity 2.2.4 Mirror

Duration: 30 minutes (in a large group may take longer)
Material:
•   A small box with a mirror inside at the bottom

Organization of the room:

•   The chairs in a circle 

•   The participants stand in front of closed box
•   The facilitator explains that inside the box is a photo of a very important 
    person for the group
•   Randomly or sequentially, each one must approach and open the box. 
    Without revealing whose photo it is, each one should describe some of the qualities, 
    characteristics and behaviors that person possesses.
•   Inside the box is just a mirror so while one of the participants stands in front of the mirror,    
    telling its characteristics, the facilitator asks others if they know who is he talking about.

Duration & Material

Course of the activity

Synthesis & learning objectives
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STEP 1

Analysis
What sence can
you make of the

situation?

Mirror Activity: 
How to expand your self-knowledge

Objectives

Evaluate behaviors

The participants stand in front of a 
closed box and the facilitator explains 
that inside it is the photo of a very 
important person for the group. Next, he 
says that each one must approach and 
open the box. Without revealing whose 
photo is, each one should describe 
some of the qualities, characteristics 
and behaviors that person possesses.

Provoke reflection
Inside the box is a mirror. This activity works as an invitation to self-reflection, taking advantage 
of the reflected image of the participant. While one of the participants stands in front of the mirror, 
citing its characteristics, it is possible that the facilitator asks others if they know who 
the person is talking about.

Self
The intention of this activity is to provoke a reflection about the behavior, actions and other characteris-
tics that we manifest within the group. The focus should be on the positive path, taking into account that 
we all want to evolve and become better people. Often, everyday life does not give us time to do this type 
of analysis. Therefore, if you have to participate, take the opportunity to expand your self-knowledge.
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Discover the value of each person
Another objective of this activity is to demonstrate that we all have our value within the group, 
regardless of the position occupied or the time since we belong to the group.

Learning to respect each person
From the recognition of the value of each individual in the group it is also possible to work respect for 
the other. For example, sometimes people do not have the notion of the importance of the others role. 
This recognition of the value of each one generates, consequently, 
a greater respect for the activity carried out by the other.

Conclusion
Any effort that leads to increased awareness of the individual and group should be taken seriously.  
If you are going to participate in mirror activity, rest assured that the results will be very positive.
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•   Structure self-awareness
•   Recognise the impacts of others on their self-representation
•   Validate the congruence of different life contexts
•   Identify what you do well and what you can do best
•   Appropriating the meaning of your life
•   Identify the skills that distinguish me from others

2. Self-knowledge

Objectives

•   Personal identity
•   Importance of others in the construction of the “I”
•   Interpersonal relationships

•   What do you know about yourself?
•   What did you know about yourself?
•   What reflex do others have in you?
•   What is the difference between how one sees oneself 
    and how it is seen by others?
•   Does the process of self-discovery enrich your life project?
•   What is your definition of success?
•   What are your short- and long-term goals?
•   Is the life you have right now in tune with these goals?
•   What is your purpose in life?
•   Do you know your professional skills?
•   Do I know how to improve my professional profile?

•   Activity 2.2.5 Johari Window
•   Activity 2.2.6 Approach the line if...
•   Movie “Partly Cloudy”
•   Activity 2.2.7 My top features and How I see myself as a worker

Content

Linked activities 

Guiding questions

2 h 30 minutes

Duration

https://www.youtube.com/watch?v=ix13P9NqBjo
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A model of self-awareness, personal development, group development and understanding 
relationship. A Johari window is a psychological tool and it’s a useful tool that allows 
understanding and training:
•   Self-awareness
•   Personal development
•   Improving communication
•   Interpersonal relationships
•   Group dynamics
•   Team development
•   Inter group relationships

Activity 2.2.5 Johari Window

Synthesis & learning objectives

Duration: 1 hour
Material:
•   Activity sheet “Johari window” to be delivered to each participant
•   Pencils, coloured pens or ballpoint pens

Organization of the room:
•   Individual chairs with a place to write 

Duration & Materials

Step 1
You should start in the Open Self area. Make some notes about yourself. What are your 
strengths and your weaknesses? What are you comfortable with and willing to share 
with others? Is is important to be honest and clear about what you know about yourself 
already.
Step 2
It’s time to involve other people and ask for feedback about yourself. Depending on how 
confident you are you might prefer to do this as either a group exercise or on a one to one 
basis. 
When receiving feedback we should be respectful, listen and reflect on what has been 
said. We should also give the person who provided feedback some acknowledgment or 
thanks for contributing. 
There are four quadrants, and this is true for pretty much everyone. We see ourselves in a 
particular way and johari model is a great way to understand how others see us.

Course of the activity
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Step 3
Asking for feedback will be a great way to reduce your Blind Self quadrant and increase 
your Open Self quadrant. 

Step 4
Disclosing or giving feedback will also help you to reduce your Hidden Self quadrant and 
increase your Open Self quadrant. 

Course of the activity

OPEN SELF

Known to ourselves 
and known to others.

These are the aspects of our-
selves that others see and we 

do not. We all have aspects 
that we are not aware of.

Both parties are unaware of 
the aspects here. This can be 
the opportunity for discovery.

This would be descriptors that 
the individual chooses about 

themselves and are unknown to 
others. We can think of this as 
our private space we hide from 
others or choose not to show.

BLIND SELF

HIDDEN SELF
UNKNOWN SELF
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Now try to fill your own Johari Window. 
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This activity is intended to promote self-knowledge and cohesion among participants, 
facilitating the identification of similarities and differences.

•   Understand and respect personal similarities and differences
•   Develop feelings of empathy
•   Promote self-knowledge and group connection

Activity 2.2.6 Approach the line if...

Duration: 30min
Material:
•   Masking Tape
•   Activity sheet for the trainer
•   Background music

Organization of the room:
•   A room with free space (it can also be done in an outdoor space)
•   Adhesive tape on the floor to divide the space in half
•   Adhesive tape line must be large enough for participants to stand facing 
    each other along the line (half the group on each side).

•   The trainer should ask the group to divide into two subgroups. 
•   The first group should be placed on the right side of the line and the second 
     should be placed on the left side.
•   With the two groups next to the line, they should take a step back and stay 
    at the same distance from the line (see image).
•   Each participant must be face-to-face with another participant situated 
    on the opposite side of the line (see image)
•   The trainer must create the environment for the activity, explaining to the 
    trainees that this activity is related to the experience of each one, 
    with their life and that they must be true.
•   Once positioned next to the line, the trainer, who has a sheet with a set of 
    sentences related to the group, starts to read the first one, trying to do it slowly and aloud.

Duration & Material    

Course of the activity

Synthesis & learning objectives
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•   Upon hearing the phrase, all those who feel that it applies to their life, history, or reality, 
    step forward, towards the line. After a few seconds, they should return to the starting 
    position. The trainer then reads the second sentence and the process is repeated.
•   In the beginning, the sentences are easy to answer: 
   “Approach the line if… if you have brothers”; “Approach the line if… you like chocolate”; etc. 
   and normally the environment is light and relaxed. 
•   However, as the activity evolves, the questions become deeper and more difficult: 
    “Approach the line if… you’ve ever lost a loved one”; “ Approach the line if… 
    you’ve ever been a victim of racism.” Explain that from now on the group must remain 
    silent, as the trainer will say more serious phrases and there should be no comments. 
    You can play calm background music.
•   At the end of the activity, it is necessary to reflect on what happened. The trainer should 
    ask the seated participants to share the feelings and thoughts that emerged during 
    the activity, reflecting on the conclusions that can be drawn. If the group is very large, 
    you can choose to do the reflection in small groups.

o How did I feel whenever I stayed or moved forward?
o How did I see the others?
o What can I take away from this experience?

After seeing the animated short film “Partly Cloudy”, try to reflect for a few minutes on its 
meaning and what it represented for each of you. 
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“Approach the line if…”
Initial sentences:

Serious sentences:

1. … if you like cheese

2. … if you like the sun

3. … if you like the beach 

4. … if you like listening to music 

5. … if you made someone smile this week 

6. … if you helped anyone this week 

7. … if you have children 

8. … if you have brothers or sisters 

9. … if you like dogs

10. … if you like cats 

It is explained that, from this moment on, the group must make absolute silence, 
because now more serious sentences will be said and there can be no comments. 
You can put on a quiet background music.

1. … if you’re in love 

2.          … if you’ve ever felt a defeat in life 

3.          … if you’ve already achieved some success 

4.          … if you’ve ever felt afraid 

5.          …if you’ve ever felt alone 

6.          … if you’ve already done something for insecurity 

7.          … if you have a goal in life 

8.          … if you like you as you are 

9.          … if you believe you can make this world a better world 

10.        … if you’re fighting for the goal of life 

11.        … if you do what you like 

12.        … if you’ve ever felt truly happy 

13.        … if you believe tomorrow will be a better day
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The participant is challenged to identify the characteristics that distin-
guish them from a range of features and identify their strengths as a 
professional as well what needs to be improved.
• Promote self-knowledge
• Identify professional skills
• Identify personal, social and professional aspects to improve

Activity 2.2.7 My top features / How I see myself as a worker

Synthesis & learning objectives

Duration: 1 hour
Material:
•   “My top ten features”” activity sheet to be delivered to each participant
•   “How I see myself as a worker” activity sheet to be delivered to each participant
•   Pencils, coloured pens or ballpoint pens

Organization of the room:
•   Individual chairs with a place to write

•   The trainer challenges the participants to select from a list of personal, social and 
    professional features, those they think they have. They can choose as 
    many as they want.
•   Then, of the chosen features, the trainer will ask the participants to select only 
    10 (positive and/or negative) that better describe them and write them in the 
    activity sheet. For each feature the participants should give a example 
•   The trainer can help by giving examples of real life situations where that 
    feature was important
•   After that the trainer will delivered to each participant the last activity 
    and ask them to reflect on how they see themselves as a worker/professional 
    and what can they do to become even better. 

Duration & Material

Course of the activity
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Below is a listing of personal, social and professional features. 

Mark with an [X] the ones you identify with, you can select as many as you want.

My top 10 features

 Adaptability

 Aggressive

 Friendly

 Good listener

 Teamwork

 Ambitious

 Negotiator

 Autonomous

 Authoritarian

 Adventurer

 Calm

 Able to delegate

 Competitive

 Self-confident

 Confused

 Cooperative

 Brave

 With a sense of humor

Persuasive

Pessimist

Demanding

Objective

Curious

Disciplined

Competent

Observer

Flexibility

Egocentric

Responsibility

Reasonable

Worried

Impulsive

Persistent

Spontaneous 

Sociable

Perspicacious

Perfectionist

Patient

Passionated

Passive

Organized

Optimistic

Idealist

Happy

Innovator

Strict

Influenceable

Undisciplined

Independent 

Proactive

Respectful

Selective

With an open mind 

 

Honest

Critical

Discreet

Sensitive

Shy

Seriously

Tolerant

Creative

Enthusiastic

Emotional

Realistic

Prudent

Intimidating

Involved

Impatient

Generous

Cheerful
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Of the features you have chosen to describe yourself, select the 10 (positive and/or negative) 
that you consider to best describe you. The goal is to describe your personality in terms 
of attitude and behavior. In the following table write these features in the left column and 
use the right column to illustrate them with examples. 

Examples: 
» Punctual             I’m punctual when I set up a date. I’m punctual when I set up meetings.
 
» Creative             I always have a creative solution when I have to solve a problem. 

My top 10 features

1.

2.

3.

4.

5.

6.

7.

8.

9.

10.
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I consider myself 
a good worker because…

I can be 
a better worker if …

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

Employment is today a changing reality: the demands are increasing and 
the dedication to work depends on each one of us, our attitude and motivation.

How I see myself as a worker…
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Module 3
Emotional management

Introduction
Emotional Management is a crucial ability of every human being and it is related to emotional intelli-
gence understood as the ability to recognise, express and it allows us to identify, understand, and influ-
ence the feelings of other people. Emotional intelligence has an impact on how satisfying your perfor-
mance at home and work environment can be. The better you understand yourself and others, how and 
why you feel something, the better you will be able to deal with various situations. The most important 
thing is that emotional management can be trained throughout all life and we believe exercises in this 
book will help you to develop it. 

This module concerning emotional management aims to explain briefly what emotion, mood and 
feelings are and what differentiates them. Going through set exercises you will have a chance to get 
familiar with reading, naming and expressing a whole range of emotions. Emotions play a part of our 
everyday activities. You can’t see or” touch” emotions but you can be aware of them by your moods 
or, more consciously by your feelings. You will have a chance to better understand it when working in 
groups or individually.

You will also gain skills about managing emotions and knowledge of empathic behaviour. In the parts 
relating to emotional intelligence and assertiveness there is a chance to learn that assertiveness is abil-
ity to express yourself fully in contact with other people. That means you are able to directly, honestly 
and firmly expressing to the other person your feelings, attitudes, opinions or desires in a way that re-
spects the feelings, attitudes and opinions as well as the rights and desires of another person. Knowing 
what assertiveness is, you will have a chance to train assertive behaviours, how to assertively defend 
your rights and you will acquire the ability to manage positive and negative emotions. 

In this course book you will be provided with some knowledge and some exercises that probably will 
help you in many situations in your life as how to be closer to the lives of other people by empathy or 
how to get through social life challenges by knowing how to defend yourself using the knowledge of 
your emotions.
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Objectives

Structure

1. Emotion

    •   Know the difference between emotion, mood and feeling
    •   Naming and expressing a whole range of emotions
    •   Knowledge of empathic behaviour
    •   Train assertive behaviours, how to assertively defend your rights
    •   Ability to manage positive and negative emotions

    1.   Emotion
    2.   Emotional intelligence
    3.   Managing emotions – assertiveness

Recognition and learning of using proper emotion signs.

Learning objectives

-   using participant’s daily experiences concerning using emoticons in texting
-   reflecting on when and how to use appropriate emoticon to convey what the person wants

Activity 3.1.1 Emoticon Game

Duration: 40 min
Material:  Access to participant’s smartphone, iPad or laptop
Printed set of emoticons (as an option)
Organization of the room:
Just as convenient; needed space for smaller groups

-   The whole group is split into smaller groups of 4 people. Each group is presented 
    with the list of basic emotions described earlier in the wheel of emotions: 
    Joy, trust, fear, surprise, sadness, disgust, anger, anticipation 
-   One person at the time picks up one basic emotion from the list and the rest 
    of the group is asked to choose the appropriate emoticon from their smartphone 
    or the chart of emoticons in the classroom. The game goes in rounds to enable each partici   
    pant to pick up an emotion

Course of the activity

Duration & Materials

Synthesis & learning objectives
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Recognition and learning of using proper emotions.
Learning objectives
-   using participants own experiences to present appropriate emotions
-   The exercise of identifying and naming opposite emotions

Activity 3.1.2 A circle of emotions

Synthesis & learning objectives

-   The group forms a circle
-   One person comes into the circle and is showing without commenting it a given
    emotion but in overreacted manner, exaggerating
-   After that the person is pointing at another one to enter the circle. 
    The next person tries to show the opposite emotion to the first one 
     and shows the new emotion.
-   The game proceeds on in that way
-   Each person, after being in the circle writes down the name of the 
    emotion they have demonstrated.

Course of the activity

Duration: 10 min
Material:  None
Organization of the room: Just as convenient; needed space to form a circle

Duration & Materials
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Becoming aware of how and when emotions are felt.

Learning objectives

-   Introduction to becoming aware of your emotions 
-   Retrospection and naming emotions 
-   Understanding why the emotion is felt

Activity 3.1.3 Emotions in my life

Synthesis & learning objectives

-   In groups of 4 discuss with your friends the following question: 
    Could you remember a situation where you felt different emotions in your life? 
-   According to you, what was the cause the given emotion?

Course of the activity

Duration: 10 min
Material:  None
Organization of the room: Just as convenient

Duration & Materials
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Perception of your own feelings, moods and emotions.

Learning objectives

       practicing in the perception of your own feelings, moods and emotions

Activity 3.2.1 Emotional awareness meditation

Synthesis & learning objectives

Duration: 20 min
Material: 
-   According to health conditions a mattress or a chair
-   Speakers 
-   Relaxing music in the background

Organization of the room:
-   Just as convenient

-   Find a comfortable seated position. Either sitting on a cushion on the floor,
    or in a chair. Allow your spine to be straight and long, and let your shoulders drop. 
    Gently close your eyes, or, if you’d prefer, simply gaze down in front of you 
    with a soft focus
-   As you sit here, notice where your body is making contact: your feet touching t
    he floor, perhaps your back on the ground...
-   Notice your breath. For the next five or so breaths, follow each inhale and exhale, 
    feeling or imagining the breath flowing into and out of the body
-   Now, shift your awareness from your breath to your body, and begin to scan 
    through the body slowly from head to toe, observing any feelings or emotions 
    that are present
-   You might detect numerous feelings or emotions throughout the body. 
    For the purpose of this exercise, choose one feeling or emotion to focus on for now
-   Notice where in your body this emotion located... so what part of the body 
    is holding this feeling?

Duration & Materials

Course of the activity

2. Emotional intelligence
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-   How big or small is this feeling?
-   Where are its edges? Are these edges sharp or soft?
-   Does the feeling have a colour? And if so, is the colour changing 
    or remaining the same?
-   Is the feeling heavy, or light?
-   Is the feeling moving, or still?
-   Is the feeling hard or soft? Is it rough or smooth? 
    If I could touch this feeling with my hand, what would its texture be like?
-   Now, if you were to give a name to this feeling or emotion, what would it be? 
    Can you identify it? Can you give it a label?
-   If a name for this feeling doesn’t come to mind, that’s OK. 
    Be kind to yourself, and continue to observe the feeling in the body with 
    curiosity and without judgment, until the nature of this emotion becomes clearer to you
-   Continue to get to know this emotion for another five or so minutes. 
    When you feel that you have reached a level of comfort with and 
    understanding of this feeling, gently open your eyes and bring your attention 
    back to the room you are in

To understand and get familiar with your own feelings.

Learning objectives
-   Self-reflection on ones experiences

Activity 3.2.2 Self-reflection

Synthesis & learning objectives

-   On the piece of paper, write about your experience in Activity 3.4…. 
    in as much detail as possible
-   Writing about your experience of this emotion will enhance your 
    understanding and familiarity with it

Course of the activity

Duration: 20 min
Material: 
-   Sheet of paper 
-   A pen
Organization of the room:
-   Just as convenient

Duration & Materials
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Introducing the concept of empathy.

Learning objectives
-   Empathy recognition in different social situations

Activity 3.2.3 Empathy

Synthesis & learning objectives

Duatration: 20 min.
Material:
-   A YouTube film: https://www.youtube.com/watch?v=1Evwgu369Jw
-   Flipchart 
-   Markers 
-   Elements of empathy behaviors sheet
-   Sheets of chart A and B
Organization of the room: Just as convenient, needed space to spread into smaller groups

-   Perspective taking
-   Staying out of judgement 
-   Recognising emotions of other people
-   Feeling with people

Chart A

1.   I feel your pain, my darling. I’ve been there
2.   Let me tell you what I think you should do…
3.   Daddy will buy you a new one!
4.   When was the first time you felt this way?
5.   This is because you’re an egoist.
6.   When I hear what you’re saying I feel upset…
7.   This is not too bad, two years ago, it happened to me that…
8.   Hmmm, that happened in a different way, Peter told me differently
9.   Take it easy, it will be better tomorrow.
10.   Life is not unfair; things will be improving later on…

Duration & Materials

Course of the activity
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Chart B

1.   Is there anything I can do for you today, big or small?
2.   Can you tell me a little more about it, please?
3.   I want to make sure that I really have an understanding of what you’re telling me.
      I’m hearing that…
4.   What I’m currently doing to help you is…
5.   I have experienced a similar problem recently, so I understand what you are saying. 
      Let me see what I can do to help you out
6.   I am sorry you are going through this
7.   Oh! That sounds really challenging
8.   I can understand how that would be difficult
9.   I can imagine what you must be going through
10.   My heart hurts for you
11.   Thank you for trusting me with this. That really means a lot
12.   I want to make sure I understand…
13.   You are brave / strong / talented
14.   What do you need right now?
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Introducing the concept of empathy and empathic listening.

Learning objectives
-   Ability to empathic listening

Activity 3.2.4 Empathic listening

Synthesis & learning objectives

Duration: 30 min
Material: 
-   A sheet of paper
-   A pen

Organization of the room:
-   Just as convenient, needed space to spread into smaller groups

-   Find a partner
-   Set a timer for 2 minutes and have your partner talk about any subject. 
    ou listen without interrupting
-   When the timer beeps, the participant stops talking and you summarize 
    their words and any feelings expressed
-   When finished, discuss the experience. What was it like for you? 
    What was it like for your partner? 
-   Reverse roles and repeat the exercise
-   You may be surprised to find yourself struggling to wait for the beep before you talk. 
    This discovery could strengthen your motivation to control the urge to talk. 
    Also, your agreement to summarize what you heard will most likely 
    cause you to pay more attention to the other person’s words and overall expression.

Duration & Materials

Course of the activity
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To practice using positive communication techniques. 
To acknowledge the value of using positive communication when training or peer supporting.
To  recognise that using positive communication will help to build better relationships and 
achieve better results

1.   I feel... (insert feeling word)
2.   when... (tell what caused the feeling, i.e. the objective event)
3.   I would like... (tell what you want to happen instead).

Activity 3.2.5 Positive Communication & use of I-messages

Synthesis & learning objectives

Duration:  10 min
Material: Printed activity worksheets
Organization of the room: n/a

The trainer explains why the use of positive communication is important when training.
Using an “I” message can help you state your concerns, feelings, and needs in a manner 
that is easier for the listener to hear and understand. When you are upset or angry, 
you may have difficulty clearly expressing your situation without the receiver becoming 
defensive or the discussion escalating into a conflict. If you can express your experience 
in a way that does not attack, criticize, or blame others, you are less likely to provoke 
defensiveness and hostility, or have the other person tune out.

The trainer presents the two models and demonstrates the use of the positive 
communication techniques with examples. 
The activities can be printed and completed as individual activities or they 
can be verbally completed with the whole group. 

Duration & Materials

Course of the activity

3 part “I-message” model
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1. “When you________________________________________________________________” 
[state observation seen or heard] 

2. “I feel or I think ___________________________________________________________” 
[state feeling about the issue] 

3. “Because _________________________________________________________________” 
[state need or want] 

4. “I would prefer that________________________________________________________”  
[state preference and result of responding to your request] 

An example is:

1.   “I feel angry…”    
(How you feel)

2.   “about the way you spoke to me…” 
(What you have that feeling about – the event)

3.   “because it embarrassed me in front of my friends.” 
(Why you feel this way)

4.   “I would prefer that we discuss these things in private.” 
 (What you would like to see instead)

Activity 1:  Changing statements into “I-messages”

Example: 
Your co-worker comes to work late all the time.
You might have said “It’s so rude of you to be late all the time. 
You screw up everyone’s schedule.” 
An “I-message” could be:
“When you are scheduled to be at work at 8:30 but you don’t come in until 9:00, 
I feel frustrated, 
because you being late means the rest of us can’t start our work on time. 
I would prefer that you arrive to work at the agreed-upon time.” 

4 part “I-message” model (Nonviolent Communication Model)
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Consider the following statements. How would you change them into “I-messages”?  

1. You make me so mad when you don’t complete your work on time.

____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________

2. The people in my group program aggravate me when they talk all the time.

____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________

3. My supervisor frustrates me when she doesn’t communicate her expectations.

____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________

4. My supervisor made me happy when he complimented my report.

____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________

5. Those trainees make me sad when they don’t clean up their workspaces.

____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________
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Activity 2: For the three situations listed below, think how you would 
Communicate positively:

1.   Your supervisor gave you a poor review about your performance at work.  
      This was the first indication you had of how you were performing in your job.

2.   An employee you supervise has been frequently absent causing hardship 
       for the rest of the team.

3.   Your co-worker has been opening your mail and going through your desk drawers, 
      as well as saying negative things to others behind your back.
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Better understanding of feelings and emotions.
Learning objectives
-   Interpersonal play (self-knowledge, group confidence increase, group integration)

Activity 3.3.1 The things I do all wrong – interpersonal activity

Synthesis & learning objectives

Duration: 30 min
Material:  none
Organization of the room:  Just as convenient

-   Please sit down in a circle. Each person finishes the sentence: 
     I’m weak at…, I really don’t know how to do this….  
-   In the next round you should finish a sentence: I’m good at…,
    I’m really good at…
-   At the end of each round of the trainer provides a discussion concerning 
    the feelings, and emotions of the trainees

Duration & Materials

Course of the activity

3. Managing emotions – assertiveness
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Better understanding of the meaning of assertiveness is everyday life.
Learning objectives
-  Introduction of assertiveness in real life situations

-  Divide into groups of five people
-  On the sheet received there are sentences to be completed. Sometimes you will be 
asked to listen to a story, but you don’t have time to do so. Try to write the best answer to 
defend your right to deny their proposal

Write your answers when you’re in a hurry, someone will ask you:

Do you have some time? I would like to talk about something important. 

No, I can’t talk to you right now, because I want 

______________________________________________________________________________________

No, I can’t talk to you right now, because it’s important to me

______________________________________________________________________________________

Synthesis & learning objectives

Duration: 15 min
Material: Exercise sheet
Organization of the room:  Just as convenient, assure space for a few groups

Duration & Materials

Course of the activity

Activity sheet

Activity 3.3.2  Assertiveness in real life – examples
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No, I can’t talk to you right now, because I prefer

_________________________________________________________________________

No, I can’t talk to you right now, because I choose 

_________________________________________________________________________

No, I can’t talk to you right now, because I’m going to

_________________________________________________________________________

No, I can’t talk to you right now, because I’ve decided,

_______________________________________________________________________________________

_______________________________________________________________________________________



This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

68

-   Read the story provided in your materials and try to answer the question: 
    What should Ben say in order not to offend his friend and be happy with himself? 
-   Then write down three assertive answers for Jim on the sheet provided
-   Please share and discuss your sentences

Ben was on his way to work. He was employed recently and is very pleased that he found 
a job at last. He was very happy. On his way to work, he met Jim. Jim was a former col-
league with whom Ben chatted to occasionally. Jim was not working. It was nice, warm 
weather, the sun is shining. Jim likes chatting a lot and he starts talking about what he did 
yesterday but Ben couldn’t hear the story as he wanted to be punctual for his new job. Jim 
was talking and talking and it was very hard to stop him. Ben tried to say what he wanted:
“You know, I really have to go as I just started a new job, don’t be angry, please.”
but Jim kept talking,
“I really have to go, please understand”, said Ben. But Jim went on and on and on...
“I’m very sorry, but I don’t have time”, said Ben.
“You are not a good friend”, Jim replied.
Ben finally rushed to his job but he did not feel well, because he was uncertain whether he 
would be on time. Luckily he made it on time. Later at home, he told his partner he felt bad 
about Jim because he didn’t want to hurt him but he had to go.

Course of the activity

The Ben and Jim story

Introduction of assertiveness in real life settings.
Learning objectives
-   Understanding what assertiveness is, based on situations that could happen in real life

Activity 3.3.3 Assertiveness in real life – Ben and Jim

Synthesis & learning objectives

Duration: 15 min
Material: 
-   Written text of the story
-   Paper to write the answers
Organization of the room:
-   Just as convenient

Duration & Materials
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How to express positive feelings.

Learning objectives
-   Introduction of assertive way of expressing your own feelings towards other people

Activity 3.3.4 Expressing positive emotions

Synthesis & learning objectives

Duration: 20 min
Material: None
Organization of the room:
-   Just as convenient

-   We are going to sit in a circle
-   Each person should choose two other people and repeat this sentence to each of them: 
    I like your….eyes, colour of your hair, your tone of voice…etc. or “I like….. 
    your attitude, your work ethic, the way you work with others.
-   You should make comments according to your real feelings about the 
    features of the person in your group.

Duration & Material

Course of the activity
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How to express negative feelings. How to express anger.
Learning objectives
-   Introduction of assertive way of expressing your own feelings towards other people

Activity 3.3.5 Expressing negative emotions – stages of expressing anger

Synthesis & learning objectives

Duration: 20 min
Material: None
Organization of the room:
-   Just as convenient

Duration & Materials

-   Work in a group of three
-   Person A and B are going to have a conversation and person C will be the observer
-   You can talk about any topic you like but person A is naming person B using an 
    expression that person B dislikes e.g. Hi Dude, how are you? You know dude…etc. 
    Person B tries to use four stages of assertive reaction in order to change 
    the behavior of person A

Assertive
Focused on the task of changing a given state of reality

Stages of assertive anger expression:

1. Providing information
On this stage you should inform the person that their behaviour is uncomfortable to you. 
For example: It is difficult to me when you are smoking near me. Stop it please.

Course of the activity

Stages of expressing anger

Aggressive

Actions aimed at destroying the object causing anger

Submissive

Suppression of felt anger
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2. Expression of feelings
If the first stage didn’t cause the change of the annoying behaviour you could
Inform the person of your feelings in that situation. For example:
Please stop smoking near me it is really irritating! 

3. Appeal to the law
When it didn’t work you can appeal to the law to help you to obtain the change in 
behaviour. For example: If you don’t stop smoking here, I’ll call the security of the building. 

4. Law Enforcement
At this stage you have to act according to your engagement from the third stage. 
For example: You are still smoking. I’m calling security!

As a group refer back to Plutchik’s Wheel of Emotions and link your experience 
in this activity to how emotions intensify or diminish.
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Module 4. 
Communication

Introduction 

Objectives

Structure 

Communication is the way you interact with the people around you. It is the way you share information, 
thoughts and feelings with others. Improving your communications skills and understanding other 
people’s ways of communicating are important for successful interactions in all aspects of life: family, 
personal and professional. Gaining effective skills to express yourself and to understand other’s mes-
sages are essential whether communicating in a one-to-one situation or in a group, whether supporting 
one person, training a group or presenting to a large audience.

The activities in this module aim at developing effective communication skills. You will learn about 
being an effective sender but also an effective receiver. Information about non-verbal communication, 
listening, speaking, interpersonal communication and using technology is presented in Handouts to 
help you understand, improve and remember important communication skills. Each topic is accompa-
nied by Worksheets and activities, giving you the opportunity to practice communicating with different 
types of people and in different situations. Upon completion, you will have the theoretical knowledge 
and the practical skills to use effective communication when training, co-training or peer supporting. 
You will be able to modify your communication techniques in order to deliver the most effective 
training and to make reasonable adjustments to meet the communication needs of your trainees.

The module has 6 sections, which can be used as a whole or from which specific activities can be 
chosen depending on the level of knowledge and skills of the participants.  

   4.1   The basics of communication 
   4.2   Non-verbal communication
   4.3   Effective listening skills
   4.4   Effective speaking skills
   4.5   Effective interpersonal communication
   4.6   Effective communication using technology
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•   To understand the aims of communication 
•   To become aware of communication types and channels
•   To understand the concept of sender and receiver
•   To become aware of communication styles

1. The basics of communication

Objectives

•   Aims of communication
•   Types and Channels of Communication
•   Concept of Sender-Receiver
•   Communication styles

•   What is communication?
•   Why do you communicate?
•   How do you communicate?
•   Where, when and with whom do you communicate?
•   In your role as sender or receiver, what strategies do you use? 
    What are your needs?
•   Why is it important to understand your own and others’ communication styles?

•   Handout 4.1.0 Types and Channels of Communication
•   Activity 4.1.1 The concept of sender and receiver
•   Activity 4.1.2 Communication Style Self-assessment

•   Merrill, D. & Reid, R. (1981). 
    Personal Styles and Effective Performance: Make your Style Work 
    for You, Radnor, PA.: Chilton

Content

Linked activities

Resources

Guiding questions

1 hour

Duration
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Handout 4.1.0 Types and Channels of Communication

HOW DO YOU COMMUNICATE?

Communication can be verbal and/or non-verbal. What type of communication do you use and 
in which situations? 

A message can be transferred through various channels. Which channels of communication 
do you use on a daily basis and which more rarely?

COMMUNICATION

VOCAL VOCALNON VOCAL NON VOCAL

VERBAL
COMMUNICATION

Spoken words Written words
Sign Language, 
Finger Spelling, 

Braille

Use of voice 
(crying, laughing), 

Vocal 
characteristics 
(tone, volume, 

emphasis)

Facial expression, 
Body Language, 

Distance 
fromothers, 

Images/pictures/
symbols

VERBAL
COMMUNICATION

COMMUNICATION CHANNELS

•   Face-to-face 
    conversation
•   Telephone 
    conversation.
•   Video call
•   Voice mail

•   Email
•   SMS
•   Letter
•   Online chat

For sign language & 
finger spelling:
•   Face-to-face  
    conversation
•   Video call

•   Face-to-face 
    conversation
For images:
•   SMS
•   Online 
•   AAC

•   Face-to-face 
    conversation
For images:
•   SMS
•   Online 
•   AAC
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•   To understand the concept of sender and receiver
•   To raise awareness about the difficulties of not using your usual channel of 
    communication and by experiencing the strategies used, the needs and feelings in the roles 
    of sender and receiver.
•  To become aware of the emotional and psychological impact related
    to communication difficulties

Top Tip            (if participant has visual impairment):
Describe how to do something without using words. For example, how to make a tea / coffee 
(have the relevant utensils, ingredients available). The person giving the instructions can only 
use sounds and physical guidance – no talking. The second person has to carry out the Activity.

Activity 4.1.1 The concept of sender and receiver 

Duration: 15min (5 min. drawing and 10 min. discussion)
Materials: 
-  picture to be described, 
-  A4 paper, pencil (one set for each pair)
-  whiteboard, markers
Organization of the room: Split into pairs, place the chairs so that one person 
faces the board/screen showing the picture and the other person has their 
back to the board, so that they cannot see the picture. 

The person describing the picture can use gestures, facial expressions, movements, 
sounds but cannot use their usual channel of communicating (e.g. talking, writing or signing). 
The person with their back to the picture has to draw what the other person shows them 
(without speaking, writing or signing).
The person sending the message can correct their partner if needed but without words/signs.
The person drawing can ask for help or clarification, but without words/signs.
Allow 5’ for drawing.
Stop the exercise and allow a few minutes for the pairs to look at their picture, 
to relax and reflect on their efforts.
Ask all the participants to turn to the front and look at the screen/board. Ask for feedback 
about the experience. Guide the feedback with the following questions,  discuss and make 
notes on the whiteboard (allow 10’):
    •   How did each person feel?
    •   What strategies were used (by the sender / by the receiver)?
    •   What was and wasn’t helpful (for sender / for receiver)?
    •   What did the sender/receiver need?

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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Trainer’s notes for Activity 4.1.1

The following are the most important themes that should be included in the feedback. 
If they are not mentioned by the participants, the trainer should draw attention to these feelings/issues. 
If the participants mention other related themes, include these.

How did you both feel?

   •   Frustration, defeat
   •   Anger
   •   Lack of trust
   •   Inadequacy
   •   Maybe resignation, which led to: withdrawal or isolation
   •   Maybe resignation due to lack of positive feedback or praise
   •   Fun

What did you both use?

   •   Eye contact
   •   Pointing with the eyes or a finger
   •   Facial expressions
   •   Body movements
   •   Hand Gestures
   •   Mimicry / acting
   •   Referral to or use of real objects in the room.

Mention that more than 50% of the communication of an average speaker involves 
such non-verbal behaviours.

What did you both need?

   •   Encouragement
   •   Cooperation
   •   Confirmation
   •   Organisation of the information into small sections starting with the main theme 
       in the image and giving other information around it
   •   Common knowledge of a system of gestures or meanings
   •   Common experiences and common vocabulary
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Print or draw the following diagram as a poster and use it as a reference throughout the module.

THE COMMUNICATION PROCESS

Feedback message Message

feedback
message

context
message

User Encoding

Channel

Sender

Decoding

message

message

message

The Communication Process
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•   To become aware of your usual style of communication. 
•   To understand the different styles of communication.
•   To become aware of how your style may be perceived by others
•   To think about how you can communicate more effectively with a particular 
     style of communicator

Activity 4.1.2 Communication Style Self-assessment

Duration: 
20min (10 min to complete the questionnaire and 10 min discussion)
Materials: 
-   printed questionnaire 
-   the communication style diagram 
Organization of the room: n/a

Each participant answers the questionnaire on their own. 
Following completion, do not disclose results. Avoid labelling participants as having a par-
ticular style. Use the diagram to explain the two dimensions (the assertiveness level and the 
emotiveness level) and how these can change depending on the situation. Focus on how styles 
affect each other.
Guide the discussion with the following questions:
    •   Why is it important to be aware of your own communication styles? 
    •   Why is it important to be aware of other people’s communication styles? 
    •   How can you adapt your style when you know the difficulties of a particular style? 
    •   E.g. when someone is less assertive, is too talkative, too bossy? 

Course of the Activity

Duration & Materials

Synthesis & learning objectives

The trainer can read the questions if someone has visual or literacy issues. 

Top Tip            (if participant has visual impairment):
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ANALYTICALS DRIVERS

AMIABLES EXPRESSIVES

Less Responsive
Task-Oriented

More Responsive
Relationship-Oriented

Less Assertive
Slower Paced

More Assertive
Faster Paced

https://www.astridbaumgardner.com/blog-and-resources/communicating-under-
pressure-how-to-leverage-and-flex-the-4-communication-styles/
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Consider each of the following questions separately and circle the one letter (a, b, c, or d) that corre-
sponds to the description that best fits you. If you have trouble selecting only one answer, ask yourself 
which response, at work, would be the most natural or likely for you to make.
There are no right or wrong answers, so base your response on how you are today, not how you think 
you should be or would like to be in the future. Circle the answer you agree with most.

1. When talking to a co-worker...
a. I maintain eye contact the whole time.
b. I alternate between looking at the person and looking down.
c. I look around the room most of the time.
d. I try to maintain eye contact but look away from time to time.

2. If I have an important decision to make...
a. I think it through completely before deciding.
b. I go with my gut instincts.
c. I consider the impact it will have on other people before deciding.
d. I run it by someone whose opinion I respect before deciding.

3. My work area mostly has...
a. Family photos and sentimental items displayed.
b. Inspirational posters, awards, and art displayed.
c. Graphs and charts displayed.
d. Calendars and project outlines displayed.

4. If I am having a conflict with a co-worker...
a. I try to help the situation along by focusing on the positive.
b. I stay calm and try to understand the cause of the conflict.
c. I try to avoid discussing the issue causing the conflict.
d. I confront it right away so that it can get resolved as soon as possible.

5. When I talk on the phone at work...
a. I keep the conversation focused on the purpose of the call.
b. I spend a few minutes chatting before getting down to business.
c. I am in no hurry to get off the phone and don’t mind chatting about personal things, 
    the weather, and so on.
d. I try to keep the conversation as brief as possible.

6. If a co-worker is upset...
a. I ask if I can do anything to help.
b. I leave him alone because I don’t want to intrude on his privacy.
c. I try to cheer him up and help him to see the bright side.
d. I feel uncomfortable and hope he gets over it soon.

Communication Style Self-assessment 
What’s Your Style?
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7. When I attend meetings at work...
a. I sit back and think about what is being said before offering my opinion.
b. I put all my cards on the table so my opinion is well known.
c. I express my opinion enthusiastically, but listen to other’s ideas as well.
d. I try to support the ideas of the other people in the meeting.

8. When I make a presentation in front of a group...
a. I am entertaining and often humorous.
b. I am clear and concise.
c. I speak relatively quietly.
d. I am direct, specific, and sometimes loud.

9. When a co-worker is explaining a problem to me...
a. I try to understand and empathize with how she is feeling.
b. I look for the specific facts pertaining to the situation.
c. I listen carefully for the main issue so that I can find a solution.
d. I use my body language and tone of voice to show her that I understand.

10. When I attend training programs or presentations...
a. I get bored if the person moves too slowly.
b. I try to be supportive of the speaker, knowing how hard the job is.
c. I want it to be entertaining as well as informative.
d. I look for the logic behind what the speaker is saying.

11. When I want to get my point across to co-workers...
a. I listen to their point of view first and then express my ideas gently.
b. I strongly state my opinion so that they know where I stand.
c. I try to persuade them without being too forceful.
d. I explain the thinking and logic behind what I am saying.

12. When I am late for a meeting or appointment...
a. I don’t panic but call ahead to say that I will be a few minutes late.
b. I feel bad about keeping the other person waiting.
c. I get very upset and rush to get there as soon as possible.
d. I apologise profusely once I arrive.

13. I set goals and objectives at work that...
a. I think I can realistically attain.
b. I feel are challenging and would be exciting to achieve.
c. I need to achieve as part of a bigger objective.
d. Will make me feel good when I achieve them.
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14. When explaining a problem to a co-worker whom I need help from...
a. I explain the problem in as much detail as possible.
b. I sometimes exaggerate to make my point.
c. I try to explain how the problem makes me feel.
d. I explain how I would like the problem to be solved.

15. If co-workers are late for a meeting with me...
a. I keep myself busy by making phone calls or working until they arrive.
b. I assume they were delayed a bit and don’t get upset.
c. I call to make sure that I have the correct information (date, time, and so on).
d. I get upset that the person is wasting my time.

16. When I am behind on a project and feel pressure to get it done...
a. I make a list of everything I need to do, in what order, by when.
b. I block out everything else and focus 100 percent on the work I need to do.
c. I become anxious and have a hard time focusing on my work.
d. I set a date to get the project done by and go for it.

17. When I feel verbally attacked by a co-worker...
a. I tell her to stop it.
b. I feel hurt but usually don’t say anything about it to her.
c. I ignore her anger and try to focus on the facts of the situation.
d. I let her know in strong terms that 1 don’t like her behaviour.

18. When I see a co-worker whom I like and haven’t seen recently...
a. I give him a friendly hug.
b. I greet him but don’t shake his hand.
c. I give him a firm but quick handshake.
d. I give him an enthusiastic handshake that lasts a few moments.
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Total Driver Score ____________   Total Analytical Score ____________

Total Amiable Score ____________               Total Expressive Score ____________

Scoring the questionnaire

Transfer your answers from the questionnaire to the scoring form by circling a,b,c or d again. Then 
count up the number of times you circled each style and write the total score at the bottom of the 
scoring form. You will be scoring yourself on four specific styles: Driver, Expressive, Amiable, and Ana-
lytical. The style with the highest score, is your primary communication style.
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After scoring your responses, you will notice you are not just one style, and neither is anyone else. 
It is important not to label someone as a particular style because we are all different and complex 
so no one fits into a box. This tool, as with other tools, is meant to be a guide and to give ideas, 
but the best learning is through trial, error, reflection and trying again. You have to learn to adjust 
your communication style according to the other person’s style.

The four terms (Driver, Expressive, Amiable, and Analytical) were originally coined by Dr. David Merrill, 
founder of Tracom Consulting Group. 

Communication 
Style Strengths Potential weaknesses 

Analytical

Amiable 

Driver

Expressive

Thinking
Thorough
Disciplined

Supportive
Patient
Diplomatic

Independent
Decisive
Determined

Good communicator
Enthusiastic
Imaginative

Excludes feelings from decisions
Goes too far; Perfectionist
Too rigid or demanding on self and others

Tends to conform with wishes of others
No time boundaries; Things do not get done
Not assertive or directive

Difficulties cooperating with others
Does not take others’ perspective into account
Domineering; Too focused on doing it “my way”

Talks too much
Comes on too strong
Dreamer; Unrealistic
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    •   To understand the importance of body language
    •   To understand the importance of vocal characteristics 

2. Nonverbal communication

    •   Body Language
    •   Vocal characteristics

    •   Activity 4.2.1 Identifying and interpreting body language 
    •   Activity 4.2.2 Facial Expressions
    •   Activity 4.2.3 Body Language Role Plays
    •   Activity 4.2.4 Vocal Characteristics
    •   Activity 4.2.5 Back to back & Face to face
    •   Worksheet 4.2.6 Nonverbal communication - Things to keep in mind 

about others and myself

    •   What are the different types of body language?
    •   What does your listener’s body language tell you?
    •   How can you use your body language more effectively?
    •   What are vocal characteristics?
    •   How can you alter your vocal characteristics when speaking to be a more 
        effective communicator?

    •   Kierman, C., Reid, B. & Goldbart, J., (1987). 
        Foundations of Communication and Language. Manchester University Press

    •   A minimum of 1 hour  

Guiding questions

Linked Activities

Resources

Duration

Content

Objectives
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•   To practice identifying and interpreting body language
•   To become aware of the need to observe body language carefully

Activity 4.2.1 Identifying and interpreting body language

Duration: 15 minutes
Material:
•   List of demonstration examples
•   2 Videos to choose from

  o Friends OR
  o Seinfeld 

•   Pen and paper to document observations

Organization of the room: 
•   All participants should have a good view of the trainer and the screen

PART 1     1.   The trainer shows each of the body language demonstration examples.
                  2.   The group guesses the possible meanings for each one. 
                  3.   The trainer highlights the fact that body language is subjective, 
                         culture specific and may mean different things in different situations. 

PART 2     1.   The group decides which of the two videos to watch.
                  2.   Watch about 3 minutes of the video with the volume off
                  3.   While watching the program without volume, identify the different non-verbal 
                         actions.  Write down the non-verbal behaviours seen and the possible meaning     
                         or message they convey (especially the feelings that are expressed). 
                  4.   Discuss what you observed. (It may be useful to watch the segments 
                         again, pausing each time to discuss)

Guiding questions:
•   How important do you think the non-verbal messages are in helping you to enjoy 
    the program and understand what was going on?
•   What feelings were expressed through non-verbal communication?
•   Did you observe any confusing non-verbal messages?
•   What were some of the difficulties of this Activity?
•   What can you do to be more aware of non-verbal messages?
•   Did everyone think the non-verbal message meant the same thing?
•   Are non-verbal messages always obvious in real life?

Course of the Activity

Duration & Materials 

Synthesis & learning objectives

https://www.youtube.com/watch?v=kIraDqpZr5M
https://www.youtube.com/watch?v=zO-cWNQa90g 
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Demonstration examples Activity 4.2.1
Body Language that can be interpreted in different ways

•   Resting your head on your palms (may mean disappointment, anger or boredom)
•   Crossing your arms in front of your chest (may mean defensiveness or being cold)
•   Smiling (may mean happiness or contentment, but can also mean anxiety, 
    or may be used to mask confusion)
•   Scowling or frowning (may mean discontentment or frustration or concentration)
•   A clenched fist (can indicate anger in some situations or solidarity in others)
•   Invading someone’s personal space (may send a message of hostility, but can also 
    mean excitement for some people)
•   A flat facial expression (may mean disinterest, boredom or scorn but it may just be someone’s   
    default face). In general, facial expression may show different types of emotion and may be 
    used differently by different people. Not all people have obvious facial expressions. 
•   The “okay” gesture (can be used to mean “okay” or “all right.” In some parts of Europe, however, 
    the same signal is used to imply you are nothing. In some South American countries, 
    the symbol is actually a vulgar gesture. 
•   Some more hand gestures can be seen below:

Graphic downloaded from 
https://www.tripsavvy.com/hand-gestures-with-more-than-one-meaning-3149620
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•   To recognise the 6 basic facial expressions
•   To become aware of other facial expressions

Activity 4.2.2 Facial Expressions

Duration: 15min
Material: 
•   Handout with the 6 basic facial expressions
•   Handouts with extra facial expressions
•   Cut-outs of the printed facial expressions
Organization of the room: For the role-play, participants sit in groups of three

PREPARATION
1.   Display the page with all the 6 basic emotions 
2.   Read the following sentences and ask the participants to choose the appropriate facial expression:
•   Last night, I won 200,000 euro playing lotto.
•   On my way to the program today, I stepped in a pile of dog poop.
•   My medical examination results were not good. I might have to go to hospital.
•   My best friend is moving to another city and I won’t be able to see him.
•   You cleaned my car! Thank you so much.
•   I can’t believe you tore the jumper I lent you. 
3.   Explain that these are the most frequently used expressions and easily recognisable across cultures. 
There are many more facial expressions we can make to show how we feel. Show the 2 pages with 
the extra facial expressions. Highlight that you have to pay attention to people’s faces to see their 
reaction and sometimes it may not be so exaggerated. You also have to be aware of how your face 
looks to others.

ROLE PLAY
Form groups of 3. Each take on the role of sender, receiver and observer. The SENDER talks about 
a topic of interest to them (e.g. their dream job, a favourite vacation, a movie they saw). 
The RECEIVER is given 2 cards with facial expressions. They have to listen to the sender and show 
each of the two facial expressions on the cards, alternating between the two. 
The OBSERVER takes note of how the SENDER reacts. The SENDER speaks for 2 minutes.
The groups report back to everyone
•   How did the SENDER feel?
•   How hard was it for the RECEIVER to react inappropriately?
•   What did the OBSERVER notice? How did the wrong facial expressions affect the sender?

Course of the Activity

Duration & Materials 

Synthesis & learning objectives

Top Tip       
For a less visual version of the Activity the RECEIVER can make inappropriate sounds 
(e.g. aah! ooh! hmmhmm! etc.)
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SIX BASIC EXPRESSIONS
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Extra facial expressions (1 of 2)
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Extra facial expressions (2 of 2)
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•   To experience the effect body language has on the flow of a conversation.
•   To be aware of your body language both as a sender and as a receiver

Activity 4.2.3  Body Language Role Plays

Duration: 10 minutes
Material: paper and pen for the OBSERVER
Organization of the room: participants sit in groups of three

Role-play in groups of 3 (two people chatting and one observer). 
One person is the SENDER and talks about their favourite vacation, the other person is the RECEIVER. 
The SENDER should talk for 2 minutes.
The SENDER or RECEIVER in each group act out one of the following scenarios. 
The OBSERVER takes note of behaviours and reactions.
Swap roles so that everyone has a chance at role-playing sender or receiver. 

SCENARIO 1:  The RECEIVER sits with arms crossed over chest, head tilted down and taps fingers 
quickly on their arm.

" -----------------------------------------------------------------------------------------------------------------------

SCENARIO 2: The RECEIVER sways back and forth in their chair, hands keep changing position 
and plays with hair while the SENDER talks about their vacation.

" -----------------------------------------------------------------------------------------------------------------------

SCENARIO 3: The SENDER sits back in their chair. The SENDER smiles and uses arm and hand 
movements to describe their vacation.

" -----------------------------------------------------------------------------------------------------------------------

SCENARIO 4: The SENDER sits with crossed legs that are bouncing up and down quickly. 
They look at the window/door or something else in the room.

Before swapping roles, each group reports back to the whole group:
•   How did the RECEIVER feel?
•   How did the SENDER feel?
•   What did the OBSERVER notice?
Guiding Questions
•   Why is it important to be aware of our body language both as a sender and as a receiver?
•   How can we use the feedback we receive from the other person’s body language?

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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•   To demonstrate how variations in vocal characteristics change the meaning of the message.
•   To practise varying the tone of voice, the volume and emphasis to see how the meaning changes 
•   To become aware of how to use vocal characteristics effectively
•   To demonstrate how the emphasis you place on particular words in a sentence draws the   
    listener’s attention and changes the meaning

Activity 4.2.4  Vocal Characteristics 

Duration: 10 minutes
Material: Lists with the sentences
Organization of the room: n/a

PRACTICE 1: Ask for a different volunteer to say each sentence. Each time specify what vocal 
characteristic or non-verbal element they should change. How does the meaning change in each case?

1. “I want a slice of pizza.” 
     (1. flat tone, 2. screaming, 3. with and without body language, 4. quickly 5. slowly)
2. “I’m sorry. I dropped your phone and the screen cracked.” 
    (1. laughing tone, 2. apologetic tone, 3. defensive body language, 4. with many pauses)
3. “Looks like you’re finding that difficult. Do you want me to help?” 
     (1. quickly 2. slowly, 3. shouting 4. softly 5. with an annoyed tone, 5. with a sympathetic tone).

Discuss how in each of the examples each receiving participant may have come to a different 
conclusion. Often the most obvious conclusion may not be the right one. You have to consider 
the context of the interaction in each case. For example, someone may sound annoyed, but they 
may not be annoyed with you.

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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PRACTICE 2:, The trainer says the following sentences emphasizing the word in bold 
each time and giving the explanation of each sentence’s possible meaning:

PLACE EMPHASIS ON BOLD WORD               POSSIBLE MEANING

I did not tell Peter you were nervous.             (Someone else told Peter you were nervous)
I did not tell Peter you were nervous.             (This did not happen)
I did not tell Peter you were nervous.             (I didn’t say it, but I may have implied it)
I did not tell Peter you were nervous.             (No, but I may have told Mary or John)
I did not tell Peter you were nervous.             (I was talking about someone else)
I did not tell Peter you were nervous.             (I told him you are still nervous)
I did not tell Peter you were nervous.             (I told him you going crazy with fear)

Write the following sentence on the whiteboard asking each participant to say the sentence 
placing emphasis on a different word each time. The participants should interpret how the 
meaning changes for each sentence.

I didn’t say he borrowed my book.
I didn’t say he borrowed my book.
I didn’t say he borrowed my book.
I didn’t say he borrowed my book.
I didn’t say he borrowed my book.
I didn’t say he borrowed my book.
I didn’t say he borrowed my book.

In both the above practice exercises, we can see that even when the words are the same the 
meaning changes depending on the vocal characteristics. Discuss how the way we present a 
topic can affect trainees understanding and what could be the possible consequences.
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•   To become aware of the meaning conveyed through vocal characteristics.
•   To recognise the importance facial expressions and body language.
•   To become aware of the need to observe body language carefully.

Activity 4.2.5  Back-to-back & Face-to-face

•   Decide on a topic to talk about. It should be something you are really passionate about 
     (e.g. hobby, sport, an exciting movie)
•   Have a conversation sitting back to back for 2 minutes (for online training, turn your cameras off).
•   Turn around, face each other and continue having the conversation for another 2 minutes
•   Note how you felt in each of the two situations.

Guiding questions:
•   When you had your backs turned, did a lack of non-verbal communication affect your 
    ability to communicate with the other person? If so, how?
•   What feelings did you experience as you communicated with your backs turned?
•   How important were the speaker’s vocal characteristics when you couldn’t see their body and face?
•   Did face-to-face communication improve your ability to communicate and understand 
    the other person’s feelings? If so, how?
•   How can you increase your awareness of non-verbal messages you do not mean to be sending?
•   How can you be aware of how we may misinterpret someone else’s non-verbal messages?

Course of the Activity  (step by step with guiding questions and use of the material)  

Synthesis & learning objectives

Duration: 10 minutes
Material: N/A
Organization of the room: Participants sit in pairs with plenty of space between other pairs. 

Duration & Materials
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Worksheet 4.2.6   Nonverbal communication
Things to keep in mind about others and myself

Nonverbal Communication:
Suggestions & Variations

What suits me & what will 
I try to do more or less of….

In the left column there are suggestions about what is usually perceived as good nonverbal communi-
cation. Keep in mind that these are not always appropriate in certain situations or for certain cultures. 
In the right column, you can make a note of what suits you to do when communicating with someone. 
Depending on the difficulties you may have, you can also write what you will try to do to improve your 
nonverbal communication.

Body Posture: sitting with your back straight 
up against the chair or leaning slightly forward 
conveys engagement.
If you slouch because of chronic illness or physi-
cal restrictions, change to a more supportive 
chair, use pillows to prop your body or suggest 
to sit at a table. Let the other person know.
If you shuffle when standing, find somewhere to sit.

Use of hand gestures and arm movements may 
project a dynamic presence.
If you don’t use hand gestures and arm move-
ments, that’s okay.
If you use excessive arm movements or have 
involuntary gestures, try putting your hands in 
your pockets or clasping your hands together on 
your lap or on the table.
Finger pointing in someone’s face may be con-
sidered aggressive/rude.

Keep your hands on your lap if sitting and your 
arms open, near your body if standing.
If you fidget with hair, nails or other objects to 
help you relax or stay focused, that’s okay.
Avoid fidgeting with parts of your face as this is 
unhygienic.
Folding your arms across your chest or placing 
your hands on your hips may convey defensive-
ness or aggressiveness.
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Respect the amount of personal space pre-
ferred by your communication partners. 
If you stand/sit too close to someone, you are 
invading their personal space and it may make 
them feel uncomfortable. Adjust your distance 
depending on your familiarity with the person.

Handshakes when meeting people.
If a situations calls for a handshake, then do it 
firmly but not too hard.
Keep in mind, an unexpected handshake may 
make some people very uncomfortable. 

Eye contact is desirable but also a personal 
matter.
Some people may avoid eye contact while 
others may stare or make piercing eye contact. 
If you struggle with eye contact, you could look 
at people’s mouth instead so that it mimics eye 
contact but doesn’t make you or the other per-
son uncomfortable.

In a group situation, shift eye contact between 
the people present.
If you find this difficult, you could look at one 
person only (but keep in mind their needs). You 
could look mostly at a point in the back of the 
room, look at your notes and just look at the 
people every now and then.

Animated facial expressions and head move-
ments may project a dynamic presence.
Smiling may be interpreted as positive feedback, 
but you don’t have to smile all the time. 
Avoid laughing when messages are serious, 
but keep in mind that some people may laugh 
nervously. If you generally have a flat facial 
expression, try nodding every now and then to 
convey interest/understanding. Keep your jaw 
and lips relaxed. Take deep breaths.



This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

98

Modulate your vocal tone and volume to ex-
press enthusiasm and punctuate key points.
Some people speak in a monotonous voice, so 
modulating may be difficult.
Some people may have a high-pitched voice 
because they are nervous. Adjust your volume 
(avoid shouting or whispering) depending on 
the situation/context. Breathing and relaxation 
help to get the tone of voice right. It is important 
to speak slowly and in a firm, moderately loud 
voice.

Trainer’s notes:

This may be an opportunity to refer to disclosure. If someone knows their voice or body language
 isn’t congruent with what they want to project, they may decide it is better to disclose. For example: 

“I have a monotonous tone of voice because I am autistic and this is a trait many but not all people 
with autism have” or 
“I have involuntary tics because of Tourette’s Syndrome and I fidget because this helps me 
to stay focused” or
“I find it difficult to sit up straight in my chair because of my scoliosis, but, don’t worry, 
I am listening to you” 
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•   To understand the difference between listening and hearing
•   To understand the importance of active listening
•   To develop active listening skills
•   To understand the barriers to effective listening

3. Effective listening skills

Objectives

•   Listening
•   Active listening (Non-Verbal Signs & Verbal Skills)
•   Barriers to Effective Listening

•   What is the difference between hearing, listening and active listening?
•   What are some non-verbal signs that someone is listening / not listening?
•   Why is it important to use active signs of verbal and nonverbal listening?
•   How do these effect the flow of a conversation?
•   What can happen to a conversation when one of the partners is not actively listening?

•   Activity 4.3.1 Repeater story
•   Worksheet 4.3.2 Differentiate between Good and Poor Listening skills
•   Activity 4.3.3 Stop Listening
•   Activity 4.3.4 Whole Body Listening
•   Handout 4.3.5 Whole Body Listening 
•   Handout 4.3.6 RASA Active Listening
•   Activity 4.3.7 Active Listening - Role play
•   Handout 4.3.8 Verbal Skills for Active Listening
•   Activity 4.3.9 Just Listen!
•   Handout 4.3.10 The Do’s and Don’ts of Effective Listening
•   Activity 4.3.11 Role-play with Barriers to Effective Listening

•   MTD Training (2010). Effective Communication Skills. 
    MTD Training and Ventus Publishing ApS ISBN 978-87-7681-598-1
•   Video

A minimum of 1 hour 30 minutes  

Content

Linked Activities

Resources

Duration

Guiding questions

https://www.youtube.com/watch?v=3_dAkDsBQyk
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•   To become aware of the effort needed to really listen
•   To learn the importance of really listening before responding

Activity 4.3.1 Repeater Story

Duration: 5 minutes
Material: n/a
Organization of the room: Ideally seated in a circle, but it is not essential.

Each player must repeat the last sentence of the dialogue before adding another sentence to the story.
For example:

Player 1: “I hated being at home during the coronavirus lockdown!”

Player 2: “I hated being at home during the coronavirus lockdown! I really missed going to the gym.”

Player 3: “I really missed going to the gym. I watched TV all day and ate a lot.”

Player 4: “I watched TV all day and ate a lot. I’m going to get fat without exercising and all that food!”

By repeating the entire previous phrase before creating a response, participants must thoughtfully pro-
cess and reflect on what was just said. The repetition may feel a bit silly at first, but this Activity helps to 
break the cycle of “passively hear, acceptably answer” and embrace the more effective tactic of “actively 
listen, thoughtfully respond.”
Make sure everyone has a turn. If there are few participants, go around the circle twice.
Share thoughts about the experience.

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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30 minutes

The Worksheet can be completed individually and then discussed as a group. 
Alternatively, the trainer can demonstrate each of the skills or behaviours and assist 
the participants in circling whether it is a good or poor skill.

Circle       if the statement is a good listening skill and       if it is a poor listening skill.

Looking at the person speaking.             

Interrupting the person speaking.      

Making good eye contact.       

Looking interested in what the speaker is saying.    

Being distracted and looking at different things in the room.   

Making a comment that has nothing to do with the conversation.  

Smiling and nodding as the person is speaking.    

Slouching in your chair.       

Remembering what the person has said and commenting on it.  

Yawning and rubbing your eyes.      

Ending the conversation quickly.      

Asking questions that encourage the person to keep talking.  

Worksheet 4.3.2 
Differentiate between Good and Poor Listening skills

Good vs Poor Listening
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•   To demonstrate the emotional consequences of not listening.
•   To raise awareness about the importance of active listening
•   To encourage participants to practice better listening skills

Activity 4.3.3 Stop Listening

Duration: 10 minutes
Material: Timer
Organization of the room: Participants sit in pairs with ample room amongst the pairs

1.   Split the group into two smaller groups of equal size and take one group outside the room. Explain 
that they will be listeners in the role play and ask them to stop listening to their partner after about 30 
seconds and to show their disinterest in an obvious way. 

2.   Tell the other group to think of something that they are passionate about and to prepare telling their 
partner a meaningful or personally relevant story about this topic.

3.   Bring the other group back in, put all the participants into pairs, and tell them to get started. Observe 
the behaviour from the listeners and the reactions from the speakers until you’re sure each speaker has 
picked up on what’s happening. Stop the conversations at this point and explain the instructions that 
were given to each group.

4.   Facilitate a group discussion with the following questions: 
•   What were the signs that the partner was not listening?
•   How did this make the speaker feel?
•   What is the importance of listening? 
•   What are the signs that someone is truly listening?
•   How can you use active listening to have better interactions?

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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•   To understand the concept of whole body listening. 
•   To become aware of what you can do with your body to show that you are actively listening.
•   To encourage participants to practice better listening skills.

Activity 4.3.4 Whole Body Listening

Duration: 5 minutes
Material:  whiteboard, markers, Handouts
Organization of the room: n/a

Write the following words on the board in a column (1): eyes, ears, feet, mouth, body, hands, brain, 
and heart. Make two columns next to the list of words.

Ask the group to brainstorm for each body part “What is a sign that someone is not listening?” 
(Column 2) and “What can we do without talking to show that we are listening actively?” (Column 3).

Explain to the participants that It is important that as ‘active listeners’ they have to be ‘seen’ to be 
listening. The Non-Verbal Signs of Active Listening involve listening with your whole body and all of your 
senses, not only with your ears. You are aware of what you are doing with your head, eyes, mouth, back, 
hands and feet and you make sure your brain and heart are paying full attention.   
Give the participants a “Whole Body Listening” Handout 4.3.5 and Handout 4.3.6 
“RASA Active Listening”.

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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Handout 4.3.5

Image downloaded from 
http://5bblogger.blogspot.com/2015/12/whole-body-listening-were-working-on-it.html
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RECEIVE 

listen and pay attention to understand 
what someone is saying

APPRECIATE

affirm that you understand what has been said. 
Use encouraging sounds, complement or 
add to their viewpoint

SUMMARISE

what you have heard 

ASK QUESTIONS

which shows you are paying attention. 
Interacting with the speaker makes 
listening more interactive

When in doubt – RASA!

Handout 4.3.6                
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•   To practice using non-verbal signs of active listening
•   To become aware of how actively listening affects the speaker and the listener.
•   To encourage participants to practice better listening skills

Activity 4.3.7 Active Listening – Role play

Duration: 10 minutes
Material: Timer
Organization of the room: Participants sit in pairs with ample room amongst the pairs

Role play a conversation about a “favourite movie” in groups of 2. 
Each speaker should talk about their favourite movie for 2 minutes. 
The listener shouldn’t talk while the other is describing the movie but should think about what they are 
doing with their body and display non-verbal signs of active listening. 
Take turns at being the speaker and listener. 
Discuss with the whole group: 

•   How did focusing on what to do with your body help you to listen better?  
•   How did the speaker feel?

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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Positive 
Reinforcement

Lubricating 
comments 

Open Questions

Clarification

Reflecting

Acknowledgement

Summarisation

Paraphrasing

Silence

Use non-verbal feedback like head nodding. Saying “uh huh”, “yes”, “aah” 

Help ease the flow of conversation e.g. “take your time,” “where would you 
like to start?”

Use questions that begin with: what, where, when, how, why. Open Questions 
help the person answering to elaborate and use more words (compared to 
Closed Questions that usually get a yes/no answer)

Wait for the speaker to pause to ask them to explain some aspect of what 
they said. Gives the speaker the opportunity to elaborate and clarify what 
was said. Gives you the opportunity to identify anything that is unclear and 
to check the accuracy of your understanding

Focus on the emotional content of the message. Can be picked up via tone 
of voice, word choice etc. Relay what was said and reflect back to the speak-
er to show that you understand how they feel about something e.g. 
“it sounds like you’re frustrated with that”. Reflecting is affirming to the sender 
and encourages them to elaborate further or delve more deeply into the topic. 

Listen and allow the speaker to say what they want to say, even if you don’t 
agree with it. Recognise their message and do not express your point of 
view. It does not mean that you approve of or agree with the speaker’s opin-
ions or actions. It allows the speaker to feel a sense of satisfaction of being 
understood.

Show that you understand by picking out the key or most important points 
and relaying them back. It can be helpful at the end of a discussion or after 
a long pause. Useful technique with people who talk a lot or who dwell in 
unnecessary details.  Recap without judgment or solutions.

Restate the same information, using different words to more concisely 
reflect what the speaker said.  By communicating your understanding of 
what the speaker said, you allow the speaker to ‘hear’ and focus on their own 
thoughts. It allows the speaker to see that you are trying to understand their 
message and perceptions and encourages them to continue speaking.

Allow some silence even if it seems uncomfortable. It provides space to 
think, reflect and refocus. 

Some Verbal Active Listening Skills 

Handout 4.3.8 Verbal Skills for Active Listening 
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•   To demonstrate how being aware of what we are doing with our bodies helps us
     to really focus and actively listen to what is being said.
•   To practise non-verbal and verbal active listening skills.
•   To listen with an open mind and summarise what was said in an unbiased way.

Activity 4.3.9 Just Listen!

Duration: 10 minutes
Material: Timer
Organization of the room: Participants sit in pairs with ample room amongst the pairs

Before the role-play, show trainees how to stay active by asking mental questions. Mental questions 
are questions to ask yourself as you listen. Demonstrate with self-talk, by asking the questions 
out-loud, for example: 

•   What key point is the sender making?
•   How does this fit in with what I know from my experience?
•   How does the sender feel about this topic?
•   Why are they telling me?

1.   The group sits in pairs, facing each other.
2.   One partner chooses one of the 4 topics and speaks for 3 minutes on how he or she feels 
      about the topic. The topics to choose from are:
•   All people should have the right to own guns.
•   The COVID-19 pandemic was been created by pharmaceutical companies.
•   Animal testing should be banned.
•   Climate change is the greatest threat facing humanity today.
3.   The other partner stays quiet while the first partner talks. They use whole body listening. 
      They cannot speak, their goal is to just listen actively.
4.   After the three minutes are up, the listener has 1 minute to recap what the speaker said 
      (not agree, disagree, or debate, just to summarise feelings & opinions). 
5.   The partners switch roles and repeat the exercise so both partners get a chance to speak and to 
listen.

Guiding questions
•   Did focusing on what to do with your body help the listener to listen better?  
•   How did listeners feel about not being able to speak about their own views on the topic? 
    How well were they able to keep an open mind? How well did they listen?
•   How did speakers feel about their partners’ ability to listen with an open mind? Did their partners’ 
    body language communicate how they felt about what was being said?
•   How well did the listening partners summarize the speakers’ opinions? 
•   How can we use the experience from this exercise at work?

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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DO’S
(effective listening skills)

DON’TS
(effective listening skills)

•   Talk less, listen more

•   Focus on the sender and what they are saying.

•   Give verbal and nonverbal messages that you 

    are listening.

•   Let the speaker finish before you respond.

•   Ask open-ended questions.

•   Be attentive to what’s being said

•   Put other thoughts out of your mind

•   Be aware of your own biases

•   Try to be impartial and non-judgemental

•   Manage your own emotions

•   Empathise and try to understand the other 

    person’s point of view

•   Listen for ideas, feelings and content

•   Pay attention to  the sender’s nonverbal cues

•   Be patient

•   Be distracted by the immediate environment 

    (noise and verbal “clutter”).

•   Be distracted by your own thoughts, feelings,   

    and needs (including thinking about what 

    you are going to say next).

•   Be inattentive because of your lack of interest 

    in the topic/issue being discussed.

•   Identify instead of empathising 

•   Sympathise instead of empathising 

•   Let your past experiences influence your 

    reaction to the speaker or the message

•   Have prejudices, biases or preconceived ideas 

•   Be judgemental 

•   Have a closed mind and shut out new ideas

•   Be competitive or argumentative

•   Dominate the conversation

•   Interrupt

•   Finish the speaker’s sentences

•   Jump to conclusions

Handout 4.3.10  The Do’s and Don’ts  
of Effective Listening
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•   To raise the awareness of habits that may be obstacles to effective listening
•   To experience the effects of ineffective listening

Activity 4.3.11 Role-play with Barriers to Effective Listening

Divide the group into pairs. Assign the roles of sender and receiver. The sender can discuss a work-re-
lated issue or an easier topic could be the planning of a surprise birthday party for a friend. The receiver 
(listener) is to display ineffective listening skills. They can choose from the “Don’ts” list with barriers to 
effective listening in Handout 4.3.10.
Some examples that are easy to role-play are:
    •   interrupting and talking over the other person
    •   finishing their sentences 
    •   having a closed mind and being argumentative
    •   being biased, prejudiced, judgemental

Allow the pair to discuss for 3 minutes, then discuss with the whole group:
    •   How did the sender feel?
    •   If the ineffective behaviour is something the listener usually does, 
        what could they change when listening to someone?
    •   What are the consequences of these barriers to the flow of conversation and to your relationships 
        with others? (Trainer’s tips: they may lead to misunderstandings, inaccurate assumptions 
        and conclusions, breakdowns in communication and poor interpersonal relationships 
        (both professionally and personally).

Finish this section by with a video
https://www.youtube.com/watch?v=3_dAkDsBQyk   
It provides a fun example of the use of active listening skills.      

Course of the Activity

Duration: 15 minutes
Material: n/a
Organization of the room:  comfortable seating

Duration & Materials

Synthesis & learning objectives



This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

111

•   To learn how to express yourself effectively
•   To understand the power of positive communication, 
     compliments and constructive feedback
•   To differentiate formal and informal communication

4. Effective speaking skills

Objectives

•   Express yourself effectively
•   Positive Communication
•   Compliments and constructive feedback - giving and receiving
•   Formal and informal communication

•   Why is it important to speak with clarity, concisely and concretely?
•   How can the use of compliments help our interaction with others?
•   What is the value of giving constructive feedback?
•   What effect would the wrong use of formal and informal language in a workplace have?

•   Activity 4.4.1 Snowflake Instructions
•   Handout 4.4.2 The 7Cs of Expressive Communication
•   Handout 4.4.3 The P-ABC Strategy
•   Activity 4.4.4 Describing a problem & using Open Questions
•   Handout 4.4.4 Observation Form for Role-Plays
•   Activity 4.4.5 Circle of Compliments
•   Activity 4.4.6 Compliment, Criticism or Constructive feedback?
•   Handout 4.4.7 How to give and receive constructive feedback
•   Activity 4.4.8 Giving & Receiving Constructive feedback
•   Activity 4.4.9 Formal or Informal Communication?
•   Activity 4.4.10  Level of Formality Role-plays

•   Kierman, C., Reid, B. & Goldbart, J., (1987). 
    Foundations of Communication and Language. Manchester University Press.
•   Uttarakhand Open University BHMAECC-II, UNIT: 1 COMMUNICATION - INTRODUCTION, 
    MEANING & DEFINITION, downloaded from 
    https://www.uou.ac.in/sites/default/files/slm/BHMAECC-II.pdf
•   https://edexec.co.uk/the-seven-cs-of-communication/

Content

Linked activities

Resources

Duration  •   A minimum of 3 hours

Guiding questions
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•   To demonstrate how different people perceive the same information differently.
•   To  understand that receivers have different needs and the ability to interpret 
    information received differs
•   To demonstrate that giving instructions needs to have interaction in order to be successful.

Activity 4.4.1 The Snowflake Instructions

Duration: 5 minutes
Material: One blank A4 paper per participant
Organization of the room: Trainer sits so that the participants can’t see what they are doing. 
The participants sit with their eyes closed.

Everyone should have a piece of A4 paper in front of them.
The trainer asks everyone to close their eyes and gives the following instructions:
Listen carefully to my instructions. The rules are: (1) no peeking and (2) no questions.
1. Pick up your sheet of paper and hold it in front of you. 
2. The first thing I want you to do is to fold your sheet of paper in half. (Pause) 
3. Now, tear off the upper right hand corner. (Pause) 
4. Fold the paper in half again & tear off the upper left hand corner of the sheet. (Pause) 
5. Fold it in half again. (Pause) 
6. Now tear off the lower right-hand corner of the sheet. (Pause) 
7. Open the last fold you did and then fold the paper lengthwise.
8. Tear off the top right corner
Now, open your eyes and unfold your papers. If I did a good job of communicating and you did a good 
job of listening, all of our sheets should look exactly the same! Hold your sheet up for everyone to see 
and compare your final result. 
Facilitate the discussion: 
Ask why no one’s paper matched yours exactly? You will probably get responses such as, 
“You didn’t let us ask any questions!” or “The directions weren’t clear!”
Make the point that each paper looks different even though you have given the same instructions
 to everybody. What does this mean?
Part of the communication process (and being a good communicator) is recognizing that people 
may need to receive information in different ways in order to be successful. If the goal of this Activity 
was really to have everyone’s snowflakes look exactly the same, what changes could have been made 
to the directions?
Ask the group if they think the results would have been better if they kept their eyes open or were 
allowed to ask questions.
This is a great exercise to help people understand that we all hear and interpret things differently, 
even if we are given the exact same information.

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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Handout 4.4.2 
The 7Cs of Expressive Communication 

https://raychellekk.wordpress.com/2016/05/18/seven-cs-of-effective-communication/
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Is the purpose of my communication clear?

Have I avoided complex words and sentences?

Have I avoided fuzzy language?

Is there only 1 – 2 ideas per sentence?

Have I avoided filler words and sentences that don’t add to the meaning?

Have I avoided going over the same point several times or in different ways?

Have I avoided wordy expressions?

Are my messages specific and to the point?

Have I given enough (but not too many) details, supporting facts and figures?

Have I used sentences that cannot be misinterpreted?

Have I checked my presentation for spelling mistakes?

Are my facts and figures correct? Can I support them if I get a question? 

Is my level of language is right for the audience?

Are the technical terms used right for the audience’s level of knowledge? 

Have I avoided jargon?

Are my messages in a logical order? Do they make sense and flow 

logically from one to the other?

Are my points connected and relevant to the main topic?

Is my tone consistent?

Have I given all the necessary information?

Have I included a “call to action”? Do the receivers know 

exactly what is expected of them?

Is my communication friendly, open, honest and polite?

Do I show respect for the feelings of the receiver? 

Have I kept the receiver’s viewpoint in mind?

Am I empathetic to their needs?

If I am saying something negative, am I saying it in a tactful way?

1. Clear

2. Concise

3. Concrete

4. Correct

5. Coherent

6. Complete

7. Courteous

POINTS TO CONSIDER

Expressive Communication Checklist
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Prepare mentally what you want to express. 
Set priorities & organize the information 
(most to least importance)

Acknowledge the type of listening the 
receiver can dedicate, depending on  
content, the degree of knowledge on the 
topic & level of attention & interest

Be enthusiastic. Think of ways to keep 
their attention and to raise their enthusiasm 
on the topic. They are likely to feel that 
way too.

Choose linguistic register &  communication 
style most appropriate to the receiver, con-
tent, context, time available & objective of 
the interaction.

“What is the goal of this communication?” 
“What is the most important message
 I want the get across?”

“Is it the right time/place to talk about this?”
“What does the receiver already know about 
this?” (ask them)

“Why is this subject important to me?”
“What are some examples that will demon-
strate how the subject is relevant to their 
lives?”

“What’s the receiver’s communication style?” 
“What are the receiver’s communication 
needs?” 
“How can I support my message with visuals, 
examples, repetition?” 

Handout 4.4.3 
The P-ABC Strategy
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•   To practice describing a problem situation clearly and concisely using 
     the PACE method and the seven Cs
•   To explore and reflect on an issue and generate your own solutions 
•   To use active listening and reflection with open questions to facilitate a discussion

Activity 4.4.4 Describing a Problem & using Open Questions

Duration: 20 min
Material: Observation forms for the observers
Organization of the room:  Participants sit in groups of 3.

THE ROLES
The sender: The sender’s role is to explore and reflect on the problem from your personal perspective. 
Choose a challenge in the workplace that you are struggling with currently (e.g. an issue related to 
your job role or an issue related to a co-worker that is making things difficult for you). Prepare your 
description using the PACE method and keep in mind the 7 Cs of communication when expressing your 
problem. Allow the focus to be on you, and let your reflection flow naturally, being guided by the active 
listener.
The active listener: The active listener’s role is to listen will full presence and focus. Listen with the 
whole body, be curious, observe, paraphrase what you hear and guide the sender with open questions. 
Keep in mind: ask open questions to support the sender’s reflection; do not offer advice; allow the send-
er to reflect and explore solutions.
The observer: The observer’s role is to observe the process without speaking. Make observations 
from an outside perspective, see and hear things that the listener and sender may not. Keep in mind: 
stay silent; observe and make notes about what you see and hear; note the use of open questions 
and their effect on the sender; after the sender finishes, share the observations with the others.
INSTRUCTIONS
Step 1: The observer keeps the time. Each round should take 5 minutes. 
Step 2: The sender describes the challenging situation. The active listener asks only open questions. 
Step 3: At the end of each round the observer shares their observations (1-2 minutes).

Repeat Steps 1-3 swapping roles so that everyone gets a turn at being: the sender, the listener, 
and the observer.

Guiding Questions
• What happened during the exercise?
• How did it feel to be the observer?
• How did it feel to be the sender?
• How did it feel to be the active listener?
• What did I learn about myself?
• How can I apply insights from this exercise?

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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Effective Communication Skills
& effect on partner

Ineffective Communication Skills 
& effect on partner

Handout 4.4.4 Observation Sheet for Role-Plays

Observation Form for Role-Plays

Use this form to record observations about the communication techniques used during the role-
plays. Note specific examples of effective and ineffective communication skills. Pay attention 
to both verbal and non-verbal skills (e.g. body language, use of voice, questioning style).
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•   To practice giving and receiving compliments
•   To  use the experience to learn what is difficult and how compliments can be utilised 

Activity 4.4.5 Circle of Compliments

Duration: 15 min
Material: whiteboard/flipchart & markers
Organization of the room: Participants sit in a circle

1.   Brainstorm with the group and make two lists:
      1.   Compliments they have received in the past
      2.   What they usually feel or do when they receive a compliment.
Include non-verbal behaviours, which accompany the response, e.g. blushing, avoidance of eye contact, 
hand wringing, fiddling with jewellery, etc. Look out for examples of denial “Oh, it was nothing!”, return-
ing the focus “Oh, yours is absolutely perfect!” or rejection “I don’t think so. You’re just saying that to 
make me feel good!”

2. Take feedback and discuss: You may feel inadequate or embarrassed. You may blush, dismiss it or 
make it sound like it’s nothing big. Usually, a compliment makes you feel good and you know that you 
are doing something well. Some people may have difficulty giving compliments. You do not quite know 
how to phrase it so that it will not sound awkward or condescending. It is important to give compliments 
to people you are training and we will practice giving and receiving compliments.

3. Practise both giving and receiving compliments
Prompt the participants by writing some general ideas on the board (e.g. appearance, an achievement, 
the way they did something, something about their behaviour, the way the stand up for you, the way they 
smile). Emphasise the value of using ‘I’ statements, e.g. “I think you work very hard”, “I like your sense of 
humour”, “I appreciate the way you let me join in”.

Course of the Activity

Duration & Materials

Synthesis & learning objectives



This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

119

Ask everyone to:

a) Think briefly of something they honestly like or appreciate about the person on their right. It can be 
something small but it must be specific and sincere.

b) Then take turns expressing this sincere compliment to the person on their right, remembering to make 
sure their body language matches the message they are giving.
Suggest that if anyone is feeling nervous they should deepen their breathing.
The person receiving the compliment should try to maintain eye contact with the giver, and:
•   decide whether a sincere compliment has been given
•   say, “Thank you” and take a moment to notice how they feel and to let the compliment sink in
•   say something else if they want to.

They should then turn to the next person and continue the round. When the circle is finished, discuss 
reactions.

Guiding Questions
•   How did it feel to be a giver? 
•   How did it feel to be a receiver?
•   What did I learn about myself?
•   How can I apply insights from this exercise?
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•   To learn to differentiate the 3 types of feedback.
•   To acknowledge the impact positive and negative feedback has on the receiver.

Activity 4.4.6 Compliment, Criticism or Constructive feedback?

Duration: 20 minutes
Material: whiteboard/flipchart and markers
Organization of the room: n/a

Discuss the difference between the 3 types of feedback and ask the participants to give 
an example of each:
    •   Positive feedback (compliment) provides validation and affirmation of our actions/behaviours. 
        It enhances confidence and self-esteem.
   •   Negative feedback (criticism) is judgmental, negatively evaluative, and often accusatory.
        It tends to take someone down for their perceived faults than to help them repair. 
   •   Constructive feedback (negative feedback given in a helpful way) provides information about 
       performance with specific, concrete examples. It is a basis to improve skills and adapt behaviours.

Read the following statements aloud – one at a time. Use different voice tones to truly help participants 
differentiate the intended meaning of each sentence. Allow a few seconds for the participants to decide 
whether the statement is a compliment, criticism or constructive feedback.

1.   You look fantastic today.
2.   Your desk is such a mess. Are you trying to grow your own paper?
3.   I noticed that you’ve been coming in late the last couple of days.
4.   How many times do I have to tell you how to file these documents?
5.   I love your new jacket.
6.   It would work better for me if I could explain my version of the story out loud before you 
       ask questions. 
7.   You’ve improved a lot since your first week. 
8.   I found it difficult to accept this product because it was messy. 
9.   You’re always talking about me to John. Just stop it!
10.   I liked it much better when we got to choose the tasks instead of being assigned to one. 

Discuss the different ways people may react or respond differently to compliments, criticism, and con-
structive feedback. Write the feelings the participants share under the 3 types of feedback.
How does it make you feel when others criticize the work you do? 
Do you respond to constructive feedback differently? Why?
Have you ever criticized someone? What happened? How did that make you feel?

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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Handout 4.4.7   
How to give and receive constructive feedback

Giving constructive feedback

First, determine if it is necessary.  What might seem like an issue one day may be corrected on its own the next. 
Take a step back and determine if the issue, weakness, or outcome is worth feedback. If it is not, you might run 
the risk of unnecessarily stressing out the trainee. Identify what you want the conversation to achieve. Do you ex-
pect they will change their behaviour afterwards? Is it the appropriate time for a productive conversation or not? 
Prepare beforehand. In order for feedback to be constructive, you need to give concrete examples and deliver 
your feedback as carefully and tactfully as you can. Gather facts: use examples, data, and other verifiable evi-
dence to substantiate our claims about the person’s weakness or behaviour. Assess yourself to find out if you 
play a role in this problem. Brainstorm solutions to the problem. Can you guide the person towards an answer to 
the problem, and if so, is it a productive answer? If the person acts on the suggestion, will they and your working 
relationship improve? 

Constructive Feedback in 4 simple steps

1. The micro-yes. Begin by asking a question that is short but important. It lets the brain know that 
feedback is actually coming. The person can answer yes or no (autonomy!)

2. Give your data point. No blur words. Just real examples and data points. Be specific, objective 
and professional. Focus on the work, not the person

3. The impact statement. Explain how the data point(s) affected you. Be honest and real.

4. End with a question. Wrap the feedback message with a question. Create commitment rather than 
compliance. Clearly explain that it is a solvable training-related issue by creating a problem-solving situation. 
Show the person that you are available and there to help.
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Receiving constructive feedback

Many times, you may react with defensiveness, anger or even attack the person giving the constructive feedback. 
You have to acknowledge the value of constructive criticism. It helps maintain healthy relationships and improves 
the things we do or say. 

1. Stop your First Reaction                                                                                                         
Before you do anything, stop and try not to react at all! Take at least one second to stop your reaction. One second 
is enough time for your brain to process a situation. In that moment, you can avoid a dismissive facial expression, 
an angry answer and you can stay calm.

2. Remember the Benefit of Getting Feedback.                                                                                
The benefits of receiving constructive feedback are to improve your skills, work product, and relationships. 
No one is perfect, not even close. As humans we are all prone to mistakes and weaknesses. Remembering this 
will help you welcome constructive feedback, which can help you to learn and develop new skills. Constructive 
feedback plays a significant part in that growth process.

3. Listen to understand how you can improve. 
Listen attentively to the feedback given. Allow the person to share their complete thoughts, without interruption. 
When they are done, repeat back. For example, “I hear you saying that you want me to be more careful in the group 
discussions because I often interrupt the others, is that right?” At this point, avoid analysing or questioning the 
person’s assessment; instead, just focus on understanding his or her comments and perspective.

4. Ask Questions to Deconstruct the Feedback.                                                                                 
Allow time to process the feedback. You may need clarifications and you may want to share your perspective. 
Avoid engaging in a debate; instead, ask questions to get to the root of the actual issues being raised and possi-
ble solutions for addressing them. In the above example, some questions to deconstruct the feedback could be:

    •   Seek specific examples to help understand the issue: “I do get quite talkative, but can you share 
         when in the last meeting you thought I interrupted?”
    •   Acknowledge the feedback that is not in dispute: “You’re right that I did cut him off while 
         he was talking, and I later apologized for that.”
    •   Try to understand whether this is an isolated issue (e.g., a mistake you made once): 
        “Have you noticed me interrupting with other people?”
    •   Look for concrete solutions to address the feedback: “I’d love to hear your ideas on how I might 
         handle this differently in the future.”

5. Develop a strategy and take action.
This means looking at the facts presented, the problem expressed, and planning a way to improve the situation. 
Before you act on your plan, share it with the person who gave you the feedback to see if, it could be improved 
upon. 
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•   To practise giving constructive feedback. 
•   To practise deconstructing feedback.

Activity 4.4.8 Giving & Receiving Constructive feedback 

Duration: 15 minutes
Material: Handout about giving and receiving constructive feedback, sentence strips
Organization of the room: participants sit in pairs for the role-play

Print the following statements on strips of paper: 

1.   You want to tell your trainee that they’ve come in late 3 days in a row.
2.   You want to tell your peer/co-worker that they got quite angry in the meeting 
       yesterday and this upset everyone.
3.   You want to tell your trainee that their workspace is always a mess and they have to 
      clean it up every day.
4.   You want to tell your peer/co-worker that they’ve been making the same mistake 
       in the filing system for the past few days and that you’ve been correcting their work.
5.   You’ve heard a rumour about you and you know that this person was the one who started it.
6.   You want to tell your trainee that the side conversations that they keep having while you are 
presenting are really annoying you and the others can’t concentrate.
7.   You want to tell your co-worker that they keep drinking your juice that’s in the common fridge. 

Divide the group into pairs and give one of the pair a strip with a statement.
The person giving the constructive feedback should use the 4 steps.
The person receiving the feedback should deconstruct the feedback.
Allow 5 minutes for the role-plays. Redistribute the sentence strips and the participants 
can do a second role-play but make sure they swap roles as sender and receiver.
If the participants are willing, they could volunteer to present their dialogues to the group.

Guiding questions:
Was it easy to give the feedback in a constructive way? Why or why not?
How did it feel receiving feedback about your performance in this way? 
Would your reaction be different if you were criticised?
Did you come up with a solution or a plan?

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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4.4 Formal and informal communication

Different levels of formality in verbal expression need to be used depending on the circumstance and the people 
communicating. 

Informal Language: is the casual communication used for general communication between familiar people. It is 
without obligations or restrictions and based on personal relations. In a work environment, informal communica-
tion is used when speaking to co-workers that you have a relaxed relationship with and with all of your co-workers 
outside of the office. Shortened versions of words may be used, as well as slang.

Formal Language: is used when communicating about official information with others. In a work environment, 
formal communication shows a level of respect and politeness. Words are pronounced correctly and no slang 
is used. It is necessary when speaking to superiors/managers/authorities, presenting work to colleagues, giving 
instructions to colleagues, speaking to customers/clients, speaking on the phone, in written and email communi-
cation. 

In most work environments, a mixture of both formal and informal language is used throughout the day, depend-
ing on the position of the person you are communicating with and your relationship to them. It becomes a matter 
of personal judgement to decide which type of communication to use and when. When someone uses the wrong 
type of language in workplace communication, it can cause problems and offence.

Sometimes we may speak formally to someone in a meeting in front of other colleagues/ clients and then change 
to informal conversation afterwards. For example, you may have a relaxed, friendly relationship with your man-
ager who you normally use informal language with but if you are in a meeting with this person you would usually 
change to formal language out of respect for the formal situation.

This is something that is culture dependent, since some cultures do not emphasise positions of hierarchy. In all 
cases, we must become familiar with the workplace and colleagues before knowing when it is appropriate to use 
informal language. 
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•   To practise giving constructive feedback. 
•   To practise deconstructing feedback.

Activity 4.4.9 Formal or Informal Communication? 

Duration: 10 minutes
Material: n/a
Organization of the room: n/a

Distinguish whether the following are formal or informal forms of communication 
(note: some can be either, depending on the people/context).
The trainer reads through the list or prints it out as an Activity. It may be useful to present 
examples with imaginary dialogues.

rumor
gossip
chat about the weekend
telling a joke with lots of slang words
work meeting
face-to-face conversation
filling in a form
written report
chat on social media
verbal report
a company memo
phone call to a friend
phone call to a customer
request for sick leave

verbal instructions to a team you are 
responsible for
letter with a new policy procedure
complaint letter
email
newsletters, 
bulletin board announcements, 
presenting at a work seminar to your 
colleagues
presenting at a conference
talking during the coffee break at a con-
ference
job interview
video call with a cousin
staff video call

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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•   To become aware of the different level of formality required in various situations.
•   To practice using formal language in role-plays of work situations. 

Activity 4.4.10 Level of Formality Role-plays

Duration: 20 minutes
Material: n/a
Organization of the room: n/a

•   Ask the participants to work in pairs to create dialogues for the different conversational 
     scenarios listed below. 
•   The scenarios are a mix of situations that may require formal or informal language. 
•   Each pair acts out their dialogues and asks for the other participants to provide feedback. 
•   The other participants judge whether the right type of language was used 
     (of course, they should use constructive feedback!) What could be improved or changed?

Scenarios: 

1.   An employee invites a co-worker to a social event outside of the office.
2.   A supervisor requests that an employee organises a quick staff meeting in 10 minutes.
3.   You tell the person you are peer supporting that you are not satisfied with their work 
      and that he/she has been late 3 days in a row.
4.   A chat with a person you are co-training about the broken coffee machine that hasn’t 
       been working for 2 weeks.
5.   A call to the coffee machine company requesting them to come to repair the coffee machine.
6.   A manager tells the employee they have failed to meet a deadline to finish an important project/task.
7.   An employee invites the supervisor to a social event outside of the office.
8.   You informs the person you are supporting that they are going to be offered 
       a full-time job at the company
9.    A telephone conversation with a customer about a delay in delivery of the product they bought.
10.  After peer supporting a trainee for 6 months, you ask your supervisor if you could 
       try co-training with them.

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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•   To learn about interpersonal communication
•   To improve conversational skills
•   To become aware of reasons for communication breakdown
•   To be able to modify a message when communicating with different types 
     of people and communication styles 

5. Effective interpersonal communication

Objectives

•   Conversation basics
•   Repairing communication breakdown

•   How would difficulties starting, maintaining or ending a conversation effect 
    a trainee’s integration into a workplace?
•   How can we repair communication breakdown?
•   How do we modify our communication with people who have various communication needs?

•   Activity 4.5.1 Meeting others and having a conversation 
•   Activity 4.5.2 Balanced turn taking
•   Handout 4.5.3 Distortion factors leading to miscommunication 

or Communication breakdown
•   Activity 4.5.4 Modifying a message
•   Activity 4.5.5 Solving a workplace dispute

MTD Training (2010). Effective Communication Skills. MTD Training and Ventus Publishing 
ApS ISBN 978-87-7681-598-1
Wertheim, E. G. Ph.D. The Importance of Effective Communication, 
Northeastern University, College of Business Administration. Downloaded on 12/12/21 from 
https://ysrinfo.files.wordpress.com/2012/06/effectivecommunication5.pdf

Content

Linked activities

Resources

Duration

Guiding questions

•   A minimum of 1 – 2 hours

https://ysrinfo.files.wordpress.com/2012/06/effectivecommunication5.pdf
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To develop and practise basic conversation skills: 
•   Introducing yourself
•   Starting a conversation
•   Joining in a conversation started by others
•   Maintaining a conversation
•   Balanced turn taking
•   Staying on topic and changing topic
•   Ending a conversation

Activity 4.5.1 Meeting others and having a conversation

Duration: depends on how many skills you work on
Material: Charts showing the steps in each skill
Organization of the room: n/a

The procedure is the same for all the skills:

1.   Post the steps on a chart.
2.   Outline and discuss each step. 
3.   Model the steps by demonstrating the sequence using trainees as other players in the role play. 
      Think out loud to demonstrate positive self-talk, e.g. “That co-worker looks pleasant and 
      friendly. I’d like to meet her, I’ll introduce myself”. Take feedback and discuss.
4.   Trainees volunteer to role play the scenarios. After each role play, feedback should be provided.

When role-playing each of the skills, think about each of the communication styles and discuss how to 
accommodate, adjust, and set boundaries etc. when talking to a person with each of the different com-
munication styles.

Course of the Activity

Duration and Materials

Synthesis & learning objectives
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1. Decide if you want to meet 
    the person.

2. Decide if it is a good time

3. Walk up to the person.

4. Introduce yourself. 

5. Wait for the person to tell you
    their name. If s/he doesn’t 
    tell you, ask

Discuss why trainees might want to meet a person

Discuss situational appropriateness. Discuss the verbal 
and non-verbal cues to look for. When is it the right time 
and place to introduce yourself? E.g. when the person is 
not buy with something or someone else.

Watch for appropriate distance 

Brainstorm ways to introduce self. “Hi, my name is…”, 
“Hello, you’re new here. I’m…..”

Discuss appropriate ways to ask a person’s name

STEPS TRAINER’S NOTES FOR DISCUSSION

SKILL 1 – INTRODUCING YOURSELF

SUGGESTED SCENARIOS:

Training program:    There is a new person in your group

Break-time at work:    You walk into the kitchen and find an unfamiliar woman sitting at the table drinking coffee. 

Work:    A new colleague begins in the department next to yours.
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1.   Greet the other person.

2.   Make small talk.

3.   Decide if the person is listening.

4.   Bring up a main topic.

Brainstorm ways to say “hi”.
Discuss the appropriateness of non-verbal greeting e.g. 
shaking hands, kissing, hugging, high-5 etc.
Discuss situational appropriateness. When is it the right 
time and place to start a conversation?

Brainstorm small talk topics (e.g. the weather, traffic, 
sports, news)

Discuss the verbal and non-verbal cues to look for e.g. 
return of greeting, interested expression.

Discuss some good topics to talk about in order to “break 
the ice”. It may be helpful for some trainees to note possi-
ble topics of conversation.

STEPS TRAINER’S NOTES FOR DISCUSSION

SKILL 2 - STARTING A CONVERSATION

SUGGESTED SCENARIOS:

Training program:    You see a peer that you haven’t seen in a long time.

Break-time at work:    You see the new colleague sitting on their own eating lunch.  

Work:    The person at the desk next to yours stops working and has a stretch. 
               On your way to work, you see one of your colleagues on the train.



This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

131

1. Decide if you want to join in

2. Decide what to say

3. Choose a good time.

4. Say it in a friendly, assertive way

Trainees should decide whether they really
want to participate 

Suggest possible things to say:
“Can one more person join the conversation?”
“Would it be OK with you if I joined in?”
“Hello, my name is … May I join in?” 

Discuss how to choose a good time: during
a break in the conversation or Activity 

STEPS TRAINER’S NOTES FOR DISCUSSION

SKILL 3 – JOINING IN A CONVERSATION STARTED BY OTHERS

SUGGESTED SCENARIOS:

Training program:    You see a peer that you haven’t seen in a long time.

Break-time at work:    You see the new colleague sitting on their own eating lunch.  

Work:    The person at the desk next to yours stops working and has a stretch. 
               On your way to work, you see one of your colleagues on the train.
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1.   Say what you want to say.

2.   Ask the other person what 
      he/she thinks.

3.   Listen to what the 
      other person says.

4.   Say what you think.
 

Brainstorm ways to introduce a topic e.g. bringing up 
something you saw or did, somewhere that you went, 
something that happened.
Discuss situational appropriateness. Is it the right time 
and place to start this topic? Is it the right person?

Brainstorm ways to ask questions, ways to encourage the 
other person to express their opinion 

Discuss the verbal and non-verbal cues to look for e.g. 
facial expressions, body posture, specific words. 
Use active listening skills.

Responding to the other person by: adding new informa-
tion, asking questions, giving a related example from your 
experience/knowledge, agreeing or disagreeing.

STEPS TRAINER’S NOTES FOR DISCUSSION

SKILL 4 - MAINTAINING A CONVERSATION
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1.   The time used should be shared 
in an equal and balanced way.

2.   The topics should be shared in 
an equal and balanced way.

3.   Assert your right to take your 
turn to speak.

4.   Respect the other person’s right 
to speak and be heard.

5.   Encourage equal participation

What happens if it isn’t? 
Don’t try to say too much at once. The less you say, the 
more they will remember.
Look for signs that they are really listening.

What happens if they aren’t? 
Try to make your point within your turn. 
Limit each turn that you have to a single topic.

When you feel you have received enough information and 
want to respond, look for a suitable point at which you can 
interject. You can signal your desire to speak, for example 
by leaning forwards or pursing your lips as if you are about 
to speak. Raising eyebrows also helps, as does moving 
your hands as if you are about to use them in support of 
speech.

Do not hog the conversation.
Say what you have to say concisely, make your point, 
then give the other person their turn. Listen for real mean-
ing. Show interest by asking questions.

Pause, to see if they have understood and allow time to 
respond. If they do not, try asking them what they think or 
another related question.

See Activity 4.5.2 below for practise with Balanced Turn Taking

STEPS TRAINER’S NOTES FOR DISCUSSION

SKILL 5 - BALANCED TURN TAKING
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1.   Stay on topic

2.   Respond to their point

3.   Change the topic appropriately

4.   If the timing for a particula to-
pic of conversation is not appropriate

5.   If a participant has the tendency 
to go off topic, for example bringing 
up an irrelevant issue or talking 
about a topic of particular interest 
to them only

Use active listening to make sure your responses and 
questions are related to the topic. 
Ask mental questions (e.g. what is their main point? why 
are they telling me this?)

If they have made a point, don’t dive off into what you 
want to say, respond to what they have said, supporting or 
challenging it as appropriate.
Sometimes you may not have the time to listen or maybe 
you’re just not interested in a topic. Listen to understand, 
make the other person feel heard and valued.

Acknowledge what has been said before moving on to 
something new. Make sure the other person has complet-
ed their thoughts. 
Do not break into your new topic when the other person is 
in the middle of something important to them.
Carefully find a link from what is being said to transit 
smoothly to the new topic. Or close the current conversa-
tion before starting up a new subject for discussion.

It is useful to set limits by expressing your interest in the 
topic and putting off the discussion for another time

Set limits and bring the conversation back on track (for 
example “We are talking about this now. Maybe we could 
discuss your issue at break time”).

STEPS TRAINER’S NOTES FOR DISCUSSION

SKILL 6 - STAYING ON TOPIC AND CHANGING THE TOPIC

1.   Make a closing remark. 

2.   Say goodbye / see you etc.

Summarize the main points of the conversation to show 
your understanding of what was said or what has to be 
done. End with something positive. 

Suggested scenario:
At work: you are talking to a co-worker about a work related topic, but they start talking about something 
else. You change the topic and return to the work topic you really want to talk about, but they keep going 
off-topic. How do you handle this situation?

STEPS TRAINER’S NOTES FOR DISCUSSION

SKILL 7 – ENDING A CONVERSATION
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•   To become aware of how people’s communication style affect the group dynamics

Activity 4.5.2 Balanced turn taking

Duration: 15 minutes
Material: pen & paper for the trainer
Organization of the room: 

Activity 1
Form groups of 3 people. Two people converse about a topic of their choice for 3 minutes and the third 
person is the observer. The observer notes how many turns each participant took. 
Feed back to the group how balanced the conversation was. 
      1.   Who took more turns (more dominant)? 
      2.   Who took less turns (less dominant)? 
      3.   What effect did this have on the conversation?

Activity 2
The whole group debates an issue to find a solution. All participants are encouraged to share feelings, 
beliefs and thoughts and then come to an agreement about the best way to address the topic. The fol-
lowing statements can be used or think of another topic.
      1. Volunteering is a good way to learn responsibility. Why and why not?
      2. The only person that I should really compete with is myself. Why and why not?
      3. If I am a team member, I should put the good of the team before my own desires. 
          Why and why not?

The trainer draws the participant’s chairs with their names and tracks the conversational turns taken.

Course of the Activity

Duration & Materials   

Synthesis & learning objectives

Discuss the result and link it to the 
communication styles. Discuss 
how to accommodate, adjust, 
and set boundaries etc. when 
talking to a person with each of the 
different communication styles.
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Repairing Communication Breakdown - Strategies to Overcome Distorting Factors
•   Use feedback techniques such as open questions to help clarify the meaning
•   Use multiple channels to verify the message and meaning
•   Use repetition, paraphrasing
•   Prefer face-to-face interaction 
•   Simplify the language used 
•   Provide limited information to reduce confusion

Handout 4.5.3
Distortion factors leading to Miscommunication or Communication breakdown

•   Attitudes, knowledge & beliefs
•   Social system and culture
•   Communication skills
•   Personal feelings toward 
     receiver, message
•   Physical state
•   Medication effects
•   Choice of environment, 
     time of day
•   Time constraints

•   wrong type and/or channel of 
    communication
•   wrong language
•   wrong word choice
•   excessive usage of 
    technical jargon 
•   speech articulation and 
    language ability
•   content and structure 
     of message
•   conflicting nonverbal elements 
    (e.g. body language, tone of voice
•   physical noise such 
    background noise, line noise

•   Level of interest
•   Interpretation
•   Personal feelings toward 
    sender, message
•   Physical state
•   Communication skills
•   Demands on receiver’s time
•   Attitudes, knowledge & beliefs
•   Social system and culture
•   Medication effects

Sender

Distortion Factors 
for Sender  

Distortion Factors 
for the message 

Distortion Factors 
for Receiver  

Message Receiver
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•   To raise awareness of communication needs
•   To practise repairing miscommunication by modifying a message

Activity 4.5.4 Modifying a message

Duration: 20 minutes
Material: pen & paper
Organization of the room: enough space to split into 4 groups

Introduce the Activity with the following background information:
“A new person has come to your work or day program. You are responsible for explaining the way 
a specific procedure* works. You explain it to the person, but you realise from their body language 
that they have not understood”. 
           * The specific procedure should be something specific and familiar to the participants. The trainer  
           should choose something relevant for the group, for example, the way the canteen works, the filing 
           system, the procedure for ordering office equipment, the procedure for dealing with customer 
           product returns, etc. The trainer provides an example of the instructions which should be long, 
          with difficult words and language and lots of jargon.
“Your task now is to modify the instructions so that the person understands. You will split into 4 groups 
and have 10 minutes to prepare your presentations.
Two groups work separately to modify the message by simplifying the instructions (use other words, 
simpler language, clearer content).
The other two groups work separately to modify the message and support it with visual aids (picture, 
photos, demonstration, signs, symbols etc.).
After the 10 minutes is up, each group will present to everyone how they have adapted the instructions.

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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•   To apply knowledge and skills learnt throughout this module.
•   To become aware of the dynamics of different communication style combinations.

Activity 4.5.5 Solving a workplace dispute

Duration: 30 minutes
Material: printed scenarios for sender and receiver, communication style descriptions
Organization of the room: ample room between the pairs

Print out enough copies of the communication style descriptions and the two scenarios on the pages 
below.
Ask the participants to form pairs and give each pair the scenarios for the sender and the receiver. Share 
the communication style descriptions, making sure that there are two different styles per pair. The pair 
decides who will play which style, choosing a style based on what each participant will feel comfortable 
playing. 
Decide who will be the sender and who the receiver in the first round of the role play (you will swap roles 
in the second round). Read the scenario for the sender or the receiver. 
Then take time, each on their own, to read the description of the communication style  
and prepare your role. (5 minutes)
Role play the scenario (5 minutes)
Debrief (2 minutes)
Swap roles (not communication styles) and replay the scenario. (5 minutes)
Debrief (2 minutes)
Re-join main group! Feedback and discussion. (10 minutes)

Guiding questions:
How did it feel role-playing the communication style you had?
Were you able to actively listen?
Did you use open questions to allow reflection?
Did you resolve the issue?
What do you have to keep in mind when communicating with each of the styles?
What does your style have to keep in mind?

Top Tip      

The scenarios for the sender and receiver refer to people working in a disability service. Change the 
scenario according to the trainees’ experience. For example, the dispute could be about which students/
trainees participate in the “Visit a Workplace” program. Rewrite the scenarios accordingly.

Course of the Activity

Duration & Materials

Synthesis & learning objectives
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You work at training centre for people with disabilities. You are part of a 4-member team 
that is responsible for developing the trainees’ work-related practical skills and soft skills 
with the aim of the trainees entering the supported employment service. One Activity of the 
weekly program is a visit to a workplace with a small group of trainees. They meet with 
managers and employees, find out about the company/business and job shadow for a few 
hours. All 4 team members are qualified job coaches and they have the competencies to 
organise and carry out these workplace visits. Other weekly tasks are usually fairly shared 
amongst the team according to expertise, but for some reason the “Visit a Workplace” 
Activity has been carried out by the same person for the past 2 years. You and the other 
colleagues are starting to get annoyed with this and you all believe you should be given 
the opportunity as well. A staff meeting is coming up and you want to propose this change. 
You don’t want the colleague who usually does the visits to get offended or feel that they 
are being singled out. Prepare your colleague (the receiver) for your upcoming proposal, 
offer some constructive feedback and use positive communication to ensure they 
understand the importance of this Activity being done by all. 

SCENARIO FOR THE RECEIVER 

You are a Job Coach working at training centre for people with disabilities. You are part of 
a 4-member team that is responsible for developing the trainees’ work-related practical 
skills and soft skills with the aim of the trainees entering the supported employment service. 
A few years ago, you had the idea organising weekly visits to workplaces with small groups 
of trainees. The trainees meet with managers and employees, find out about the company/
business and job shadow for a few hours. The “Visit a Workplace” program has been running 
successfully for a few years and you are solely responsible for organising these outings and 
accompanying the trainees. When the program first started, a colleague who no longer works 
at your service, was also involved in this program but they were always disorganised, didn’t 
prepare the trainees well enough and didn’t follow-up with the employers. You believe that 
you are the best person for the job. After all, it was your idea!

SCENARIO FOR THE SENDER 
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The Analytical is polite but reserved, logical, fact- and task-oriented. This person’s focus is on 
precision and perfection. Other strengths include persistence, diligence, caution, and a sys-
tematic approach. Weaknesses involve being withdrawn, quiet, reclusive, and even sullen at 
times. If he or she seems indecisive, it’s because of a need to assess all the data. Perfection-
ism can be a fault if the Analytical pushes it too far. This person is definitely not a risk-taker. 
The Analytical needs to be right, and won’t openly discuss ideas until confident in a decision. 
His or her pleasure is accuracy. Pain is to be wrong and criticized.

    •   Wants to know how things work
    •   Wants to be accurate, have accuracy with others
    •   Values numbers, stats, ideas
    •   Loves details
    •   Fears being embarrassed or losing face
    •   Often introverted and hides feelings

QUESTIONS TO THINK ABOUT AFTER THE ROLE PLAY

        If you have a trainee that is an Analytical type of communicator, 
        what should you help them become aware of?
        When you are communicating with an Analytical type of communicator, 
        what do you have to keep in mind?

THE ANALYTICAL

DESCRIPTIONS OF COMMUNICATION STYLES FOR THE ROLE PLAYS
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Devoted, consistent, dependable, and loyal, the Amiable is a hard worker and will persevere 
long after others have given up. They are a team player, cooperative and easy to get along 
with, trustful, sensitive and a good listener. They try to avoid confrontation. They perform best 
in a stable environment, and often have a stabilizing effect on others. Weaknesses include 
indecision and an inability to take risks. Amiables are often too focused on others, conform-
ing, quiet, and passive. They often won’t speak up for themselves, are too compliant and nice. 
They hate change and chaos.

    •   Wants to know “why” why am I doing this
    •   Wants to build relationships
    •   Loves to give support to others
    •   Values suggestions from others
    •   Fears losing trust or having disagreements
    •   Tends to display emotions

QUESTIONS TO THINK ABOUT AFTER THE ROLE PLAY

        If you have a trainee that is an Amiable type of communicator, what should you 
        help them become aware of?
        When you are communicating with an Amiable type of communicator, 
        what do you have to keep in mind?

THE AMIABLE
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The Driver is a high achiever who likes taking risks. This individual is extroverted, strong-
willed, direct, practical, organized, forceful, and decisive. They tell it the way it is and are very 
persuasive. A driver is task- rather than relationship-oriented and wants immediate results. 
They are not concerned with how something is done, but what is being done, and what results 
can be expected. They want to know “What’s going on? What’s being done about it? What you 
should do is …!” The Driver can be stubborn, domineering, impatient, insensitive, and short- 
tempered, with little time for formalities or niceties. They can also be demanding, opinionat-
ed, controlling, and uncompromising. They love power, control, and respect. They hate loss of 
respect, lack of results, and the feeling that they are being taken advantage of.
    •   Wants to know “what” what will this do for me
    •   Wants to save time
    •   Values results
    •   Loves being in control, in charge, doing it their way
    •   Fears giving up control
    •   Often extroverted but does not show emotions

QUESTIONS TO THINK ABOUT AFTER THE ROLE PLAY

        If you have a trainee that is a Driver type of communicator, 
        what should you help them become aware of?
        When you are communicating with a Driver type of communicator, 
        what do you have to keep in mind?

THE DRIVER
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The Expressive is verbally adept, engaging, accommodating, supportive of others, persuasive 
and social. They are relationship- rather than task-oriented. They love to be one of the gang, 
and are always ready for something new and exciting. Additional strengths include enthu-
siasm, diplomatic skills, and the ability to inspire others. Weaknesses involve impatience, a 
tendency to generalize, verbal assaults, and sometimes irrational behaviour. The Expressive 
can also be egotistical, manipulative, undisciplined, reactive, unorganized, and abrasive. The 
Expressive readily exchanges information and life experiences. Their main needs are to be 
appreciated, accepted and recognised. They hate isolation and lack of attention.
    •   Wants to know “who” who else is involved
    •   Values appreciation, applause a pat on the back
    •   Loves social situations and parties
    •   Likes to inspire others
    •   Fear being rejected.

Notes for the facilitators – Work dispute role play

To be discussed with the group after the role plays. Keep the focus on how to communicate 
with trainees (and not colleagues/friends)

When communicating with an ANALYTICAL: 

    •   Be systematic, thorough, deliberate, and precise. 
    •   Be organized, on time and on topic.
    •   Focus on the task and the facts, rather than opinions.
    •   Be prepared to answer many “how” questions. 
    •   Provide analysis and logical reasons for your actions or what you are asking of them. 
    •   Don’t get too personal. 
    •   Recognise and acknowledge the need to be accurate and logical. 
    •   Allow time for research and analysis before decision-making. 
    •   Expect to repeat yourself. Allow time for evaluation Use lots of evidence. 
    •   Compliment the precision and accuracy of the completed work.

QUESTIONS TO THINK ABOUT AFTER THE ROLE PLAY

        If you have a trainee that is an Expressive type of communicator, 
        what should you help them become aware of?
        When you are communicating with an Expressive type of communicator, 
        what do you have to keep in mind?

THE EXPRESSIVE
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TIf you have an ANALYTICAL style, or you want to improve the skills of one of your trainees:

    •   Recognise that not everyone follows linear thought processes and decision-making.
    •   For good working relationships, it is important to consider others’ feelings.
    •   Learn to ask questions that will help you get the information you need.
    •   Ask others questions about themselves if you want to build good relationships
    •   Make sure you understand exactly what a task/job is about, so you don’t waste time 
         collecting useless information.
    •   If you need to ask for more details, make sure you explain how this 
        extra information will help you

When communicating with an AMIABLE:

    •   Be relaxed and agreeable
    •   Maintain the status quo
    •   Be logical and systematic
    •   Create a plan with written guidelines
    •   Be prepared to answer “why” questions
    •   Be predictable
    •   Agree clearly and often
    •   Use the word “we”
    •   Don’t push, Don’t rush
    •   Compliment them as a team player and let them know you appreciate their input
    •   Be a good listener.
    •   Express sincere interest in their feelings, thoughts and personal life
    •   Encourage them to ask questions and share opinions
    •   Resolve conflicts quickly

If you have an AMIABLE style, or you want to improve the skills of one of your trainees:

    •   Recognise that other people’s opinions about a topic are separate from 
        their opinions about you.
    •   Realise that not everyone is comfortable discussing personal topics, 
        allow time for others to open personal topics before asking questions
    •   Respect your own opinion as you respect others’ opinions
    •   Recognise that you don’t have to be friends with everyone, you can keep 
        a professional relationship with some people.



This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

145

When communicating with a DRIVER:

   •   Focus on the task; Talk about expected results
   •   Be business-like and factual
   •   Provide concise, precise, and organized information
   •   Use short, direct sentences
   •   Discuss and answer “what” questions
   •   Argue facts, not feelings
   •   Don’t waste time; 
   •   Don’t argue details and provide lots of background information
   •   Provide options or ask for a specific request or call to action
   •   Limit ‘chatting’ and off-topic conversation
   •   Avoid discussing yours or their personal issues

If you have a DRIVER style, or you want to improve the skills of one of your trainees:

    •   Make an effort to listen actively. Listen to others’ ideas and thoughts
    •   Avoid interrupting
    •   Allow time for chatting at the beginning of work or a meeting
    •   Recognise that others may need to express their feelings/emotions about issues
    •   Communicate your expectations to others (how much time you have, 
        what you want to discuss, the outcomes)
    •   Make an effort to show your appreciation for others’ work and input
    •   Allow time for questions and feedback

When communicating with an EXPRESSIVE:

   •   Focus on developing a relationship
    •   Try to show how your ideas will improve their image/work
    •   Be enthusiastic, open, and responsive
    •   Relate to the need to share information, stories, and experience
    •   Be forthcoming and willing to talk
    •   Ask and answer “who” questions
    •   Remember to be warm and approachable at all times
    •   Work to minimize their direct involvement with details or personal conflicts
    •   Use an agenda with timeframes for each topic/task
    •   Use checklists to help communicate the tasks needed to be done
    •   Praise them in front of others
    •   Gently redirect the conversation back to the topic
    •   Be aware that they may exaggerate
    •   Encourage them to break down their ideas into specific steps and results
    •   Check they are okay with what they have agreed to do
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If you have an EXPRESSIVE style, or you want to improve the skills of one of your trainees:

    •   When you want to share a new idea, make sure you have suggestions 
        on how to put the ideas into action
    •   Respect timelines, deadlines and agendas that you have agreed to
    •   Try to limit talking about personal issues, joking or going off-topic
    •   Make an effort to listen and allow others their turn to contribute their 
        ideas and comments
    •   Make sure your requests are clear with a clear reason
    •   Make an effort to show your appreciation for others’ work and input
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•   To become aware of using online written communication
•   To become aware of using the phone to communicate
•   To learn the steps of making a phone call and practise this skill
•   To become aware of using digital technology to communicate
•   To learn the steps of making an online video call and practise this skill

6. Effective Communication using technology

Objectives

•   Online Written Communication
•   Telephone Communication 
•   Online Video Communication 

•   What should you be aware of when communication online using text?
•   What is important to remember when making and receiving phone calls?
•   What should you be aware of before beginning a video call?
•   What should you be aware of during a video call?

•  Activity 4.6.1 Online Written Communication
•  Activity 4.6.2 Practical Telephone Skills Checklist  
•  Activity 4.6.3 Practical Video Call Skills Checklist

•   A minimum of 1 hour

Content

Linked activities

Duration

Guiding questions
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•   To become aware of the uses of online written communication
•   To practise writing an email, SMS, social media chat

Activity 4.6.1 Online Written Communication

Duration: 20 minutes
Material: PCs, laptops or mobile phones  
Organization of the room: : n/a

To get an idea of how well participants use written communication, ask if they use it, when, 
where and with whom?
(include all possible channels e.g. email, SMS, social media, online forums, chats)
Brainstorm ideas about how they might use written communication when co-training or peer supporting.
Some possible applications may be 
    •   writing instructions on how to do a task
    •   making schedules and programs, daily plans
    •   step-by-step guidelines 
    •   presentation slides
    •   Handouts with information on a topic 
    •   communication on social media with co-workers
The advantages of written communication are precision, documentation and time to respond.
The disadvantages are it is time-consuming, without immediate interaction or feedback.
Present the information about online communication rules and netiquette.
A good email has
    1.   a subject line (this should draw attention to exactly what the email is about, 
           like a newspaper headline)
    2.   the main point/information at the beginning
    3.   language that fits the reader (beware of technical terms, acronyms and if you are 
          not sure include an explanation)
    4.   information organised in a logical way (if there are unrelated issues/topics, 
          it is better to write separate emails)
    5.   Sign off with a polite remark and your name

Provide an opportunity for participants to practise writing emails If you have access to computers or 
they can use their smartphones. If writing emails is not a skill they have or need for the job just practise 
writing an SMS or a social media chat (in the second case, make sure you cover the use of acronyms 
such as LOL, OMG, BTW etc.). Cover the following skills:
    - writing an email/message to one person
    - writing an email/message to a group of people
    - answering an email/message
    - forwarding an email/message
    - adding an attachment to an email/message

Course of the Activity

Duration & Materials 

Synthesis & learning objectives
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4.6.2 Role play Activity and checklist
Create opportunities for role-plays in various contexts and with varying content 
(e.g. casual conversations, formal conversations, dealing with customers).

Practical Telephone Skills Checklist

Before the Call 

       Make sure that you are in a quiet space, free from distraction and in a comfortable position

       Make sure your phone is charged and has a good signal  

During the call 

       Start each call with “Hello this is (first name) from (organisation’s name). 
          Make sure the receiver has understood. 

       Speak clearly and at a comfortable pace, stating the reason you are calling.

       Give the person the opportunity to reply. 

       Listen carefully to what they say. 

      Don’t interrupt but do make encouraging sounds to show you are still listening 
          - e.g. ‘yes’, ‘aha’, ‘I see’. 

Ending the call 

       Be clear about what needs to be done, what happens next.

       Check that the person has understood

       Say goodbye



This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

150

4.6.3 Role play Activity and checklist
Practise using online video calls by creating opportunities for role-plays with one-to-one 
conversations, group meetings, and formal conversations.

Practical Online Video Call Skills Checklist

Before the Video Call 

       Make sure that you are in a quiet, confidential space and in a comfortable position

       Make sure you will be free from distractions (turn of the TV/radio, silence your phone)

       Make sure your internet connection is stable

       Make sure your camera, microphone and speakers are working properly

       Check your appearance (hair, face, clothes)

       Prepare whatever you may need during the call (files, paper, pen)

       Make sure you have a way to contact the people on the call, just in case something goes wrong   

          (e.g. you can’t attend, they don’t attend, there’s a power failure etc.). 

          Write the participants’ emails and/or telephone numbers on paper.

During the Video Call 

       Connect at the agreed upon time

       Check that you can be seen in the video screen (from about the shoulders and above)

       Turn your microphone off if not talking

       Raise your hand if you want to talk (use the icon or do it physically)

       If there is an interruption in your space, excuse yourself, turn off your camera and microphone. 

          When you have dealt with the interruption, return and turn on your camera. 

          Ask if you missed something important.

       Use the active listening skills you have learnt

       When speaking, pay attention to the receivers’ facial expression

       Respect the basic rules of conversation (turn-taking, staying on topic)

       Do not eat during the call

       Do not take photos or record the call (respect the General Data Protection Regulations). 

           If someone else on the call is not respecting these regulations or they are not respecting you, 

           then you end the call.

Ending the Video Call 

       Make sure you have understood what was said and if anything needs to be done. 
           Check that you have noted this down, including dates/times.

       Say goodbye

       Leave the meeting. Make sure you have pressed the “Leave meeting” or “End meeting” icon.

       Close the online meeting platform window.
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Module 5 
Self-Management

Framework

Objectives

Finding and keeping a job or a voluntary position implies to master some self-management skills 
related to social expectations and workplace legislation. To support disabled people on this topic, 
it is important to reflect on the difference between autonomy and independence. Self-management 
not only refers to practical tasks but also to social roles that one’s seek. 
“Sometimes the focus upon people’s impairments obscures the realisation that people are also 
very devalued by their society and community. Devaluation brings social repercussions to people’s 
situations that can be more impactful and pervasive than the intrinsic impairments that occupy 
much our attention”

“Sometimes the focus upon people’s impairments obscures the realisation 
that people are also very devalued by their society and community. Deval-
uation brings social repercussions to people’s situations that can be more 
impactful and pervasive than the intrinsic impairments that occupy much 
our attention” 1

This aim of this module is to help you reflect on concrete ways to strengthen the autonomy and 
independence of disabled people. In order to do so, you need to understand the concept of social role 
valorisation and be aware of the risk of devaluation. It will help you deconstruct how you tackle the 
topic of self for disabled people to avoid imposing your personal views and perceptions onto others. 
At the end of the training, you’ll understand how to help disabled people define their needs in terms of 
self-management and find their own motivation to achieve their goals.

1 John Armstrong (2006). The Application of Social Role Valorization in Supporting People with an Intellectual Disability – An Overview URL: 
https://socialrolevalorization.com/wp-content/uploads/2019/04/Armstrong2006-SRVandIntellectualDisability.pdf 

Structure 
The following structure presents the objectives and contents that are included in each workshop, 
using guiding questions to ensure the generation of change.
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•   Understanding what self-management skills are
•   Identify your needs in terms of self-management skills and abilities
•   Make choices to build the training with the trainers 
    (understanding the pros and cons to leaving out some parts)
•   Develop concrete skills and abilities that will help you in your work environment

Self-Management

Objectives

1.   The difference between autonomy and independence
2.   Identify your needs and strengthen your abilities to make choices
3.   Develop your self-management skills and knowledge with a tailored training session:
      •   Maintaining physical and mental health 
      •   Travel to work
      •   Organisation skills
      •   Money management
      •   Recruitment process
      •   Workplace’s basic legislation

•   What is the main difference between independence and autonomy?
•   Can you live an independent life or be autonomous if you have a disability 
    or long term health condition?
•   When making a decision, can you identify the pros and cons of your choice?
•   Are you aware of the different workplace expectations and social codes?

Contents

Guiding qestions
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•  Activity 5.1.1 Charlie’s choice
•  Worksheet 5.1.1 Charlie’s choice
•  Handout 5.1.1 Charlie’s choice
•  Activity 5.3.1 Dream job
•  Worksheet n°1 – 5.3.1 Dream Job
•  Exercise Sheet n°2 – 5.3.1 Dream Job
•  Activity 5.3.2 The 5 whys
•  Activity 5.4.1 Autonomy assessment questionnaire
•  Activity 5.4.2 Being in good health
•  Handout 5.4.2 Being in good health
•  Activity 5.4.3 The importance of appearance
•  Handout 5.4.3 The importance of appearance
•  Worksheet 5.4.3 The importance of appearance
•  Activity 5.4.4 Getting to work
•  Worksheet 5.4.4 Getting to work
•  Activity 5.4.5 How to decide?
•  Worksheet 5.4.5 Eisenhower Matrix
•  Handout 5.4.5 SMART Goals
•  Handout 5.4.5 Prioritizing Tasks
•  Handout 5.4.5 The Eisenhower Matrix
•  Activity 5.4.6 Setting up a budget
•  Handout 5.4.6 Setting up a budget
•  Activity 5.4.7 Recruitment process
•  Worksheet 5.4.7 Recruitment process
•  Handout 5.4.7 Recruitment process
•  Handout 5.4.8 Company’s internal regulations

Linked activities

Duration

•   A minimum of 4 hours until the autonomy assessment
•   The length of the training will then depend on the activities selected
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1.  The difference between autonomy and independence 

2.  Identify your needs and strengthen your 
     abilities to make choices

The level of independence often varies through life. The most common variation is when we become 
more dependent as we age, as your brain, nervous system and body functions gradually decrease. 
This can lead us, at some point, to require physical assistance from some technical equipment or from 
other people. 
During this time our level of autonomy often stays the same, our decision making is not equally impact-
ed by your physical decline. We retain the ability to make choices. 
Your autonomy can only be deprived by law, if at some point you might become harmful to yourself 
or others.  
As a future co-trainer or peer supporter, you’ll need to consider the fact that everyone can be autono-
mous in their choices and that in your role, you’re expected to give advice and transmit information. 
However, you will have to accept that the person receiving the advice or information from you, has the 
right to choose whether to follow it or not. Your responsibility is only to transmit the information or 
advice, and it is the receiver’s responsibility to decide what to do with it. 
This means that to enhance the chance for the person to follow your guidance, you need to train your 
transmitting skills. 
And that is exactly what you are doing by following this module.

Activity 5.1.1 Charlie’s choice to reflect on the concepts of autonomy and independence and 
practice in a real-life situation.

The 10 dimensions of self-management

Self-management is the ability to understand and control everything that happens in your mind and 
your body. It helps in education, work and life. It can be divided into 10 categories: 
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Self-awareness

Knowing yourself as an individual – 
your values, likes, dislikes, strengths 
and weaknesses

Self-confidence

Believing in yourself, that you can do any 
task given to you and you’re not scared of 
taking calculated risks

Self-motivation

Doing tasks on your own without any 
external motivation

Positive thinking

Expressing certainty or affirmation even 
in tough situations

Time management

Achieving tasks on time and according to plan

Self-control

Ability to control your behaviour, 
discipline, etc.

Problem solving

Understanding a problem and finding 
a solution using a step-by-step method

Personal hygiene and grooming

Keeping yourself clean, healthy, and smart

Teamwork

Working together with people to 
accomplish shared goals

Goal setting

Planning concrete goals to be accomplished 
within a set timeframe
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Activity 5.4.1 The Autonomy Assessment Questionnaire lists the skills that will prove useful when look-
ing for a job or a voluntary Activity. It’ll help you identify the ones that you could develop. You can always 
choose, not to, if you understand the ins and outs of your choices. 

Activity 5.4.2 Being in good health comes with a HANDOUT that contains the essential information. 
It will help you be aware of the importance of good personal hygiene and good appearance and learn 
strategies for maintaining them.

3.  Develop your self-management skills 
      and knowledge with a tailored training session

The need to develop a vision

A vision gives you direction and a larger purpose. It will allow you to evaluate your immediate goals 
and priorities by assessing to what extent they contribute to your future aspirations. 
A few suggestions:
    a)  Setting goals to identify your path
It will help you and the person you’re supporting to see the path ahead and later make small and big 
decisions. 
    b)  A vision to get through obstacles
If you’re struggling somewhere along the way, it will be easier to maintain your motivation and pursue 
your efforts if you have a clear vision of your objectives. It will also help you identify what is a priority, 
a necessity and/or an urgency. 
To have a vision will create a feeling of achievement each time you’ll reach a goal that will fuel your 
motivation to keep on working in that direction. 
    c)  Set your expectations
What is success? When will you consider that your efforts have paid off? Having a vision helps you define 
what success will look like for you. It will free you from the expectations of others to focus on what really 
matters to you. It will allow you to be more confident in your decisions. 

Activity 5.3.1 Dream Job to explore your interests, values, and personality traits to potential career paths. 
Why is change so hard for most people? From a young age we are introduced to change, some more 
often than others, and somewhere along the way we form our own perceptions on the subject. The idea 
of change is often attached to a perception of risk or fear. We talk about “resistance for change”. To over-
come this state, you’ll need to find your own motivation.

Activity 5.3.2 The five Whys is an interviewing technique that will help you reflect on your choices and 
identify the sources of your motivation.
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Activity 5.4.3 The importance of appearance focuses more on the explicit and non-explicit dressing 
codes. It will help you understand the difference between formal and informal dress codes and how to 
dress for your specific place of work. It comes with a HANDOUT that contains the essential informa-
tion.
The lack of mobility or the lack of knowledge of the current transport possibilities is a major obstacle 
to access to employment. If cars often occupy a predominant place in our European societies, other 
solutions exist.

Activity 5.4.4 Getting to work is the opportunity to make an inventory of the travel possibilities available 
in your context, to choose them according to your needs, and to be able to use them independently and 
safely. This Activity can also be practice in real life to test different means of transportation.
If you learn how to prioritise, it will help you relieve stress and anxiety as well as improve your efficiency 
and productivity in life and workplace.

Activity 5.4.5 How to decide will present you a decision matrix and introduce you to the concept of 
SMART goals. It comes with a WORKSHEET and a HANDOUT.

Activity 5.4.6 Budgeting is a HANDOUT and an Activity to learn how to read a bank statement and man-
age a budget.
To understand the complete process of a job recruitment from the job offer, until the interview, you can 
read the HANDOUT and do the following Activity:

Activity 5.4.7 Recruitment process will help you decode a job offer, understand the process of recruit-
ment, and prepare for job interviews.
After you’ll find a job, you’ll need to be aware of the specific regulations that your company may have 
set up. The following Handout guides you to understand the main rules that apply in a work environ-
ment and helps you identify where to find the information.

HANDOUT 5.4.8 Company’s internal regulations 
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To reflect on the concepts of autonomy and independence and practice in a real-life 
situation to which the participant can identify.
-   To reflect on the difference between Autonomy and Independence
-   To reflect on what the trainees would have done in this situation. 
    Which advice would they give to Charlie?
-   Identify your own prejudices

Activity 5.1.1 Charlie’s choice

Duration: 30  minutes
Material: 
-   The handout about autonomy and independence (below)
-   The worksheet printed with pen
-   A white or paper board with markers
Organization of the participants: 
-   In a circle to facilitate the conversation between the trainees
-   If they have difficulties to speak in large group, you can organise small ones

1)   Read the situation to the participants:

“Charlie has a mental disability but know how to count. His mother is doing his budget. 
He doesn’t want to learn how to do it by himself.”
Reassure the group that there is no right or wrong behavior in this situation. 

2)   In small or big group, ask them to reflect on the following questions, one by one. 
       You can write the answers on the paper board better reformulate and sum up 
       at the end of the Activity.

-   Is Charlie independent? 
-   Is Charlie autonomous?
-   What the pros and cons of his situation?
-   Should he take a course about budgeting to be able to manage by himself?
-   What will happen if his mother can no longer do his budget?

Duration & Material

Course of the Activity

Synthesis & learning objectives
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Possible ins and outs: 

Charlie doesn’t have to worry about doing his budget 
Charlie doesn’t have to learn how to do a budget 
Charlie is keeping a close relationship with his mother 
Charlie is dependent from his mother 
Charlie is not meeting the societies expectations regarding adults to self-manage 
their budget 
Charlie’s mother may question his spending choices 
 
3)   Ask the group if their answers would be different if Charlie didn’t have a disability? 
       Or if it was his partner and not his mother doing the budget?

4)   You can summarise by saying that: 

Charlie is freely choosing not to be independent about his budget. In this case, Charlie is an 
autonomous person who took the decision to let his mother do his budget as long as she 
agrees to. According to the definition of autonomy, to respect his autonomy, you should not 
impose a restriction on a voluntary action unless it harms others. To question his choice and 
understand the impact his mental health condition may have, you would have to make sure 
that Charlie understands the ins and outs of his decision.

5)   Share some reflections: When people make decision to smoke, we often identify this
      decision as the result of an unreasonable choice that will have an impact on the person’s 
      well-being. It is important to keep in mind that the exercise of one’s autonomy can lead to
      make choices that will cause direct or indirect harm and might not be in their best interest, 
      even in the case where the person doesn’t have a disability. 
      When working with disabled people, especially with mental health conditions, most of 
      the time we tend to help them become as independent as possible regarding the limita
      tion caused by disability without recognizing the strategies that they choose to imple
      ment to avoid doing things they don’t want to as an expression of their autonomy 
      to decide by themselves. 
      In the situation of Charlie, we could argue that if one day the arrangement with his mother
      is void or the inconvenience outweighs the benefits, he will use his free-will and his 
      abilities to define a new strategy.

Top Tips

To tackle this topic, you can also print the table below and ask the participants to link 
the correct affirmations.
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Worksheet 5.1.1 Charlie’s choice

It’s time to do your budget, 
I’ll do it for you

I need to do my budget, but I don’t know 
how, can you do it for me?

I need to do my budget; I’ll do it later

You should do you budget, p
lease do it now

1

2

3

4

A

B

C

D

My choice, my action 
(Autonomous and Independent)

My choice with the help of other 
(Autonomous and not independent)

Not my choice, my action 
(Not autonomous and Independent)

Not my choice, not my action 
(Not autonomous and not independent)

Link the correct statements.
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Some definitions …

Independence 2

“Someone’s independence is the fact that they do not rely on other people.
The state or quality of being independent, meaning capable of action for yourself or on your own.”
As you get older, you might lose your ability to be independent and may need others to do things for you. 
Sentence you will use in this case: I need help, could you do that for me please, assistance-needed etc.

Autonomy 3

“To be autonomous is to govern yourself, to be directed by considerations, desires, conditions, 
and characteristics that are not simply imposed externally upon you but are part of what can 
somehow be considered your authentic self.”

In this sense, Autonomy is seen as a value, an expression of free-will. 
Sentence you will use in this case: I want, I would like, I desire, I choose, etc.

Autonomy --› The possibility to express a choice
Independence --› Practical ability to exercise your autonomy, to act on your own

        There is a limit to your autonomy when the interests of others must be protected. 

Handout 5.1.1 Charlie’s choice

2 Collins English Dictionary. Copyright © HarperCollins Publishers
3 Stanford Encyclopedia of Philosophy
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7  Thomas, Susan, et Wolf Wolfensberger. “5. An overview of Social Role Valorization”. Flynn, Robert J, et Raymond Lemay. 
A Quarter-Century of Normalization and Social Role Valorization : Evolution and

Explore your interests, values, and personality traits to potential career paths
-   Reflect on you past dreams and present passions
-   Learn from your role-models and their achievements

Activity 5.3.1 Dream Job

Duration: 1 hour 
Materials: 
-   Print the Worksheet below
-   A pen for each participant
Organisation of the participants: 
-   Each participant works on its own or in pair if some have difficulties 
    to express themselves or read

1)   Explain the Activity to the participants
Each participant will fill-in the questionnaire to reflect on their past and present dream job. 
Then you will take some time to discuss your answers with your peers or with the trainer.

2)   After the completion of the questionnaire, you ask them the following questions:
      -   How do you know when you’ve found your dream? Can dreams change?
      -   How did someone you know (personally or a famous example) discover their dream?
      -   What do your loved ones expect from you in terms of your career choices? 
          How do you feel about these expectations?

Guiding questions can also be:

      -   What would be the ideal situation? 
      -   Why do I think this situation would be ideal? What are my expectations?
      -   Identify what is important for you: what do you believe in, 
          what do you want to see changed or remain the same?
      -   Be creative: think outside the box to find accomplishments that really excite you.

3)   You can have the participants fill-in the 2nd exercise sheet to reflect on their role-models

Course of the Activity

Duration & Material

Synthesis & learning objectives

Top Tips

The participants can answer with words of images if it helps them.
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As a kid, what did you want to be when you grew up? 
(If you had multiple dream jobs, just pick one)?

•   

•   

•   

Why was this dream job so appealing?

What skills would this job require?

What kind of personality traits would be an asset in this job?

Do you still want to have this dream job? Why or why not?

Exercise Sheet n°1 – 5.3.1 Dream Job

Explore your past and your passion to help you define your dream job.

When you were little
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Would you rather work:

           Alone       or                  With people

How do you want to spend your days? (In hours or percentage)

Work  ______
+ Studying ______      (optional)
+ Fun   ______
+ Family ______
+ Sleep ______

Total  =  ______      (24h or 100%)

How much time are you willing to spend to get to your job? 
And how do you want to get there? (E.g., car, public transportation, by foot etc.)

Are you willing to work hard to improve in your job? 

Name one of your passions:

____________________________________________________________________________________________________

Do you think, talk, or read about this interest frequently or occasionally?

____________________________________________________________________________________________________

If this interest became difficult or tiring, would you keep doing it anyway?

____________________________________________________________________________________________________

Does this interest ever cause worry or anxiety?

____________________________________________________________________________________________________

Does this interest challenge you in a meaningful way?

____________________________________________________________________________________________________

Now as an adult
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We all need role-models to inspire us. Answer the following questions to discover what you admire 
about one of your role-models and their career.

Name one person you admire (living or deceased, it can also be a family member)

_____________________________________________________________________________________________________

Which of their accomplishments do you admire most? Why?

Which of their personality traits do you admire most? Why?

How could you emulate your hero in your own life?

Worksheet n°2 – 5.3.1 Dream Job
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-  To learn how to use an interviewing technique
-  To reflect on your choices and career path

Activity 5.3.2 The five Whys

Duration: 45 minutes
Material: none
Organisation of the participants: 
-   Face to face interaction followed by a group discussion

1)   Explain the Activity to the participants
       You will be divided in groups of 2. One will play the interviewer, the other one will be       
       interviewed. Discuss the job path you envision to follow. You, as the interviewer begin 
       by asking “What is your dream job, and why?” Then listen to the answer 
       (at least for 2 minutes without talking). 
       Then ask the question “But why?” and listen to the answer. This continues until the 
       question “why” has been asked 5 times. It should take you between 10 and 15min.

2)   The interviewer then rephrases, without giving your opinion and focus on the positive   
       (5min): In pairs, you are still the interviewer, continue the Activity by summarising what 
       the person has just said without giving your opinion. Rephrase, feed back to the person, 
       while trying to be precise and objective. Use positive sentences as much as possible 
       and avoid negations. Emphasize the positive aspects of the other person’s speech, 
       for example the successes and the strengths. 

3)   Reversing the roles (15min): Do the same, only now you are the one being interviewed.

4)   Afterwards, discuss how you felt and what you saw in a group of other co-trainer 
       trainees. Were you able to identify your own motivation? 
       Were you able to identify motivation of the other person?

Depending on the speech abilities of the participant, give them more or less time to do 
the exercise. It should be a fluid discussion.

Course of the Activity

Top Tips

Duration & Materials

Synthesis & learning objectives
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5.4.1  Activity Autonomy Assessment Questionnaire

YES     IMPORTANT    N/A      COMMENTS

YES     IMPORTANT    N/A      COMMENTS

YES     IMPORTANT    N/A      COMMENTS

You know the importance of good personal hygiene

You identify the need to wash (morning, evening, afternoon effort...)

You know the different type of products: shampoo, soap, toothpaste…

You’re able to maintain a balanced diet

You regularly participate in physical activities

If you agree with the statements mark 1 in the Yes column. Then mark 1 in the Important column 
if it is an important topic for you. If the statement doens’t apply to you, write 1 in the ‘not applicable’ 
(N/A) column. The results will help the trainer and the trainee build a customised training program 
within Train the Comepetent Workbook - Module 5 Self-Management 

You’re able to set long-term goals

You’re able to set short-term goals

You’re able to plan and carry out daily tasks and activities

You’re able to organise materials and space

You’re able to solve problems and make decisions

You’re able to reduce your stress level

You respect your sleep cycles

You know how to deal with loneliness

You make a creative use of leisure time

You participate in social activities

You can choose your clothes according to weather conditions

You dress according to different activities (work, sport, etc.)

You know how to keep your clothes clean

You know when to go to the hairdresser

You can anticipate the price of the journey

You can identify signs and leaflets

You know how to keep your clothes clean

You can find the train platform or the bus stop

You can determine the departure and arrival time
You can determine the departure and arrival time

You can identify your route

You can apply road safety rules

MAINTAINING MENTAL HEALTH

MAINTAINING APPEARANCE

MAINTAINING PHYSICAL HEALTH

USE OF PUBLIC TRANSPORTATION

GET AROUND SAFELY

SETTING GOALS AND PRIORITIES

1)   MAINTAINING PHYSICAL AND MENTAL HEALTH

2)   USING A TRANSPORTATION SYSTEM

3)   ORGANIZATION SKILLS

YES     IMPORTANT    N/A      COMMENTS

YES     IMPORTANT    N/A      COMMENTS

YES     IMPORTANT    N/A      COMMENTS
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YES     IMPORTANT    N/A      COMMENTS

YES     IMPORTANT    N/A      COMMENTS

YES     IMPORTANT    N/A      COMMENTS

You’re able to set daily schedules 

You identify the need to wash (morning, evening, afternoon effort...)

You already read an internal regulations document 

You know the opening hours of your company

You know the sanctions if you break the rules

You are punctual (at work, at meetings)

You finish work on time (meet deadlines)

You can identify money

You can count money

You know the order of different amounts of money

You know your monthly incomes

You know your fixed expenses

You know your regular expenses

You know your occasional expenses

You have been employed before

You know the recruitment process

You have been in a recruitment interview

You know how to read an account statement

You know how loans work

AT WORK

BUDGETING

PRIORITIZATION PROCESS

FINANCIAL AWARENESS

GET AROUND SAFELY

4)   TIME MANAGEMENT 

6)   RECRUITMENT PROCESS 

YES     IMPORTANT    N/A      COMMENTS

5)   MONEY MANAGEMENT

YES     IMPORTANT    N/A      COMMENTS

YES     IMPORTANT    N/A      COMMENTS

7)   UNDERSTANDING A COMPANY’S RULES
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-   To be aware of the importance of good personal hygiene
-   To learn strategies for maintaining good personal hygiene
-   To be aware of the importance of good appearance
-   To learn strategies for maintaining a good appearance

Activity 5.4.2 Maintaining a good health

Duration: 30 minutes
Material: none
-  The printed Handout about physical health
-  Pen / pencil, notepad, or sheets of paper
Organisation of the participants: 
-   In groups of 3

1)   Form groups of three participants. Each group will prepare a role-play on any of the 
following situations.
Within each group, two members act out the situation and the third member will observe 
and makes notes on what went well, what could have been better and what part of the for-
mation module were displayed in the role-play.
The situations:

a)   One of your classmates often gets left out from activities and games in school. He/she 
has body odour (bad smell) issues, so other classmates avoid including him/her in class-
room activities and games. You have decided to help by talking to him/her about personal 
hygiene and grooming.

b)   You have recently gone through the lesson on personal hygiene and sanitation and have 
understood its importance. You have a neighbour who often throws garbage in public areas, 
and you decide to teach him/her about the importance of health, hygiene, and sanitation.

c)   You are the class monitor. One of your classmates is very sick and sometimes ends up 
spreading the germs in the class. You must talk to your classmate about his/her personal 
hygiene and cleanliness practices.

Synthesis & learning objectives

Duration & Materials

Course of the Activity
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2)   You can do a brainstorming Activity with the group. 
Ask them the following questions: What do you do to care for yourself and your body? 
What do you do to look good and to smell good?

Write the ideas on a flipchart. Focus on the suggestions related to personal hygiene. 
Help participants by asking them to think of an outing they like going to, 
and what they do to get ready for it?

Remember some of the benefits of good personal hygiene: 

-   Staying healthy 
-   Looking and smelling good 
-   Reducing the likelihood of illness and disease
-   Feeling accepted amongst peers and in public 
-   Receiving praise, compliment, and recognition for efforts

Talk about what happens if you don’t care for your personal hygiene. Questions to prompt 
the discussion: What happens if you… don’t brush your teeth? … don’t have a shower?

Discuss the consequences of bad personal hygiene. Provide concrete examples related 
to working situation. For example, what happens if:

-   A hairdresser has bad breath
-   A waiter has unwashed hair and clothes
-   A butcher has uncut and dirty fingernails

Discuss with the group what we do daily, weekly and monthly to maintain good personal 
hygiene. Set the rules for good personal hygiene practice. Talk about the minimum accepted 
frequency as well as the duration. Engage the discussion on ways to remember such as 
using a reminder on a mobile phone or phone apps.
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1.   Personal hygiene is the practice of keeping our body and clothing clean. 
      It helps us to have overall health and well-being.

2.  Taking care of our personal hygiene is something that we can do by ourselves daily. 
     The human body can provide places for disease-causing germs and parasites to grow 
     and multiply. These places include the skin and in and around the openings to the body. 
     It is less likely that germs and parasites will get inside the body if people have regular 
     good personal hygiene habits.

3.  The support needs of adults with disabilities will vary and it is important to have realistic 
     expectations and consider what support will help the person to develop independence. 
     A person may have problems with learning these new behaviours and skills, knowing 
     when and how to do specific hygiene activities, and working out what to do when they 
     come across a problem.

4.  Personal Hygiene Rules

     •  Wash your hands with soap frequently 
        (always after going to the toilet and always 
        before preparing and/or eating food). 
     •  Brush teeth at least once a day 
        (especially after breakfast and immediately before going to bed).
     •  Change your toothbrush once it loses its shape.
     •  Wash your body every day. 
     •  Wash your hair with shampoo at least twice a week.
     •   Keep your hair free of dandruff.
     •  Check and if needed cut fingernails weekly and toenails every two weeks.
     •  Change your underwear and socks daily.
     •  Wear clean clothes. Dirty clothes should be washed with laundry soap 
         before wearing them again.
     •  Hang clothes in the sun to dry. The sun’s rays will kill some disease-causing 
        germs and parasites.
     •  Turn away from other people and cover your nose and mouth with a tissue 
        or your hand when coughing or sneezing. 

Handout 5.4.2 Maintaining good health

Content
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5.  Strategies for remembering:  
 
         •  Doing something at the same time every day helps us to remember because it becomes 
            part of our daily routine.  Similarly, doing something on a specific day each week also 
            helps us remember.
        •  Create a checklist for use at home depending on the needs of the group members. 
           Adapt the tables for other gender specific needs (e.g., menstruation, shaving).

6.  Appearance:

         •  Appearance has to do with the way we dress and look. It is important to make sure you 
            look presentable. Your appearance can either send the message that you are confident, 
            smart and sincere or that you are the opposite of these qualities.
         •  Dressing and grooming are important because they help us:
                    •  look smart
                    •  feel confident about ourselves
                    •  make a good impression of ourselves
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To understand dressing codes both formal and informal:

     •  Understand the value of appropriate clothing
     •  Understand the existing regulations on dress codes 
        (General rules and specific cases specific to each country)
     •  Understanding social expectations
     •  Know how to identify an appropriate outfit

Activity 5.4.3 The importance of appearance

1)   Ask participants what the expression “dress for success” means to them
“Each workplace is unique in its dress code. Depending on the specific dress 
code for a company’s environment, employees will need to follow the code for 
business professional, business casual, or casual.”

2)   Share the Dress Codes Activity sheet. Ask them to identify what makes the 
items of clothing not suitable for the workplace environment.

Duration: 30 minutes
Material:     
     •  Dress code Activity sheet and Handout printed for the participants
     •  Handout and worksheet printed 
     •  Pens / pencils
Organisation of the participants: 
     •  In a large group

Duration & Materials

Course of the Activity

Synthesis & learning objectives
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There are 3 categories of clothing:

Business professional is at the highest level of the dress code. It is formal, usually a dark 
business suit, a long sleeves shirt with a tie, and dress shoes. For women, it’s a suit with 
a skirt or pants, or a dress, and closed-toe shoes preferably with a heel.

Business casual is the most common dress code in companies nowadays. Clothing should 
be formal and nice. Shirts, pants, blouses, sport jackets, and skirts can be worn. You cannot 
wear sneaker shoes or flip-flops.

Casual wear is a bit difficult to understand. It should still be work appropriate, 
which means neat and formal. Jeans can be OK with polo shirts or button-downs. 
A T-shirt may be acceptable if it is in good condition and does not have a slogan or ad on it. 
Skirts should be knee-length or longer. Hats are not appropriate in the workplace. 

     •  Do you think your wardrobe is appropriate for the job you’re seeking?
     •  What is the worst thing that can happen if you dress inappropriately 
        for a job or a job interview?
     •  What are some positive things that can happen from dressing appropriately?
     •  What does the expression “dress for the job you want to have” mean 
        as a part of today’s discussion?
     •  Why is having a working knowledge of good clothing choices important?

Guiding questions
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According to a French popular adage, “If the habit does not make the monk, it allows you 
to enter the abbey”.   

 1)   Introduction to the issues of dress codes: 

The freedom to dress as we see fit constitutes an individual freedom. However, this is not 
a fundamental freedom, such as respect for political opinions or religious convictions, 
which they cannot lead to any discrimination.  The employer can therefore impose a dress 
code, if the wearing of it is justified as well as constraints on the physical appearance of 
the individual (length of nails, hair, visible tattoos etc.). The various courts of justice have 
confirmed the legal principle according to which “no one may impose restrictions on the 
rights of persons and individual freedoms which are not justified by the task to be accom-
plished, nor proportionate to the aim sought. “ 
Legitimate reasons would be that you represent the company 
(ex: black suit required at the reception desk of a bank, police uniforms), or for health 
and safety measures (ex: medical uniforms, chef’s hat or personal protective equipment).     

Why a dress Code?

Handout 5.4.3 The importance of appearance

Content
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2)   The different types of professional clothing and their functions:   
    
The different categories of professional clothing that may be required by the employer are:  
Uniforms: police, firefighters, soldiers, etc. The uniform represents a function. 
The colours, cuts and badges of the outfit should immediately allow citizens to identify 
the person’s profession. Wearing this outfit is prohibited for any person not exercising this 
function. The uniform can also have a protective role (e.g.: bulletproof vests)         

Work clothing:
    
According to the regulations in force in each country and in each company, the employer 
can impose work clothing. In this case, it is generally provided by the employer, its mainte-
nance is ensured either by the employer or by the employee. This is a garment that is not 
used outside of the workplace. 
It allows primarily not to get dirty, not to damage his own clothing and avoid cross 
contamination. They are worn in industries, the health sector, catering etc. 

                             The branded clothing: 
    
The branded clothing or accessories (e.g., T-shirt, cap etc.) bears the name or company’s 
logo. It allows the identification of the employees and it participates to the communica-
tion of the company by relaying an image consistent with its values. The colours, logos, 
materials are chosen so that the culture of the company is apparent and stands out from 
others. 

Source: www.pictoselector.eu
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This involves wearing a suit or a complete uniform, provided by the company. 
It enhances the image of the company but above all reflects its identity. We find so-called 
“corporate ” clothing in airlines, large hotels, in certain perfume shops, etc. Unlike branded 
clothing, this is a complete outfit that does not necessarily have the company logo on it.

PPE is mandatory in some structures if the work exposes to a health and safety risk. 
It doesn’t necessarily eliminate the risk but can considerably reduce its impact 
(e.g.: surgical mask, protective visor, earmuffs etc.). They can be complementary to the 
work clothing mentioned above. 

To find out the professional clothing necessary for the position held, the employee can 
question their superiors.
Adapting to implicit dress codes is important to facilitate an individual’s career path and 
integrate into the company / work environment. Sharing the dress codes of your environ-
ment helps develop the feeling of belonging.
Depending on the corporate culture, professionals can be dressed casually 
(e.g., high-tech companies like Google, Facebook etc.) or strictly (e.g., banking sector 
or funeral directors). Work clothing must also be adapted to the weather.
To position themselves, the professional can observe their colleagues or question their envi-
ronment (e.g., possibility of putting on shorts in summer? Identifying the colours worn etc.).

The “corporate” outfit: 

Personal protective equipment (PPE):  

3)   Have an appropriate outfit      
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Identify if it’s appropriate for a workplace environment. 
Would you wear it? Share your opinion with other.

Worksheet 5.4.3 The importance of appearance
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     •  To be able to read and find a path on a map
     •  To find a time on a schedule
     •  To practice in real life 

Activity 5.4.4 Getting to work

Synthesis & learning objectives

Duration: 45 minutes
Material:       
     •  Blackboard/paperboard/sheet of paper pinned on a wall and markers
     •  One or several computers with an Internet connection or one or several 
        paper maps of the area with public transportation information
     •  A public transportation time schedule (on paper or on a website)
     •  Worksheet “Getting to work” printed for the participants with coloured pencils
Organisation of the participants: 
     •  You can do the Activity with the whole group or in subgroups of 2 or 
        more depending on the autonomy of the participants.

1.   Knowing the means of transportation:
Ask the participants what type of transportation system they know (all kinds), 
and write the answers on a blackboard/paperboard/sheet of paper pinned on a wall…
Ask them what mean(s) of transportation they used to arrive at the training venue, 
and then write the answers on the board.
Once everyone has answered, ask them if they possibly could have used the others 
means of transportation, and why they have chosen the one(s) they used (no other exist-
ing possibilities, too much time travel, complexity, security feeling, walking distance…).
You may ask the participants what mean(s) of transportation they would use to go to:
     •  The Capital city (or other main city in the Country)
     •  The closest theatre or sport stadium
     •  The closest shopping center/Mall
     •  Etc.
Identify the pros and cons of each mean of transportation. 
To do so, you can use the worksheet below.

Duration & Materials

Course of the Activity
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2.   Reading a map:

Prior to the training explore the area of the training venue in terms of possible means 
of transportation, secure path etc. 
Open a paper map or a mapping platform or software of your choice (Google Maps, 
Mappy, Microsoft Bing, Google Earth, OpenStreetMap, etc.)
Enter the address of the training venue in the search bar and show the transportation 
facilities surrounding the building (bus/tram/train stations, public parking…). Identify 
the safest path.
Ask a participant to enter their address to create an itinerary to reach the training ven-
ue. Ask the group to reflect on the pros and cons of each available proposition (travel 
time, prices, complexity, accessibility, comfort, security…). To do so, you can use the 
worksheet below.

3.   Find a schedule 

Bring some schedule leaflets of the local transportation providers and explain how to 
plan a trip according to the departures/arrival possibilities (or explore their website).

4.   Real life practice/game

Organise with the group one of the trips planned during the training. It can be how 
to get to the nearest bus station, how to buy tickets, or more complex journey. 
The goal is to put a small group of participants in charge. 

     •  What means of transportation do you know/are there in your local area?
     •  What are, according to you their pros and cons?
     •  How can you get to “A”, are there other ways? 

     •  “Top ten mapping APIs”: article presenting 10 mapping platforms  
or software/application (2015)

Guiding questions

Resources:

https://www.programmableweb.com/news/top-10-mapping-apis-google-maps-microsoft-bing-maps-and-mapquest/analysis/2015/02/23 
https://www.programmableweb.com/news/top-10-mapping-apis-google-maps-microsoft-bing-maps-and-mapquest/analysis/2015/02/23 
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Use coloured pencils to illustrate the pros and cons of each mean of transportation 
you have in your surroundings. Red : Cons / Yellow : Neutral / Green : Pros
You can add a criteria in the last column. 

Worksheet 5.4.4 Getting to work

Mean of 
transportation

Feeling of 
safety

Accessibility 
/ comfort

Flexible 
/ reliable

Trip 
duration Cost
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     •  To learn how to prioritize your tasks with the Eisenhower Matrix
     •  To learn how to use SMART goals
     •  To practice priorisation skills

Activity 5.4.5 How to decide

Duration: 45 minutes
Material:      
     •  Blackboard/paperboard/sheet of paper pinned on a wall and markers
     •  One or several computers with an Internet connection with a sound system
     •  Online video 
     •  Worksheet “The Eisenhower Matrix” printed for the participants with pen
     •  Print the Handouts for the participants
Organisation of the participants: 
     •  Everyone works independently

1.   Have the participants watch the video on prioritizing with Eisenhower matrix on 
      YouTube© 

2.   Distribute the Worksheet “The Eisenhower Matrix”

Ask the participants to complete the Action box with the correct verb.
The correct answer is as follow:

Synthesis & learning objectives

Duration & Material

Course of the Activity

Important Do

Delegate Declutter

Schedule

Urgent Not Urgent

Not Important

https://www.youtube.com/watch?v=czh4rmk75jc
https://www.youtube.com/watch?v=czh4rmk75jc 


This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

183

3.   Explain a situation for which the participants will have to organise their actions 
      according to the Eisenhower Matrix. (Adapt this example to your situation)

“Today is Monday, you have an important job interview on Friday that you need to prepare 
for. You’ll need clean clothes. You must buy a gift for friend’s birthday Saturday night. The 
screen of your phone has some splinters that you need to repair. You still haven’t done a 
photo album of your last holidays.”

Identify all the actions needed to complete those tasks, then place them in the matrix. 
Reflect with the participants on how to act according to the “Action verb” in each box e.g., 
Urgent/ Not important = Delegate: could you ask someone else to do the tasks that you 
wrote in this section?

4.  Read the Handouts with the participants and practice creating SMART Goals. 
     Ask them if they are familiar with the process suggested to prioritise tasks.
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1.   Each box corresponds to a verb. Place them correctly: 
      DECLUTTER, DELEGATE, DO, SCHEDULE

2.   Fill-in the matrix to prioritise your actions in this situation:

“Today is Monday, you have an important job interview on Friday that you need to prepare for. 
You’ll need clean clothes. You must buy a gift for friend’s birthday Saturday night. 
The screen of your phone has some splinters that you need to repair. 
You still haven’t done a photo album of your last holidays.”

Worksheet 5.4.5 Eisenhower Matrix

Action verb:

Action verb:

Action verb:

Action verb:

N
o

t 
Im

p
o

rt
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t
Im

p
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t

U rgent Not  Urgent
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What are SMART goals?! In everyday life, both at home and at work, goals provide a sense 
of direction, motivation and a clear focus. By setting these goals, you set yourself a goal to 
pursue. A SMART goal is used to help guide goals settings. The acronym SMART stands for 
Specific, Measurable, Attainable, Realistic, and Time-bound. Therefore, a SMART goal incor-
porates all these criteria to help you focus your efforts and increase your chances of reaching 
your goal.

SMART goals are:

    •   Specific: clear, well defined.
    •   Measurable: has specific criteria that measure your progress toward 
         the accomplishment of the goal.
    •   Attainable: not impossible to achieve.
    •   Realistic: relevant, realistic, within reach.
    •   Time-bound: has a timeline defined, starting date and a target date. 

Goals that are specific have a significantly greater chance of being accomplished. To make a 
goal specific, the five “W” questions must be considered: Who: Who is involved in this goal? 
What: What do I want to accomplish? Where: Where is this goal to be achieved? When: 
When do I want to achieve this goal? 
Why: Why do I want to achieve this goal?

For example, a general goal would be - I want to eat healthier.  A more specific goal would be - 
I want to go to the farmers market to buy vegetables twice a week, in order to eat healthier.

Criteria for measuring progress. You will not be able to follow your progress and know if 
you’re on the right track if there are no criteria. To make a goal measurable, ask yourself: 
How many/much? 
What is my indicator of progress? How do I know if I have reached my goal?

For example, building on the specific goal above: I want to go to the farmers market to buy 
vegetables twice a week, to eat healthier. Every day, I will aim to eat at least one vegetable 
and one fruit.

Handout 5.4.5 SMART Goals
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Attainable. It will help you find ways you can realise it and ways to work towards it. 
The achievability of a goal should be defined to make you feel challenged, but at the same 
time well enough that you can achieve it. 

Ask yourself: Do I have the resources and capabilities to achieve it? What am I missing? 
Was it done successfully before? 

Realistic. It should be realistically achievable given the available resources and time. 
A SMART goal is likely realistic if you can believe that it can be accomplished. 
Ask yourself: Is my goal realistic and within reach? Given the resources and time I have, 
is my goal reachable? 
Am I able to commit to achieving the goal?

Time-bound, it should have a start and a finish date. If the goal is not time-constrained, 
there will be no challenge or a sense of urgency and, thus, less or no motivation to achieve it. 
Ask yourself: Do I have a deadline? What’s the time by when do I want to achieve the goal? 

For example, building on the goal above: Starting with 1st September, I want to go to the 
farmers market to buy vegetables twice a week, to eat healthier. Every day, I will aim to eat 
at least one vegetable and one fruit. By the end of September, I will have realised my goal 
if I have eaten 30 vegetables and 30 fruits over the course of the month.
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One of the biggest advantages of prioritising is that it relieves stress and anxiety, besides 
that it will improve your efficiency and productivity in life and the the workplace. It will help 
you gain clarity on your most important tasks and ensure that you devote enough time and 
attention to complete them successfully. You’ll have fewer tasks to work on and more time 
to complete the work, which will allow you to focus on your most important tasks, every day. 
You will achieve important goals and make the most out of the opportunities available.
Prioritising involves organising your tasks in order of importance to determine what you 
should work 
on first. While you may be tempted to make every task an urgent priority, you should exercise 
caution. When everything is urgent, everything will lose its urgency.

1. Make a list! 
Write down all your tasks (big, small, immediate, long-term). Start compiling a list of action 
items that you need to take care of, sorting them based on:

    •   Daily tasks – what you do daily.
    •   Weekly tasks – what you do once/twice a week.
    •   Month-plus tasks – what needs to be done monthly. 

2. Find out the value in every task or action

Value is what you gain from an action that you take, the benefit you’re getting in return for 
spending your time. Sometimes, the value is immediate.
Other times, it’s only realised in the long term. So, when you invest in time, you’re creating 
future value for the time you put in now. Usually, the benefits are not immediate and will take 
time to manifest. But once they are accomplished, their benefits last a long period of time. 
Ask yourself: “Who does this impact?”, “What is the reward or outcome of completing this 
task?”, 
“What is the risk of not completing the task?”.

Handout 5.4.5 Prioritising Tasks

PRIORITISE STEP BY STEP
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3. Reduce Time Expenditures

Whether you’re aware of it or not, your tasks are automatically prioritised by your brain. 
Some tasks can get you closer to your goals, while others don’t really get you anywhere at all. 
This is where you end up feeling overwhelmed, stressed and busy all the time because some 
of the actions that you’re doing don’t necessarily align with what you want in the future. 
The result is that we spend a lot of our precious time on wasteful time expenditures, and far 
too little on time investments. This is the reason that sometimes we feel stuck in the same 
loop, day after day, month after month, year after year.

4. Identify urgent tasks

As you can imagine not all tasks that need to be done fast are important. However, 
they become important as their urgency becomes pressing.

One important action is to discover and differentiate urgent from important tasks. Even with 
a complete list, you can still get confused when it comes to figuring out what you must do 
now or later. Most people use the Pareto Principle to solve this problem. They focus on the 
20 percent of the tasks that account for 80 percent of the results. However, the Pareto Princi-
ple relies on experience. 

A more effective technique is the Eisenhower Matrix. Urgent tasks are those that require your 
immediate attention such as answering emails, texts, and phone calls. Important tasks are 
those that affect your long-term values, goals, and mission. By using this method, you must 
complete urgent tasks first, figure out how you’ll complete the important ones. You can also 
delegate important tasks and eliminate those that are neither important nor urgent.

5. Follow the schedule that reflects your priority tasks

Just do it! Maybe you’re the perfect type?!... but maybe, and this is more realistic, 
you’re freaking out  at your workload right now and want to avoid burnout in the future.

For the sake of your health and for improving your performance long-term, it’s crucial to put 
together an actual schedule. If you’ve exposed your tasks and prioritize them accordingly, 
you’ve already done the best part of the work. Building a schedule can help you anticipate 
potentially crazy weeks and get a head-start on your priority tasks before they have a chance 
to snowball. And you will answer better
“What should I be working on now?”.
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“I have two kinds of problems: the urgent and the important. 
The urgent are not important, and the important are never urgent.” 
                                                                             Dwight D. Eisenhower

The Eisenhower Matrix is a simple decision-making tool that helps you make the distinction 
between tasks that are important, not important, urgent, and not urgent. It splits tasks into 
four boxes that prioritize which tasks you should focus on first and which you should dele-
gate or delete.

The difference between urgent and important tasks - the core principle behind the Eisenhow-
er Matrix is the distinction between important and urgent tasks.

Urgent tasks are time-sensitive and demand your attention. They’re tasks you feel obligated 
to address. Focusing on urgent tasks puts you in a reactive mindset, which can make you 
feel defensive, rushed, and narrowly focused.

Important tasks contribute to your long-term mission, values, and goals. They may not yield 
immediate results (making them easy to neglect). Sometimes important tasks are also ur-
gent — but usually not. Focusing on important tasks puts you in a responsive mindset, which 
can make you feel calm, rational, and open to new ideas. If you put off important tasks long 
enough, they can become urgent.

People tend to believe that all urgent tasks are also important — when frequently, they are 
not. This misrepresentation may have to do with our preference for focusing on short-term 
problems and solutions.
But happiness and fulfilment come when we focus on the long-term.

The Eisenhower Matrix is divided into four quadrants:

    •   Quadrant 1: Important and urgent / Do
    •   Quadrant 2: Important but not urgent / Schedule
    •   Quadrant 3: Urgent but not important / Delegate
    •   Quadrant 4: Not important, not urgent / Delete or Declutter

Handout 5.4.5 The Eisenhower Matrix



This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

190

Q1. Urgent and important tasks

Urgent and important tasks are crises with due dates — such as a paying your internet bill. 
Do these tasks first. They require your immediate attention.

Q2. Not urgent but important tasks

Not urgent but important tasks help you achieve your goal — and don’t have a pressing 
deadline. Schedule these tasks to do later. Productive and successful people spend most of 
their time here — this quadrant yields the most satisfaction. Covey called it the Quadrant of 
Quality.

Most people, however, don’t spend enough time here, because they don’t know what’s impor-
tant to them or because they’re fixated on the most pressing tasks at hand.

Q3. Urgent and not important tasks

Tasks that fall in this quadrant are nearly always interruptions from your preferred course. 
These are tasks where you help others meet their goals. Delegate these tasks to others.

Most people spend most of their time in this quadrant. They believe they’re working on urgent 
tasks that are important to them when in the tasks does nothing to inch them closer to their 
long-term goals.

Q4. Not urgent and not important tasks

These tasks aren’t pressing, nor do they help you reach your long-term goals. They’re simply 
distractions from what matters most. Delete these tasks from your schedule.

Now that you are aware of these quadrants, evaluate where on the matrix you spend your 
time. 

Track your time for one week. You can use a dedicated task management tool or simply track 
your time in 30-minute increments in a spreadsheet.
After one week, organize your completed tasks into the appropriate quadrant using the fol-
lowing questions as your criteria:

    •   Was this urgent for me?
    •   Was this important to me?
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“Me” is the integral word here — you’re organizing these tasks based on your goals.

Now that your tasks are sorted, take note of the quadrant with the most tasks. If most of your 
tasks live inside Quadrant 2, congratulations! You have a grasp over what matters most in your 
life.

However, if you’re an earthling like most of us, here’s how you can rebalance your matrix:

QUADRANT 1 - to reduce the number of Quadrant 1 tasks you have, invest time in planning to 
anticipate and prevent problems. What changes can you make to avoid unexpected problems 
from arising? 
This may include collaborating with family, colleagues, clients, or supervisors to restructure 
your workflow.

QUADRANT 3 - to reduce Quadrant 3 tasks, create a strategy to delegate, eliminate, or limit the 
amount of time you spend on these tasks. For example, batch these tasks together to complete 
in one sitting, or share with your family/supervisor how much time you spend on busy work. If 
you’re a manager, let your team know you’ll be delegating tasks to them so you can reprioritize 
your schedule.

QUADRANT 4 - if most of your time is spent in Quadrant 4, you likely feel stressed and unful-
filled. Continue to track your time to identify which tasks consume the most time. Then develop 
a plan to delete or limit them. Seek advice from family/supervisor — their objective perspective 
might make it easier to identify which tasks you can delegate or delete.

You make time by investing in time. Do get better at prioritising your work, repeat the above pro-
cess every week for a month. Compare each week’s results to see if your efforts result in more 
time spent in the Quadrant of Quality.

Even as your priorities shift toward Quadrant 2, continue using the Eisenhower Matrix to organ-
ise your day. Quadrant 2 will often include abstract tasks like relationship building and strategy 
development. These tasks don’t have deadlines, making them easy to put aside. But these tasks 
are directly aligned with your values, your fulfilment, your happiness.
Integrating the Eisenhower Matrix into your daily life and workflow will help you schedule 
your priorities based on what’s most important to you.
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     •  To manage your budget daily (control your expenses)
     •  To know your own income (who pays, how and when?)
     •  To identify invoices, receipts, etc.
     •  To use an account statement (find key information, differentiate income 
        and expenditure, withdrawal and direct debit)
     •  To know the notion of overdraft and the costs incurred (agios, cost of operations, etc.)
     •  To use a withdrawal card
     •  To write a cheque

Activity 5.4.6 Setting up a budget

Duration: 3 x 2 hours
Material:       
     •  Telephone bills, shopping receipts, photocopies of checks, pay sheets 
         (fictional or belonging to the participants)
     •  The participant will bring their own documents for the 2nd and 3rd session
     •  A computer with Internet connection
     •  Print the Handouts for the participants
Organisation of the participants: 
     •  Everyone works independently

1.   1st session:
Collective Activity of identifying information contained on invoices and receipts: 
- Collectively search for information on a telephone bill (identify the document, search for 
the period concerned by the bill, search for the price of the subscription, search for the time 
of the conversation in a telephone bill, etc.)
- Same Activity with receipts (recognise the date, the number of articles, 
the nature of the articles, and the mode of payment...)

Collective Activity around an account statement: Identifying the incompressible 
(rent, electricity, insurance, telephone, taxes, canteen, nurseries, alimony...) 
Identify daily and variable expenses (food, clothing, leisure, pocket money, etc.)

Duration & Material

Course of the Activity

Synthesis & learning objectives
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Session evaluation
Individual Activity, repeat the same activities alone
The trainer-facilitator asks participants to bring documents for the next session.

2.  2nd session:

Collective Activity to sort, classify and archive important documents (tax sheet, receipts, 
invoices, etc.

Individual Activity to classify documents by type, by date

Group Activity to identify income and expenses on a bank statement
Identify the essential expenses and the expenses on which we can act 
(identify shopping in supermarkets, find check numbers, identify amounts, etc.

Individual work on his own statement to know his own expenses and income
   - Know who pays. (Employer, social benefits)
   - How? ‘Or’ What?
   - On what date... (Example: payroll)?
   - Identify expenses, find cash withdrawals...
   - Find the transfers: pension, salary, rent

3.   3rd session:

Collective then individual Activity around various bank statements, a postal statement 
and bank details
Rework the notion of transfer, direct debit, commission fees

Individually identify statement information

Individual work on a cheque (importance of noting the order)
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    •  Establish incomes
    •  Evaluate/classify expenses
    •  Setting priorities (where savings can be done)
    •  Adjusting balance

Setting up a budget means finding a balance between incomes and expenses,
to keep your bank account positive and try to save money.

The first thing to do is to identify the average amount of money you get each week/month/
year depending on the frequency.

    •  Salary
    •  Allowances
    •  Donation
    •  …

Then, you must estimate our expenses.

Expenses can be classified in three categories:
    •  Incompressible spending: they are mandatory, come usually every-month and most of the 
       time you know in advance their amount (rent, mortgage, electricity-if annual contract-, insurance...
    •  Regular spending: they are the amount of money we usually spend to live our life. 
       Their costs vary, but we can estimate the amount we usually spend for food, clothes, 
       transportation, leisure…
    •  Exceptional spending: they do not happen on a regular basis, as it is hard to predict when 
       you will have to buy a new washing machine, television, to have your car repaired…

To do so, you’ll have to look at your: Bank account statement

Handout 5.4.6 Setting up a budget

Objectives

1. Setting up a budget

Contents
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Here you’ll find the money
                   That goes in your bank account (Deposits)
                                                           That goes out of your bank account (Withdrawals)

For each of the operations, you will find some indications of the reason, so that you can sort 
them into the categories explained before.
You will soon find that you can hardly cut some expenses, as they are mandatory to live in 
good conditions (rent; mortgage, insurance…) or to be able to go to work (transportation), etc.

Most of the time, you will not be able to make savings on the monthly mandatory expenses, 
such as rent, insurance or taxes, so you will have to look somewhere else.
Most of the savings you can make are in the regular expenses. 

Ask yourself “Do I really need this? How would my life be affected if I did not have/use it? 
Can I get the same thing for cheaper somewhere else?” and adjust according to the answers.
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To be able to face the exceptional expenses, that will surely occur at one time or the other, 
you must plan them and proceed to:

Provisions:
Provisions are an amount of money you spare regularly to have enough money when you have 
to a sudden expensive need.
For example, you know that your washing machine or refrigerator is quite old, and you expect 
to have to buy a new one in two or three years. Let’s say you plan to buy one between 
300€ and 400€.
Divide the price by the number of months before the buy and put each month the amount in a 
(virtual) “fridge or washing machine envelope”. In this case: between 8.5€ and 11€ each month 
if you plan to buy it in three years.
Do that for every expensive item you plan to buy. You should also elect an amount of money 
for “unexpected problems” to be able to deal with any unforeseen emergencies.
You can also do that for your personal projects: holidays...

Sometimes, you may have/want to do it the other way round and use a:

Credit:
In that case, your bank (usually) lends you a certain amount of money for you to be able to buy 
the things you need to.
Pros: you do not have to wait and can proceed to the buy as soon as the money is on your 
account.
Cons: you will have to return more money to your bank at the end, as you must give back the 
money lent plus the interest rate, and the insurance subscribed.
Credit must be done with caution, some people are faced with multiple credits, each one con-
tracted in order to reimburse the previous one which leads to financial problems.

    •  What kind of money do you know/use? How often?
    •  Where does the money you earn come from (salaries, allowances, donations…?)
    •  In your everyday life, are there things that are mandatory to pay for? 
       Can you avoid some paying some?

Guiding Questions
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    • ATM Simulator (in French)
    • Video: “How to use an ATM” (English, YouTube)
    • Wikihow : “how to use an ATM” 
    • In French : « Dossier pédagogique, gérer son budget » 
      (F. Butscher, M. Thumerelle, S. Sain Antonin, ASL 2006
     

Resources

https://www.desjardins.com/fr/particuliers/produits_services/modes_acces/guichet/demo/debut-1.htm
https://www.youtube.com/watch?v=jqwKHvA-Jew
https://www.wikihow.com/Use-an-ATM
http://www.aslweb.fr/media/resources/DP_gerer_son_budget.pdf
http://www.aslweb.fr/media/resources/DP_gerer_son_budget.pdf
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     •  To practice decoding a job offer
     •  To understand the process of recruitment
     •  To prepare for job interviews

Activity 5.4.7 Recruitment process

Synthesis & learning objectives

Duration: 1 hour
Material:      
     •  Print the Handout and the worksheet for the participants
     •  Ask the participants to bring 1 or 2 job offers
     •  Select job offers that could fit the participants 
     •  Computer with video projector and sound system
     •  A pen for each participant
Organisation of the participants: 
     •  In small groups or alone for the 1st Activity
     •  In a large group for the 2nd Activity

1) Reading job offers
Each participant fills-in the chart in the Worksheet with their expectations. 
They can add criteria in the chart. Each participant reads the job offer that they found.
Then they fill in the chart in the Worksheet to compare their desire with the offer.
2) What not to say in an interview
Watch the first part of the video (until 1min 34 secs) with the group and ask them to 
identify what was wrong and how they could have answered differently. Then watch the 
last part of the video and let the participants comment.
“What To Say (and not to say!) in a Job Interview Video”
https://www.youtube.com/watch?v=aEIOwTLRzkM&ab_channel=UltimateMedicalAcademy 
(YouTube video with automatic subtitles). 
Do the same with this video about presentation: “Job Interview Presentation Skills”. 
Stop the video at 2min to comment it then play it until the end.
https://www.youtube.com/watch?v=Kp4j7ZJaYy0&ab_channel=UltimateMedicalAcademy 

Guiding questions

•  To test their knowledge at the start of the module, the trainer can ask:
•  Could you name, in order and according to you, the different stages of a recruitment process?
•  What makes you think that an ad matches your profile and makes you want to respond to it?
•  How to behave during a job interview?

Duration & Material

Course of the Activity
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Worksheet 5.4.7 Recruitment process

Fill in the chart below with your expectations. You can add criteria in the chart.
Find 1 job offer that interests you. 
Read it and fill-in the chart below to see if it fits your desire.

Criteria
Number of working hours

Interest for the company

Interest for the job

Training opportunities

Salary and compensation

Distance from home

Commute

Your expectations The job offer
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1)  Understand the job offer

Make sure that the offer you are interested in matches your qualifications and skills the most. 
Analyse the offer while being vigilant in being able to meet the expectations of the following 
points:

     •  The major missions requested (role of the position in the company’s Activity)
     •  The main tasks and activities
     •  Your position in the structure (hierarchical relationships ...)
     •  The responsibilities requested (team management, budget management, etc.)
     •  The location of the post
     •  Geographic mobility 
     •  Does the position require a driving license? 
     •  Your Availability (start date of the contract)

2)  Respond to the offer

The recruiter’s goal is to find the candidate as close as possible to the profile they have deter-
mined. To do this, they will rely on elements written and provided by the candidate: the resume 
and the cover letter.

     •  The resume is an essential document for the recruiter, but which will be quickly 
         analysed by them. It is important to build your resume in the best possible way: 
         the EROPASS model suggests that you 
        display your experiences and diplomas from the most recent to the oldest), it must be 
        relatively short and synthetic, and it is interesting to personalise the form, to differentiate 
        themselves from others and arouse the curiosity of the recruiter to make them want
        to know more.

     •  The cover letter is also very often requested. It helps enlighten the recruiter on what 
        prompts you to apply to their company. Try to stand out by talking about your strengths, 
        be authentic in your approach, express your interest in the position and in the company.

        In the event of difficulties, both for the form and for the substance, the candidate can 
        be accompanied to carry out his candidacy. They can ask for help from the local or 
        national work agencies.

Handout 5.4.7 Recruitment process

Contents



This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

201

3)  What to expect after you’ve applied?

As the number of applicants is often large, it is important to keep in mind that the answer to your 
application may be negative, but also to be prepared for the eventuality of not having an answer 
at all. The candidate can make a telephone follow-up after about 15 days to show their motiva-
tion to obtain an interview.

In the perspective of an interview proposal, the candidate must be ready to answer a call from 
the recruiter and be vigilant to keep their phone on.

In the meantime, and to optimize your time, it is important to continue to make applications to 
give yourself more chances of obtaining an interview.

4)  Job interview: 
      a.  How to get ready?

The job interview consists of a meeting between the candidate and the recruiter (s). For the re-
cruiter, the purpose of this meeting is to check that the candidate’s profile matches the position 
and to test their motivation. It is an exchange which also allows the candidate to have details on 
the job role and to determine if the position and the company are suitable for them.
Before going to the interview, it is necessary to prepare for it by:

     •  Taking the time to learn about the company, its activities, its culture, its news
     •  Reflecting on your journey and how to approach your experiences
     •  Thinking of a few questions to ask the recruiter 
     •  Learning about the company’s dress codes

      b.  What to expect

It is essential to organise yourself to arrive on time for the interview and to turn off your phone 
when you arrive at the interview venue. A correct presentation, neat and in line with the proposed 
position is required. 
The essential recommendations to follow are to speak as fluently as possible and adopt an 
upright 
and serious posture. 
At the end of the interview, the candidate can also ask about the rest of the hiring process to 
underline their interest in the position.

Resources

Job search websites:       •  manager-go.com
                                            •  findjob.fr
                                            •  avisto.com

http://manager-go.com
http://findjob.fr
http://avisto.com
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Each company applies internal regulation rules. Depending on the country, they might be 
gathered in the Internal Regulation Document accessible to the employees or written in 
other documents that you’ll need to ask for.

Each company decides, in compliance with the national laws, on many topics such as: 
    •  Working hours
    •  Opening and closing moments, i.e., when the business is closed, some businesses 
       close in August or for specific holidays
    •  Specific measures on health and safety, for example the ban on smoking
    •  The required work clothes
    •  Behaviour to adopt within or outside the company 
            -  it is generally forbidden to insult your company even outside working hours
            -  Ban on smoking in the premises
            -  …
    •  Measures for implementing health and safety regulations in the company or establishment
    •  Employee participation in re-establishing working conditions that protect the health and 
       safety of employees (wearing a mask in the event of an epidemic, for example)
    •  Rules concerning discipline (respect for working hours for example) and the nature 
       and scale of sanctions that the employer may take (duration of the disciplinary layoff 
       for example

    •  To understand what the internal regulations are
    •  To understand the specific rules that companies can implement
    •  To understand the possible sanctions in the event of non-compliance 
       with the internal regulations

Handout 5.4.8 Company’s internal regulation

Synthesis & learning objectives

Contents
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If the rules are not respected, the employer can put in place sanctions which are also 
accessible in written form, usually by the human resources department.

Usually, the human resources department also has a document that states:
    •  Provisions concerning compliance with disciplinary procedures 
       (invitation to a prior interview, 
       for example) for the employee if the employer is considering a sanction 
    •  Provisions concerning the rights of defence of employees 
       (employee assistance during disciplinary proceedings, for example)
    •  Provisions concerning the prohibition, prevention and punishment of moral and sexual 
       harassment, sexist acts    

The internal regulations apply to all employees of the company, whether they are hired 
full-time or part-time. 
The interns present in the company are also subject to the provisions of the internal regulations.
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1. Being a co-trainer or a peer supporter 

As a co-trainer you help the trainer, you are not responsible for the whole training, but you provide 
selected training blocks independently. Now you wish to learn how to plan and perform blocks of 
a training. You may have certain skills or experiences that are valuable as a trainer. 
It can be the next step for you. 

Do you know how and why the co-trainer’s role is so important? You as the co-trainer actively partici-
pate in trainings held for experts, schools, teachers, students, special schools (peers) and in profes-
sional awareness raising equality trainings. These awareness programs designed for employers, 
HR professionals, and decision makers are proven to be a major step towards successful employability 
of people with disabilities. And that is good, right?

The training you now will undergo, will help you to acquire new skills and knowledge to become 
a professional co-trainer. Good luck on your journey. 

As a peer supporter you support peers in establishing and maintaining daily, independent living. 
You support your peers towards the labour market or into voluntary positions, or novel colleagues 
at workplace where you are a colleague with experience. You will for the most part work in one-to-one 
settings with your peer.  

You will provide support to people who have the same or different disability as you. You will share 
your experience or skills to help others overcome difficulties that you already successfully managed. 
As a peer supporter, you will be a positive role model for the person you are supporting. 
You will support the person in practical job-related skills and provide guidance and inspiration. 
The support you provide will help them keep their job, especially if you work as a co-worker in the 
same enterprise. 

However, it can be difficult knowing when to be a peer supporter and when to be a co-worker, or a 
friend for that matter. The training you now will undergo aims to help you reflect on this to differentiate 
between each role. 
The training will also provide you with valuable competences and skills, which will serve useful to you 
in other walks of life, too. 

1.1 Introduction to the role of the co-trainer

1.2 Introduction to the role of peer supporter
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In your role as peer supporter, you may be responsible for helping the person learn practical skills by: 

    • Introducing ideas and approaches that you have found helpful.
    • Supporting in practical skills related to a specific job or task. 
    • Helping in practical skills related to being independent or autonomous in everyday life activities. 

You may also be responsible for supporting someone with personals skills such as:

    • Helping the person to understand what they are feeling and experiencing.
    • Reassuring the person that they are not alone in how they are feeling.
    • Helping them connect with others and giving them a sense of belonging.
    • Encouraging them to value their strengths, and not focus on weakness.
    • Help building their self-esteem and confidence.
    • Helping them to feel more hopeful about the future.

Reference: 
https://www.mind.org.uk/information-support/drugs-and-treatments/peer-support/about-peer-support/

The roles of co-trainer and peer supporter are in many ways quite different and in other ways also 
similar. The difference between the two roles in shortly is: if you are the co-trainer you help the trainer, 
and if you are the peer supporter you help your peers. As a co-trainer you assist the trainer in trainings, 
and you need to learn how to put together a training block and execute it independently. 
As a peer supporter you may share the same disability as your peers, or you may have a different 
disability. You help them in different areas of life, independent living, and work. You need to acquire 
and develop the skills that make you as effective as possible to support your peers. 
The similarities are that you are interested in helping people. You share the ability to learn how to see 
the needs of the persons you are going to help, and to decide when to help and when not to help. 
The co-trainer assists the trainer in delivering the training They will need to learn how to put together 
a training block. The co-trainer may carry out a specific part of the overall training agenda to a group 
of people.

1.3 Distinguishing the roles
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Self-knowledge 

Self-knowledge means that you are aware of who you are. It is about how you see yourself and under-
stand why you act in a certain way. Self-knowledge is a dynamic process which takes time to achieve. 
In fact, you are never fully educated in self-knowledge because you are always learning and changing 
during your life. Imagine self-knowledge as a kind of puzzle. It is difficult to know what your internal 
motivations are. Despite everyone’s difficulty with this, there are philosophers and psychologists who 
have reflected on self-knowledge. This has resulted in theories and activities that makes your journey 
towards self-knowledge easier. 

To achieve self-knowledge, you need to realise it through analysis, acceptance and depth. Thus, the 
first step towards true knowledge is to know yourselves. If you want to know the world around you, 
you must first know who you are. Knowledge and knowing yourself is a process, a search that has no 
end and every day you can learn more.

The process of self-knowledge changes the way you interact with the world and with others, opening 
the possibility to know and learn new things.

Life is a like a turning wheel. Present, past, and future intertwine to build your journey. What you are 
today is related to what you were yesterday and announces what you can be tomorrow. The future is 
also up to you. 

Describe yourself, using words, images, or any other way to make yourself known. Remember, use the 
best. Show us who you are, what you are, what you like, what you know and what you would like to 
know, and what you want to know, and what you want to be. Please join us in the Activity, Portrait.

Activity 2.2.3 My Portrait

Which other roles do I have, you may wonder? And why is it important to distinguish between them? 
Keep on reading and we will guide you through the following presentation and exercises.
Do I have more than one role, you may ask. Yes, in fact, we all do. We all step into several roles during 
a plain and ordinary day. This is the concept of ‘social role’ with what you got familiar through Module 
5 training block. The society and culture in which we live our lives have developed several expectations 
regarding how things are done, you may call them rules. In social sciences it is called ‘social role’ and 
the research aims at understanding why and how we act. A role is a combination of behaviours, priv-
ileges and responsibilities expected and recognised by society. A role defines what a person “must”, 
“should” or “cannot” do.

1.4 Distinguishing the roles from other roles
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How many roles can you identify in your life? Take 5 minutes to list them before moving on.
There are many different roles out there. A person can be in the role of a man, adult, parent, dad, 
accountant, employee, rugby-player, and person with a sleeping disorder. Another person can be a child, 
girl, daughter, sister, student in school, best friend, soccer-player, and person with dyslexia. Yet another 
person can be a woman, adult, parent, mum, nurse, employee, fitness instructor and person with an 
eating disorder. 

We can identify 4 sides to a role:

    • You have a skill (objectively measurable)
    • You are seen as competent
    • You seem competent
    • You would like to develop skills (your expectations)

As an adult who exhibits a certain amount of life experience, you tend to subconsciously have a picture 
in mind of the characteristics of each role. For example, you might not expect a doctor to be disabled, 
a teacher to be fully tattooed, a parent to be underage, and so on. So, in situations where you come 
across a person ‘not fitting the role’ you might become sceptical. The person will therefore need to put 
in more effort to convince you of ‘fitting the role’. This phenomenon is called prejudice and is quite com-
mon, unfortunately. 

Once you have this in mind, you will on a daily basis, be able to pay attention to the different roles you 
take on. Following this training, you will in particular, take on the role of co-trainer or peer supporter.

You can do the next Activity to reflect more on what both roles imply in general and more specifically 
for you.
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Formal and informal communication 

As you may already know from the Communication module training, the different roles you take on will 
need you to communicate differently than you usually do. When you are at home talking to your parents, 
siblings, spouse, or children, you talk in a certain way. When you are at the supermarket and meet 
someone you know, you find yourself talking slightly differently. There are even situations that require 
you to speak in a stricter way. You will now learn more about informal and formal language. 

In most work environments, you will find that a mixture of both formal and informal language is used 
throughout the day. Which language form you should use depends on the position of the person you are 
communicating with and your relationship to this person. You need to use personal judgement 
to decide which type of communication to use and when. 

Informal Language: You use this language form in casual and relaxed communication with people you 
know. This language form is without obligations or restrictions and based on personal relations. 
You use it when speaking to co-workers that you have a relaxed relationship with and with your co-
workers outside of the office.

Formal Language: You use this language form when sharing official information with others. This 
language form shows a level of respect and politeness. You need to use this language form when 
speaking to superiors, managers, or authorities, when presenting work to colleagues, giving instructions 
to colleagues, speaking to customers or clients, speaking on the phone, and in written communication. 

In all cases, you must become familiar with the person you are supporting or training to be able to 
decide  when it is appropriate to use informal language.

Activity 6.1.1 Roles and Communication

Activities 6.1.3 for extra practice: Role-plays and Worksheets on Formal and Informal communication

Activity 6.1.2 Roles of co-trainer and peer supporter
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2.1 Storytelling

Professor Robert McKee says this abut storytelling: “Storytelling is the most powerful way to put ideas 
into the world.” 

If you think about it, storytelling has been part of human existence for ages. Archaeologists find traces 
of human storytelling happening ten thousand years ago. Humans already added visual aids to their 
storytelling, and that is what the archaeologists found Simple drawings or handprints on cave walls. 
Storytelling is actually the oldest way to deliver a message, or to explain the world. 

And humans are still telling stories in a large scale. We are telling stories before we learn how to write. 
Stories are easier to remember than simple facts, stories are enjoyable, and stories stimulate imagina-
tion. That is why parents tell their children stories. That is why we like to see movies and read books. In 
short, we love stories. In fact, you are already a storyteller. And you probably know several storytellers 
as well. Maybe your uncle uses storytelling, or your boss, or maybe even your 3-year-old niece. You are 
using storytelling for yourself and for others, but maybe you don’t call it exactly that.

Stories serve as a great source of knowledge and wisdom, and as a bonus, stories are entertaining. 
Stories are used to create new ideas and to innovate our thinking, to rethink and re-evaluate what we 
already know. Stories are a great source of motivation and inspiration and force us to push our bounda-
ries.

You may wonder, what makes storytelling so effective for learning? First of all, storytelling creates con-
nections among people, and between people and ideas. Stories unite people by conveying their culture, 
history, and values. Whether we think of our countries, our communities, or our families, we understand 
intuitively that the stories we hold in common are an important part of the ties that bring us together.

So, now you will learn how to use storytelling in your job as co-trainer and peer supporter. This job is 
aimed at adult learners, and storytelling is an important part of the pedagogy in adult learning theory. 
Storytelling fits well to the unique needs of adult learners, providing a flexible and creative structure, 
which can work well in the adult training room. 

You may not have heard of him, but Malcolm Knowles is the developer of ‘adult learning theory’. 
According to him, there are four needs of the adult learner. Storytelling responds to each one of 
these needs: 

2. Competencies needed for co-trainer and peer supporter 
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    1  Adult learners prefer self-direction when learning. 
    2  Adult learners learn more by experiencing what they learn than by passive listening. 
    3  Adults have specific learning needs generated by life events.
    4  Adults are “competence-based” learners, meaning that adults want to immediately 
        apply what they learn, whether it is a new skill or knowledge.

Used as a pedagogical tool in different adult training contexts storytelling can: 

    • Help learners to understand and conceptualise the learning process.
    • Empower the adult learner. 
    • Facilitate communication. 
    • Inspire personal growth. 
    • Engage the adult learner. 

When you are thinking of using storytelling in your training session block as co-trainer, the most impor-
tant thing to do is to prepare the trainees for the task. This is especially important if your trainees are 
new to storytelling or are not used to listening to stories as an adult.

So, to warm the group up for storytelling, you can follow these four steps:

    • Set the goals of the training. 
    • Create a nice atmosphere in the training session. 
    • Make your trainees trust and have faith in each other. 
    • Prepare for creative thinking by using storytelling as a tool. 

In addition, you may use these exercises in preparing your trainees for storytelling. 

    • Breathing exercise ‘Fill and release’: Fill your lungs with air, almost like a balloon, let your chest    
     expand on all sides pushing out your ribcage. Then let all the air out through your mouth. 
     Repeat this five times.

    • Breathing and counting exercise: Take a deep breath from your diaphragm while counting 
     slowly to ten, after you have reached ten, slowly blow the air out while counting slowly to ten. 
     Repeat this two times.

    • Humming exercise: Feel the vibrations in your face and your lips as you hum scales up and down. 
     Repeat this two times.

    • Happy/sad face exercise: Switch from sad to happy face and vice versa. This way you will learn 
     how to drop into and out of emotive states very quickly, to follow the flow of the story line. 
     Repeat this five times.
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    • Tongue twister exercise: Read as fast as you can: “How much wood would a woodchuck chuck 
     if a woodchuck could chuck wood? He would chuck, he would, as much as he could, and chuck 
     as much wood, as a woodchuck would if a woodchuck could chuck wood.” This exercise makes 
     the tongue limber and less likely to trip over words. It is a great way to practice and improve 
     pronunciation and fluency. Find more tongue twisters here:

     http://www.engvid.com/english-resource/50-tongue-twisters-improve-pronunciation/

    • Exercise techniques to remember facts: ‘Mnemonic’ is a tool to help remember facts or a large 
     amount of information. It can be a song, rhyme, acronym, image, or a phrase to help remember 
     a list of facts in a certain order. If you for example are to learn the order of our planets you can 
     make this riddle: My Very Excited Mother Just Served Us Nine Pies = Mercury, Venus, Earth, Mars, 
     Jupiter, Saturn, Uranus, Neptune, Pluto.

Remember that practice speaks better than words. Here are two activities that will give you the power 
of storytelling to use in your job as co-trainer in adult training groups. 

Story Chains, how to create and tell a story

By using the Story Chains Activity, you will experience first-hand how a story is created and told. 
You will see how each person in your group can influence, teach, and inspire each other. The group 
members use words to build the story. You will observe that this process stimulates further creation. 
Storytelling will lead to connection among persons in the group.

You may use Story Chains as an icebreaker. You then encourage the trainees to participate, and a sense 
of connection will be developed. You may notice that the trainees will feel more comfortable with each 
other and be ready to share. This is the first Activity to use when you introduce storytelling in your adult 
training session. The group will, under your leadership, invent a story and each participant will have the 
same opportunity to contribute. The story is their joint product, and they will feel ownership of the story 
and of the process of making the story. You will notice that the participants need to think in more inno-
vatively ways, rethink and re-evaluate the thoughts they previously had. 

Values through Storytelling 

You will soon discover that there is so much you can do through storytelling. There is so much you can 
tell and so much that can be learned and developed. And the fun part is, you can make it a playful time 
as well. So, come on, let’s play! Let’s say we play “a job interview”! In this Activity, you will learn how to 
communicate in a different and maybe cleverer way. And this may come in handy in an actual job inter-
view, and make you feel more confident. 
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Activity 6.2.2 Values through Storytelling

Activity 6.2.1 Story chains

2.2 Communication

Activity 6.2.3 Express yourself effectively

      Dress appropriately / The importance of 1st impression

In addition to expressing yourself clearly, it is important to consider how you make appearances. 
Remember, it only takes the other person half a second to take in the first impression of you. 
This means that you must plan for the first impression to be a good one. So, to prepare this, you need 
to consider how you dress, and how you introduce yourself. 

Dressing appropriately 

The absolute most important thing to remember about clothing, is that they MUST be CLEAN. 
Make it a habit to always prepare clean clothes the night before you are co-training or peer supporting. 
And of course, shower in the morning before putting in the clean clothes, bur you already knew that, 
right?

Introducing yourself using The Elevator Pitch 

Picture yourself making an advertisement or a commercial about yourself. How would you do that? What 
would you say? You will now learn how to make an Elevator Speech. This is a clear, brief message about 
you. It communicates who you are, what you’re looking for and how you can benefit a company or organ-
isation. 

An Elevator Speech is typically about 30 seconds. The reason for this is that this is the time it takes 
people to ride from the top to the bottom of a building in an elevator. The idea behind having an elevator 
speech is that you are prepared to share this information with anyone, at any time, even in an elevator. 

At a career fair, you can use your speech to introduce yourself to employers. It is important to have your 
speech memorised and practiced. Rehearse your 30 second elevator speech with a friend or in front of a 
mirror. The important thing is to practice it OUT LOUD. You want it to sound natural. Get comfortable with 
what you have to say so you can breeze through it when the time comes. 

      Please, see module 4 on communication.
      Practice expressing yourself clearly with the following Activity:
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Please, step into the elevator for the following Activity.

Activity 6.2.4 The Elevator Pitch

2.2.1. Learn to listen: Active and empathic listening 

Please see module 4 on Communication.

Activity 6.2.5 Active Listening - Role Play

2.3. Not everybody thinks like me

2.3.1. Gardner’s theory of multiple intelligences

You may have heard of IQ and how it measures how smart you are. This is tested through standardised 
test material, and the result will indicate your IQ level and then how intelligent you are. This is the way 
most people think of intelligence and smartness.

Dr Howard Gardner, however, has spent most of his adult life pondering about this. There must be more 
to intelligence than how well you perform on logic tests, he thought. He proposed a theory that states 
that we have at least 7 different intelligences, and that we all perform on these in a variety of ways. 
This means that even if you find it difficult to learn through reading a book, you may learn quite well trying 
the skill after it has been shown to you. This also means that if you find it hard to understand the feelings 
and intentions of others and what motivates them, you may still be a highly skilled musician. 

The Bottom line to this is that there are many ways of being smart, and that all people are intelligent 
and have resources in one way or another, disabled or not. So how can this be useful to us in training to 
be either a co-trainer or a peer supporter? Well, when you need to learn something that is hard, it is impor-
tant to know in what way you learn best. So, you need to consider this in your role as co-trainer 
and peer supporter.
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The 7 intelligences are:

1. Logical and Mathematical Intelligence 

When you have logical and mathematical intelligence, you are good at seeing patterns and seeing how 
certain things go together. You are also good at finding new answers based on the knowledge you al-
ready have. You are likely to make tables, forms, and systematic overview in order to remember what you 
learn.

2. Linguistic Intelligence 

When you have linguistic intelligence, you are good at using language to express yourself. You are good 
at making other people understand your meaning when you either write or speak. You are also good at 
reading and learning from reading. Additionally, you are likely to use language to remember what you are 
learning. For example, you take notes at a lecture and rewrite it at home. 
 
3. Spatial Intelligence 

Spatial may be a difficult word to understand, but we will try to explain it. When you have spatial intel-
ligence, you are good at imagining in your mind how to solve a problem. You get pictures in your mind 
and then you imagine how they move, or how they need to change to solve the problem. You are likely to 
make imaginative maps in your mind in order to remember what you are learning. 
 
4. Musical Intelligence 

When you have musical intelligence, you are good at making music and recognising music. You learn 
new music fast, both lyrics, melodies, and rhythm. You are likely to use music, make a song or just hum, 
or you can tap a rhythm, to remember what you learn. 

5. Bodily-Kinaesthetic Intelligence 

This is another difficult term. It means that you learn best when you can move your body, and you are es-
pecially good at imitating others and learn by doing so. You see what they do, and you do the same. You 
are even able to imagine the movement in your mind before you do it. So, you remember what you learn 
by imagining what it feels like to do it.
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6. and 7. The Personal Intelligences 

When you have personal intelligence, you are good at understand the feelings and the intentions of other 
people. This is called interpersonal intelligence. Interpersonal means ‘between persons’. You may also 
be good at understanding your own feelings and motivations and can express why you do what you 
do. This is called intrapersonal intelligence. Intrapersonal means ‘within person’. As you can see, these 
are two separate intelligences, but it is uncommon to have the one without the other. You learn best by 
talking and discussing with other people, and this helps you see how a problem can be solved by taking 
other people’s perspective. You also learn from the way other people respond to you. If they praise your 
work, you are likely to do it the same way next time. Social learning is highly dependent on feedback from 
others. 

2.3.2. Theory of Mind

Important skills for co-trainer and peer supporter are Theory of Mind, meaning the ability of Perspective 
taking. These skills are difficult to train and are highly dependent on the type of disability you have. 
These skills can be more difficult for autistic people and people with learning disabilities.

One Activity that was developed to look at theory of mind, involves a third person as well (we can call 
her Mary). The three of you are sitting at a table, and there is a box of chocolates on the table. Everybody 
is aware of that box, but nobody opens it. What happens next is that the third person leaves the room 
for a period of time – to make a phone call or something. In the meantime, you ask the trainee ‘What do 
you think is in the box?’. The trainee answers based on the outside of the box and says ‘Chocolate’. They 
open the box and find it containing something completely different, pencils perhaps. This is surprising to 
the trainee. And now comes the key question: ‘When Mary gets back, we have to show her. But before 
we show her, what does she think is in the box?’ Then if the trainee possesses Theory of Mind, the 
answer will be ‘Chocolate’. If the trainee does not possess Theory of Mind, the answer will be ‘Pencils’. 

However, even if you display Theory of Mind and show the ability of perspective taking, it will be useful to 
train the ability in accordance with being a co-trainer or peer supporter. It is very important for the roles 
of co-trainer and peer supporter to know that other people might not share your view. It is also important 
to know how to handle and act on a situation where there is a difference of opinion.  

ToM 1: https://www.youtube.com/watch?v=XDtjLSa50uk 
ToM 2: https://www.youtube.com/watch?v=0bi0WCLJveM 
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Assertiveness 

In your role as co-trainer, you will be faced with challenging situations. Even the most problematic issues 
can be handled in a respectful manner towards the trainees. A very useful way to do so is being assertive 
in all the actions you provide. 

In handling problematic situations during the training, you need to consider the wellbeing of all the train-
ees. You have to keep in mind the quality of the social environment during your training session. 

First, have a look at the definition of Assertiveness: Directly, honestly, and firmly expressing to the other 
person your feelings, attitudes, opinions, or desires in a way that respects the feelings, attitudes, and 
opinions as well as the rights and desires of another person. So, to sum up, assertiveness is: Ability to 
express yourself fully in contact with other people.

You may find assertiveness useful in many problematic situations during your everyday life. However, 
as co-trainer you need to learn how to use two useful methods. 
The first method relates to the problem of giving positive feedback to the trainees.
You feel the emotion, but this is not necessarily visible on your outside and other people do not know 
how you feel. You need to tell them. Remember, you have the right to feel your emotions and you can 
express them in an assertive way.

Here are some examples of how to express emotions in an assertive way.

     ‘I liked what you did. I trust in you. I am respectful of your attitude in this difficult situation.’
     ‘I like you. What you have told me has given me great pleasure. I like talking with you.’
     ‘I feel great in your company.’

Now, here is an exercise that will allow you to practice how to be assertive in giving positive feedback 
to other persons.

Exercise: 
The group makes a circle. You choose two other persons and tell each other a sentence beginning with ‘
I like your….’ -eyes, -colour of your hair, -your tone of voice…etc. Remember, what you say needs to be 
true and heartfelt. 
At the end, think about the following and discuss in a group: 
‘How did you feel when listening to what the others said to you?’
‘How did it make you feel to give the others feedback?’ 
When you are co-trainer and in charge of your own training session, this will be a good exercise 
for your group.
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The second method is about how you handle your own feeling of annoyance in situations or concerning 
your trainees. Here are some useful tips on how to do so.
The 4 stages of assertive anger expression:

1. Providing information

At this stage you inform the person that certain behaviour is uncomfortable for you. 
For example: 
It is difficult for me when you are talking all the time during the training. Please, stop it.

2. Expression of feelings

If what you said in the first stage did not cause change of the annoying behaviour, you inform the person 
of your feelings in that situation. 
For example:
‘Please stop talking it is really irritating!’ 

3. Appeal to the rules

When that did not work either, you appeal to the rules to help you to obtain the change of the behaviour.
 
For example:
‘If you don’t stop talking, I’ll ask you leave the meeting.’ 

4. Rule Enforcement

At this stage, you need to act according to your announcement from the third stage. 

For example: 
‘You are still talking. Please leave the meeting now!’

Remember your responses are to be in assertive manner. Stay calm and do not raise your voice. 
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3.1 How do we learn?

You have now decided to become a co-trainer. You have decided to assist trainers in helping a group o
f people on their journey to make changes in their life. You will now learn more about how others learn. 
The experience you get during this program is the biggest influencer on your development in becoming 
a co-trainer. 

Your own experience will be valuable for the groups you are going to work with in the future. In the 
beginning of this course, you will learn by doing the exercises and by observing what the trainer does 
during the lessons. 

The goal of your training is to enable you to conduct training blocks on your own. You then need to think 
through which role-play will bring more knowledge and experience into the participant’s life. 
Pay close attention to the following basics and prepare yourself to practice.

3.1.1 Learning styles

In this section you will get insight in how most people learn. Over the years, several theories have been 
developed to explain how we learn and what the teacher should be aware of to facilitate the learning. 

The Experiential Learning Cycle

One of those who has developed a learning theory is educational theorist David Kolb. He believes learn-
ing to be a continuous cyclical process. This cycle consists of four stages.

    • Phase 1: The DOING, meaning concrete experience.
    • Phase 2: The OBSERVING meaning observation and thinking about the observation.
    • Phase 3: The THINKING meaning abstract conceptualising or understanding
    • Phase 4: The PLANNING meaning active experimentation

Kolb theory is based on the fact that every person comes to a training situation with a variety of life 
experiences, some prior education, in the form of formal or informal training. As a co-trainer you need 
to be aware of this, and respect that your trainees or the person you support learn differently than you. 

In fact, Kolb says that all learning is re-learning because learning is a continuous process which is 
grounded in experience. All stages of this cycle will have to be completed before true learning can take 
place. Each stage helps the learner change the understanding and expectations.

3. Becoming a co-trainer (only for co-trainer)
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How to teach a skill?

Did you know, teaching a skill, any skill, can be done in just four steps? When you take on the task of 
teaching someone a skill, the main goal is that at the learners can do the skill on their own.
Let us begin with a story, and you will see:

     Whenever I remember my childhood, I can’t imagine it without the joy of riding a bicycle. 
     I have great memories of short and long rides on my bike with my friends. Many people believe 
     that riding a bike is a “vital” life skill.
     But, before I could ride my bike, I needed to learn how to ride it, fortunately I had my brother who     
     taught me. At first, he told me what he was going to teach and explained some basic knowledge 
     about how to start cycling, how to keep balance, how to brake and how to stop then he showed me 
     how to do all that. So far so good, it looked quite easy but then he told me: “Now it’s your turn!” 
     I got scared and nervous at first. But I tried to ride the bike and of course I had some difficulties. 
     My brother kept supporting me, telling me what I was doing wrong and how to get better. 
     And in the end, I mastered the skill of riding a bike.  

The FOUR STEPS of skill teaching

1. Tell the trainees what they are going to learn

You start out by giving them the learning objectives. You need to try to make sure that everyone under-
stands what they are going to learn and why. During this initial process, you will see that the trainees 
get more engaged in their own learning process when they know what they are expected to learn.

For this to be possible, you need to have a clear plan with objectives, structured content, and suitable 
learning materials.
But is that enough, you think? No, it’s not. It is of crucial importance that you as the co-trainer makes 
the trainees feel safe, that they know that you understand them and that you only wish them well. 
To make this happen you need to carefully choose your communication style. It can be wise to use 
concrete examples of what will be taught by using metaphors, storytelling, and videos. This might give 
more value and meaning to the learning process.

The idea behind the training is to involve and encourage trainees in the process of learning new skills.
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2. Show them how to do it

So, after you are finished explaining what they are going to learn and why, you need to show them how 
to do the skill. Some good advice is to carefully consider which skills you can take on teaching. The skill 
you teach needs to come natural to you, you need to be highly competent at this skill.

The reason for the importance of step 2 is that many trainees feel more comfortable and confident af-
ter watching the co-trainer do the task. A demonstration gives a visual model and is more effective than 
only an explanation of how it is done.

The demonstration needs to be done step by step and you must ensure to give an explanation to each 
step as you go along. Make it interesting by drawing attention to important details to prevent that the 
trainees’ attention is lost.

When you do the demonstration, it is important that you make no mistakes. If you make mistakes, the 
trainees may find the task too difficult for them. This will make it hard for you to keep them being enthu-
siastic and motivated. 

Remember, during the demonstration, the trainees should be given the opportunity to ask questions.

3. Let them do it

When you have finished the demonstration, it is the trainees turn to have a go at it. You will see that 
some trainees are eager to try, and others are afraid to try. You should let the eager ones go first, and by 
observing the rest feel less afraid.

You give each trainee praise after their try. Remember to give specific praise on what they did and 
praise them also for practicing. It is important that you support them in their skill building phase and 
make them see that it takes continuous practice to get good at it. 

Remember that when they are trying a skill for the first time it is normal to be apprehensive. It is impor-
tant that they feel free to ask questions as they go along trying the skill. You can encourage question 
asking and the ability to lead their own learning process by giving them exercises on it.
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4. Self-evaluation

You may have noticed that in step 3 you are not to point out their mistakes, only supporting their trying. 
The reason for this is that it is not your job to tell them what they did wrong. They must figure this out 
by themselves. They need to review their own performance and find solutions for their own mistakes.  
It is your job to guide them through this. Trainees should review each step and find out what they did 
well and what they need to improve.

Here are some guiding questions to support the self-evaluation:

    • What steps did I do well?
    • How did I feel when I did it?
    • Now, would I do anything differently?
    • What can I do to improve?

You as the co-trainer, give feedback when the trainees finish their self-assessment. 
Give feedback according to these three steps:

    a) You mention what worked and give examples of well-executed behaviours and actions 
        (congratulate the trainees for what they did well, for their effort and commitment).
    b) You identify what could have been better as a guidance to help them improve and keep 
        them engaged in skill development.
    c) You identify the aspect that stood out the most.

However, and here comes something extremely important: Do NOT use the word BUT, 
use the word AND. Here is why:

When you give a positive statement first and then continue with BUT, the power of the praising words 
disappears. If you, on the other hand, link the two statements with AND, the effect is completely differ-
ent. Now the statements seem encouraging. Like magic, almost. 

Your job is to notice and nourish every improvement they make. Then you will make the trainees feel 
valued. That is far more important than reminding them that they always can do better. They know that. 
What they do not know about is every tiny improvement they make each time they rehearse the skill. 
Because of your expertise on that skill, you see those tiny improvements and can tell them about it. 
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Performance based education 

Performance based education means that you use your knowledge and skills in the context of practical 
tasks. You become engaged with the end-product, but also the process in which you will have to solve 
problems and make decisions. 

In addition, through performance-based education you will also develop other dimensions of learning, 
namely the affective, social, and metacognitive aspects of learning. 

The affective/ emotional aspect of learning: Performance-based education allows you to participate 
in interesting and meaningful tasks. It helps you develop a sense of pride in your work, giving you confi-
dence in the target skill. 

The social aspect of learning: Through peer interaction that performance-based tasks require, you 
develop helpful social skills for life. Such cooperative work leads to peer guidance and other kinds of 
social interaction such as negotiating, reaching a consensus, respecting others’ opinions, individual 
contribution to the group effort and shared responsibility for task completion.

The metacognitive aspect of learning: This means that you are thinking about your own learning. And 
skills such as reflection and self-assessment also contribute to the learning process. When you are 
required to think about what you are learning, how you learn and how well you are progressing, you 
develop skills which make you more independent and critical.

Universal Design for Learning

Reading the above, it may seem to you that only one type of learning works for each person. That is not 
the case. In fact, people do prefer a mixture of types depending on the skill being learnt. As co-trainer 
you may have a group of people with different learning styles. That’s why it is important for you to 
provide flexible learning environments and learning spaces that can accommodate individual learning 
differences.
The goal of Universal Design for Learning (UDL) is to use a variety of teaching methods to remove any 
barriers to learning and give all trainees equal opportunities to succeed. It is about building in flexibility 
that can be adjusted for every trainee’s strengths and needs.
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The 3 main principles of UDL are:

Representation: UDL recommends offering information in more than one format. For example, textbooks 
are primarily visual. But providing text, audio, video, and hands-on learning gives all people a chance to 
access the material in whichever way is best suited to their learning strengths.

Action and expression: UDL suggest giving trainees more than one way to interact with the material and 
to show what they have learned. For example, trainees might get to choose between writing out an Activi-
ty on paper, giving an oral presentation or doing a group project.

Engagement: UDL encourages trainers to look for multiple ways to motivate trainees. Letting trainees 
make choices and giving them assignments that feel relevant to their lives are some examples of how 
you can keep their interest.

3.1.2. How to use the trainee’s own motivation?

You need to bring out the person’s motivation to learn.

There are 3 forms of motivation:

    • Intrinsic motivation: The Activity you do is rewarding in itself, or inner rewarding. When you do an 
     Activity, you like you do it of intrinsic, or inner motivation. Learning about subjects that interests you 
     are far more inner rewarding than learning about something not interesting. 

    • Extrinsic motivation: The Activity you do is kept on due to external factors such as reward, punish
     ment, obligation, and so on. You learn the boring subjects because you get praise and reward 
     for doing so. Or you go to the dentist for removal of toothache. Or you pick up the mail every day 
     because it is a habit. 

    • Lack of motivation: The things you do that you have no idea of why you are doing them. 
     Here the motivation is hidden or subtle, and performing the task has no obvious purpose to you. 
     It might, on the other hand, seem purposeful to someone else, but not to you. 

You need to recognise your trainee’s motivation. Then you can prepare and adapt your presentation ac-
cordingly, and the learning will come easier to your trainees. You will also get a better picture of the group 
dynamic and be able to prevent disagreements and other disturbances. 

Through this next exercise, you will get some tips on how to help persons express what motivates them 
to participate in an Activity.
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Activity 5.3.2 Five Whys

3.2. How to perform a presentation

Limits of human attention

Before you start out learning about and practicing presentations, you need to keep in mind that the 
human brain can only handle a specific amount of information at any given time. We humans can only 
concentrate effectively for a specific amount of time. This varies from person to person and depends 
on the context (situation and subject). Some research has shown that the adult brain can pay attention 
effectively for 20 – 30 minutes. That is actually not that long, and it is important to be aware of this. 

In your role as co-trainer, you must have knowledge about your trainee’s level of cognition and ability of 
perception. This is crucial so that new information can be presented in the most understandable way 
for the person. When you are planning, organising, and presenting to the trainees, consider the following 
issues related to attention: 

Tips for co-trainers:

    • Set a limit of about 7 new ideas at a time during one training session. 
    • Organise information into themes or groups. This will help your trainees to make the new informa 
     tion fit into their existing knowledge and remembering it. You can use memory aids like acronyms 
     or visual aids.
    • Allow time to engage and absorb new information.
    • At the end of each theme, allow the trainees some time to think about what they learnt. 
     This could be a discussion at the end, some problem solving, linking the new information with 
     experience, or simply allowing time to experiment with the materials in the case of practical 
     sessions.
    • Use repetition, but do not overdo it because you risk the trainees losing interest.
    • Look for signs of fatigue or boredom and give the trainees a short break.
    • Use different ways for information transmission as people learn in different ways.

3.2.1. Facilitation vs Presentation 

What is the difference between facilitation and presentation, you may wonder? Earlier in this course you 
were guided through the topic of ‘Presentation’. You have been engaging in exercises to promote your 
development of presentation skills and you have achieved valuable experience in how to present. 
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Maybe you even have some previous familiarity with presentation. Maybe you have attended presenta-
tions in the past. Then you would know that whether you consider the experience as good or bad, it is 
highly dependent on the presenter. You might have considered the presentation as good if the presenter 
showed slides, told the story, and kept your attention throughout the session. On the other hand, you may 
have considered a presentation as bad if the presenter just read the slide content and never gave 
an effort to keep you engaged. 
  
So, what is facilitation, then. Well, facilitation is completely different from presentation. As a facilitator 
you are part of a team in which all members are equally important. Your role in the team is to take care 
of the rules. You may be responsible for establishing how the group should communicate, and when 
and how long the breaks should be. You may also need to organise the sessions and determine the c
ontent of the sessions, as well as which methods to use in brainstorming activities.

This is easy when you have a good team to work with. It is up to you to keep them interested and open. 
And in the following, that is what you will learn how to do.

How to introduce yourself as facilitator? 
https://www.youtube.com/watch?v=waX-xrVGpPk 

What Facilitators do? 
https://www.youtube.com/watch?v=UDLGjKBHSXg 

Here is an Activity for practicing your presentation skills. This Activity can be used as an icebreaker at 
the beginning of a training day. It is a relaxed and fun way for you to open up in front of your audience 
and practice presentation skills. At the end of the Activity there will be a debate and a group discussion 
facilitated by your trainer. This will ensure an effective transfer of learning. The group will discuss pres-
entation versus facilitation, how they felt, what challenges they had, what they learned from it, and 
especially how they can apply what they learned in real life.

Activity 6.3.1 Presentation dynamic

3.3. Establishing & maintaining group dynamics

In this Activity you will experience the difficulties and advantages of teamwork. It is a complex Activity 
where you will discover the challenge of setting an objective and then to draw up and start using an ac-
tion plan. The specific objectives are linked with the specific deadlines and responsibilities that we have 
in our personal life and in our professional life. This Activity will make you practice all steps, challenges, 
and the great advantage that a group work have.
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Activity 6.3.3 The Island

In this next Activity you will experience another type of group dynamic. You are about to role-play a story 
in which, in groups, you will have to decide on a ranking of the characters from the story. The story is 
being read to you and then the trainer will ask you to rate the characters from best to worst.
Then you are expected to group the characters into teams and discuss the selections in order to find a 
common consensus in the next several minutes. As you will discover you will start having opinions over 
the selections until you reach a compromise. 

In the end, the value of this exercise comes on the debriefing. The trainer will stress the value of accept-
ing each other’s different values and worldview, and the understanding that there is no right or wrong 
answer.

Activity 6.3.2 Abigail’s Story

3.4. How to carry out a specific training block

You are almost good to go now. This is the last section of your co-trainer-training, and soon you will be 
making use of your new skills in real life trainings. By now you are probably starting to feel confident in 
the role as co-trainer, but maybe you feel a little scared and insecure as well. No worries, this is complete-
ly normal. However, in order to make you feel even more confident, you will now practice carrying out a 
training block. But first, here is an example for you to read that can help you in your ‘going live’ rehearsal.

Preparation: 
    • Read the skill-teaching program and discuss with trainer how to best facilitate the teaching. 
    • Make sure you know which needs the participants have and how to accommodate their needs.
    • Make a plan for facilitation. Do you need tools or materials? How much time will you need? 
     How will you present the material and organise group-activities? 
    • Make your presentation and rehears it.
    • Prepare a presentation and a discussion on how to decide if it is a good time to introduce oneself.
    • Prepare a practicing Activity on how to walk up to the person. 
    • Prepare a role-playing Activity on how to introduce oneself.
    • Prepare a role-playing Activity on how to ask someone’s name. 
    • Make sure the room is tidy and that all the material is available.

The Carrying Out:
    • Welcome the group.
    • Follow your plan.
    • Give praise as you go along.
    • Close your session in a happy manner.

The Evaluation:
    • Evaluate with the trainer how your training block went. Remember the feedback when you do you 
     prepare your next assigned training block.
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Activity 6.3.4 The ideal co-trainer

Going live    

Now, make your choice of skill to teach, or get one assigned from your trainer. 
Make a plan, follow it and evaluate. 

4. Becoming a peer supporter (only for peer supporter)
     
     

4.1. Reflect on your experience and knowledge 

For this purpose, you can say that Reflection is a conscious analysis of your past experiences, good or 
bad. Yes, bad too, but you do need to worry because the focus is about the positive learning that you get 
from it.

Reflection is also about your thoughts and your ways of doing things. You may come to a conclusion that 
you can even learn from your mistakes and that there is always room to improve and do better. 
John Dewey puts it this way: “We do not learn from experience… we learn from reflecting on experience.”

Reflection challenges the way you do things, your thoughts and assumptions and allows you to strength-
en your actions, beliefs and understanding about yourself.

The purpose of reflection is to enhance your knowledge about yourself and the context you are in and to 
bring meaning to it in order to plan the present and the future.

Experience is the process of doing and seeing things and of having things happen to you. You may call 
it a skill or knowledge that you get by doing something. Experience is also the emotions that you have 
throughout the process and that you later associate with a certain event. To be experienced at some-
thing, the length of time that you have spent doing something, such as a particular job, is important.

EXPERIENCE LOADING...
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And finally, here is a brief definition of Knowledge. Knowledge is information about a subject that you get 
by experience or study, either known by one person or by people generally. Knowledge is the understand-
ing of someone or something, such as facts (propositional knowledge), skills (procedural knowledge), 
or objects (acquaintance knowledge). 

Difficult words, maybe, but the important thing for you to remember is that knowledge can take many 
forms. In fact, knowledge can also refer to a theoretical or practical understanding of a subject. 
And lastly, knowledge is about your emotions and how you manage them.

“A Mistake increases your experience & experience decreases your mistakes. You learn from your 
mistakes then others learn from your success.”    Bhupendra Nath
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Activity 2.2.3 My portrait

Activity 2.2.1 Lifeline

4.2. Communication skills 

In your role as peer supporter, your ability to communicate is one of the most important skills you need. 
There will be useful for you to be aware of the way you communicate. Then you can determine which 
skills you already have that you need when you are a peer supporter, and which skills you need to work 
on. So called soft skills, including communication skills, are more difficult to master because the rules 
change depending on where you are and the people you are with. 

Being a peer supporter is not all about work. It is important to get to know the person you are working 
with and to enjoy some social time and a chit-chat during breaks. 

However, there are topics that are more sensitive: religion, politics or finances, also other personal topics 
such as race, sexual orientation, or certain physical characteristics (including a person’s age, height, or 
weight). You should also be careful talking about someone’s disability. Make sure the person you support 
has disclosed this information and that it is ok for you to talk about it. Otherwise, it may make the person 
feel uncomfortable.

4.2.1. How to talk about yourself 

Have you ever felt that meeting and talking to new people can sometimes be a stressful situation? 
Actually, you can practice how to talk about yourself in situations where you meet new people. This will 
make you feel more comfortable, you will appear more self-confident and interesting. Here is a list with 
activities to choose from:

    • Introducing yourself ‘The Elevator Pitch Activity’ 
    • Starting a conversation
    • Joining in a conversation started by others
    • Continuing a conversation
    • Ending a conversation

For introducing yourself use this Activity:

Activity 6.2.4 The Elevator pitch

For the rest of the skills use this Activity:

Activity 4.5.1 Meeting others and having a Conversation
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4.2.2. Coaching basics 

Here is a simple definition of coaching: ‘Coaching is a process that aims to improve performance and 
focuses on the ‘here and now’ rather than on the distant past or future’. 

Here is a more advanced definition of coaching: The International Coaching Federation (ICF) defines 
coaching as “a partnership that accelerates the client’s learning pace, performance and progress 
personally and professionally”. The European Coaching Institute (ECI) also adds essential information 
to the definition of the term, namely that this process “helps the client to give up what he is now in order 
to become what he wants to become”.

You have probably heard about coaching before, and maybe even received help from a coach. Then you 
have already experienced that the coach is no expert but, instead, the coach is a facilitator of learning.

Basically, the coach helps the person to improve their own performance. To put it another way, the coach 
helps the person to learn. As a good coach you need to believe that the individual always has the answer 
to their own problems but understands that they may need help to find the answer.
Keep on reading, and you will learn more about coaching. You will also get to practice and develop your 
own coaching skills.

Some principles in Coaching

Listening: You as the coach need to be able to listen carefully to the person you are supporting. 
This means that you need to pay attention to what the other person is saying and watch the body-
language as well. You need to grasp how the person is feeling and relate to that.  

How to ask good questions: There are no wrong answers, only wrong questions. In coaching, 
the questions are the ones that make the difference between failure and success. No pressure. 

The Feedback: The person you are supporting needs to get responses from you during your coaching 
conversations. This is important in the process of the person making changes. Remember, the feedback 
is to be true and spoken in an honest way. 

Multiplicity: As the coach you need to give the person you support the chance of seeing the situation 
from different perspectives. The person you support may be in a difficult situation and may not see that 
there is more to it than what the person sees. 

Confidence. You will discover that the process of supporting and coaching will stop to a halt unless you 
have the person’s trust and confidence. You gain trust by acting sincerely, keeping your promises, 
and following through with your supporting.
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Limitations. Your role as a coach in the supporting process allows you to limit your attention towards the 
person’s life story and all the problems that follow. Make sure not to take on the role of a counsellor. Also, 
remember, you are not to give advice, only support the person’s own exploring of possibilities.
Presence. You simply cannot do any of the coaching principles and techniques if you are not present. 
You cannot sit and think about what to have for dinner when you are doing your task as a peer supporter. 
You need to direct all your attention to the person and keep it there. 

Presence. You simply cannot do any of the coaching principles and techniques if you are not present. 
You cannot sit and think about what to have for dinner when you are doing your task as a peer supporter. 
You need to direct all your attention to the person and keep it there. 

Silence. There is a fine line between awkward silence and good silence. You need to be careful not to fill 
every void in the conversation with your own talking. Sometimes silence is good, and makes the person 
ponder and reflect before elaborating further. Dare to wait for it. 

Coaching techniques
As a peer supporter you are not expected to be the World Champion of Coaching. But learning about the 
principles and techniques, will help you on your journey of being the Best Peer supporter for Your Person. 
Here are some useful coaching techniques and tools:

The technique for setting SMART goals
What do SMART goals mean, you may wonder? It means that the goals you set are concrete and easier 
to reach. Goals are easier to accomplish when they are clear, specific, and broken down into steps you 
can manage and measure. Your goals need to be: 

Using this technique, you can turn your goal “I want to be happy” into “I want to do something every day 
that makes me feel happy”. 

Practice writing some SMART goals with the next Activity.
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Handout 5.4.5 SMART Goals

The Gold Idea Scoring Technique
At the end of the supporting session, you can ask the person: “What do you feel gave you the most to 
think about in this coaching session?” This check-in makes the person think about what was valuable 
during the session. Maybe the person gets an “aha” moment. 

Use open-ended questions
In your role as peer supporter using this coaching strategy, you need to remember to use open-ended 
questions. This technique helps the person to give more information in the answer, such as feelings, at-
titudes, and understanding of the topic. If you ask closed-ended questions, you will probably get only yes 
or no answers, even just a shoulder shrug. 

Homework in Coaching
Oh, no, you may think. Maybe your experience with homework is it being the most boring thing in the 
world. In coaching, though, homework is a good way of keeping the person in flow with the process and 
seeing the total picture of the process. During your conversations, you get to give the person feedback on 
the homework, which you remember will have to be true, sincere and specific. 
 
The GROW model (growth)
This may look similar to the ‘SMART-goal-technique. The Grow model is a simple method for setting 
goals and solving problems in coaching. This model includes four stages, one for each letter in GROW.

Goal – Stands for that specific goal that the person wants to reach 

Reality – How big is the gap between the status quo and the objective situation? 

Obstacles and options – What keep the person from reaching or coming closer to reaching the goal? 
When you know what it is, you can work out options for getting by the obstacles. 

Way forward - When you know the obstacles and have worked out options, make it into a pathway 
towards the goal. 

4.2.3 How to share your experience and give advice? 

How to give constructive feedback
Constructive feedback, what is that really? And when are you supposed to use it? Maybe the headline 
made you wonder precisely that. So, basically, constructive feedback means that you will have to talk to 
the person you support about something that is not right or something that should be better. Another 
word for it is criticism, but that word has a negative tone to it, and therefore you should use constructive 
feedback. And there are ways to do this, so that the person you support does not feel too bad afterwards, 
but instead see it as a way of learning. But most important, think before you act. 



This project has been funded with support from the European Commission. 
This plan reflects the views only of the author, and the Commission cannot be held 
responsible for any use which may be made of the information contained therein

234

1. Find out if it is necessary. Think through the issue and find out whether a feedback session is needed. 
Then you need to decide what you wish the outcome to be. Do you think it will work? 

2. Prepare beforehand. The feedback is to be constructive. This means that you need to give concrete 
examples and deliver your feedback as carefully and tactfully as you can. Gather facts and use examples 
to show the person what you mean. Then you work together to find a solution for the problem. Hopefully, 
you and the person you support will keep on your relationship, and even make it better. 

3. Focus on the work, not the person. Make sure to only point out real examples and do it in a profes-
sional way. You need to avoid mentioning the person’s personality or character, and instead clearly 
explain that this is a solvable training-related issue that you want to help the person with. 

4. Be sincere. You want to show to the person that you are there to help, not bring them down or point 
out mistakes. Your feedback should be honest and real, and so should your offer to help. This means in 
your role as peer supporter that you will have to follow through with your promise. 

Activity for learning and practice: 

Role-play giving constructive feedback when the person you support comes late two days in a row 
for the sessions. 
 

How to receive constructive feedback
So, now it is the other way around. You are the one getting the constructive feedback. Remember that not 
all have received training in giving this kind of feedback, like you have. That is why it is important for you 
to practice how to receive constructive feedback, and to see the value of learning it gives you. 
                                                                     
1. Stop your First Reaction                                                                      
At the first sign of criticism, before you do anything—stop. Really. Try not to react at all! You will have at 
least one second to stop your reaction. While one second seems insignificant in real life, it is enough 
time for your brain to process a situation. And in that moment, we can stop a negative facial expression 
or remark and remind yourself to stay calm.

2. Remember the Benefit of Getting Feedback.                                                     
Remember that the benefits of receiving constructive criticism are to improve skills, work product, and 
relationships. Also remember that no one is perfect. You are human and you make mistakes and show 
weaknesses just like everyone else. Sometimes this is easy to forget, and that is why you should wel-
come constructive feedback. Besides, this only means that you are always learning and developing new 
skills. Constructive feedback plays an important part in that growth process of life. So, try not to be too 
defensive.
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3. Listen to understand how you can improve. 
Listen attentively to the feedback you are given. Allow the person to share their complete thoughts, with-
out you interrupting. When the person is done, repeat back. For example, “I hear you saying that you want 
me to be more careful in my work, is that right?” At this point, avoid analysing or questioning the person’s 
assessment. Instead, just focus on understanding the comments and perspective.

4. Ask Questions to Deconstruct the Feedback.                                                      
Allow time to think about the feedback. You may want to get more clarity at this point and share your 
perspective. However, you should avoid making it a debate. Instead, ask questions to get to the root of 
the actual issues being raised and possible solutions for addressing them.

Activities for learning: 
 
Role- play a situation in which a colleague tells you that you got a little heated in a meeting. 
Here are a few ways to deconstruct the feedback:

    • Seek specific examples to help you understand the issue: 
     “I was a little frustrated, but can you share when in the meeting you thought I got heated?”

    • Acknowledge the feedback that is not in dispute: 
     “You’re right that I did cut him off while he was talking, and I later apologised for that.”

    • Try to understand whether this is a mistake you made once or if it is recurring: 
     “Have you noticed me getting heated in other meetings?”

    • Look for concrete solutions to address the feedback: 
     “I’d love to hear your ideas on how I might handle this differently in the future.”

5. Think of a strategy and take action.
This means that you will have to look at the facts presented, and the problem described. Then you figure 
out a way to improve or fix the situation. Before you act on your plan, share it with your trainer to see if it 
could be improved upon. Once your plan is ready to go, you can get started!
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4.3. Establish peer supporter relationship 

4.3.1. How to understand the needs of the person you support 

Some persons you will work with may have needs that are easy and inexpensive to meet. Others may 
have needs that require certain accommodations and thoughtful planning. It is always best to ask the 
person what they need in order for you to find the best solution. Each person’s needs are specific to them, 
so the following is just a list of examples. Remember that the solutions may not be appropriate for all 
persons.

    • Communication needs
        • If someone has difficulty understanding verbal communication or expressing themselves 
          verbally, find out which is the best channel of communication for them. They may need support 
          with written information, symbols, signs, videos and so on.

        • If someone has difficulty with social communication, they could ask for an alternative form of 
         communication with you and other co-workers, such as email, instant messaging, or text mes
         saging rather than conversational. They may need advance notification if they need to participate 
         in face-to-face meetings.

    • Feedback
        • Find out about the level and frequency of feedback that someone needs. 
         They may need day-to-day guidance and feedback, or it may be weekly.

    • Planning
        • It is always good to establish long-term and short-term goals. How specific and how small 
         the steps will be will differ from person to person.

        • Some people may need help with prioritising tasks.

        • Consider using smartphones or tablets for reminders, job tasks, visual support, 
         and audio support.

Activity 1.3.3 How to ask people for their needs
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4.3.2. Establish the perimeter ‘The need for help’

The Karpman drama triangle
By being a peer supporter, you will help people overcome difficulties. However, your role is not to decide 
for them or do their job for them. In order to avoid conflict, and to be a good peer supporter and to enjoy 
the role, you need to agree on your perimeter of action. You will need to make a contract with the person 
to outline their need and your action. This contract can be a verbal agreement as well. 

If you skip this part, you risk getting caught in a “Drama triangle”. This can go as follows:

Robert is having difficulties finding a job. As a trained peer supporter you offer your help. After 3 months, 
Robert is still unemployed and blames you for that: your help was not useful and now he feels he lost 
3 months in his search. 
In this case, Robert and you probably had not agreed well enough on what you could do, and were going 
to do, in order to help him. He then probably expected you to be his “rescuer”. As you happened not to be 
one, he probably started to see you as a “persecutor”, which probably lead him to adopt a position of 
“victim”, in which he now probably feels legitimate and maybe more comfortable to stay in. 

To define the need for help, you can use the following table:

Activity 6.4.1 Peer supporter Role Play
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4.3.3 When am I peer supporter, and when am I not? 

Hey, you are almost done. Soon you can proudly announce yourself as peer supporter. How great is that? 
But before you go off celebrating, you may take a close look on this final paragraph. Then you make 
groups of two and discuss the matter further. The question at hand is when you are a peer supporter 
and when you are not.

You see, you are not a peer supporter at all times. To find out when you are supposed to be a peer support-
er, make sure you get it closely described by your supervisor. Then you will get the big picture. Then you 
need to have a formal chat with the person in need of peer-support and your supervisor. Then the three 
of you draw the finer lines of the big picture. 

So, for the details and colours of the big picture, you need to know how to decide. Firstly, the detailed skills 
develop through experience. Therefor, you may not become aware of all the skills by taking this course. 
But this course will enable you to make your own experiences. Without the course, you would not know 
what to look for in your work environment and in your colleague relations that may serve as useful help in 
deciding when to be a peer supporter and when to not be one. 

Here is an example of the big picture:
Your supervisor explains that your role as peer supporter is to be carried out when new co-workers enrol 
the company and specifically your department. You are to show them around the facilities, for example 
where to find the bathroom or the lunchroom, and to show them the routine for keeping the place neat 
and tidy, as well as the recycling regime. 

Here is an example of the finer lines in the big picture:
You schedule a meeting with your supervisor and the co-worker you are to be peer supporting. In this 
meeting you ask the co-worker in need of support which needs you have to consider in order to best 
accompany this person. Then you may find out if there is something the person absolutely does not want 
you to do. Maybe the person has a specific routine for coffee-making, and then you will know in before-
hand never to ask if the person wants you to get coffee. Then you draft an agreement which will be signed 
by all parties.
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Now, how do you get hold of the details and colours of the big picture? 
As said earlier, experience will complete the picture. But here are some examples to consider in order for 
you to be able to make your own experiences later on. 

Now, you pair up and discuss the following examples and consider whether to be a peer supporter or not. 
And guess what, when your done you are ALL DONE!

Consider this:
You bump into the person you are signed up to peer-support on the bus. Are you a peer supporter in this 
situation? 

How about this one:

You meet the person you are signed up to peer-support at work and you can see a puzzled look on the 
person’s face. The person is standing holding å paper cup and looking around as if looking for something. 
Are you a peer supporter in this situation?

And this one?
You are in the middle of an important task when the person you are signed up to peer-support approaches 
you and asks, for the millionth time, where the bathroom is. Are you a peer supporter in this situation? 

Finally, consider this last one:
The person you are signed up to peer-support calls you on your phone late Sunday night to ask if the right 
time to show up to work Monday morning is 8am. Are you a peer supporter in this situation?

Remember, there often is more than one answer, and especially if you add a ‘It depends on the circum-
stances…’ to it.
 

* * *
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5. List of activities
Activity 6.1.1 Roles and Communication  
Activity 6.1.2 Roles of co-trainer and peer supporter 
Activity 6.1.3 Distinguishing formal and informal language
Worksheet 6.1.3 Formal and Informal Language 
Activity 6.2.1 Story chains
Activity 6.2.2 Values through Storytelling
Activity 6.2.3 Express yourself effectively
Handout 4.4.2 The 7 Cs of expressive communication
Worksheet 4.2.6 Nonverbal communication 
Activity 6.2.4 The Elevator Pitch
Activity 6.2.5 Active Listening
Activity 3.2.4 Empathic Listening
Activity 4.3.7 Active listening
Handout 4.3.6 RASA Active listening
Handout 4.3.5 Whole body listening
Activity 5.3.2 Five whys
Activity 6.3.1 Presentation dynamic
Activity 6.3.2 Abigail’s Story
Activity 6.3.3 The Island
Activity 6.3.4 The ideal co-trainer
Activity 2.2.1 Lifeline
Activity 2.2.3 My Portrait
Activity 4.5.1 Meeting others & having a conversation
Handout 5.4.5 SMART Goals
Activity 6.4.1 Peer supporter role-play 
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Activity 6.1.1 Roles and Communication

Duration: 5 min
Material: 
    • Peer support or Co-trainer cut-outs
    • Organisatinal chart
Organisation of the room:
    • 

    • Print out the organisational chart and the appropriate cut out 
      ‘Peer Supporter’ or ‘Co-trainer’.
    • Print out the organisational chart.
    • Think about your role as a peer supporter or co-trainer. Place your box in different parts 
      of the following diagram and think about how your communication style would change 
      in each situation. How formal or informal should you be in each case? 
      What are the possible consequences of using the wrong type of communication 
      register.

Duration & Material (What is needed for the Activity)

Course of the Activity (step by step with guiding questions and use of the material)

Synthesis & learning objectives

Introduction how communication changes depending on the role of others.

Module 6 
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Activity 6.1.2 Roles of co-trainer and peer supporter 

Duration: 20 min
Material: 
    • A paper and a pen for each group
    • A printed version of the table for each group or a video projection
Organisation of the room:
    • Divide the trainees in groups of 3

    • Each group discuss and fill-in the table below.

What skills do you need to have?

How to be perceived like …

How to look like …

How would you like to be as a …

When will you take on this role? 
(how are you going to time-limit)

Co-trainer Peer supporter

Define the roles of co-trainer and peer supporter from the 4 angles of a social role: the com-
petencies the person possesses, the perception of competencies, the image perceived by 
others, the expectancies of the person. 
Learning objectives
    • Better understand the concept of social role
    • Understand that there is no one right way to be and act

Duration & Material

Course of the Activity

Synthesis & learning objectives

Module 6 
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Activity 6.1.3 Distinguishing formal and informal language

Duration: 5 min
Material: 
    • Worksheet
Organisation of the room:
    • 

    • Print out the worksheet
    • Hand out the worksheet and ask the trainees to work in small groups of 2-3. 
      They must read the phrases in the table, deciding whether each phrase is formal 
      or informal in conversation with a co-worker/manager.
    • When they have finished, review the exercise as a group (answers provided below)

    • Practice distinguishing formal from informal language

Duration & Material (What is needed for the Activity)

Course of the Activity (step by step with guiding questions and use of the material)

Synthesis & learning objectives

Module 6 
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Of course, I will attend to that at once.

How’s it all going over there today?

Good afternoon Sir.

Just wait a minute, okay?

When the opportunity arises, we will make arrangements.

Thank you all for your attention, it is much appreciated.

I don’t get it, will you explain it again?

Sure, will do.

Can you give me a minute please?

This is a real win-win result for us all team.

Going forward, we will increase our workload on this project.

Can you give me the lowdown on the last meeting?

Staff must re-focus their priorities.

Thanks a million!

Can you give me a hand with this?

Please do not hesitate to contact me immediately.

Whenever you get the chance, send me a soft copy 

of the document will you?

I sincerely apologise for the delay.

Attached is the requisite document.

Sorry, no can do.

Hi there all.

This requires immediate attention!

Please replicate the examples provided in the document.

No problem, anytime!

I’am pleased to inform you of our upcoming event.

There is no mention of a proposed delay in her 

recent email communication. 

Have you seen their recent stuff? We really have to step-up 

our game in this department.

I need to jog my memory. I can’t remember any of 

those statistics for the meeting.

FormalPhrases:

• Ask the trainees to create formal and informal equivalents for each of the phrases listed in the box 
above in pairs or groups of three and discuss as a group once they have finished.

Informal

1

2

3

4

5

6

7

8

9

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

28

Answers
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Of course, I will attend to that at once.

How’s it all going over there today?

Good afternoon Sir.

Just wait a minute, okay?

When the opportunity arises, we will make arrangements.

Thank you all for your attention, it is much appreciated.

I don’t get it, will you explain it again?

Sure, will do.

Can you give me a minute please?

This is a real win-win result for us all team.

Going forward, we will increase our workload on this project.

Can you give me the lowdown on the last meeting?

Staff must re-focus their priorities.

Thanks a million!

Can you give me a hand with this?

Please do not hesitate to contact me immediately.

Whenever you get the chance, send me a soft copy 

of the document will you?

I sincerely apologise for the delay.

Attached is the requisite document.

Sorry, no can do.

Hi there all.

This requires immediate attention!

Please replicate the examples provided in the document.

No problem, anytime!

I’am pleased to inform you of our upcoming event.

There is no mention of a proposed delay in her 

recent email communication. 

Have you seen their recent stuff? We really have to step-up 

our game in this department.

I need to jog my memory. I can’t remember any of 

those statistics for the meeting.

FormalPhrases:

Worksheet 6.1.3 Formal and Informal Language 

Working in groups of 2-3 create a formal/informal equivalent for each of the above phrases.

Read through the exercise below placing a tick in the correct box to decide which phrase is formal 
or informal in conversation with a co-worker/manager?

Informal

1

2

3

4

5

6

7

8

9

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

28
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Activity 6.2.1 Story chains

Duration: 30 min
Material: 
    • None
Organisation of the room:
    • The chairs in a circle.

    • The group will sit in a circle,
    • Choose a theme around which it will be build the story – it can be about personal 
      experience, about an event, about childhood, about parents, about best friends, 
      about a tree, about a pet, about a food, about favourite book/song/artist etc.
    • The first trainee begins by starting the story with a few sentences related to 
      the theme chosen,
    • One by one, each trainee will continue the story where it stopped,
    • The story ends after each trainee contributed one time or whenever will be 
      decided to do so.
    • A group discussion identifying the steps to be reached before to start telling a story 
      (establishing the theme of the story, creating the ambiance and performing technical 
      activities to warm up) and the structure of a story.

Creating and telling a story together.
Learning objectives
    • Planning the story to tell, 
    • Structure and organisation of a story.
    • The four ingredients of a story: the main character or subject, a place/ an environment, 
      a dilemma/a problem and the end.

Duration & Material

Course of the Activity

Synthesis & learning objectives

Module 6 
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Activity 6.2.2 Values through Storytelling

Duration: 30- 60 min (5 min per participant)
Material: 
    • Chairs, 
    • tables, 
Organisation of the room:
    • Semicircle; storyteller and one of participants in front of the group.

    • Each participant is asked to choose the job for which he/she wants to apply 
      and to be interviewed,
    • The trainer is in the role of interviewer, and leads the interviews in such a way that each 
      participant is asked to tell a narrative or personal story in order to prove that he/she is 
      the appropriate person for the desired position or to prove through stories the values 
      of his/her personal characteristics.
    • After the interview all the partici¬pants discuss how the story represents the person, 
      how it helps, how words could be used in an appropriate way, what is said through the 
      body language, and so on. How when listening one story you put yourself in the shoes 
      of the storyteller without even realising. Instinctively you’ll wonder: 
      “What would I do ?”, “How would I do it?”, “What would I say?”, “How would I say it?”; 
      not only about the story facts but also about the way it is delivered the story 
      by the storyteller.

The interview for a real job is improvised with the participants through storytelling.
Learning objectives 
    • Improve oral presentation
    • Broaden communication skills
    • Build confidence, give sense of belonging, increase analytical thinking.

Duration & Material

Course of the Activity

Synthesis & learning objectives

Module 6 
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Activity 6.2.3 Express yourself effectively

Duration: 30 min
Material: 
    • Printed Handout 4.4.2 The 7 Cs of expressive communication
Organisation of the room:
    • Space for individual work, pair work and group presentation

Allow 5 – 10 minutes of preparation for each Activity.
PRACTISE Activity 1: Each participant can prepare a 5 minute oral presentation about 
a topic of their choice. The participants should be encouraged to plan their “speech” using 
the PACE method, to use visual aids if appropriate, to pay attention to the audience and 
to speak enthusiastically. After they present, the group provides feedback.

PRACTISE Activity 2: Two participants can role-play giving and receiving instructions. 
The person giving the instructions can think of a work-related topic or a topic related 
to life-skills. They should speak for at least 5 minutes. The group provides feedback.

    • Use the 7 Cs of communication to present a topic
    • Use the 7 Cs of communication to give instructions

Duration & Material (What is needed for the Activity)

Course of the Activity (step by step with guiding questions and use of the material)

Synthesis & learning objectives

Module 6 
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Activity 6.2.4 The Elevator Pitch

Duration: 20 min

Pitch:
absolutely not longer than 25 to 30 seconds
or - in words - approximately 80 to 90 words
or - in sentences - 8 to 10 sentences

Material: 
    • ...
Organisation of the room:
    • 

    • A SAMPLE ELEVATOR SPEECH OUTLINE

    • These 10 speech topics will help to write a carefully planned and prepared 

      presentation that grabs

    • attention and says a lot in a few words. This format suggestion helps you to 

      avoid creating a sales pitch.

    • Use each idea to write one short powerful sentence.

    • ABOUT YOU

    • 1. Smile to your counterpart, and open with a statement or question that grabs 

      attention: a hook that

    • prompt your listener to ask questions.

    • 2. Tell who you are: describe you and your company.

    • 3. Tell what you do and show enthusiasm.

An elevator speech is a clear, brief message or “commercial” about you. It communicates 
who you are, what you’re looking for and how you can benefit a company or organisation. 
It’s typically about 30 seconds, the time it takes people to ride from the top to the bottom of 
a building in an elevator. (The idea behind having an elevator speech is that you are prepared 
to share this information with anyone, at anytime, even in an elevator.) At a career fair, you 
can use your speech to introduce yourself to employers. It is important to have your speech 
memorised and practiced. Rehearse your 30 second elevator speech with a friend or in front 
of a mirror. The important thing is to practice it OUT LOUD. You want it to sound natural. Get 
comfortable with what you have to say so you can breeze through it when the time comes.

Duration & Material (What is needed for the Activity)

Course of the Activity (step by step with guiding questions and use of the material)

Synthesis & learning objectives

Module 6 
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    • WHAT DO YOU OFFER

    • 4. Tell what problems have solved or contributions you have made.

    • 5. Offer a vivid example.

    • 6. Tell why you are interested in your listener.

    • WHAT ARE THE BENEFITS

    • 7. Tell what very special service, product or solutions you can offer him or her.

    • 8. What are the advantages of working with you? In what do you differ from 

      competitive companies?

    • HOW DO YOU DO IT

    • 9. Give a concrete example or tell a short story, show your uniqueness and 

      provide illustrations on how

    • you work.

    • CALL FOR ACTION

    • 10. What is the most wanted response after your elevator speech? 

      Do you want a business card, a

    • referral or an appointment for a presentation after your elevator speech?

CHECKLIST FOR FINETUNING
STEP 1: First write down all what comes up in your mind.
STEP 2: Then cut the jargon and details. Make strong short and powerful sentences. 
Eliminate unnecessary words.
STEP 3: Connect the phrases to each other. 
Your elevator address has to flow natural and smoothly.
Don’t rush.
STEP 4: Memorise key points and practice.
STEP 5: Have you really answered the key question of your listener: What’s In It For Me?
STEP 6: Create different versions for different business situations of your elevator speech. 
Note them on professional business cards.
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Activity 6.2.5 Active Listening - Role play

Duration: 30 - 60 min
Material: 
    • No material needed.
Organisation of the room:
    • Tables and chairs.
    • The training exercise works best with no more than 12 participants

    • All participants are grouped in a open circle at tables or without tables (only chairs).

    • The trainer will declare that the participants are going to practice the use of open 

      questions which will test their listening and observational skills as well as the use 

      of Kipling’s six open questions. 

    • The Kipling’s six open question will be shared on a flipchart or power point, 

      and kept display visible throughout the Activity.

“I keep six honest serving-men
(They taught me all I knew);
Their names are What and Why and When
And How and Where and Who.”
An extract from Rudyard Kipling’s poem in “The Elephant’s Child” literally OPENS up 
opportunities to practice a key skill as part of a communication skills course as well 
as allied skills in active listening and observation.
The Activity focuses on the use of Kipling’s six OPEN questions rather than closed, 
hypothetical and supplementary enquiries. thus:
1. What
2. Why
3. When
4. How
5. Where
6. Who

Learning objectives
    • Practice communication, active listening and observation skills
    • It has transferable utility to a wide range of other training courses such as advocacy, 
      assertiveness, influencing and anything linked to interview preparation.

Duration & Material

Course of the Activity

Synthesis & learning objectives

Module 6 
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    • Ask for a volunteer.

    • The volunteer has to leave the room and in their absence the group must decide 

      something they want to know about the volunteer, e.g. favourite sport or last holiday. 

      Something specific and within the bounds of privacy and decency!

    • When the group is decided on the secret question, invite the volunteer back in the 

      room, to sit in the front of the group. He/she must make a statement - anything. 

      So let’s suppose the group want to know her/his favourite football club. Let’s say its 

      Manchester United. The volunteer does not know this is the topic. He/She makes a 

      statement, e.g. “ On my way here today I saw a squirrel “.

    • The volunteer then turns to the first person in the group. That person can ask any 

      OPEN question but it has to be based on the last thing that comes out of the volun

      teer’s mouth and any subsequent question must include any or all of the last words 

      to come out of the mouth of the volunteer.

      So let’s imagine the run:

              Trainee 1: - What colour was the squirrel?

              Volunteer: Grey 

              Trainee 2: What other colours are there beside grey? 

              Volunteer: Red 

              Trainee 3: What other things are RED?

              Volunteer: Apples/Blood/Robins/Traffic Lights 

              Trainee 4: ( DISASTER COMING ) Do you like Robins?

              Volunteer: YES ! - ( Disaster - a closed question has been put. 

              Somebody was not listening but help is at hand with Number 5)

              Trainee 5: When you say YES, what do you mean? (forcing Volunteer to open up) 

              Volunteer: I like red things, especially my favourite football club colour

              Trainee 6: What is your favourite football club?

              Volunteer: Manchester United.

It won’t be as easy as this - it might go around the table twice. The volunteer might be de-

clared the winner. It can get competitive. Tons of industrial language. Soon will be obvious 

who is quick on the feet, deft, creative, active listener, observer, etc.

The volunteer must always tell the truth but if they detect or suspect the content of the 

secret question they have a mandate to be as difficult as they like with evasive or short 

answers. This will further test the interviewer’s skills. People are not allowed to go out of 

sequence or confer. You will see people at one end of the table dying to jump in.
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Activity 6.2.6 Empathic listening

Duration: 20 min
Material: 
    • none
Organisation of the room:

Find a partner. 
Set a timer for 2 minutes and have your partner talk about any subject. 
You listen without interrupting. 
When the timer beeps, she stops talking and you summarise her words and any feelings 
expressed. 

When finished discuss the experience. 

What was it like for you? What was it like for your partner? Reverse roles and repeat the 
exercise. You may be surprised to find yourself struggling to wait for the beep before you 
talk. This discovery could strengthen your motivation to control the urge to talk. Also, your 
agreement to summarise what you heard will most likely cause you to pay more attention 
to the other person’s words and overall expression.

Duration & Material (What is needed for the Activity)

Course of the Activity (step by step with guiding questions and use of the material)

Synthesis & learning objectives

    • Presentation of the concept of empathy    
    • Improving empathic listening skills k

Module 6 
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Activity 6.3.1 Presentation Dynamics

Duration: 60 -90 min
Material: 
    • Sheets
    • Coloured Crayons,
    • Markers,
    • Stickers
    • Coloured papers
    • Scissors
    • Glue

Organisation of the room:    
    • Tables and chairs for each participant.

    • Let’s get to know our colleagues, by creating a climate of trust and a close internal 
      connection between the members of the group

    • All participants receive a sheet of paper A3 or A4 and coloured crayons. 
      We can add markers, stickers, coloured papers, scissors, glue.
    • The idea is for everyone to promote themselves, highlighting their qualities. 
      All participants will create an ad in which they themselves are the product that 
      they will need to promote. 
    • The ad will consist of an advertising poster with an advertising message. 
    • At the end all ads will be presented, and each participant will choose one ad that 
      convinced him/her and explain why he/she choose it.

Duration & Material

Course of the Activity

Synthesis & learning objectives

Module 6 
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Activity 6.3.2 Abigail’s Story

Duration: 20 min
Material: 
    • Pens
    • Paper

Organisation of the room:    
    • 

    • Participants will be split in groups and will have to decide on a ranking of the 
      characters from the story.

Instructions
Read the story to the participants and ask them to rate the characters from best to worst.
Then group them into teams and ask them to discuss their selections and find a common 
consensus in the next several minutes. Participants will start having arguments over their 
selections until they reach a compromise. In the end the value of the exercise comes on the 
debriefing when the trainer has to stress the value of accepting each other’s different values 
and worldview and understanding that there is right or wrong answer.

Background Story
Once upon a time there was a pretty girl called Abigail who lived in a house with her mother. 
Every day she would walk across her town, over the only bridge crossing the river to river to 
see her boyfriend, Tom. Abi thought Tom was lovely! She would skip and sing on her way to 
see her boyfriend, and they were very much in love.

Of course Tom also thought Abi was lovely. He too would cross the town and the only bridge 
across the river to go and see Abi, but he didn’t skip and sing, at least when the other boys 
were looking he didn’t!

They were so in love and would walk around holding hands to show everyone how much they 
loved each other.

One night a great storm flooded the river and swept away the bridge, the only bridge so the 
next morning they could only stand on opposite banks of the river and wave to each other, 
both very sad that they couldn’t hold hands.

Duration & Material (What is needed for the Activity)

Course of the Activity (step by step with guiding questions and use of the material)

Synthesis & learning objectives

Module 6 
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Abigail cried. She cried and cried and cried and wanted to see her Tom, but it would be months 
before a new bridge would be built, and there was no other way to cross the river. 
Then after a few days Abigail saw a little rowing boat tied up on the river, and went to speak t
o the man who owned it.

“Please” Abi begged “Please row me across the river so I can see my Tom”. The man who 
owned the boat was called Sinbad. Not many people spoke to him, and very little was known 
about him. Sinbad thought about Abigail’s problem and offered to help. “I will row you across 
the river” Sinbad said, and Abi smiled, but she was happy to quickly. Sinbad continued 
“I will row you across the river, if you sleep with me.”

Abigail’s smile turned into a frightful scream and she ran off crying. She couldn’t decide what 
to do. She wanted to see Tom so badly, but didn’t want to sleep with Sinbad. She felt torn 
between seeing her boyfriend and cheating on him with Sinbad, and she felt she needed to ask 
someone for advice, so sat down with mother and explained the whole story.

Abigail’s mother listened to her story and when Abi had finished she looked at her mother, 
waiting for her advice. “well” her mother started “you need to sort this one out for yourself”. 
Abigail’s mother offered no advice as she wanted Abi to make the decision for herself.

Abi was now more confused than ever and sat in her park thinking over her options. 
She decided she wanted to see Tom more than ever... he would know what to do, so she 
jumped up and went to Sinbad.

After she slept with him, Sinbad kept his word and took her on his boat across the river. 
Abi ran as soon as she arrived on shore to Tom. Tears running her face, she banged on his 
door and he was very shocked to see Abi, and to see that she was so upset. Abi explained 
everything that happened to her, and when she told Tom she had to sleep with Sinbad to see 
her, he went crazy.

“WHAT!” he shouted “you cheated on me... with Sinbad!” Abi tried to explain why she did it, 
but Tom was so angry he slammed the door shut and didn’t want to speak to Abi again.
Abi cried some more, and now was on the wrong side of the river to ask her mother for advice, 
but she knew where Tom’s best friend, Bob, lived.

She went around to Bob’s house and explained everything to him. Bob let her into his house 
and gave her a nice cup of tea to try and help things. As Abi explained what had happened 
today, Bob was disgusted with how Tom had acted. So disgusted in fact that he went around 
to Tom’s house and beat him up for treating Abi so badly.

Then Bob left with Abigail.

And this is where our story ends.
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Activity 6.3.3 The Island

“The story - An island in the South Pacific”
The group you belong to is on a cruise in south of the Pacific Ocean. Following a storm, the 
ship sank and you are the only survivors, shipwrecked on an island, far from any waterway. 
Near this island a ship passes every three months. The last one passed 1 week ago. On this 
island lives a family of natives consisting of a man with two wives and three children - two 
girls (20 years old and 12 years old) and a boy (18 years old). The family has a canoe. On 
this island live some wild goats and a pair of panthers; there is also some animals to hunt, 
snakes and seabirds. The nearest land is at a distance of about 1,650 km. 
In addition to the objects you had at that time the ship sank, you also have what the sea 
threw on the island following the wreck:
           2 rifles with ammunition
           2 axes
           1 saw
           100 m of wire
           2 picks - a tool to work the land
           1 shovel
           30 m electric cable
           24 knitting needles
           Food cans (6 large jars with jam and 12 small jars with spinach)
           1 empty metal barrel
           8 bottles of oil
           28 meters of rope
           Fabric (42 x 1.20 m)
           20 face masks
           1 fishing net
           1 bible
           some newspapers”
Learning objectives
    • Group decision making: difficulties and advantages of teamwork.
    • When no agreement is reached on the objective, it is very difficult to draw up
      an action plan. 
    • At the individual level, we must assume the established goal, in order to ensure 
      the functioning of the whole team. 
    • The importance of setting targets in a very clear way. 
    • Setting priorities for specific objectives.
    • How it influences the degree of knowledge of the tasks, the control over the available 
      resources, the importance of knowing the resources on which we rely and what we 
      should rely on.
    • If unforeseen problems or events have been foreseen that may occur along the way.

Synthesis & learning objectives

Module 6 
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Duration: 90 min
Material: 
    • Paper sheets
    • Crayons.
Organisation of the room:
    • Tables and chairs. If we have one table for each participant, tables can be put together 
      in order to make one bigger table for each group.

    • Form groups of 5-7 people.
    • Each group will receive the Story - An island in the South Pacific
    • Each group will be asked to choose one general objective, from the following three: 
              Wait to be rescued with the next ship passing next to the island.
              Decide to stay on the island and live with the natives.
              Make an immediate escape plan (without waiting to be saved).
    • Develop an action plan – based on the one general objective chosen, each group will 
      be ask to choose 10 out of the 17 objects that the sea has thrown on the shore, and 
      plan all the actions and activities that they will carry out, in order to achieve that 
      general objective. It is important to set deadlines and responsibilities for each of 
      the activities.
    • All groups have about 20-25 minutes to elaborate its action plan.
    • All group’s opinions will be shared.

Duration & Material

Course of the Activity
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Activity 6.3.4  The ideal co-trainer

Duration: 30 min
    • 2 minutes- instructions 
    • 10 minutes- collecting materials 
    • 5 minutes - large group discussion 
    • 3 minutes - presentation 
    • 10 minutes - debriefing/evaluation

Material: 
    • newspapers with titles containing the most important words 
    • magazines with photos 
    • scissors 
    • flipchart
 
Organisation of the room:    
    • 

    • Finding the main characteristics of an ideal co-trainer and the ideal atmosphere 
      created by him or her 

Game: 
    1. Ask the participants to imagine an ideal co-trainer and collect his/her most 
        important skills, tools, competences etc.
Questions: „How do you imagine a good co-trainer? How does he/she look like? 
What are his/her tools, skills, competences? What are there in his/her “pocket?” 
They can also collect pictures related to an ideal trainer or the atmosphere created by him/her. 
The materials (newspapers, magazines and scissors) are placed in the middle of the room. 
The titles of the articles contain words like empathy, patience, experience, active listening, 
self-confidence, responsibility, enthusiastic, clear communication, kindness, respectful 
behaviour, positive atmosphere, partner position, etc. The pictures have similar meanings, 
or about persons and situations in connection with the role. 

Duration & Material

Course of the Activity

Synthesis & learning objectives
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    2.  Discuss in the group and choose the most important ones. 
    3.  Choose one person for the presentation. 
    4.  Presentation: The person summarises the most important skills and put the 
        words on the „person” on the flipchart. 

Somebody presents by drawing a person on the flipchart and adding the chosen words 
and pictures 

    5. Debriefing: 
The participants share their experiences about the game. 
Questions: How did you feel during the game? How did you like it? Was it useful for you? How 
did you like the presentation? How did you like the presentation? 

    6. Evaluation: 
How did you like the methodology? 

The evaluation – we can discuss the importance of it together 
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Activity 6.4.1 Peer supporter Role-play

Duration: 30 min
Material: 
In the case of practical skills, any items needed to teach the skill.
Device to video the role-plays (optional)

Organisation of the room:    
    • 2 participants do the role play while the rest of the group observe.

    • To prepare for the role of peer supporter
    • To use knowledge acquired in a simulated environment
    • To practise peer supporting techniques
    • To reflect on the experience of peer supporting

Role-playing is an Activity when you either put yourself into somebody else’s shoes, or when 
you stay in your own shoes but put yourself into an imaginary situation. It is a technique that 
allows participants to explore realistic situations by interacting with other people in a managed 
way in order to develop experience and try different strategies in a supported environment.
Through role-playing, the participants can prepare for a variety of challenging and difficult sit-
uations that may make them feel nervous or anxious. You can use role-playing as a means for 
the participants to practice and test all the information given in the last modules. The aim of 
role-playing is that at the end of the training the participant can experience and prepare for the 
role of peer-supporter and afterwards reflect on it (through self-reflection, to raise self-aware-
ness).
By preparing to become a peer supporter using role-playing, you build up experience and 
self-confidence with handling the situation in real life, and you can develop quick and instinc-
tively correct reactions to situations. This means that you’ll react effectively as situations 
evolve and won’t become overwhelmed by events. It’s important to acknowledge that mistakes 
will happen, and even more important to react effectively when they do happen. Role playing 
exercises encourage the participants to think more critically about becoming a peer supporter 
and to see situations from a different perspective.

To help participants benefit from the use of role-playing, the role-plays should be content-fo-
cused, they should match learning objectives, and be relevant to the future peer supporter 
situation. 

Duration & Material

Procedure (step by step with guiding questions and use of the material)

Synthesis & learning objectives
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To start the process, gather the participants together and introduce the role-play Activity. 
Encourage an open discussion to uncover all of the relevant issues and any concerns. This will 
help participants to start thinking about becoming a peer supporter before the role-play begins.

Together with the participants explore possible situations that they can use in the role plays. 
These can be either practical skills or theoretical (based on knowledge and experience). 
Provide guidance to the participants with the following suggestions, but it is important for that 
the participants choose the topic they want to teach/share themselves. The skill should be 
something they are good at and the theoretical knowledge should be about something they 
have achieved or been successful in. This will make the experience more real. 

The Peer Supporting situations can range from easy practical tasks to more theoretical 
topics about life skills.

Suggestions for peer supporting practical skills:
    • How to boil an egg
    • How to make a cake
    • How to find your way in a new environment (work or school)
    • How I started using public transport 

Suggestions for peer supporting in more difficult tasks, based on knowledge or experience: 

    • Share your experience about how you became more independent in your life.
    • Share your experience about how you improved your physical appearance/health
    • Support a peer who is insecure about himself (for instance in making new friends)
    • Support a peer who is afraid of something (for instance doing a rapid test)
    • Support a peer in achieving a difficult goal (for instance losing weight when overweight)

Next, set up a scenario in enough detail for it to feel “real.” Make sure that everyone is clear 
about the situation that you’re trying to work through, and that they know what you want to 
achieve by the end of the role-playing. It may help some participants to write the steps of what 
they want to teach or the points they want to cover. Remind participants of the techniques 
learnt so far.

Step 1: Identify the Situation

Step 2: Add Details
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Once you’ve set the topic for each peer supporter, identify who will play the supported person 
in each pair. If possible, assign the role of the supported person to someone who is actually 
interested in the topic or skills. If topics and skills are known, then the supported person could 
represent someone who is supportive, hostile, angry or unmotivated.
Both participants in each pair should use their imagination to put themselves inside the minds 
of the peers that they’re representing. This involves trying to understand their perspectives, 
goals, motivations, and feelings when they enter the situation.

One pair at a time assumes their roles and act out the situation, while the remainder of 
the participants observe and take notes to give feedback. Encourage the participants to try 
different approaches where necessary. The role play should have a minimum duration of 
10 minutes. 

Try role-playing using different topics/skills or the same topics/skills with different people. 
It can be useful if the scenarios build up in intensity. So you can start with an easy task and 
then move on to a more difficult one. You could also test and practice different approaches 
for handling situations, so that you can give participants experience in managing problematic 
situations.

When you finish the role-play, discuss what you’ve learned, so that you and the participants 
involved can learn from the experience (self-reflection and self-awareness).

During the role-playing Activity you may use video-recording (with the consent of all partici-
pants). Observing themselves in the video will raise self-awareness and improve self 
confidence in the role as peer supporter. Questions to guide the feedback about performance 
could be: 
    • Did role-playing reach its initial goal, to practice peer supporting?
    • How effectively did the participants use their knowledge and skills to peer support?
    • How did the participants feet being a peer supporter? What was easy/difficult? 
      What worked well? What needs improving?

Step 3: Assign Roles

Step 4: Act Out the Scenario

Step 4: Act Out the Scenario

Step 5: Discuss What You Have Learned

Video recording
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