MOVE UP HANDBOOK FOR
ADULT LEARNERS TRAINERS

CONTENT
PROJECT AND PARTNERS ............................................................................................. 6
HOW TO USE THE HANDBOOK ....................................................................................... 8
SOCIAL SKILLS TRAINING ............................................................................................. 9
METHODOLOGY .......................................................................................................10
ANDRAGOGY THEORY BY M. KNOWLES ............................................................................................................... 10
PRINCIPLE OF ADULTS LEARNING.......................................................................................................................... 11
LEARNING APPROACHES IN ADULT EDUCATION ..................................................................14
EXPERIENTIAL LEARNING ............................................................................................16
BLENDED LEARNING ..................................................................................................17
COOPERATIVE LEARNING ............................................................................................18
YOUR ROLE AS A TRAINER ...........................................................................................19
SKILLS FOR YOU AS A TRAINER .....................................................................................20
LEARNING STYLES ....................................................................................................22
APPENDIX 1 – GROUP ACTIVITIES ...................................................................................25
Adaptability – EQF 3........................................................................................................................................... 25
Adaptability – EQF 4........................................................................................................................................... 26
Empathy – EQF 3 ................................................................................................................................................. 26
Empathy – EQF 4 ................................................................................................................................................. 27
Multicultural Awareness – EQF 3 .................................................................................................................... 28
Multicultural Awareness – EQF 4 .................................................................................................................... 30
Problem Solving with Colleagues, Employees – EQF 3 .............................................................................. 30
Problem Solving with Colleagues, Employees – EQF 4 .............................................................................. 31
Sense of Responsibility – EQF 3....................................................................................................................... 32
Sense of Responsibility – EQF 4....................................................................................................................... 34
Social of Responsibility – EQF 3 ...................................................................................................................... 35
Social of Responsibility – EQF 4 ...................................................................................................................... 36
Taking instructions – EQF 3.............................................................................................................................. 37
Taking instructions – EQF 4.............................................................................................................................. 38
Teamwork – EQF 3.............................................................................................................................................. 39
Teamwork – EQF 4.............................................................................................................................................. 40
Verbal Communication with Colleagues – EQF 3 ........................................................................................ 41
Verbal Communication with Colleagues – EQF 4 ........................................................................................ 42
Customer Management - EQF3 ........................................................................................................................ 44
Customer Management – EQF4 ........................................................................................................................ 44

2

Giving instructions - EQF3................................................................................................................................ 45
Giving instructions – EQF4................................................................................................................................ 45
Interviewing with Others - EQF3 .................................................................................................................... 46
Interviewing with Others – EQF4 .................................................................................................................... 46
Making Customers - EQF3 ................................................................................................................................. 47
Making Customers – EQF4 ................................................................................................................................. 47
Phone Communication with Customers - EQF3 .......................................................................................... 48
Phone Communication with Customers – EQF4 .......................................................................................... 48
Giving Positive Feedback - EQF3 .................................................................................................................... 49
Giving Positive Feedback – EQF4 .................................................................................................................... 49
Presenting ani dea - EQF3 ................................................................................................................................ 49
Presenting an idea – EQF4 ................................................................................................................................ 50
Keeping Records for meetings and interviews - EQF3 .............................................................................. 50
Keeping Records for meetings and interviews – EQF4 .............................................................................. 51
Team Organisation - EQF3................................................................................................................................ 51
Team Organisation – EQF4................................................................................................................................ 52
Tolerance - EQF3 ................................................................................................................................................ 52
Tolerance – EQF4 ................................................................................................................................................ 53
Customer Oriented Working Skill – EQF4...................................................................................................... 53
Dispute Resolution – EQF3................................................................................................................................ 53
Flexibility – EQF3................................................................................................................................................ 54
Flexibility – EQF4................................................................................................................................................ 54
Humour – EQF3.................................................................................................................................................... 55
Humour – EQF4.................................................................................................................................................... 55
Making Online Contact - EQF3......................................................................................................................... 56
Making Online Contact – EQF4......................................................................................................................... 56
Motivating Others - EQF3 ................................................................................................................................. 57
Motivating Others - EQF4 ................................................................................................................................. 57
Politeness - EQF4 ............................................................................................................................................... 58
Written Communication - EQF3 ...................................................................................................................... 58
Written Communication – EQF4 ...................................................................................................................... 58
Written Reporting – EQF4 ................................................................................................................................. 59
Work ethic – EQF3 .............................................................................................................................................. 60
Active Listening EQF3............................................................................................................................................. 60
Active Listening - EQF4..................................................................................................................................... 62

3

Body language - EQF3 ........................................................................................................................................ 63
Body language - EQF4 ........................................................................................................................................ 64
Communication with colleagues - EQF3 ....................................................................................................... 65
Communication with colleagues - EQF4 ....................................................................................................... 67
Disability awareness - EQF3............................................................................................................................. 67
Disability awareness - EQF4............................................................................................................................. 68
Inspiring others - EQF3 ..................................................................................................................................... 70
Inspiring others - EQF4 ..................................................................................................................................... 71
Managing others emotions - EQF3 .................................................................................................................. 72
Managing others emotions - EQF4 .................................................................................................................. 74
Managing your emotions - EQF3 ..................................................................................................................... 76
Managing your emotions - EQF4 ..................................................................................................................... 78
Meeting with people - EQF3 ............................................................................................................................ 79
Meeting with people EQF4 ............................................................................................................................... 80
Nonverbal communication - EQF3.................................................................................................................. 81
Nonverbal communication - EQF4.................................................................................................................. 82
Social awareness - EQF3 ................................................................................................................................... 84
Social awareness - EQF4 ................................................................................................................................... 85
Attracting attention – EQF3 ............................................................................................................................. 86
Attracting attention – EQF4 ............................................................................................................................. 86
Building Network - EQF3 .................................................................................................................................. 87
Building network – EQF4 ................................................................................................................................... 88
Conflict resolution – EQF3 ................................................................................................................................ 89
Conflict resolution – EQF4 ................................................................................................................................ 89
Understanding your emotions – EQF3 ........................................................................................................... 90
Persuading others – EQF3 ................................................................................................................................. 90
Persuading others – EQF4 ................................................................................................................................. 91
Phone communicatin with employers, colleagues, partners - EQF3 ..................................................... 91
Phone communicatin with employers, colleagues, partners – EQF4.................................................... 91
Public speaking – EQF3...................................................................................................................................... 92
Public speaking – EQF4...................................................................................................................................... 93
Taking criticism – EQF3 ..................................................................................................................................... 94
Team management - EQF3 ............................................................................................................................... 94
Team management – EQF4 ............................................................................................................................... 95
Interviewing for application EQF – 3 ............................................................................................................. 95

4

Interviewing for application EQF – 3 ............................................................................................................. 96
APPENDIX 2 - List and Definitions of All Social Skills in the Project .........................................97
APPENDIX 3 - Most Common Social Skills for Selected Occupations ........................................ 102
APPENDIX 4 – WARM UP AND ENERGISERS ....................................................................... 112
FROM 1 to 20 ....................................................................................................................................................... 112
SMELL IT ............................................................................................................................................................... 112
CHANGING PLACE IF.. .......................................................................................................................................... 112
MIXED HANDS ...................................................................................................................................................... 113
NAME AND ACTION ............................................................................................................................................. 113
SAY THE NAME FASTER ........................................................................................................................................ 114

5

PROJECT AND PARTNERS
The project “2017-1-TR01-KA204-046225 - Move Up - Boosting the Social Skills of Adults for Better Employability
and Success at Work” aims at contributing to the development of social skills of adults with the blue or pink collar
occupations. The project is funded by Turkish National Agency. There is 1 coordinator and 5 partners from 5
countries in the project.
Governorship of İstanbul
Governorship of Istanbul (GOI), from Turkey, is the highest administrative authority in
the city with a number of approximately 300 civil servants and giving service in various
fields. GOI has the responsibility of 39 District Governorships and 24 Provincial
Directorates. It promotes an active participation of the governorships to EU accession
process, governorships with an effective leadership in the provinces concerning the use
of EU financial resources efficiently. GOI is the applicant organisation in this project.
IED
The Institute of Entrepreneurship Development (iED) is a Greek Organization committed
to the promotion of innovation and the enhancing of the spirit of entrepreneurship. By
recognizing entrepreneurship as a crucial factor for the development and cohesion of
societies, it develops research and is in a position to provide innovative solutions that
facilitate the growth of healthy entrepreneurship and promote employment. Its
activities are based on the premise that enterprises and particularly SMEs constitute
traditionally the backbone of European economies and therefore also constitute a
significant factor in the attempt to reduce unemployment and lead to a wider social prosperity. IED is one of the
partners in this project.
BEST
BEST Institute of Continuous Vocational Qualification Training and Personnel Training
Ltd, from Austria, - in short, BEST - is a private institute that has been providing its
customers with effective support in personnel-related matters for more than 25 years
now, with special emphasis on "Training & Continuous Training" as well as on "Training
& Coaching". In the course of a continuous process of further development, as well as
within the framework of numerous projects and both national and international
partnerships, BEST has gradually also become involved in tackling HR issues that go
beyond the scope of career development. BEST is one of the partners in this project.
BTF
Bridging to the Future, from United Kingdom, is an innovative company
which challenges and reforms existing approaches to organisational and
individual productivity, job creation, economic independence and
economic sustainability. Bridging to the Future (BTF) has a formidable record in designing, testing and bringing to
market a range of highly innovative and successful products and methods to support job creation, education and
productivity. At its heart, the company believes in creating jobs through new businesses, active incubation, practical
leadership programmes Operating on an International Scale. BTF is one of the partners in this project.

6

ISQ
ISQ, from Portugal, is a private, non-profit and independent technological institution
founded in 1965, currently running operations in more than 40 countries across the
world (EU, Eastern Europe, Africa, Americas and Asia), offering its experience in
technical inspections, technical assistance for engineering projects, consultancy services
and training activities, supported by transversal research and development activities
and by 16 accredited laboratories (e.g.: chemical, bio and agro testing, non-destructive
testing, Aerospatiale, etc.). For that propose, ISQ conducts Research and Development
activities (R+I), promoting projects with national and international partners, from both public and private sector,
aiming at continuous product and process innovation. Concerning the training activity of ISQ, it has a recognized
experience in all areas of the training cycle (needs analyses, design, implementation, evaluation) being presently
the second biggest player in Life Long Learning in PT, including expertise in creation of national standards
(professional profiles) national quality references for VET, expertise in e-learning/b-learning, work based learning
and apprenticeship, technological training with ECVET, training for social inclusion professional, professional
marketing and social marketing for employment (including disadvantage people and NEETS) certification and
recognition of knowledge and competencies. ISQ is one of the partners in this project.

ILMEM
Istanbul Provincial Directorate of National Education, from Turkey, carries out the local
responsibilities of the Ministry of National Education. It works under the governorship
as an enforcement mechanism on local basis. It is responsible for all educational and
youth activities, administration covering all forms of education; formal education (preschool, primary, lower secondary, upper secondary - technical/vocational schools) nonformal education, adult education, apprenticeship training, in-service training in the
city, Istanbul. The directorate consists of 1 Director, 35 Vice Directors, 1029 staff, 5.382 formal schools, 2.681.800
students and 123.494 teachers. Our organization also embodies 39 district national education directorates within
the 39 districts of Istanbul. These directorates carry out the duties and services given by the Ministry of National
Education in the direction of their needs and they are responsible to Istanbul Provincial Directorate of National
Education locally. İLMEM is one of the partners in this project.
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HOW TO USE THE HANDBOOK

The Handbook has been written for anyone working in adults learning field applying both formal and nonformal
education approaches and willing to assist low-skilled adults to develop their social skills.
This handbook is designed to be a flexible and friendly-user resource for use in a wide range of contexts. You may
be an adult educator in any field. You may work with the group on a regular basis or only occasionally, you may
work in a small local group or with larger groups of people who do not know each other well, for example at a
seminar. Whatever your situation this handbook will enable you to use and adapt the ideas and activities to you
own needs and to the needs of the people in the group.
By going through this Handbook, you will find the learning and teaching approaches are presented in two ways –
online learning and face-to-face sessions. We see the bi-learning methodology as the strength of this programme
enabling participants not only to absorb the information but also to create the possibility for them to share what
was learned and reflect on it with peers. Each online model has the clear structure including the theoretical part
on the topic, hands-on learning tasks and discussions between the participants.
The Handbook includes:
1. Methodology - here you will find the information about the learning theories and how this fits the
educational path of your participants.
2. Tips for adults learners trainers – how to organise the session and what should be taken into
consideration before you start, during and after the activities.
3. You will find a collection of Pre- and post- test to check your participants learning fulfilments.
4. Also, as an appendix you will find the list of occupations and skills related to it. This will enable you to give
the best to your participants according to their professional competences.
We believe that with learning approaches we applied to our learning platform and described in this handbook you
will inspire many people to seek their way for improvements and personal development and do in an interactive
and playful way.

GOOD LUCK!
THE MOVE UP TEAM
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SOCIAL SKILLS TRAINING
The term social skills are defined as the skills that we use to communicate and interact with each other on a daily
basis. This includes verbal communication, but also non-verbal communication such as gestures, body language
and personal appearance. Having an improved set of social skills has many proven benefits such as better
relationships, better communication, greater efficiency, advanced career prospects and also an increased sense of
overall happiness.
Alongside key social skills, humans also need a strong set of soft skills such as teamwork, organisation and
confidence. These soft skills require training and improvement so that a worker is able to contribute effectively to
their work communities and also the community where they live. These key soft skills also contribute to a
person’s social skill set and enable a person to develop and thrive in the real world.
More important is, that the relationship between employability and social/softskills is widely acknowledged and
consequently it is not surprising that they have become a priority in the European Union. In fact, over recent
years there has been an increasing emphasis on skills, particularly on skills training, i.e. on the techniques used in
training design, methods of delivery and assessment.
The typology and importance of soft skills in the partner-countries that participated in the project depend very
much on the context and the perceived needs of individuals and organisations. However, there are three
interrelated categories of soft skills that seem to raise above all others:
1. communication skills, including such different aspects as oral communication, conversation,
2. interpersonal skills, namely the ability to work in teams, relate to people, manage/mediate conflicts,
discussions, negotiations and bargaining and
3. problem solving.
Keeping these three major key directions of development social and soft skill, we have prepared for you this
Handbook, in order to empower you as an adult trainer and therefore to inspire your learners to reach their new
goals.
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METHODOLOGY
ANDRAGOGY THEORY BY M. KNOWLES
There is a difference between teaching children and teaching adults, technically referred to as ‘pedagogy’ and
‘andragogy’, respectively. Pedagogy is a term used for child-centred process/strategy of teaching. Andragogy in
contrast, is the art and science of helping adults learn; the term defines an alternative to pedagogy and refers to
learner-focused education for people of all ages. The following table summarizes the basic differences between
traditional andragogy.

Table 1. Differences between pedagogy and andragogy
The Move Up Training applies e-learning approach and its content is based on adult learning theory developed by
the father of Andragogy theory (adult learning) Malcolm Knowles. Understanding the key principles of andragogy
simplifies the usage of the materials and strengthens the e-learning.
Knowles had identified at first four crucial assumptions about the characteristics of adult learners that are different
from the assumptions about child learners on which traditional pedagogy is premised (Picture 1).
The assumptions are:
1. Self-concept: As a person matures his self-concept moves from one of being a dependent personality toward one
of being a self-directed human being.
2. Experience: As a person matures, he accumulates a growing reservoir of experience that becomes an increasing
resource for learning.
3. Readiness to learn. As a person matures his readiness to learn becomes oriented increasingly to the
developmental tasks of his social roles.
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4. Orientation to learning. As a person matures his time perspective changes from one of postponed application of
knowledge to immediacy of application, and accordingly his orientation toward learning shifts from one of subjectcenteredness to one of problem centredness.
Later he added the fifth assumption:
5. Motivation to learn: As a person matures the motivation to learn is internal.

Picture 1. Pedagogy vs Andragogy

PRINCIPLE OF ADULTS LEARNING
By creating the theory of Andragogy Knowles noted different characteristics that affect adult learning and its
progress. This can be described by few bullet points:








Need to know why they are learning something;
Learn through doing;
Are problem solvers;
Learn best when the subject is of immediate use;
Prefer social interaction;
Want to use their life experiences in the classroom;
Want to integrate new ideas with existing knowledge;

Being able to fulfil the learning process and adult learners expectations we suggest to apply four elements:
Motivation, Information, Monitoring, Engagement.

MOTIVATION - Make Sure Your Adult Students Understand “Why”

11

This principle is not only about having participants see the relevance of the training, but about why each thing you
teach them is an important part of the learning. Adult learners are motivated to learn when they have a need to
know. Tell participants explicitly how the training and individual activities will be useful to them on the job. And
early in the training, share the clearly defined goals, objectives and agenda for the training. They want to know
how the instruction will help them and often ask themselves the following questions:
 What’s in it for me?
 Why do I need this information?
 How will I benefit from it?
 How can I make use of it in a practical, real way on the job?
 How will it make me a better worker or professional?
INFORMATION - Adults Need to Learn in Their Own Way
There are three general learning styles for providing information: visual, auditory, and kinesthetic or tactile.
Visual learners rely on pictures. “Show me,” is their motto. You can best communicate with them by providing
handouts, graphs, diagrams, illustrations, and writing on the white board.
Auditory learners listen carefully. “Tell me,” is their motto. They will pay attention to the sound of your voice and
actively participate in discussions. You can best communicate with them by using stories, examples, case studies,
pneumonic devices to help them remember information, discussion and oral reports of working groups.
Kinesthetic or Tactile learners need to physically do something to understand it. Their motto is “Let me do it.” They
trust their feelings and emotions about what they’re learning. They prefer activities, role playing, simulation games,
and allowing them to practice what they’re learning.
Find more in the paragraph Learning Styles.
MONITORING - Participants Feel Respected and Encouraged

DICTIONARY – What is Adult education

Feeling respected means the instructor acknowledges the adult
learner’s experience and current knowledge and creates an
environment that conveys respect for everyone in the room. If
people feel that they are being talked down to, patronized, or even
ignored, their energy is diverted from learning to dealing with those
feelings. The trainer can help foster a comfortable, productive
learning climate through the attitude he or she projects:

“Adult education refers to any learning
activity or programme deliberately
designed by a providing agent to satisfy
any learning need or interest that may be
experienced at any stage in his or her life
by a person who is over the statutory
leaving age and whose principal activity is
no longer in education. Its ambit, thus,
spans non-vocational, vocational, general,
formal and non-formal studies as well as
education with a collective social purpose”
(OECD, 1977 in Tight, 2002, 64).

 Show respect for the learner’s individuality and experience
 Be sensitive to the language you use so that learners are not
inadvertently offended
 Be open to different perspectives
 Adopt a caring attitude and show it
ENGAGEMENT - Use Experiential Learning

The word “experiential” holds two meanings for the teacher of adult learners: 1) honoring the life experiences
and knowledge an individual brings, and 2) active participation in activities during the session.
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The first aspect of this principle is to tap into the wealth of wisdom and experience of the participants whenever
it’s appropriate. This is done with asking participants to share stories, using case studies and problem solving
exercises
The second aspect can take many forms. Any activity that gets your students involved makes the learning
experiential. This includes small group discussions, experiments, role playing, skits, building something at their
table or desk, writing or drawing something specific – activity of any kind. Activities also keep people energized,
especially activities that involve getting up and moving about. More importantly, research shows that adult
learners’ retention rate increases significantly when engaged in active learning method.
Find more in the next paragraph about experiential learning.
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LEARNING APPROACHES IN ADULT EDUCATION
People learn, grow and change even in adult life. Effective adult learning takes place when the essential
characteristics of their learning mode are operationalised as principles guiding the process. There are five key
principles:
A. Adults come to the learning situation with a well-defined self-concept, and their learning can be facilitated
by helping them to build up their self-concept.
If the self-concept is low, the learner thinks that she/he is incapable, ignorant, inexperienced and powerless. This
blocks new learning. This self-concept may have been conditioned by adverse circumstances, by marginalisation
and exploitation. If the learner is helped to overcome this low self-concept and recognises that she/he is capable,
has some thing to contribute and has the potential to learn, she/he becomes more open to the learning process.
Similarly, an unrealistically high self-concept may also block learning.
B. Adult learning is an emotional experience, both in the sense that certain emotions are associated with
learning, and that learning occurs through feeling as much as thinking or acting.
All changes entail risk. Thus, the act of learning creates anxiety, stress, perhaps fear, frustration or helplessness.
This needs to be understood and handled with sensitivity, especially when dealing with those who have never been
to school and are very apprehensive about the learning situation. Moreover, feelings as such are an important
mode of learning, a basis for learning, and a vehicle of learning. We avoid what angers us, or frightens us, or what
we are contemptuous of. Conversely, we are eager to find out more, learn more, about the things for which we
have positive feelings.
C. Adults choose whether to learn or not.
Adult learning is volitional and autonomous. Forced learning does not last. Adults need to be interested and ready
before they learn something. If they have come non-voluntarily or as a result of external demands, they will need
extra support, encouragement and guidance. Learning improves when self- directedness is encouraged, when
learners are involved in planning and monitoring the process. Interest can be heightened by feedback on progress
in the desired direction of learning.
D. Adults learn what they think is relevant to their lives and their problems.
Unlike children's learning which is for postponed application, adults want to learn today what they can apply
tomorrow. Hypothetical problems, or content areas far removed from their reality, appear a 'waste of time'.
Learning is easier when it involves practical material related to current or perceived future concerns of the learner.
E. Adults learn based on experience.
Adults come to a learning situation with a rich storehouse of past experience which can be both a potential learning
resource or an unavoidable hindrance, for past experiences determine how a learner interprets new experiences,
and how she/he learns. Moreover, adults equate experiences with themselves, their understanding of the meaning
of life. Devaluing or ignoring adults' experience is tantamount to a personal rejection. Sharing of experiences by
learners and trainers, and giving value to past and present experiences, creates a readiness for new learning. Adults
prefer learning 'relationally', that is, perceiving how facts relate to reality, rather than memorising facts. Effective
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learning occurs when adults use past or present experience to gain a deeper understanding of their reality, and
thus prepare to encounter fresh experiences
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EXPERIENTIAL LEARNING
As you could see from the previous chapters the assumptions and principles of Knowles very much go in line with
experiential learning. Therefore, we see it essential to give you a brief overview of what experiential learning is
and how it works.
-Experiential learning - one of the main elements of non-formal
education. Experiential learning is a process, in which
participants acquire knowledge and skills through certain
experience, and later on are able to use them in everyday
activities.
The most well-known model of experiential learning was
created by David Kolb. This model consists of four main
elements: concrete experience, observation and reflection, the
formation of abstract concepts and testing in new situations. He
represented these in the famous experiential learning circle
that involves (1) concrete experience followed by (2) observation and experience followed by (3) forming abstract
concepts followed by (4) testing in new situations. It is a model that appears time and again.
Another educational approach that should be taken in consideration is a space where the learning happens. The
model below analyses the spaces where adults learn most efficiently. Comfort zone - this is a "place" where people
learning the less. The comfort zone is a space which is familiar to us; we know its rules and norms. In the comfort
zone we can think of what we already know and understand. But real learning only takes place when you quit the
comfort zone and take a step further towards unfamiliar space, new challenges. Frequently, before entering this
space, we are nervous; we doubt our abilities and feel that we will
have to mobilize many of our resources in order to overcome the
challenge. It is a learning space. It is also a space for testing your
strength in new situations, testing and applying new knowledge,
experimenting, acquiring new skills and improving in different
ways. Panic zone exists behind the learning (challenge) zone. We
enter it when we overrate our strengths and possibilities. In the
panic zone we lose control and try to come back to the comfort
zone as soon as possible. Frequently, having lived through panic
and come back to the comfort zone we want to stay there for
longer before we collect enough courage to accept any new
challenges.
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BLENDED LEARNING
The training content is organised in a way to allow user to personalise his/her
own learning content and link it to the field of occupation. Move Up training
content allows to use the blended learning method and get the best out of it
by defining own pace of learning.
Blended learning is the concept that includes framing teaching learning process
that incorporates both face to face teaching and teaching supported by ICT.
Blended learning includes direct instruction, indirect instruction, collaborative
teaching, individualized computer assisted learning
The Move Up content is based on the following modes:
a) Face to face teaching
b) Student interaction with course content
c) Peer group interaction
d) Group discussion and exchange of ideas
e) Accessing e-library (further reading)

Definition of Blended learning
Blended learning is an
innovative
concept
that
embraces the advantages of
both traditional teaching in the
classroom and ICT supported
learning including both offline
learning and online learning. It
has scope for collaborative
learning; constructive learning
and
computer
assisted
learning.
Blended learning is the concept
that includes framing teaching
learning
process
that
incorporates both face to face
teaching
and
teaching
supported by ICT. Blended
learning incorporates direct
instruction, indirect instruction,
collaborative
teaching,
individualized
computer
assisted learning.
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COOPERATIVE LEARNING
Co-operative learning is a style of learning that is predominantly based on
group work, however the core element of learning is actually to emphasise the
interdependence of an individual while underlying the importance of personal
responsibility. Cooperative learning tasks are usually carried out by a small
group of people, working together to produce a similar outcome. The task can
be as simple as solving a multi-step math problem together, or as complex as
developing a design for a new kind of school.

Definition
Learning

of

Cooperative

Cooperative Learning is an
educational approach which
aims to organise classroom
activities into academic and
social learning experiences.

Since individuals are working together when taking part in co-operative
learning activities, they will all have a different task to accomplish or a different
concept to explain. A person will also be using many social skills when working with a group, therefore improving
their soft skills that are desired by employers. When implemented well, cooperative learning encourages
achievement, discussion, active learning, confidence, and motivation. The skills people develop while collaborating
with others are different from the skills developed while working independently.
Co-operative learning is known to be an effective learning method. It has been found that people who engage in
cooperative learning learn significantly more, remember it for longer and also develop better critical thinking skills
than their counterparts who partake in traditional classes whereby one person lectures them.
Researchers have also found that cooperation typically results in a higher academic attainment, healthier
relationship with peers/colleagues and a greater psychological health and self-esteem – vitally important in a world
where mental issues are becoming more prominent.
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YOUR ROLE AS A TRAINER
What comes first before starting the preparation for the training course directed to adult learners? The answer is the understanding of your own role as a trainer in work with future target groups. As the trainer it is necessary
important to meet yourself before you meet other adult learners you will work with. It is a time to face all doubts
and convictions, check your tools and reconsider own approach towards perspective learning. But what does it
exactly mean "meet yourself".

We suggest to reflect on four areas:

1. Know yourself as a learner
2. Know yourself as a facilitator of learning
3. Know your target group
4. Know your concepts and tools

KNOW YOURSELF AS A LEARNER

There are some questions that may help you to
unfold as a learner:
- How do I prefer to learn?

Trainers do not have to forget that being the
learning organisers they are at the same time
learners themselves. When you know yourself
better as a learner it brings you to better position
in facilitating the training.

- Am I passionate about learning?
- What helps me in my learning process?
- What blocks me in my learning?
- How much do I see myself as a lifelong learner?

There are some questions that may help you to
unfold as a trainer:

KNOW YOURSELF AS A TRAINER FOR LEARNING

- What is my own theory about how learning
happens?
- Who is responsible for the adults learning?

Before you start an activity with a group of adult
learners you have to think about yourself as of a
trainer of learning process. Your main task being is
a trainer is to help the group increase effectiveness
by improving its process and structure.

- How do I create the right conditions for
learning?
- What is my understanding of the ‘learning to
learn’ competence?
- What does this all mean for my role as a
facilitator of learning?
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KNOW YOUR TARGET GROUP

The adult learners you are working with might not
see the learning process as much of a learning
adventure as you do. Essentially, the learning
process should empower adults, building on their
strengths and abilities, thus helping them to
increase their self-esteem as learners.

KNOW YOUR CONCEPTS AND TOOLS

Trainers should be able to bridge the world of
learning theories and practices, and the world of
adult. They should be aware of policy
developments, and find appropriate ways to
connect those to the adults.

There are some questions that may help
understand target group better:
- What is the background of my target group?
- Do I know anything about their learning
histories?
- What prejudices do I have about their abilities?
- Do I need to provide any kind of enhanced
support in this process?

There are some questions that may help you to
get to know the tools better:
Where do the key competences for lifelong
learning come from?
How much do I know about the value of learning?
How can I introduce these concepts in a userfriendly way?
What tools can I use at different stages of the
learning process for this target group?
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SKILLS FOR YOU AS A TRAINER
Emotional intelligence - is the measure of an individual’s abilities to recognise and manage their emotions, and
the emotions of other people, both individually and in groups.
Empathy - Empathy is, at its simplest, awareness of the feelings and emotions of other people. It is a key element
of Emotional Intelligence, the link between self and others, because it is how we as individuals understand what
others are experiencing as if we were feeling it ourselves.
Building rapport - Rapport is a state of harmonious understanding with another individual or group that enables
greater and easier communication. In other words rapport is getting on well with another person, or group of
people, by having things in common, this makes the communication process easier and usually more effective.
Communication - is simply the act of transferring information from one place to another, whether this be vocally
(using voice), written (using printed or digital media such as books, magazines, websites or emails), visually (using
logos, maps, charts or graphs) or non-verbally (using body language, gestures and the tone and pitch of voice).
Listening - Listening is key to all effective communication, without the ability to listen effectively messages are
easily misunderstood – communication breaks down and the sender of the message can easily become frustrated
or irritated.
Reflecting - as an extension of good listening skills, you need to develop the ability to reflect words and feelings
and to clarify that you have understood them correctly. It is often important that you and the speaker agree that
what you understand is a true representation of what was meant to be said.
Clarification - In communication, clarification involves offering back to the speaker the essential meaning, as
understood by the listener, of what they have just said. Thereby checking that the listener's understanding is
correct and resolving any areas of confusion or misunderstanding.
Questioning - Questioning is the key to gaining more information and without it interpersonal communications
can fail. Questioning is fundamental to successful communication - we all ask and are asked questions when
engaged in conversation.
Providing feedback - In life as much as in work, it’s important to know how to provide feedback to others,
effectively and constructively without causing offence.
Tact and Diplomacy - Using tact and diplomacy appropriately can lead to improved relationships with other
people and are a way to build and develop mutual respect, which in turn can lead to more successful outcomes
and less difficult or stressful communications
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LEARNING STYLES
Each individual has a preferred learning style, and many have multiple learning styles. One particular style is not
better than the others and a preferred style does not mean you cannot learn in other ways; it is simply what may
work best to process, learn and retain information. Students may become better learners if they know their learning
style and use the respective strategies.
Visual Learning Style
These learners need to see the teacher’s body language and facial expression to fully understand the content of a
lesson. They generally prefer to sit at the front of the classroom. These individuals think in pictures and may learn
best from visual displays including: diagrams, illustrated textbooks, overhead transparencies, videos, flipcharts, use
of interactive whiteboards, and handouts. During a lesson or classroom discussions, visual learners often prefer to
take detailed notes to absorb the information.
Learning strategies:
 Highlight important points in text; key words
 Create flashcards for key information; be concise
 Limit amount of words/information; allows for mental imagery
 Convert notes and translate words into symbols, diagrams, and/or pictures
 Create visual reminders of information
 Practice turning visuals back into words
 Color-code, underline, and/or highlight information
 Be creative with charts, diagrams, mindmaps.
Teaching strategies:
 Use maps, flow charts or webs to organise material
 Highlight and colour code material to reflect key points
 Write flashcards for key material
 Use different font types, styles and colours
Auditory Learning Style
These individuals learn best through verbal lessons, discussions, talking things through, and listening to what others
have to say. Auditory learners interpret the underlying meanings of speech through listening to the voice tone,
pitch, and speed. These learners often benefit from reading the text and notes out loud and/or listening to recorded
notes and information from texts.
Learning strategies:
 Work in groups or with a study partner; i.e. discussions: listening, talking
 Review assignments and text reading before class
 Read notes and text out loud
 Recite information that is important to remember
 Record notes, key information, and lectures; listen to recordings regularly
 Use books-on-tape
 Mathematical/technical information:
o State the problem out loud
o Think through a process or sequence of steps: write out, then read out loud
o Discuss questions/problems in a group or with a study-buddy
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Teaching strategies:
 Engage learners in conversation regarding the subject matter.
 Question learners about material
 Ask for oral summaries
 Read material to learners
 Use a rhythm to talk material

Read/Write Learning Style
Individuals with this preference prefer information displayed as words. Emphasis is placed on text-based input and
output, i.e. reading and writing in all its forms. People who like this way of learning love to work with PowerPoint,
Internet, lists, dictionaries etc.
Learning strategies:
 Rewrite notes
 Read/review notes every day
 Rewrite ideas and principles into other words
 Organize diagrams/graphs into statements
 Turn reactions, actions, charts, etc. into words
 Write exam answers
 Practice with multiple choice questions
 Write paragraphs, beginnings and endings
 Write lists (a,b,c,1,2,3,4)
 Arrange words into hierarchies and points
Teaching strategies:
 Provide large swathes of text that includes key information.
 Get learners to make notes and copy out notes.
 Ensure learners convert drawings and diagrams into text.
Kinesthetic Learning Style
Kinesthetics learners learn best through a hands learning preference to sit still for long periods. Kinesthetics
learners can become distracted by their need for movement and activity.
Learning strategies:
 Skim through reading material
 Move around as you read aloud or
 Record notes and listen to them
 Take frequent study breaks
 Listen to music while studying
 Sit in the front of the classroom
 Stay actively engaged in class: take notes,
 Create hands-on learning when possible:
o Use models, extra lab time, visit museums
 Create cards for processes:
o Color code like information
o Limit information: use key words, symbols
o Arrange in order; shuffle and repeat
 Type over notes from text and class
 Create spreadsheets, tables, charts to organize
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Teaching strategies:
 Use textured paper and experiment with different sizes of pens, paper and pencils.
 Use role play to dramatise concepts.
 Have the student take notes
 Use some form of body movement while reciting material to be learnt.
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APPENDIX 1 – GROUP ACTIVITIES

Adaptability – EQF 3

Group Activity

• The trainnes should follow the
instructions of the trainer.

The main goal of this activity is for everyone to give their contributions in defining adaptability skills and discussing
that. For developing this dynamic, a small ball is necessary.

Step 1

Step 2

Step 3

Step 4

•Each participant should say one word for defining adaptability. The trainer
should write all words on a white board.

•After this, the trainer throws the small ball to a random participant and asks
the following question :
•"Why is it important to have adaptability skills?"

•The participant should answer the question and then should throw the ball to
another colleague. All participants should give their contributions.

•At the end, the trainer should give some recommendations to the trainnees.
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Adaptability – EQF 4

Group Activity

• The trainnes should follow the
instructions of the trainer:

The main goal of this activity is to observe the following skills: adaptability; self
confidence; creativity; flexibility; resistance to frustration and insight.
Steps:
- At the command of the trainer (through palms), the participants must form subgroups
according to the number of palms.
Example: 3 palms (3 people in each group)
Exits the game those who failed to enter the groups.
At the end, the trainer should make some contributions about the importance of
adaptability at work, transposing activity to work life

Empathy – EQF 3

Group Activity
Dynamics of
Empathy: put
yourself in
another's place

• Please read the instructions bellow
for the activity on adressing empathy.

The main goal of this activity is everyone to have the possibility of putting themselves in the place of the other,
because to better understand their behaviours and feelings is essential to develop the empathy necessary for group
living together.
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Step 1

Step 2

Step 3

•Each participant should write on a piece of paper (which he will receive from the
driver of the dynamics), some difficulty that he finds in the interpersonal
relationship and which he would not like to orally expose in any public
environment.

•Everyone should write differently, that is, with a letter that does not identify the
author's identity, as well as, of course, not identify on paper. Then the facilitator
collects the papers delivered and mixes them. After a draw, the roles are picked
up by the participants in the dynamics, who assume as their own, the problems
written there.

•The problem is read aloud and a solution is proposed. The intention is not to ask
questions or debate. Having made all the readings and suggestions for solutions,
the facilitator should propose questions to the group, such as: "Did the other
understand your problem?"; "How did you feel when you saw the problem
described?"; "Do you understand the other's problem?"; and "How did you feel
about the group?"

Empathy – EQF 4

Group Activity
Exercise - “Talking
Stick”

• The talking stick is a stick that is being used for
ages. With the talking stick you will get all different
perspectives on the surface in a group. The one
with the talking stick can speak and gives his
perspective on the problem. The other ones are
listening and speak only if they have the talking
stick in their hands. In this exercise, the participants
will replace them in others’ perspectives. The main
goals of this exercise are to listen and respect each
other's opinions.

How to implement
Implement this exercise in a room that can serve as main room and as sub space. You can arrange the
table/chairs in a round setting where everyone has a good view of each other and everybody will be
involved in the exercise.
Steps
Equipment
Explain to the participants what working with a talking stick involves:
A talking stick. This can be
any sort of stick: A real
microphone, a simple
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The talking stick is being used for centuries as an aid for chiefs of the
indigenous population. The one who holds the stick is the only one who
should be speaking. All others are expected to listen carefully, be empathetic
and active to the person who is speaking. When anyone else would like to say
something, he may ask for the stick. But he can only receive the talking stick
under one condition: the receiver first needs to summarize what the person
who spokes had said. If the person who spokes agrees with the summary and
feels himself understood, he gives the talking stick.

wooden stick. Anything can
serve as a talking stick, as
long as it is manageable, and
it is easy to for the
participants to handle over
to each other

Show the YouTube film about the talking stick of Stephen Covey:
https://www.youtube.com/watch?v=HUxi-Zc45tA
Present different topics which can be discussed and consult them about
which topic they want to talk.
•
Young people are obliged to spend part of their high school in
another Member State
•
All EU Member States should legalize gay marriage
•
The EU should oblige Member States to issue a minimum
education
•
Europe needs a president directly elected by the people
•
There should be a European army
•
EU residents should be able to work in any other country
The trainer has the talking stick in his hands. If you are ready, keep the talking
stick in the middle of the group so the participants can talk away the talking
stick. Then the dialogue will start.
Make sure the talking stick circulates several times between different
participants. After about 30 minutes you stop the discussion.
Ask the participants after the discussion about their experience with talking
with the talking stick. Lead on to the conclusion that to communicate with
each other in this way contributes to a respectful conversation with each
other. It transforms negative energy in a creative and formative energy that
will give you a sense of the value of each individual’s participation.

Multicultural Awareness – EQF 3

Group
Activity 1

• What is your culture?

Try to list all the cultural groups you are part of, taking the following examples in consideration (you can add as
many as you think that describe you).
Cultural factors:
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Religion
Nationality
Race/Ethnic group
Sexual orientation
Occupation
Marital status
Age
Geographic region

Gender
Disabilities
Parenting experience
Education
Appearance

Military experience
Athlete or non-athlete
In the middle class
In the working class
Defining life experiences

Spend some time writing down your thoughts about how the different aspects of your culture or identity (gender,
race, nationality, etc., listed above) have affected you in your work. For example, write down how being a female
or male has facilitated or made your work harder on your life.
Knowing ourselves and were we belong, what we believe in, what we value, which ultimately conditions many of
our actions and choices, is a big step to being more aware of what makes us and others around us unique and
similar.

Group Activity











• Group dynamic "Character
walk"

Explain to the group that you will put a post-it with a label (examples: gay, Asian, Black, White, timid,
outgoing, immigrant) on each student's forehead so that the label is not visible to the wearer and that
the other members can’t tell what’s written in it. Make clear that these labels are being assigned randomly
and have nothing to do with students' actual attributes.
Participation is volunteer and anyone who prefers not to participate directly can simply play the role of
an observer.
Learners are then asked to spend 15 minutes talking with each other about "future goals" (another
general topic can be chosen, but this one works well in eliciting responses to the labels). They should
circulate in order to talk with several different people and treat one another according to the other
person's labelled attribute. For example, someone labelled "forgetful" might be repeatedly reminded of
the instructions.
After 15 minutes, reconvene the class and ask students to leave their labels on for a little while longer (if
the class size and furniture allows, it's best to sit in a circle).
Ask students to share how they felt during the exercise, how they were treated by others, and how this
treatment affected them. Students will often mention their discomfort not only with being stereotyped
but with treating others stereotypically.
Finally, tell students that they can now remove their labels. Then discuss questions such as the following:
- Was the label what you guessed, or were you surprised by it?
- When people stereotyped you, were you able to disregard it?
- Did you try to disprove the stereotype? If so, did it work?
- How did you feel toward the person who was stereotyping you?
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-

If your attribute was positive (for example, "good at math"), how did you feel?
When stereotyping others, how easy was it to find confirming evidence?
When stereotyping others, how did you react to disconfirming evidence?

If you start by recognizing the ways in which you are similar to your co-workers, you'll build a base of
understanding and acceptance that will withstand the sometimes stormy times when your differences in opinion,
approach, or needs come to the forefront. Trust that it's truly worth the investment.

Multicultural Awareness – EQF 4

Group
Dynamic







• Flash Interview

Divide the class in doubles.
Each member of the group interviews the other to get to know their
colleague better and find out what they have in common (example
questions: what are their hobbies, professional dreams and expectations,
work experience, where were they born or why did they choose this
profession) and take note of at least two characteristics they share with their
colleagues.
After two minutes (one for each group member) each should share with the
class what they’ve learned about their colleague and what they found out to
have in common.
Did you find something surprising/unexpected for you about your colleague?
Where there more differences or similarities? How can that affect/benefit
work productivity?

Problem Solving with Colleagues, Employees – EQF 3

Group Activity

• Have a group discussion
about a choseen global
problem and try to find a
creative solution for it
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Group Activity

• Watch the next video and play the
game
https://www.youtube.com/watch?
v=vcph1dUkSjc

READY TO GET PRATICAL?
https://www.stenhouse.com/sites/default/files/public/legacy/pdfs/8247ch10.pdf

Group Activity

• Enter the following link and choose
at least two different games to
play as a group.

https://www.stenhouse.com/sites/default/files/public/legacy/pdfs/8247ch10.pdf

Problem Solving with Colleagues, Employees – EQF 4

Group activity 1 • Shrinking Vessel

Group activity description:
Group is required to occupy a space that keep decreasing over time. As time goes the team would be required to
come up with more creative and strategic ideas to last in the shrinking space.

Group activity 2 • Reversing Pyramid
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Group activity description:
The group must form a triangle shape. Then, they must flip the base and the apex of the triangle by moving only
three people.

Group activity 3 • Human Knot

Group activity description:
Please stand in a circle and hold hands with two people who aren’t directly next to you. Now that you are all
tangled together try to untangle into a perfect circle without letting anyone’s hand go.

Group activity 4

• Create your own problemsolving activity

Group activity description:
As a final task, in small groups of three or four people invent a problem-solving activity.

Sense of Responsibility – EQF 3

Group Activity 1

• Please watch the following short video.
Then, the trainnes should follow the
instructions of the trainer:
• Video:
https://www.youtube.com/watch?v=Vue8T
Z_nYZs
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The main goal of this activity is everyone to give yours contribute for defining sense of responsible and discussing
this.

Step 1

Step 2

Step 3

•Each participant should say one word for defining reponsibility. The
trainer should write all words on a white board.

•After this, the trainer should put the following questions for discussing:
•"Why is it important to be a responsible person?"
•"Do you think you have any behavior that makes you feel
irresponsible?". If yes,what can you do to change this?

•At the end, the trainer should give some recommendations to the
trainnees.

33

Sense of Responsibility – EQF 4

Group Activity

• The trainnes should following the
instructions of the trainer:

The main goal of this activity is everyone to give its contribute for defining the several aspects related to Ethic and
professional responsibility.

Step 1
Step 2
Step 3
Step 4

•Each participant should write on a paper one aspect related to Ethic and Professional Responsibility,
such as: Honesty; Integrity; Quality of work; Professionalism; Discipline; Sense of Responsibility or
Teamwork.

•The participants should stand in a circle and place the papers on the floor face down.

•The trainer tells to the participants to take a paper from the floor.

•After, each participant should to give his or her opinion about the aspect written on the paper.
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Social of Responsibility – EQF 3

Group Activity 1

• Please watch the following short video.
Then, the trainnes should following the
instructions of the trainer:
• Video:
https://www.youtube.com/watch?v=gWff2
Ne4v78

The main goal of this activity is everyone to give its contribute for defining individual social responsibility and
discussing this.
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Step 1

Step 2

Step 3

•Each participant should say one word for defining social reponsibility.
The trainer should write all words on a white board.

•After this, the trainer shoud put the following questions for discussing:
•"Why is it important to have individual social responsibility?"
•"Do you think you have any behavior that makes you feel social
responsible?". If yes,what do you have?

•At the end, the trainer should give some recommendations to the
trainnees.

Social of Responsibility – EQF 4

Group Activity 1

• The trainnes should follow the
instructions of the trainer:

The main goal of this activity is to everyone to give its contribute for defining the several key principles of socially
responsible behaviour.
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Step 1

Step 2

Step 3

Step 4

•Each participant should write on a paper one key principle of socially responsible
behavior, such as: Accountability;Transparency; Ethical behavior; Respect for stakeholder
interests; Respect for the rule of law; Respect for international norms of behavior; Respect
for human rights.

•The participants should stand in a circle and place the papers on the floor face down.

•The trainer tells to the participants to take a paper from the floor.

•After, each participant should give his or her opinion about the key principle of socially
responsible written on the paper.

Taking instructions – EQF 3

Group Activity

Group Activity

• One by one give an
instruction to the group and
see if they are all doing the
same

• Instruction Broken Phone
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Group activity description
Sit the group in a circle. One person will give an instruction to the next person, in a way that nobody else is listening.
Repeat the procedure until the last person, who will speak up the instruction received. Is it the same? Repeat with
different people starting and see the differences between them.


Any instruction got to the end in a correct way? Why?

Taking instructions – EQF 4

Group Activity

• Read the story below and do
the exercise followed

“There was a military General who knew was not very good in giving instructions. Every time he had to give an
instruction, he would write it down and pass it to another Capitan to read it and then explain it to someone else.
The general learned what was missing or miss explained from his initial instruction and would repeat the exercise
until the message was exactly what he intended.”
After reading this story repeat the General exercise in your group. Come up with a context and write an
instruction for another person to explain to the group. Re-write the instruction as many times as needed in order
to convey your message.

Group Activity

• After watching the video
discuss the reasons people
don't follow instructions

Please watch the following video and complete the group activity:
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Teamwork – EQF 3

Group Activity










• Group Dynamic - "Team
Building"

Divide the class in two teams of 5 elements. Each team should seat around a table.
Each person will receive three pieces of paperboard sheet with different geometric shapes. The
objective is for each team to build 5 equal squares.
None of the team elements can communicate with one another, by using verbal or non-verbal
communication; they can only give and receive pieces that other team mates give them.
Each participant will receive 3 pieces of the puzzle and the exercise will end when the objective is met
(the 5 team members completed their square) or after 20 minutes have passed (the maximum duration
of the exercise).
Discuss the following with the whole group:
- What was the biggest difficulty you encountered to completing the task?
- What could have worked better?
- What objective did you try to meet first? (your own or the team)
Reflect on how the exercise shown the importance of communication flow and how personal objectives
can facilitate or become a barrier to reaching the team’s goal.
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Teamwork – EQF 4

Group Activity








• Group Dynamic: "Different
Perspectives"

Divide the class in groups of 4-5 members and hand out diverse images, asking each element to choose
the one that best depicts them without touching it.
Each member should also choose an image that, in their opinion, best represents another member of
the same group. All students must have an image chosen by themselves and by a colleague.
Each learner then explains the reason for their choice and listening to their colleague reasons as well.
After all presentations in small groups, discuss with the class if: the majority of choices was the same or
different for the same person; people accepted the choices their colleagues made, or did they saw them
unadjusted to their characteristics and personality.
Reflect on the following and discuss:
- There are different possible perspectives about the same person or subject.
- The aspects that we most value aren’t necessarily those that others best identify.
- How can this exercise reflect teamwork characteristics? (for example, being able to respect other
people’s views even if we disagree; giving and receiving constructive criticism and provide authentic
feedback).

Imagine
your team
was
assigned
to organize a poll on a subject, but you can’t seem to agree on what aspect of the topic you should focus on. One
of your colleagues, who has a degree in that area, has a very firm opinion on what should be studied.
In two teams, role-play the situation and, considering the conflict management strategies mentioned above, deal
with the conflict as you best see fit to the situation. One of the team members will the conflict manager.
Share the experience with the whole class, reflecting on the main difficulties and comparing strategies used,
exposing the reasons why that was the best way to solve the conflict.

Group Activity

• Solving problems
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Verbal Communication with Colleagues – EQF 3

Group Activity

Group Activity

• Discuss appropriate
communication skills in
difficult environments

• Please watch the following video
and come up with other examples
of sentences you might say in
working context

How to change Basic English into Business English
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Verbal Communication with Colleagues – EQF 4

Group Activity

• Roleplaying

As a group, think about conflict situations you have been involved (workplace situations preferably) and write it
down on a piece of paper or white board. Create smaller groups and each group roleplay a situation written
before. After each roleplay the group should contribute with ideas for a even better resolution.

Group Activity

• Rate the following sentences

“Take a look at the fifteen statements below. Next to each statement, write 0 if it would rarely or never occur to
you to say this, 1 if you might occasionally make this statement, and 2 if such a statement is typical of your style.
1. Hearing you say how that affected you, I feel sorry I did that.
2. I want you to listen and hear me out before responding.
3. I’m sorry. If I had it to do over, I would . . .
4. Tell me more about why you feel/think/see it that way.
5. I didn’t mean to hurt you. What I wish I’d been able to communicate is . . .
6. I’d like to make it up to you/to make amends.
7. Could we sit down and talk about something that’s on my mind?
8. I’m feeling unfinished about that recent conversation between us. Could we talk about it?
9. I need some time before I respond to you.
10. I see it differently than that. May I tell you how I see it?
11. I think/favor/want . . . What do you think/favor/want ?
12. I appreciate you for. . . (something this person did or said).
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13. I want . . . How does that work for you? (Is this something you can give?)
14. I feel crummy about what just happened. Can we talk about it?
15. I notice myself getting defensive. I think I’m getting triggered.
Scoring
The highest possible score is thirty, and the lowest would be zero. The higher your score, the higher your
likelihood of having successful relationships. Here is a breakdown of what your scores might mean:




0–9: You probably find yourself frustrated in relationships more often than you would like.
10–15: You have a high aptitude for relating and are open to learning.
16–24: You have good relationship skills and have the aptitude to take your skills to the highest level if
you wish.
 25–30: Your capacity for present-centered relating is already at a very high level. Congratulations! ”
https://www.cu.edu/sites/default/files/Listening-Communication%20Worksheet.pdf

Group Activity

• Discuss which strategies you
learned

Discuss within the whole group what you have learned today. Which strategies you are more likely to use in the
future, and why. Which strategies would be difficult to apply in real life situations.
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Customer Management - EQF3

Group Activity - 1

• How to preapre a survey

•

Work in a group and prepare a survey with 5 questions to be asked to a
volunteer in the class.

•

Your aim is to learn as much as possible with 5 questions.

•

Decide with your friends which survey is the most successful and tell your
reason for choosing it.

Customer Management – EQF4

Group Activity - 1

• Roleplay: HEARD

HEARD is a technique developed by Disney in order to deal with the angry
customers. Two volunteers from the class will be customer and customer
representative and the rest of the class will be judge to criticise them. Imagine a
situation (A real problem or a funny situation) and play the roles according to the
flowing steps.






Hear: Listen to the customer’s entire story.
Empathize: Use phrases that convey that you understand how the customer feels.
Apologize: And do so effusively!
Resolve: Fix the issue, and if you don’t know how ask the customer, “How can I
set this right?”
Diagnose: Get to the bottom of the issue so you can make sure it won’t happen
again.
Tips: When a customer is upset or angry, it may not always be our fault, but it is
our problem. Using a technique like this is great as it ensures that you’re handling
all customer complaints effectively and in a consistent way. Although following
this might feel a bit clumsy and awkward at first, with repeated practice it will
become natural for you to respond to complaints in this way. Give it a try and see
how it helps you10.
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Giving instructions - EQF3

Group Activity

• Paying attention to the Instructions around

Follow the instructions
-

-

Make a pair.
Look at the emergency instruction
example on the left.
Realize the characteristics.
Pay attention to the language used.
Pay attention to the colour used.
Each group will say five characteristics
of the instruction.

WHAT ARE THE CHARACTERISTICS OF A GOOD INSTRUCTION?

Giving instructions – EQF4

Group Activity

•Creating your own job instruction:

1) Select one of the themes following:
 how to cook rice,
 how to paint a furniture,
 how to care a 6 year-old child on the service,
 how to provide security in your work place’
Create written instruction related with your job .
2) Then present it to your classmates.
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Interviewing with Others - EQF3

Group Activity

• How to attract people for a
survey?

Choose two teams (Each team is consisting of 3 people) from your class. Let these
teams find a suitable strategy to attract the attention of rest of the class. You can
use the information in this module. After they made their strategy, they will try to
convince you for the interview. Each person will decide freely which team to join
while spokesman of teams try to persuade people to join their teams for the
interview. At the end team with more participant will win the game.

Interviewing with Others – EQF4

Group Activity

• Non- Verbal Language

Write down 9 sentences on a board which leads a different change in the
emotions such as happiness, anger, sadness, guiltiness, guilt, surprised, excited,
ashamed, disappointed. Write aforementioned feeling on a piece of paper and
ask a volunteer to choose one of the emotions randomly. Ask this person to show
this emotion using non-verbal language to the others and let the others find the
correct sentences from the board.
-

I lost my wallet (Sadness)
I broke my friends phone (Guilt)
I win the lottery (Happiness). Etc.

Ask the trainers if they find it easy to understand the emotions of the people
from their faces. Also learn their opinion on the benefits of reading the emotions
of interviewees.
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Making Customers - EQF3

Group Activity

• Realizing your own custome rmakign skills

Follow the instructions
-

Think about your own business.
How do you make your customers?
Which strategies or methods mentioned in the video do you use?
Give examples related with your experiences.

Making Customers – EQF4

Group Activity

•Creating your own digital
advertisement on Google Adwords:
'https://ads.google.com/intl/tr_tr/
home/'

1. Create working groups with the people from the target groups.
Each group should include at least 2 people.



Car Mechanic
Door-to-door Salesman

2. Give them 15 minutes to create their own digital ad.
3.They click on the related website (given upside).
4.They select the suitable options for themselves and create their advertisement.
5. Then, they share how they planned it.
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Phone Communication with Customers - EQF3

Aim of this activity is to improve your skills on holding and transferring calls. This role play game
requires 45 minutes.
- Work in a group of four. Choose a caller a receiver and a person to be transferred to. The
remaining one will be the second caller with a negative attitude.
- Receiver will try to transfer the call to the person. He/she should use a positive attitude and
follow the aforementioned rules in the content.
-Receiver will answer the call from the negative caller.He/she should use a positive attitude and
follow the aforementioned rules in the content while staying calm.

Phone Communication with Customers – EQF4

Group Activity - 1

• Collecting infomation

Aim of this activity is to teach your students the importance of collecting information on the person who they
are going to call. It will allow them to feel more relaxed and also the conversation will be more friendly.
•

Find 4 volunteers from the class and divide the remaining students into two groups (red and white).
Two of the volunteers will provide their information (Such as; name, occupation, age, supporting team
and some extra information) to groups. One volunteer to red, other volunteer to white group.
Remaining two volunteer should not give any information. Red group will prepare some dialogue
sentences and questions (e.g. Your team won the match yesterday, did you watch it?) using the
information from the volunteer. White group will do the same with the other volunteer. Then find a
representative for each group and start conversation with two volunteers who shared their information.
Finally let the representatives start a conversation with two remaining volunteers who did not share
any information.
Ask the representatives how they feel about each conversation. Were they feel more relaxed with the
volunteer who shared information? Why? What more information is needed to make the conversation
better?
At the end of the activity, participants are expected to understand the importance of collecting
information before making the call.
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Giving Positive Feedback - EQF3

Group Activity

• Follow the instructions

-

Think about a past experience when you were given someone positive
feedback.

-

Describe the situation what you experienced and talk about your feelings

-

Discuss with your friends about how you would feel if you get a negative
feedback.

Giving Positive Feedback – EQF4

Presenting ani dea - EQF3

•

Work in a group of 3 or 4 and prepare a verbal presentation on an imaginary
building sketch. Select one person to present it to other groups.

•

Let the other groups criticize your presentation and develop it according to
these feedbacks with your groups.

•

Do you find it useful to learn people’s ideas and feedbacks for a real
presentation?
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Presenting an idea – EQF4

Group Activity - 1

-

• Importance of visuals.

Your trainer will give a volunteer a paper with pictures.
You will ask Yes/No questions to volunteer in order to find out the object
and its places on the paper and draw the Picture on a paper.
After 10 minutes, look at the real Picture and compare it with yours and the
original one.

Keeping Records for meetings and interviews - EQF3

Group Activity

• Paying attention to the minutes example.

Follow the instructions
-

Here
is
an
example
of
a
minutes
sample.
https://drive.google.com/file/d/1GV8jkhA8qcom8daKGcvXgB_GcIE
gDUtZ/view?usp=sharing

-

Create 2 groups of at least 2 people.
Learners read the minute sample.
Ask them questions following:
Why has the minutes been kept?
Does the minutes supply the necessary information?
Is the minutes kept well?
If you were the one keeping the minutes, whatelse would you add or
omit?
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Keeping Records for meetings and interviews – EQF4

Group Activity

•Keeping records by apps:

1) Create 3 groups with the learners
2) Group 1 is responsible for Evernote, Group 2 for Microsoft One Note, Group 3 for Google Keep
3) All groups are responsible to create their own digital records with the minutes sample.(
https://drive.google.com/drive/folders/1MxrDBZ8FLU3TP-JM5oM5fW7yh5qPfzqD?ogsrc=32)
4)
5)
6)
7)

All groups re-create their own digital meeting minutes.
They present their own task to other groups.
They also compare their own digital records with the written one.
They present pros and cons supplied by the apps while preparing.

Team Organisation - EQF3

Group Activity

• One question activity
'https://www.huddle.com/blog/teambuilding-activities/'

Follow the instructions
-

-

Select one leader from the group
Make pairs with the rest.
The leader poses a question: ‘If you could ask just one question to discover a person’s suitability for
your job (metal worker, metal arts craftman, electrician helper, car hood repairer, HVAC maintenance,
shipyard workers, cook,) what would your question be?’
This icebreaker not only gets co-workers talking to each other, but it also gets them working with one
another. It’s quite simple: the leader gets to decide the situation the question will pertain to. Example
situations include babysitting, leading the company, or being married. After pairing participants into
teams, the leader will pose this question: If you could ask just one question to discover a person’s
suitability for (insert topic here), what would your question be? That means each person in a twoperson team would come up with one question that would help them discover whether or not their job
was suitable to their personality. If the topic was cooking, etc, each team member would have to come
up with just one question whose answer would help them determine whether or not the person was
suitable to cook, etc. This icebreaking activity can also get mixed up by issuing one situation for the
entire group or allocating a different situation to each team member or pair to work on. Depending on
the situation chosen, the activity can be very fun, but it can also demonstrate that crucial questions
should be developed properly.
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Team Organisation – EQF4

Group Activity

•Creating your own solution to
problems ina group:
'https://www.huddle.com/blog/tea
m-building-activities/'

3) Create working groups with the people from the target groups:







4)
5)
6)
7)
8)
9)
10)

Metal worker
Metal arts craftsman
Electrician helper
Car hood repairer
HVAC maintenance
Shipyard workers
Cook

They think about a problem that they experience very often.
They try to solve a solution to this problem.
They search people who wants to work to solve the problem and contribute.
They try to create your own working groups.
Each group should include at least 2 people.
They collaborate, distribute the tasks and plan their way to the solution.
They present their solution to others.

Tolerance - EQF3

Group Activity

• Please watch the following short
video and discuss follwings

https://www.youtube.com/watch?v=FrjQrXc80cY
-

-

What makes these two creatures different
Do you really think that this difference is important?
Do you have any daily examples that had made you felt uncomfortable in a similar way?
What do you suggest these two creatures and when?
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Tolerance – EQF4

Group Activity

• How to create a climate of
tolerance

Visit https://drive.google.com/open?id=1VeErbvRsVrfOBeqmhdptOw27HXUm426C 2 for a slideshow including a
sample “Values for Tolerance”.

Customer Oriented Working Skill – EQF4

Group Activity

• By using the following steps, you can
welcome an objection from customers with
the role-playing technique. Below are the
necessary steps.

Before answering, listen to the end of the objection: The most angered customers
are the ones who feel that their problems are not being heard. Listen to the end of
the objection by taking notes.
Evaluate the phenomenon with wide angle: After focusing on the totality of the
event, diagnose the problem. Events may be related to each other.
Do the necessary reasoning: Learn all aspects of the incident and decide on the
response after receiving the necessary information.
Answer the objection: Answer the objective in a calm and open manner.
Measure whether the response meets the expectation: You can ask "Was this
helpful?" or you can understand from the behaviour of the customer.

Dispute Resolution – EQF3

Group Activity

• Discover the steps of resolution

•

Work in different groups. Each group must take a different place in the room.

•

Each team writes “dispute” on one paper and “resolution” on another one and stick them on the wall
close to their groups place
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•

Decide with your friends which steps are necessary to reach a “resolution” from a “dispute” then write
them under the “dispute” and “resolution” sheets using separate papers.

•

Test your steps with a dispute activity.

Discussion: What are the benefits of setting the steps beforehand for resolving the dispute? What is the
last step before Resolution? What should we do to remember these steps during the dispute?

Flexibility – EQF3

Group Activity

• Please watch the following short
video

https://study.com/academy/lesson/job-flexibility-in-the-workplace.html#/lesson

Flexibility – EQF4

Group Activity

• How to create a climate of
flexible work environment

How to create a climate of flexible work environment: Aims of this activity are to
define the principle of flexibility and create a model for appropriate behaviour.
Description of the activity
-Start by making the class four groups and ask following questions to each group
G1: What do you need to deal with lack of support at work?
G2: What do you have to do to develop communication skills?
G3: What values are needed for flexibility ?
G4: What values are needed for collaboration?
-Ask the groups to present their findings to the entire class.
-Write the following on the board and discuss with the class
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Humour – EQF3

Group Activity

• Please watch the following short
video and discuss follwings

https://www.youtube.com/watch?v=MdZAMSyn_As
-

-

Do you really think that this is difficult to have humor important?
Is humor bad thing?
Is humor a must-thing?
Do you have any daily examples that had made you felt uncomfortable in a
similar way?
Is humor a skill?

Humour – EQF4

Group Activity -

• Please read the instructions above for
the activity on adressing the conflict.

Why should the surprise always come at the end of your joke or story?
o To make your friends stick around for longer.
o So they won't laugh until the end.
o So you can exaggerate more.
How can writing a to-do list actually make you funnier?
o It will help you organize your thoughts.
o You can write down the punchlines you need to find jokes for.
o You can plan fun things to do.
o You can reduce the stress in your life by staying organized.
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• Present the issue that you find sense of humor
Step 1 in a calm manner

Step 2

• Express your opinion with reasons

• Negotiate which take account of and respect
Step 3 your differences

After the activity, please discuss with your partner
- If he/she enjoys because of what you said.
- Do you find this activity useful to you in communicating with people around you?

Making Online Contact - EQF3

Group Activity

• Role Play

Work in group of at least two persons. Imagine that you have started a new business like a pizza shop
or vs. You want to reach more and more people everyday and you want to use online tools for this.
Make a plan how to use online communication tools to make contacts and take notes.

Making Online Contact – EQF4

Group Activity

• Practice New Ways

In groups, try different ways of making online contacts and online communication. Practice the ones
especially you have never used before. For example if you have never used SKYPE before try it. Register
it and use its features with your group friends. Try at least 3 tools like this among the ones you have not
experience.
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Motivating Others - EQF3

Group Activity

• Please read the checklst of motivation
and discuss
https://managementhelp.org/leading
people/motivation-checklist.htm

Make of list of three to five things that motivate each of your team members

Motivating Others - EQF4

Group Activity

• Please read the checklst of motivation
and discuss for more
cehhttps://managementhelp.org/lead
ingpeople/motivation-checklist.htm

• Present the issue that you find motivation in
Step 1 your life

Step 2

• Express your opinion with reasons

• Negotiate which take account of and respect
Step 3 your differences
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Politeness - EQF4

Group Work

• Please watch the video in the link and follow
the directions below
https://www.youtube.com/watch?v=x5KFZA
B74_w

1- Compose a group of at least two persons.
2- Make a list of the useful expressions that is important
to be polite on the phone when you are at work.
3- Prepare at least three Role-plays from real life
situations and try to be as polite as possible using the
expressions you listed.
4- Discuss with your friends how you felt at the end.

Written Communication - EQF3

Group Activity

• Define disadvantages and
advantages of written
comunications.

This is an activity to encourage learners to discuss the advantages and disadvantages of written communication.
Divide 2 groups. One of the group find the advantages and the other one find the disadvantages of written
communication when we usually live in our life.

Written Communication – EQF4

Group Activity

• Please watch and discuss the same
sitituations for written communication
https://www.youtube.com/watch?v=ixSUBl
1WNxk
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Written Reporting – EQF4

• Form a group of at least 2 persons.

Group Work

o
o
o

• Prepare a sample report choosing one of the
topics below.

Prepare the January 2019 production report of entity X.
Prepare a report on the 2019 public relations activities of entity X.
Prepare a report on a topic which you will define yourself about your own workplace.

In this activity, check the skills you have gained from the behaviours listed below in Yes and
No boxes.
Assessment Criteria

Yes

No

Have you identified the issues to be reported?
Have you determined the type of report to write?
Have you prepared the necessary writing tools?
Have you fully compiled the necessary data?
Have you followed the report preparation stages?
Have you followed the report writing methods?
Have you considered the reader?
Did you choose the language of direct expression?
Did you make the definitions clear?
Did you mention the result at the beginning of the report?

EVALUATION: The “yes”s that you have marked in your practice activity reveal the skills you have gained. Repeat
the relevant activities for your “No”s.
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Work ethic – EQF3

Group Activity 2

• What is workethic for you

Define ethic and work ethic to your friend and listen to his/her definition. Compare them.

Active Listening EQF3

Assignment
1
•

• Definition of active
listening

Please define active listening in your own words

Assignment
2

• Demonstrating
poor listening skills

Ask somebody to talk about what he/she did over the weekend.
When they start to speak, you will start exhibiting poor listening
skills (look at something else, interrupt, avoid eye contact, look bored,
tap your finders on something etc.). How do you think their feelings
have changed?

Verbal skills

Non-verbal skills
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At the end of the conversation, ask the speaker how he or she felt while they were talking? What listening skills,
good or bad, did they observe?
Write these on the board, separating the verbal and non-verbal skills.
You may want to use a t-chart (see below).

Group Activity

• Please watch the following video and
share your opinion about following
questions

https://www.youtube.com/watch?v=tbQWpx-H0ms
-

Do you think the teacher manage the situation of the student well?
Which skills of active listening can you notice in the conversation between the teacher and the student?
Write them down.
Which characteristics can you notice from passive listening?
Can you recognize the feelings of the listener and the speaker?
If you were in the position of the teacher, how would you behave towards this student, in order to help
him understand the use of active listening?

Group Activity - 2

• Please read the instructions for the
activity and try to answer as fast as
you can.

Imagine that you are in a workplace with your colleagues. In order to help each other practice active listening and
increase the team building, try to perform this kind of activity. It can be both an activity in pairs or in two groups.
Ask each participant to put something down in front of them (e.g. a coin, a pen, a notebook etc.). Then challenge
them to begin by asking you (or their partner) an open-ended question (what, where, when, why, how). When they
get their reply, they must follow-up with three further questions. If they succeed they win points. If they ask a
closed question that doesn’t make sense or doesn’t allow the conversation to continue they lose their points.
Through the implementation of this activity, they will find out that, only through listening actively to the answers
they can keep up with open questioning. They will understand that by giving attention to every word that the
speaker says, you are able to grab one important word and find a path to ask a new relevant question.
If you want to make it even more challenging and fast-thinking you can add the pressure of time. For example, they
will only have 5 minutes to understand exactly the meaning of this thing, or the reason that their partner has this
thing etc.
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After the activity, please discuss with your partner
- If they found your questions relevant.
- If you found this activity useful for helping you with the interpersonal communication?

Active Listening - EQF4

Group Activity

• How to increase active listening
in the workplace

Many people don’t seem to be aware of the expressions they make that could either reinforce or detract from what
they’re saying, or could give the wrong signals to those they are listening to.
Follow the steps that are provided here, in order to implement the activity:


Divide your employers into two teams.



Give each team a set of cards with an emotion on it.



Have a participant from the one team act out the emotion on the card until his or her team guesses
correctly. Switch and have the other team act out their card. They should ask the right questions and
observe the participants that acts the emotion, in order to find out what is he/her describing.



Cycle out opportunities so that each group member has a chance to act.



Make it competitive. Award points and assign short time limits such as one or two minutes for the group to
guess the emotion.

Assignment
1

• Getting to know
each other

The following activity helps employers to provide more active listening in the work environment:




An employer who is unable to hear what their employees are telling them is probably not an effective
manager. Knowing how to hear what people are actually saying, rather than only hearing what you want
to hear, is critical to effective communication.
Role Playing: An interactive way to learn about your own thoughts when it comes to listening and
interacting with others. Role playing, is about changing your role with your colleague. For example,
employees can be the managers and the managers can be employees. Through this, a person with subpar
listening skills can become more aware of how frustrating this is for others when they are trying to
communicate. Subject matter for role playing can range from business-related material to more personal
or light-hearted subjects.2

62

Body language - EQF3

• Defination of Body
language

Assignment
1

Please define body language in your own words

Assignment
2

• Benefits of body
language

Try to remember a moment in your work life when you fully understood
Someone through the body language. Please write down your thoughts on
the knowledge of body language.
-

How did your thoughts have changed?

-

Do you believe that the understanding of body langugage has benefits?

Before

Group Activity

After

• Please watch the following short
video and discuss the followings

https://www.youtube.com/watch?v=t-eC2QQ-nSM
-

Do you really think that these signs are important?
Do you have any daily examples that have made you feel uncomfortable in a similar way?

Imagine you are meeting your colleague/manager/employer for the first time. Invite two employers to the63front in
the workplace to roleplay their characters. Ask another employee to create a situation in which the characters

Group Activity - 2

• Please read the instructions following
for the activity

Imagine you are meeting your colleague/manager/employer for the first time. Invite two employers to the front in
the workplace to roleplay their characters. Ask another employee to create a situation in which the characters
would discuss something about work (i.e. working hours, situation, atmosphere, tasks etc.). Next, have each
employer spend 30 seconds providing an overview of their character to the audience of the other employees.
Colleagues will spend two minutes role playing and focusing on the dialogue and body language.

Step 1
Step 2

• Present the issue that you find body language

• Express your opinion and justify

• Negotiate which take account of and respect
Step 3 your differences

After the activity, please discuss with your partner
-

If the dialogue and body language seemed authentic for the characters.
Do you find this activity useful to you in understanding body language?

Body language - EQF4

Group Activity

• How to use body language in a
working environment?
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Pick an emotion and incorporate it as fully in your body language as you can. Be aware of it as much as you can —
posture, pace of motion, scale of motion, speed, facial expression, breathing pacing, vocal tonality, pacing, and
volume, and so on.
Now interact with a colleague with that body language. Next do the same thing with a different emotion and
interact with the same person or someone else. Pay attention to how much you influence the other’s emotions.
Try to use emotions that are related to the workplace, for example that your boss is really angry with a task because
you haven’t implemented it right or an emotion related to the satisfaction that you have because you achieved
something good for your position etc.
Also, next time you want to feel a certain emotion — enthusiasm in a job interview, friendliness in a networking
event, calmness during a conflict, etc. — take a moment to incorporate that emotion. 1
Discuss in groups about the ways that you can use body language in the working environment, especially during an
interview, which is the most important impression.

Communication with colleagues - EQF3

Assignment
1
•

• Defination of
Communication
with colleagues

Please define communication with colleagues in your own words

Assignment

2

• Benefits of
communication
with colleagues

Try to remember a moment in your work life that you wanted to communicate with a colleague at work but the
environment wasn’t allowing the communication. Also try to remember a moment in your work life in which you
wanted to communicate a colleague at work with a friendly environment and you were able to express your opinion
freely.
Please write down your feelings before and after you were communicating with your colleagues.
- How did your feelings have changed?

65

-

Do you believe that the communication with the colleagues benefits?

Before

Group Activity

After

• Please watch the following video and
discuss the follwings

https://www.youtube.com/watch?v=gn7IRWikV8Q
-

What causes miscommunication inside and outside the office?
Do you think that communication is important?
Do you have similar examples that you felt that miscommunication was existing in your workplace?

Group Activity - 2

• Please read the instructions above for
the activity that will help to improve
your communication with your
colleagues.

Split your employees into two equal groups/teams. One person from each team will leave the room for a minute
and think of a business object (any common business object that can be found in any office). When each person
returns to his team, it’s the team’s task to ask them closed ended questions only to try and find out what the object
is. If needed, explain that closed ended questions are those that can be answered by yes or no. Once any team finds
the object, this means that they won this round. And they can go for another round.
Open ended questions are an excellent way to save time and energy and helps you get to the information you need
fast, however closed questions can also be very useful in some instances to confirm your understanding or to help
you control the conversation with an overly talkative person/customer.
Through this activity, the employers will have to communicate with each other fast and with mutual understanding,
in order to reach the goal which is to find the object, faster than the other team. Achieving that first, it will show
them the importance of a qualitive communication and moreover it will indicate them the importance of direct
communication.5
After the activity, please discuss with your partner
- If he/she found the questions related to the object.
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-

Do you find this activity useful for the improvement of the communication?

Communication with colleagues - EQF4

•Please watch the following video which is
presenting the importance of communication in the
workplace
https://www.youtube.com/watch?v=ajL6pftPEE8

Group activity

What do you think? Did you like the way that the conversation took place?

• This is a team-building exercise that
encourages discussions and developing
strategy among co-workers.

Group activity

The game just requires a cling tape/film or rope.
Divide the group into teams and bind them together with tape or band so they are united in their movements. Their
goal is to reach from Point A to Point B.
Give them some time before they start, in order to communicate with their team and decide on which strategy they
have to follow in order to reach Point B faster than the others.
Then let your teams run, and keep track of their end times. Once all teams are aware of their finishing times, give
them an opportunity to re-strategize their next attempt in order to beat their previous score. Repeat this process
as many times as you’d like until the teams achieve their best times! You can also change the team players in order
that all colleagues will play with everyone.
Please watch the following video, to understand better why communication matters in the workplace.
Video:
https://study.com/academy/lesson/why-communication-matters-in-the-workplace.html

Disability awareness - EQF3

Assignment

1
•

• Defination of
Disability
Awareness

Please define disability awareness in your own words
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• An assignment to better
understand what means
disability awareness

Assignment

Try to remember a moment in your work life or your personal that you witnessed from someone else
discrimination towards a disable person. Please write down your feelings.
-

How did your feelings have changed?
Do you think that people are disability aware?
Do you believe that being aware of disabilities has benefits?

Benefits

Negatives

It is essential to bear in mind that individuals with disabilities can bring a great deal to the workplace. Numerous
studies suggest that diverse, heterogeneous teams promote creativity, innovation and better decision making.
People with disabilities can add to the diversity of thought that brings a fresh perspective and innovation to the
workforce. This ultimately brings greater competition and a workforce that is highly sought after.

• Please watch the following short video
and discuss the followings
https://www.youtube.com/watch?v=cAR
0yjHuczc&t=2s

Group Activity
-

-

Do you think that this disabled person should be handled with a different way?
Do you have any daily examples that has made you feel uncomfortable in a similar way?
Do you agree with the approach and the examples that the speaker mentioned?

Disability awareness - EQF4

Assignment
1

• Read the following article, in order to
understand how to teach empathy to
adults
• https://www.wikihow.com/TeachEmpathy-to-Adults
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Assignment
2

• Getting to know each
other better

A great way to exercise on your skill of empathy with your team is to encourage their curiosity. But how? Assign
each team member the task of finding out some information from a complete stranger by a pre-determined
deadline. The information can change each time, or remain the same, but the answers must come from
conversation. Colleagues must engage and interact with someone they don’t know and someone that is disable.
They have to make at these persons questions about their feelings/thoughts about how easy they can find a
workplace, how people react to their disability, if they face discrimination and other common questions.
Once all colleagues reached these people, gather the team to share what everyone had learned, and how the
conversation impacted them. Through this activity, your team will become more empathetic with other people and
moreover they will become more disability aware.2

Group activity

• Implement this activity with your
colleagues in order to understand how
a disable person feels

In order people to be disable aware, they have to understand how a disable person feels, how can he do simple
things and what problems is he facing at his routine. Of course, nobody can understand it, if he is not in the same
position. But, disability awareness exercises increase the understanding of disabilities and foster sensitivity toward
others. Be careful to keep the treatment of disabilities respectful during these activities.
An exercise that a leader can introduce at his workplace in order to raise disability awareness in his team, is the
following:
Blindfold your colleagues. This kind of exercise is often used to allow sighted people to experience what it means
to live blindly in a sighted person’s world.
By doing this for a while, you give them the chance to do their activities without sight. They will understand how
difficult is for them to do the easiest things (e.g. just to walk around the working space, just to listen at a
conversation etc.). Through this they will gain more empathy for the people that face this disability (blind).
Try this activity with your colleagues. Put the half of them to “act like blind” for 40 minutes and give them some
tasks to do. After that, discuss with the other colleagues about their feelings, their thoughts and their abilities.
Alternative: You can try this kind of activities and with other disabilities. For example, you can implement an
auditory activity, for people that have audio disability. Cover the ears of your partners with personal stereos and
put music loud. Then try to speak at them. They have to write down what they are hearing and what they
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understand. After you implement this, you have to discuss again with your team what was your feelings when you
were in this position and also to make a comparison of your notes with this that they were truly saying. 5

Inspiring others - EQF3

Assignment
1
•

• Defination of
Inspiring others

Please define inspiring others in your own words

Assignment
2

• Benefits of Inspiring
others

Try to remember a moment in your work life that you felt that you inspired someone. Please write down your
feelings before and after you this.
- How did your feelings have changed?
- Do you believe that inspiring others has benefits?

Before

Group Activity

After

• Please watch the following short
video and discuss follwings

https://www.youtube.com/watch?v=o_D11Kt8bo4
-

What makes the boy to get inspiration?
Do you really think that this is important for him?
Do you have any daily examples that inspired someone in your work or life?
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Group Activity - 2

• Please read the instructions above for
the activity on adressing the conflict.

Imagine you are having a problem with a colleague in your company and at the moment they lose their motivation
for work. You should try to inspire them as you know that in general they really like their job. Now please make a
role-playing in pairs and use the following table. One of you will be the person who is trying to address the problem.
Keep the following in mind:
- You can change the case in this activity with your real-life problems at work;
- You must use appropriate language;
- It may not end in the desired way. You must still finish the discussion in a calm and suitable manner.
You can do this activity alone by imagining the situation.

• Present the ways that you used for inspiring
Step 1 others

Step 2

• Express your opinion with reasons

• Negotiate which take account of and respect
Step 3 your differences

After the activity, please discuss with your partner
- If it was hard to try to inspire a person without motivation;
- Do you find this activity useful to you in finding ways to inspiring others?

Inspiring others - EQF4

Group Activity

• How to inspire others in the
working environment?

Every work environment has a serious impact on motivation. All aspects of your organizational culture influence
and define the motivation at work. No matter what climate and work culture your organization provide to support
motivation, you can, within the perimeters of your areas of responsibility, and even beyond, if you choose to extend
your reach, create an environment that fosters and calls forth motivation.
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Discuss in groups about ways to inspire others in the working environment. You can use the following examples.
Iillustrative examples:
Show your trust. The first sure way to motivate and inspire employees is to demonstrate that you have faith in
their abilities to get the job done. You can do this by assigning them more responsibilities and giving them the
chance to rise to the challenge. Doing so shows that you trust them, which has a way of motivating people to keep
doing their best.
Incentivize with a prize. Reward people for a job well done, and they’ll be more likely to repeat the performance
and do what it takes to earn the coveted prize. Positive reinforcement, after all, is one of the oldest, tried and true
psychological principals2.
Socialization makes people more committed. Most people try to separate their personal and professional lives,
and it's usually for the best. Trying to make everyone in the office best friends is a bad idea for a number of reasons,
but that doesn't mean they shouldn't have meaningful conversations outside of a typical work environment. Being
friendly with your work force builds bonds and a collective sense of teamwork, and makes work seem less machinelike and more like an organic team effort.
Individual attention matters. While teamwork is an important element of company success, and grouping your
employees together has advantages in building that "team" mentality, nothing beats individual attention when it
comes to individual motivation. In large corporations, this is especially true, since employees can feel isolated or
unrecognized in a vast sea of workers. Taking a moment to speak to an individual alone and personally can make
him or her feel truly appreciated3.

Assignment

• Network With Your
Current Colleagues

Try to create a network with your colleagues.

Managing others emotions - EQF3

Assignment
1

•

• Defination of
managing other
emotions

Please define managing other emotions in your own words
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Assignment
2

• Explore and
manage the
emotions of others

Work in groups of two people. One of the two persons, will have a role of facilitator and will ask the others the
following questions (in the end of the activity they will change roles):
1.
2.
3.
4.
5.
6.
7.
8.

Name a negative emotion that you feel often.
Name the intensity of that emotion.
Understand the events that triggered the emotion.
Understand the thoughts that maintained or worsened the feeling.
Identify and use a range of coping skills.
Choose a coping skill based on the intensity of the emotion.
Understand consistent personal triggers.
Make a plan to disrupt negative patterns7.

Group Activity

• Expressing Empathy

The aim of this activity is participants to be aware of other’s emotions9.
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Managing others emotions - EQF4

Group Activity

Attribute

Description

• How to develop your emotional
intelligence

Self-rating (1-7) The scale
we are using is 1 if these
statements are least like you,
and 7 if they are most like me.
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Alignment

Influence

Communication

Working with
others

I understand the core goals of organization
and my team and take time to help / others to
understand the role we all play in achieving
these goals
I persuade others by engaging them in
discussion and appealing to their interests
I take the time to understand others’ position
and find a way forward that appeals to both of
our interest
I try to be present when I am listening to
people and look for what is said as well as
what is not
I foster open communication, ask effective
questions and actively share information
I invest time in getting to know people on a
personal level and seek to find a common
connection of some kind
I try to ensure others feel appreciated

Conflict
management

I express thoughts and feelings in a way that is
sensitive to those of others
I handle difficult situations and people with
diplomacy and tact
I encourage debate and open discussion

Teamwork and
collaboration

Developing
others

If things don’t go my way, I don’t walk away
I support all team members and promote
cooperation and collaboration within the
team
I recognize others’ hard work and
achievements
I coach and mentor others with compassion
and personally invest time and energy in the
relationship

Discuss your results in a group.

Activity 2

• Please reply the
following questions
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1. Which is the worst job you have ever had (or class project if you haven’t worked)?
Did the job require emotional labor? If so, how did you deal with it?
2. Research shows that acting “happy” when you are not can be exhausting.
Why do you think that is? Have you ever felt that way?
What can you do to lessen these feelings?
3. How important do you think emotional intelligence is at work? Why?

Managing your emotions - EQF3

Assignment
1
•

• Defination of
managing your
emotions

Please define managing your emotions in your own words

Video

Assignment
2

1.
2.
3.
4.
5.
6.
7.
8.

• Please watch
"https://study.com/academy/lesson/emotions
-in-the-workplace-purpose-functions.html"
and discuss the importance of managing your
emotions

• Explore and
manage your
emotions

Name a negative emotion that you feel often.
Name the intensity of that emotion.
Understand the events that triggered the emotion.
Understand the thoughts that maintained or worsened the feeling.
Identify and use a range of coping skills.
Choose a coping skill based on the intensity of the emotion.
Understand consistent personal triggers.
Make a plan to disrupt negative patterns5.
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Group Activity - 2

• Understanding and
managing your emotions

This activity aims to increase awareness of emotions and identify times when emotions have been felt. It has two
parts. The first part defines different emotions. The second requires you to list times you felt certain emotions.
Once you have completed them, you will be able to
 Identify emotions (and)
 Identify when you have felt these emotions Emotions are what you feel on the inside when things happen.
Emotions are also known as feelings.
1. Afraid: feeling fear and worry
2. Angry: feeling mad with a person, act, or idea
3. Ashamed: feeling bad after doing wrong
4. Confident: feeling able to do something
5. Confused: feeling unable to think clear
6. Depressed: feeling sad, blue, discouraged, and unhappy
7. Embarrassed: feeling worried about what others may think
8. Energetic: feeling full of energy
9. Excited: feeling happy and aroused
10. Glad: feeling joy and pleasure
11. Jealous: feeling upset when someone has something that you would like to have or they get to do something
you wanted
12. Lonely: feeling alone and that nobody cares
13. Proud: feeling pleased for doing well
14. Relaxed: feeling at ease and without worry, calm
15. Stressed: feeling tense, tired, uneasy, and overwhelmed
Directions: Write about a time when you felt these emotions in your workplace and how you managed your
emotions.
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Managing your emotions - EQF4

Group Activity

• Examples on how to manage
your emotions at the workplace

Write specific examples from your work regarding the thoughts, emotions and behaviours of the first column.

Thoughts, emotions, and behaviours
Having constant negative thoughts about
yourself and others.

Alternative strategies

Example

Be aware of the constant
thoughts.
Challenge the information in the
thoughts.
Consider replacing them with more
productive thoughts.

Being unable to control crying at work.

Be aware of negative thoughts, or
feelings that may trigger the
crying. Consider alternative
responses.
Consider that crying can be a way
of relieving stress, and you can
plan for crying time during breaks
in your workday.

Having panic attacks at work.

Be aware of how negative
thoughts or feelings may lead to
panic attacks. Consider other ways
to respond or plan.
Plan ahead of time what you will
do if you are experiencing a panic
attack.
Consider talking to someone you
trust at work and seeing if they can
support you during or after the
attack.

Having angry or emotional outbursts at
work.

Be aware of early signs that anger
is rising. Learn what physical signs
your body gives you that your
anger is rising.
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Feeling confused and unable to remember
details at work.

Consider other ways of having
information given to you.

Feeling anxious

Consider alternatives to
behaviours at work that could
contribute to feeling anxious at
work.

Video
-

Discuss more strategies that these kids could use in order to control their emotions.

Activity

-

•Please watch the video "Why Do We
Lose Control of Our Emotions?"
https://www.youtube.com/watch?v=
3bKuoH8CkFc

• Positive emotions at workplace

Write several positive emotions that you have felt in your work and their benefits for your work life and
life in general. Add more rows if it is necessary.

Emotion

Benefits

Meeting with people - EQF3

Assignment

1

• Definition of
meeting with
people
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•

Please define meeting with people in your own words

Assignment

• Benefits of meeting
with people

2

Try to remember the last time that you met a new person at work.
Please write down:
- How did you meet this person?
- How did your feelings have changed?
- What changed at your workplace?

Group Activity

• Please watch the following video
https://www.youtube.com/watch?v=Xn
uhbkA0qIc and discuss your opinion for
the tips to meet new people

Meeting with people EQF4

Assignment
1

• Be able to define skills
related to meeting with
people

Fill in the following table:

INTERPERSONAL SKILL

RELETED SKILL

REASONS

Communication
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INTERPERSONAL SKILL

RELETED SKILL

REASONS

Conflict Management

Negotiation

Empathy

Leadership

Listening

Group Activity

• An icebraker activity to help
your workmates to know each
other better and welcome the
new member

This icebreaker works well both for new members in a workplace but also for old members. It will boost the
teamwork.
The main idea of this activity is that people are asked to share two true and one false fact about themselves and
the colleagues guesses which one is the lie.
Leaders use this activity to introduce new hires in a company. It’s a great way to take the pressure off people and
make the introductions fun.
To involve all the participants instantly, use live polls so everyone can guess the false fact by voting the moment
that someone finishes his story.

Nonverbal communication - EQF3

Assignment
1

• Definition of nonverbal
communication
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•

Please define non-verbal communication in your own words

Assignment
2

• Benefits of non
verbal
communication

Try to remember a moment in your work life that you use non verbal communication.
Please descripe this example.
- What type of non-verbal communication was?
- Do you believe that non-verbal communication has benefits?

• Please watch the following short
video and discuss follwings

Group Activity

https://www.youtube.com/watch?v=SKhsavlvuao
-

Do you think that actions speak louder than words?
Do you think that non-verbal communication?
Do you have any daily examples of non-verbal communication in your work or life

Nonverbal communication - EQF4

Assignment
1

• Be able to define the
differences between
verbal and non-verbal
communication

Fill in the following comparison chart:
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BASIS FOR COMPARISON

VERBAL
COMMUNICATION

NON-VERBAL
COMMUNICATION

Meaning

Types

Time Consuming

Chances of transmission of wrong
message
Documentary Evidence

Advantage

Presence

Group Activity

• The 3 levels of
communication

This activity presents statistics relating to the way we receive communications and the true messages being
sent by others.
The purpose of this activity is to help participants understand what an important part nonverbal behaviors and
voice inflections play in how we both send and receive messages.
Participants should understand the topics from EQF3 level and EQF4 level to follow this activity (e.g. why non-verbal
communication is important).
Participants will be divided into groups and they will discuss about statistics on non-verbal communication. Then,
they will be asked if these statistics surprise them.
Participants will discuss in groups for:
-messages we get from others is from their nonverbal behaviors
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-their perception of what nonverbal behaviors are
-if they ever had the experience of knowing what someone was going to say by his or her body language before he
or she even began talking.
Participants will be asked to say the very same word or words in another way with different voice inflections could
take on an entirely different meaning. For example, ask a participant to say the word no with a voice inflection
indicating doubt. Ask another participant to say this same word with a voice inflection indicating a definitive
negative answer. Comment on the dramatic difference in meaning between these two different interpretations of
the way this same two letter word was just spoken. Then, participants will be asked what they think happens on
the telephone to voice inflections.

Social awareness - EQF3

Assignment

1
•

• Defination of Social
awareness

Please define social awareness in your own words

Video
1

• Please watch the following video about social
awareness with some definitions and examples
about it
• https://study.com/academy/lesson/socialawareness-definition-example-theories.html

After watching the video, please answer the following questions:
-

-

Have you ever experienced that awkward feeling when an acquaintance joins a gathered group of friends
and says the absolute wrong thing at exactly the wrong time? Everyone gets really quiet; maybe someone
laughs nervously.
Did you think to yourself, ''Why would he say that now? Couldn't he see that it was the wrong time for
it?''
Share your example with your team and exchange your thoughts.
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Group Activity - 2

• Please read the instructions above for
the activity on developing your skill of
social awareness.

Can you think of a time—maybe during an argument with a colleague—when you wished that someone understood
how you felt? When we try to relate to what another person is going through, we’re being empathetic. Being
empathetic leads you to be more social aware.
Trying also listen to others, making eye contact, not interrupting the speaker, and asking follow-up questions can
show that you’re making a genuine effort to understand what they’re going through. What other behaviours might
show someone that you are being social aware? Discuss with your group at the work about the above-mentioned
ways.

• Present the issue that you had a fight with a
Step 1 colleague

Step 2

• Express your feelings

• Negotiate which take account of your colleague
Step 3 and respect your differences

Social awareness - EQF4

Group activity

• Please read the instructions and
implement the following activity with
your group at work

During your work and in order to boost social awareness in your team, you can play this activity. Start a discussion
with your colleagues about the appropriate and respectful ways to work with others (e.g., listening, waiting for a
pause in conversation to speak, pay attention, using the right tones and words, etc.). Some colleagues should
demonstrate courteous social behaviours and some other colleagues’ discourteous behaviours.
When your team starts playing, the leader should also take place in the game, by showing them how it looks if you
interrupt the speaker, if you walk away while the person is talking, if you make rude faces at the speaker, etc. and
then act out the opposite, more appropriate responses.
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After you act this kind of discussion for 30 minutes for example, take some time to think about the following
questions:
 Which are the feelings of the speaker?
 The conversation reached its goals? It came at an end?
 The speaker and the listener received the same message?
Through this activity, the team will understand the importance of being social aware. It is very important to know
when it is the right time to interrupt someone when talking, to act as a professional, to take in mind the other’s
opinion and to know how to collaborate with your colleague in order to reach an achievement.

Attracting attention – EQF3

• Practice your key moments in
presentation

Task

Task:
1.
2.
3.
4.
5.
6.
7.

Think of the topic you want to present
What is a key message of your presentation? How would you describe it in 10 words?
What is a title of presentation? You have to raise the curiosity in audience.
Frame the problem you want to solve in first 45 seconds. Practice the description.
What are 5 main points of presentation?
You have to end high. Remember - people remember first what they hear last
Share in small groups.

Attracting attention – EQF4

Assignment

• Analyse the
speeches

Watch three videos of different speaker, analyse and compare their presentations.
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Videos are:

John Kennedy - https://www.youtube.com/watch?v=PEC1C4p0k3E
Tony Robbins - https://www.youtube.com/watch?v=Cpc-t-Uwv1I
Brene Brown - https://www.youtube.com/watch?v=iCvmsMzlF7o

Speaker

Pace

Pitch

Volume

Pause

John Kennedy
Tony Robbins
Brene Brown

Building Network - EQF3

Group Activity

Group Activity - 2

• Please watch the following short
video and discuss

• Make a list of your contacts who you
would think to be part of your
network.
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In pairs, You should now make a list of people who you would class as being in your network. Note down next to
each person why you think they could be a valuable contact. Then write down how you could contact them, and
the reason for contacting them. Could this person put you in touch with other interesting individuals? Then, create
a plan that will help you further increase your network.

Step 1
Step 2

• What contacts do I have now?

• How are these contacts useful to me?

• How can I make more contacts and increase my
Step 3 network?

After the activity, please discuss with your partner
- The usefulness of your contacts
- Methods to make more contacts

Building network – EQF4
HOW TO CREATE A POSITIVE ENVIRONMENT TO BUILD NETWORKS?
Creating a positive environment to network begins with the people. Whether you are planning a networking
event or simply would like your professional environment to be network friendly, you need to ensure that all of
the individuals involved are open minded and will welcome the idea of networking. This is key being as building
networks often heavily involves working relationships and human connections.
Another way to create a positive environment is to encourage interaction and networking. Ensure that everybody
knows each other and is willing to engage with each other. Any barriers can be broken with simple silly games
called ice breakers. These basic games often create a warm friendly environment.

Group Activity

• Create a network friendly
environment

After learning more about networking, it is now your turn to inform your colleagues about networking. You will
pitch to your colleagues for 10 minutes, discussing the benefits of networking and how to do it. Remember to
consider the following questions:
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Why is networking so important?
What are the benefits?
How do you improve your networking ability?
How can you network effectively?

Group Activity

• Practice your skills

Everybody in the room will stand up and go and talk to every other person. Each individual has to find out 2 facts
about each person and write them down. The overall findings will be shared with the group.

Conflict resolution – EQF3

Group Activity - 1

• The effects of conflict

In groups, two role plays should be created. One showing positive conflict and the effects of it and a second showing
negative conflict and the effects of it.
After the activity, please discuss with your partner
- The different examples of conflict portrayed.
- The effect that the conflicts had

Conflict resolution – EQF4

Assignment



• Resolving Conflict

As a group, a roleplay should be created to show how conflict should be effectively resolved. Upon seeing
the roleplay, it should be discussed what positive ways of resolving the conflict was on show, and what
the conflict was.
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Understanding your emotions – EQF3

Group Activity

• Please watch the following short
video and complete the task

Watch the short video and complete the task which is given within that clip. Discuss the situation with your
colleague.

IMPORTANCE OF EQ AT A WORKPLACE
Your work life and career can be hugely affected by your EQ. Workplaces, in the main, are relational environments.
They are typically a melting pot of different personalities, skills, strengths, and emotions. In amongst this is the
purpose of the business.
Therefore, EQ is intricately melded into each and every decision and action within the workplace. It’s there in the
basic instruction to your team, just as much as it’s present in mass organisational change. Therefore, those with
higher EQ typically successfully navigate the workplace more effectively. EQ enables an individual to build and drive
successful teams, and to be agile and responsive as needed. They therefore are successful.
Similarly, a lower level of EQ can be detrimental to the workplace. At its worst it can be seen in bullying, harassment,
and demotivated staff. It can present as insensitivity, arrogance, or even aggression and volatility. Whereas a high
EQ will facilitate flexibility, low EQ will typically present as inflexibility and rigidity – a dangerous tack for any
business.

Persuading others – EQF3

Group Activity

• Please watch the following short
video and discuss follwings

https://www.youtube.com/watch?v=LsYXfe42qPE
-

What makes persuasion so important?
Do you really think that persuasion is so important?
What are the positive effect of persuasion?
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Persuading others – EQF4

Group
Activity 1



• Role play

Create a 5-minute role-play in groups showing how important persuasion can be and showing how to
persuade effectively.

Phone communicatin with employers, colleagues, partners - EQF3

Video


After watching the above video and reading the above tips, discuss what tips are the most important and
what tips are the least important and explain why. Share your answers with the group.

Group Activity


• Please watch
"https://www.youtube.com/watch?v=mmXA
qMQe0AI" and discuss the following

• Role Play

As a group, create two role plays. One emphasising positive phone communication and one emphasising
negative phone communication. Your role plays will be analysed by the class afterwards and will help
visualise good and bad phone skills.

Phone communicatin with employers, colleagues, partners – EQF4

Group Activity


• Communication Role Play

In groups, create a role play whereby two people are skyping each other rather than using the
telephone to communicate. Are any of the tips transferable? Afterwards the scenes will be discussed,
and other forms of communication will be discussed.
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Public speaking – EQF3
HOW TO IMPROVE PUBLIC SPEAKING SKILLS?

Group
activity

• Prepare 7 mins
presentation on a
chosen topic using
the tips above

1. Know your audience — your speech is about them, not you.
The speech you deliver should focus on the audience, not on yourself. Although personal anecdotes are useful in
many speeches, they should be used with the intent of connecting to and engaging with the audience. Know the
needs of your audience and always match the contents of the speech to their needs. Make a point to know your
audience, as this will help in determining the choice of information, words, and the motivational statement you
give them. The speech should also be captivating to the audience and worth their time and attention. It is
important to know what your audience wants and needs to hear so that once they listen to your speech, they
have clear action items, or see the world differently. Everyone wants their speech to have an impact on their
audience.
2. Be simple and clear.
Keeping your audience’s attention is imperative. Therefore, always use simple and clear words that are easily
understood by everyone in the audience. Using jargon will not make the audience feel welcome but only reflects
lazy thinking on your part. Always remember that less is more — when communicating in a speech, don’t overcomplicate your phrasing in an effort to appear more intelligent or prestigious.

3. Make slides an aid, not a crutch.
When using PowerPoint presentations, use keywords instead of paragraphs on your slides. This will help the
audience to focus on the message of your speech and not on the crowded slides. Despite the use of slides during
your speech, it is imperative to maintain eye contact with the audience as this will keep the focus on you and your
message. Reading from the slides will only fracture the interpersonal connection with your audience.
4. Show your personality.
Don’t make the mistake of trying to adopt a different personality or demeanor. During your speech, let your true
personality shine through, as this will establish better credibility. In most cases, the audience tends to remember
your personal stories more than they remember the pie charts on the slides behind you. Therefore, making your
speech personal will remind your audience that you are human. Ultimately, this makes the audience trust what
you are saying.
5. Use stories and statistics.
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Using a personal story in your speech will help you engage and connect with your audience. A personal story
followed by statistics will then validate your points to the audience and help them open their minds. This way,
you will both give the audience a personal connection with the topic and also convince them using statistics.
Whether you are pitching to a room of investors or to your boss, or simply speaking to a group of your peers, it is
important to have great public speaking skills. Possessing the power to confidently stand on a stage and earn your
audience’s attention makes you stand out and is a true key to professional success.

Public speaking – EQF4

Activity

• Watch 5 different TED Talks
video. After choose one and
make a presentation of it.
Present in small groups

STORYTELLING RULES
Storytelling rules are helpful guidelines to follow, not true rules. The most important rule when telling a story based
on fact – like the stories you will create for this project – is to be as accurate as possible. But you also want your
story to be engaging and keep the audience’s interest. The following “rules” were tweeted by former Pixar
employee, Emma Coats. We’ve narrowed them down and reworked them for the purpose of this handbook. While
keeping the backbone of true facts in your story, see if you can convey those facts using these elements of great
storytelling.
1 What is interesting to the audience is more important than what is fun to do as the creator. They can be very
different.
2 What’s the essence of your story? Tell it in a sentence or two. If you know that, you can build out from there.
3 Come up with your ending before you figure out your middle. Seriously. Endings are hard, get yours working up
front.
4 Basic story structure looks like: Once upon a time ___. Every day, ___. One day ___. Because of that, ___. Because
of that, ___. Until finally ___.
5 Sometimes your original theme isn’t the same by the time you’re done writing. This is okay. Now rewrite now
that you know the real theme
6. Give your characters opinions. Nice, passive characters might seem likable to you as you write, but it’s poison to
the audience.
7.Conflict and change are important. What is your character good at, comfortable with? Do the opposite. Challenge
them. How do they deal?
8 What are the stakes? Give us reason to root for the character. What happens if they don’t succeed? Stack the
odds against them.
9 Simplify. Remove aspects of the story that don’t match your theme. You may feel like you’re losing valuable stuff
but it strengethens your story.
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10 Why must you tell THIS story? What’s the belief burning within you that your story feeds off of? That’s the heart
of it.

Video

• Get to know more about
storytelling:
https://www.youtube.com/wat
ch?v=Nj-hdQMa3uA

Taking criticism – EQF3
Watch
this
video
with
regards
to
https://www.youtube.com/watch?v=FQNbaKkYk_Q

Group Activity - 2

using

criticism

to

learn

and

grow

-

• Taking criticism role play

Upon learning some key tips to taking criticism well, you need to produce two group role plays. The first needs to
be of someone taking criticism badly, and the second needs to be of someone taking criticism well. You will have
45 minutes to prepare your two situations. Think about other potential ways of taking criticism well that haven’t
been listed above.

After the activity, please discuss:
- The negative ways of taking criticism that were portrayed
- The positive ways of taking criticism that were portrayed

Team management - EQF3
•

Please watch a video to get better understanding of team management
https://www.youtube.com/watch?v=Gp39lhald4k
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Group work

• What is a team?
What makes an
effective team?
What are
disadvantages of
team working?

Team management – EQF4

Group Activity

•Make two lists – one to describe the things which happen
in ideal teams e.g. communication, decision making, trust,
support etc etc; and one to describe the types of people
you need in an ideal team e.g. leader, resource finder,
time keeper, co-ordinator, worker. Compare these lists
with the team you are currently a part of; where are the
gaps and the repetition?
• What do you consider to be the key skills and attributes
of the ideal leader in your organisation?

Interviewing for application EQF – 3

Group Activity

• Watch the video:
https://www.youtube.com/watch?v=
ev0begDFc20

VIDEO: Watch the video and discuss with the group situations presented in the video. If you remember your
experience what would you do differently? Or would apply from the video, why?
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Interviewing for application EQF – 3
VIDEO 1: Please watch the following video:
https://www.youtube.com/watch?v=kzt0ANZ01Ec and in your own words describe
to the group what behavioural interview is?

Assignment 1

• Prepare the action plan for
behavioural interview

Assignment 1: Use the template below to make the list of actions for your interview. Use the STAR technique

THE STAR TECHNIQUE
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APPENDIX 2 - List and Definitions of All Social Skills in the Project


Communication with colleagues: Communication is often defined as the sharing of information, feelings
and ideas. In the business world, exchanging information is essential for your company's success, and there
are many different avenues available to communicate with your colleagues. When you communicate
effectively with your colleagues, your team bonding is stronger and the efficiency of the whole company is
going higher.



Body Language: Body language is a type of nonverbal communication in which physical behavior, as
opposed to words, are used to express or convey information. Such behavior includes facial expressions,
body posture, gestures, eye movement, touch and the use of space.



Disability awareness: Disability awareness as a skill refers to being mindful of the disabilities of people and
managing to communicate and work with them effectively.



Managing (supporting) your emotions: It means that you can firstly understand your own emotions, and
then manage them in an effective way in your every day life and work life too.



Managing (Supporting) others’ emotions: It means that you can understand what other feel and try to ‘be
in their shoes’. When you can understand them, you develop the ability to control them when the other
people are not able to do it. Sometimes, people who can manage the others’ emotions can help them to
understand themselves too.



Meeting with people: Is the ability to communicate and act effectively with people that you don’t even
know. Some required skills which you need to develop, are body language, verbal communication etc.



Team management: Team management is the ability of an individual or an organization to administer and
coordinate a group of individuals to perform a task. Team management involves teamwork,
communication, objective setting and performance appraisals



Social awareness: Being socially aware means that you understand how you react to different social
situations, and effectively modify your interactions with other people so that you achieve the best results.
The net result of social awareness is the ongoing development of social skills



Nonverbal communication: Nonverbal communication (NVC) between people is communication through
sending and receiving wordless cues. It includes the use of visual cues such as body language (kinesics),
distance (proxemics) and physical environments/appearance, of voice (paralanguage) and of touch
(haptics).[1] It can also include the use of time (chronemics) and eye contact and the actions of looking
while talking and listening, frequency of glances, patterns of fixation, pupil dilation, and blink rate.



Inspiring others: is this skill when you offer something valuable, uplifting which motivates others to bring
out the best in themselves. To be inspirational is to lead by example and encourage others to feel there is
something worthwhile to become and do.



Empathy: The ability to understand and share the feelings of another (Oxford Dictionary)
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Taking Instruction: Accept detailed information about how something should be done or operated
(Cambridge Dictionary)



Problem solving with colleagues, employees: The process of working through details of a problem to reach
a solution between colleagues and/or employees. Problem solving may include mathematical or systematic
operations and can be a gauge of an individual's critical thinking skills (Business Dictionary)



Team Work: The process of working collaboratively with a group of people in order to achieve a goal.
Teamwork is often a crucial part of a business, as it is often necessary for colleagues to work well together,
trying their best in any circumstance. Teamwork means that people will try to cooperate, using their
individual skills and providing constructive feedback, despite any personal conflict between individuals
(Business Dictionary)



Verbal Communication with colleagues: The sharing of information between colleagues by using speech.
Individuals working within a business need to effectively use verbal communication that employs readily
understood spoken words, as well as ensuring that the enunciation, stress and tone of voice with which the
words are expressed is appropriate (Business Dictionary)



Adaptability: An ability or willingness to change in order to suit different conditions (Cambridge Dictionary)



Autonomy: A degree or level of freedom and discretion allowed to an employee over his or her job. As a
general rule, jobs with high degree of autonomy engender a sense of responsibility and greater job
satisfaction in the employee(s). Not every employee, however, prefers a job with high degree of
responsibility (Business Dictionary)



Sense of responsibility: A duty or obligation to satisfactorily perform or complete a task (assigned by
someone, or created by one's own promise or circumstances) that one must fulfil, and which has a
consequent penalty for failure (Business Dictionary)



Social Responsibility: The obligation of an organization's management towards the welfare and interests
of the society in which it operates (Business Dictionary)



Multicultural awareness: Multicultural Awareness involves a greater understanding, sensitivity, and
appreciation of the history, values, experiences, and lifestyles of groups that include, but, are not limited
to race, ethnicity, gender, sexual orientation, religious affiliation, socio-economic status, mental or physical
abilities (University of Notre Dame)



Building Networks: The ability to construct a cohesive relationship with someone else whether it be an
interpersonal relationship or a business relationship.



Customer Oriented Working Skills: The ability to exude a positive attitude as well as demonstrating a
willingness to respond to a customer’s requirements and expectations.



Understanding your Emotions: The ability to be conscious of your emotions and how expressing them
affects you and those you interact with.
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Team Management: The ability to administer and coordinate a group of individuals in order to perform a
task.



Persuading Others: The ability to convince others to follow a course of action, to agree to some form of
engagement or to purchase a service or product.



Public Speaking: The ability to confidently and clearly inform, persuade or instruct your audience via the
medium of speech in front of an audience.



Social Awareness: The ability to comprehend society’s problems and understanding how to behave
appropriately according to those issues.



Taking Criticism: The ability to positively interpret constructive criticisms in order to improve performance
whilst also being able to withstand negative feedback and use that as motivation.



Teamwork: The ability to cooperate with a variety of personalities, working styles and skill levels whilst also
utilizing individual talents within a group to achieve a set goal.



Sense of Responsibility: The ability to handle your personal duties in every facet and understanding that
you are acceptable for the repercussions of your actions.



Motivating Others: The ability to act and interact in a manner which will elicit a desired behavior or to
inspire someone to improve or increase performance.



Dispute Resolution: A process for resolving differences between two or more parties or groups. In business
practice the resolution seeks to achieve fairness for all participants, and is often moderated by a third party.



Politeness: Showing good manners toward others, as in behaviour, speech, etc.; courteous



Making online contact: Ability to interact and engage with peoplein order to get your message across and
build rapport with your customers by using online communication platforms such as e-mails, phone calls,
social media, instant messaging etc.



Written Reporting: Ability to write a report which is a short, sharp, concise, factual and well-structured
document written for a particular purpose and audience and generally sets outs and analyses a situation or
problem, often making recommendations for future action.



Work Ethic: a belief in work as a moral good: a set of values centred on the importance of doing work and
reflected especially in a desire or determination to work hard



Written communication: a type of communication which involves any type of message that makes use of
the written word which is the most important and the most effective of any mode of business
communication.



Flexibility: the quality of being able to change or be changed easily according to the situation.



Humour: the ability to find things funny, the way in which people see that some things are funny, or the
quality of being funny



Motivating others: ability to engage the other team members so they are satisfied and appropriately
challenged by the work they perform.
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Conflict resolution: the methods and processes involved in facilitating the peaceful ending of conflict and
retribution.



Communication with Customers: The ability to understand spoken and written texts, express concepts,
thoughts, feelings, facts and opinions in oral and written form and to interact in an appropriate and creative
way in a full range of societal and cultural contexts with customers.



Communication with Employees and Partners:

The ability to understand spoken and written texts,

express concepts, thoughts, feelings, facts and opinions in oral and written form and to interact in an
appropriate and creative way in a full range of societal and cultural contexts with employees and partners.


Conflict Management: The ability to receive confrontations and handle them in a constructive way or
rather to avoid problems in advance as far as possible.



Planning with Customers: The ability to plan the service according to customers’ wishes and taking into
account their concerns.



Planning with Colleagues, employees: The ability to plan (own) work, time and (re)sources; linked to
achievement orientation and analytical thinking.



Problem Solving: The ability to identify issues, obstacles, and opportunities and then develop and
implement effective solutions.



Stress Management: Means a wide spectrum of techniques and psychotherapies aimed at controlling a
person's level of stress, especially chronic stress, usually for the purpose of improving everyday functioning.



Time Management: The ability to plan and exercise conscious control of time spent on specific activities,
especially to increase effectiveness, efficiency or productivity. Time Management is a juggling act of various
demands in study, social life, employment, family and personal interests and commitments with the
finiteness of time. Using time effectively gives the person "choice" on spending/managing activities at their
own time and expediency.



Verbal Communication with Customers: The ability to understand spoken texts, express concepts,
thoughts, feelings, facts and opinions in oral form (listening, and speaking) and to interact linguistically in
an appropriate and creative way in a full range of societal and cultural contexts with customers.



Verbal Communication with employees, partners: The ability to understand spoken texts, express
concepts, thoughts, feelings, facts and opinions in oral form (listening, and speaking) and to interact
linguistically in an appropriate and creative way in a full range of societal and cultural contexts with
employees and partners.



Positive Feedback: The ability to convey your thoughts and suggestions on ways to improve the situation
or the person's performance in order to get much more from people.



Giving Instruction: The ability to express what,why,how,when needed to be done



Interviewing with others: The ability to use the right information to gain an advantage in the negotiation
process
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Making customers: The ability to improve relationships with your customers to increase customer
interactions



Team organization: The ability to pull a team together and keep work organized without getting disoriented
or lost



Phone Communication with customers: The ability to have a productive relationship to improve the
experience the customers have when they call your business.



Recordkeeping for meetings and interviews: The ability to gather information for meetings and interviews
and taking notes or records during the meetings.



Customer Management: The ability to handle client orders, problems and inquiries to improve
conversation with customers



Presenting an Idea: The ability to grab attention of others, to keep them engaged in, to deliver your idea
or to create an empathetic audience.



Tolerance: Willingness to accept behavior and beliefs that are different from your own, although you might
not agree
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APPENDIX 3 - Most Common Social Skills for Selected Occupations
When the results from desk research, focus meetings and questionnaires are combined together, most necessary social skills for each occupation have been
achieved. The following tables show the most necessary social skills for the 120 blue-pink collar occupations in the project.
Table 3.1.1Most Common Social Skills - Turkey

Cashier

Driver ( School
bus or worker)

Car mechanic

Machinist

Furniture
Painter

Courier ( Goods)

Verbal
Communication
with Customers

Social
Awareness

Giving
Instructions

Team Work

Giving
Instructions

Time
Management

Dispute
Resolution

Disability
Awareness

Team Work

Active Listening

Team Work

Persuading
Others

Dispute
Resolution
Verbal
Communication
with Customers

Active Listening

Written
Reporting
Time
Management

Non Verbal
Communication
Public Speaking

Time
Management

Politeness

Conflict
Management
Tolerance

Verbal
Communication
with Customers
Giving
(positive)
feedback
Taking
Instructions
Making
Customers

Operator – Call
Centre
Phone
Communication
with Customers

Tailor

Security Guard

Pollster

Verbal
Communication
with Customers

Verbal
Communication
with Customers

Verbal
Communication
with Customers

Verbal
Communication
with Customers

Dispute
Resolution

Taking
Instructions

Written
Reporting

Team Work

Active Listening

Team Work

Empathy

Empathy

Persuading
Others

Interviewing
with others

Verbal
Communication
with Customers

Phone
Communication
with customers

Active Listening

Active Listening

Disability
Awareness

Attracting
Attention

Taking
Instructions

Understanding
your Emotion

Team Work

Taking Criticism

Social Awareness

Planning with
Customers

Verbal
Communication
with Customers
Interviewing for
application
Customer
Management

Managing and
Supporting your
Emotions
Social
Awareness
Public Speaking
Humour

Public Speaking
Tolerance

Table 3.1.2 Most Common Social Skills - Turkey
Receptionist

Cook

Ironer

Overlocker

Plasterer

Laborant

Metal Worker

Butcher

Boilermaker

Door to door
Salesman

Verbal
Communication
with Customers
Phone
Communication
with Customers

Team
Management

Time
management

Team work

Empathy

Team work

Team work

Active Listening

Team work

Written
Reporting

Verbal
Communication
with Colleagues

Team work

Taking
İnstructions

Active Listening

Active Listening

Time
management

Verbal
Communication
with Customers

Written
Communication

Verbal
Communication
with Customers

Written
Communication

Time
management

Verbal
Communication
with Colleagues

Taking Criticism

Verbal
Communication
with Customers

Time
management

Written
Reporting

Written
Reporting

Making
Customers

Giving
Instructions

Empathy

Building
Networks

Verbal
Communication
with Colleagues

Body Language

Taking
Instructions

Written
Reporting

Customer
Management
Body Language
Persuading
Others
Planning with
CustomersConflict
Management
Mediation
Multicultural
Awareness
Making Online
Contact

Planning with
Colleagues and
employees.
Stress
Management
Giving
Instructions
Team
Organization

Verbal
Communication
with Colleagues
Taking
İnstructions

Verbal
Communication
with Colleagues
Planning with
Colleagues and
employees.
Written
Reporting

Taking
Instructions
Giving (positive)
Feedback

Time
management
Persuading
Others
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Table 3.1.3 Most Common Social Skills- Turkey
Sewer (textile)

Secretary

Time
Management

Persuading
Others
Verbal
Communication
with Customers

Home&Office
Cleaner
Social
Awareness
Managing and
Supporting your
Emotions

Communication
with employers
and partners

Customer
Oriented
Working Skills

Managing
(Supporting)
Other’s
Emotions
Verbal
Communication
with Employers
and Partners
Phone Com.
with employers,
colleague and
Partners
Time
Management
Making Online
Contact
Recordkeeping
for Meetings
Meeting with
People

Social
Awareness
Problem Solving
with Employees
and Colleagues
Verbal
Communication
with Colleagues

Elevator
Installer&Repairer
Problem Solving
with Customers
Conflict
Resolution

Time
Management

Warehouse
Attendant
Social
Awareness

Gas Station
Attendant
Time
Management

Politeness

Social
Awareness

Problem Solving
with Customers

Social
Awareness

Customer
Oriented
Working Skills

Problem
Solving with
Employees and
Partners

Verbal
Communication
with Customers

Verbal
Communication
with Customers

Fireman

Upholsterer

Tea maker

Dishwasher

Persuading
Others
Verbal
Communication
with Colleagues

Problem Solving
with Customers

Social
Awareness

Dispute
Resolution

Giving Instruction

Team work

Customer
Oriented
Working Skills

Verbal
Communication
with Employers
and Partners

Taking Instruction

Problem
Solving with
Employees and
Colleagues

Persuading
Others

Verbal
Communication
with Customers

Problem
Solving with

Persuading
Others -

Team Work

Stress
Management

Taking
Instruction

Time
Management

Taking
Instruction

Communication
with employers
and partners

Verbal
Communication
with Customers

Customer
Oriented
Working Skills

Time
Management

Time
Management

Team work
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Table 3.1.4 Most Common Social Skills- Turkey
Driver ( Freight
Shipment )

PVC window
joiner

Time
Management
Customer
Oriented
Working Skills

Time
Management
Customer
Oriented
Working Skills

Social
Awareness

Social
Awareness

Stress
management

Persuading
Others

Persuading
Others

Problem Solving
with Customers

Verbal
Communication
with Customers

Curtain Maker

Baby Sitter

Time
Management
Customer
Oriented
Working Skills
Problem
Solving with
Customers

Time
Management
Social
Awareness

Tour Guide
Assistant

Personal
Assistant

Social
Awareness
Customer
Oriented
Working Skills

Social
Awareness
Time
Management

Ticket Seller
Social
Awareness
Verbal
Communication
with Customers

School Bus
Service
Assistant
Social
Awareness
Time
Management

Office Clerk
Time
Management
Customer
Oriented
Working Skills

Empathy skills

Persuading
Others

Problem Solving

Persuading
Others

Giving
Instruction

Social
Awareness

Persuading
Others

Giving
Instruction

Problem
Solving with
Customers

Active Listening

Empathy

Persuading
Others

Problem Solving
with colleagues

Social
Awareness

Persuading
Others

Time
Management

Stress
management

Active Listening

Verbal
Communication
with Customers

Communication
with colleagues

Communication
with Customers

Active Listening

Communication
with Customers

Inspiring Others

Time
Management

Active Listening

Communication
with Employers
and Partners

Presenting an
Idea

Motivating
Others

Motivating
Others

Motivating
Others

Presenting an
Idea

Subway
Operator
Time
Management
Social
Awareness

Active Listening
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Table 3.1.5 Most Common Social Skills - Greece
HVAC
maintenance

Shipyard
workers

Baker

Production
laborer

Dockworker

Electrician

Automotive
technician

Plumper

Gardener

Active Listening

Active Listening

Active Listening

Active Listening

Active Listening

Multicultural
awareness

Active Listening

Active Listening

Problem Solving
with Customers

Active Listening

Problem Solving
with customers

Problem
Solving with
Customers

Problem
Solving with
Colleagues,
employers

Presenting an
idea

Problem
Solving with
Colleagues,
employers

Active Listening

Problem Solving
with Customers

Time
Management

Time
Management

Teamwork

Verbal
Communication
with customers

Team
Organization

Team
Organization

Motivating
Others

Taking
Instruction

Time
Management

Teamwork

Teamwork

Persuading
Others

Persuading
Others

Flexibility

Flexibility

Flexibility

Flexibility

Team
Organization

Presenting an
idea

Building
Networks

Politeness

Verbal
Communication
with customers

Motivating
Others

Ceramic
technician

Presenting an
idea

Sense of
responsibility
Verbal
Communication
with employers
and partners

Planning with
colleagues and
employees.
Taking
Instruction
Verbal
Communication
with employers
and partners

Giving
Instruction

Verbal
Communication
with customers
Problem Solving
with Customers

Dispute
Resolution

Planning with
Customers

Time
Management

Active Listening

106

Table 3.1.6 Most Common Social Skills - Greece
Gas Plant
Operators

Electrician
helper

Windows
cleaner

Glass
technician

Ηelper
hydraulic

Fashion
Design
Technician

Draftsperson

Plastic
machine
setters

Telecommunication
equipment installer

Car Hood
repairer

Dispute
Resolution

Active Listening

Active Listening

Planning with
Customers

Planning with
colleagues and
employees.

Active
Listening

Politeness

Teamwork

Problem Solving with
Customers

Sense of
responsibility

Teamwork

Verbal
Communication
with customers

Time
Management

Dispute
Resolution

Adaptability

Attracting
attention

Public Speaking

Verbal
Communication with
Customers

Problem Solving
with Customers

Time
management

Time
Management

Presenting an
idea

Presenting an
Idea

Team
Organization

Verbal
Communication
with customers
Team
Organization

Teamwork

Verbal
Communication
with customers
Team
Organization
Problem Solving
with Customers
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Table 3.1.7 Most Common Social Skills – Portugal
Metal Arts
Craftsman

Adaptability
Multicultural
Awareness
Stress
Management

Mining
Operator
Problem
Solving with
colleagues,
employees
Sense of
Responsibility
Time
management

Problem Solving
with colleagues,
employees

Sense of
Responsibility

Team
Organisation

Stress
Management

Active listening

Textile Arts
Crafts

Paver

Technician of
Wind Systems

Managing
(Supporting)
Other’s Emotions

Problem
Solving with
colleagues,
employees

Managing
(Supporting)
Other’s
Emotions

Multicultural
Awareness

Adaptability

Team work

Team work

Adaptability

Team work

Team work

Active listening

Time
management
Multicultural
Awareness
Planning with
colleagues and
employees
Problem Solving
with colleagues,
employees
Social
Responsibility
Communication
with Colleagues

Adaptability
Multicultural
Awareness
Social
Responsibility
Active listening

Giving
Instructions
Problem
Solving with
colleagues,
employees
Active listening

Glass Artisan

Problem Solving
with colleagues,
employees
Stress
management

Construction
painter

Managing
(Supporting)
Other’s
Emotions
Planning with
colleagues and
employees

Automobiles
Electrician
Managing
(Supporting)
Other’s
Emotions
Taking
Instruction
Sense of
Responsibility

Manufacturer
of Footwear
Communication
with Colleagues
Team work
Adaptability

Heavy-Duty
Vehicles
Mechanical
Managing
(Supporting)
Other’s
Emotions
Communication
with Colleagues
Sense of
Responsibility

Planning with
colleagues and
employees

Managing
(Supporting)
Other’s
Emotions

Adaptability

Adaptability

Sense of
Responsibility

Active listening

Active listening

Autonomy

Flexibility

Inspiring
Others

Adaptability
Active listening
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Table 3.1.8 Most Common Social Skills – Portugal

Motorcycle
Repair

Technician of
Procurement
and Sale of
Parts for Motor
Vehicles

Sense of
Responsibility

Team work

Communication
with Colleagues

Team work

Taking
Instruction

Taking
Instruction

Sense of
Responsibility

Networks
Electrician

Electromechanical
of Household
Appliances

Technician in
Energy
Management
and Control

Dyeing
Operator

Welder
Technician

Construction
blacksmith

Topography
Technician

Managing
(Supporting)
Other’s
Emotions

Communication
with Costumers

Team
management

Multicultural
Awareness

Team work

Team work

Team
management

Managing
(Supporting)
Other’s
Emotions

Team work

Problem Solving
with colleagues,
employees

Giving
Instructions

Problem Solving
with colleagues,
employees

Managing
(Supporting)
Other’s
Emotions

Taking
Instruction

Empathy

Adaptability

Managing
(Supporting)
Other’s Emotions

Communication
with Colleagues

Social
responsibility

Communication
with Colleagues

Active listening

Adaptability

Planning with
colleagues
and
employees

Adaptability

Taking
Instruction

Active listening

Managing
(Supporting)
Other’s
Emotions

Time
management

Adaptability

Sense of
Responsibility

Team work

Time
management

Inspiring
Others

Team
management

Sense of
Responsibility

Social
Responsibility

Problem Solving
with colleagues,
employees

Team work

Problem Solving
with colleagues,
employees

Managing
(Supporting)
Other’s
Emotions

Time
management

Time management

Sense of
Responsibility

Sense of
Responsibility

Adaptability

Autonomy

Vehicles
Painter

Managing
(Supporting)
Other’s
Emotions
Active
listening

Problem Solving
with colleagues,
employees
Inspiring Others

Problem
Solving with
colleagues,
employees
Managing
(Supporting)
Other’s
Emotions

Time
management
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Table 3.1.9 Most Common Social Skills - UK
Sales and
Retail Assistant
Verbal
Communication
with Customers
Customer
Oriented
Working Skills
Politeness

Care
Worker/Home
Carer

Kitchen
Assistant

Cleaner

Auxiliary Nurse

Teaching
Assistant

Heavy Goods
Vehicle Driver

Chef

Waiter/Waitresses

Electrician

Verbal
Communication
with Customers

Verbal
Communication
with Colleagues

Time
Management

Verbal
Communication
with Customers

Active Listening

Time
Management

Verbal
Communication
with Collegues

Active Listening

Problem Solving
with Customers

Active Listening

Time
Management

Work
Ethic/Attitude

Politeness

Inspiring Others

Planning with,
Colleagues, and
Employees

Teamwork

Customer Oriented
Working Skills

Time
Management

Problem Solving
with Employees

Verbal
Communication
with Customers

Team
Management

Taking
Instruction

Politeness

Table 3.1.10 Most Common Social Skills - UK
Construction
Worker

Nursery
Nurse

Production
laborer

Verbal
Communication
with Colleagues

Active Listening

Active Listening

Time
Management

Customer Oriented
Working Skills

Team
Organization

Verbal
Communication
with Customer

Problem Solving
with Customers

Active Listening

Problem Solving
with Customers

Active Listening

Verbal
Communication
with Customers

Problem Solving
with Colleagues

Verbal
Communication

Verbal Communication
wtih Colleagues

Customer
Oriented
Working Skills
Collaboration

Customer
Oriented Working
Skills

Time
Management

Customer
Oriented
Working Skills

Active Listening

Work
Ethic/Attitude

Politeness

Active Listening

Time
Management

Active
Listening

Verbal
Communication
with Customers

Time
Management

Teamwork

Customer
Management

Taxi Driver

Receptionist/Personal Metal
Assistant
Worker

Retail Cashier

Plumber

Bar Staff

Automotive
technician

Politeness

Politeness
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Table 3.1.11 Most Common Social Skills - Austria
Airport
worker

Animal keeper

Asphalt paver

Time
Management

Problem
Solving with
Colleagues

Team Work

Problem Solving
with Colleagues

Time
Management

Bath
attendant
Verbal
Communication
with Customers
Problem
Solving with
Customers

Canal worker
Verbal
Communication
with Colleagues

Canteen

Doorman

Forestry

Forklift driver
Team Work

Verbal
Communication
with Customers

Verbal
Communication
with Customers

Conflict
Management

Team Work

Multicultural
Awareness

Problem Solving
with Colleagues

Problem Solving
with Customers

Team Work

Verbal
Communication
with Colleagues

Garbage
Collector
Problem
Solving with
Colleagues

Verbal
Communication
with Colleagues
Stress
Management

Table 3.1.12 Most Common Social Skills - Austria
Groundkeeper

Greenkeeper

Problem Solving
with Colleagues

Time
Management

Team Work

Team Work
Problem Solving
with Colleagues

Newspaper
delivery
staff

Scaffolder

Street
cleaner

Problem Solving
with Customers

Time
Management

Porter

Time
Management

Time
Management

Customer
Service
Orientation

Team Work

Verbal
Communication
with Customers

Multicultural
Awareness

Conflict
Management

Time
Management

Problem
Solving

Basic
Communication

Basic
Communication

Customer
Service
Orientation

Road worker

Second-hand
dealer

Nursing

Time
Management

Tobacconist
Customer
Service
Orientation
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APPENDIX 4 – WARM UP AND ENERGISERS
FROM 1 to 20
AIM: Improving concentration, getting a better sense of the group
GROUP SIZE:8–15
TOOLS: None
TIME: About 10–20 minutes (depending on how well group members manage to concentrate)
PROCESS: Group members stand in a circle. The task is to count aloud until 20. Somebody has to start with
“one”. Another person has to continue with “two”, yet another one with “three”, and etc. If the same number
is said by two persons or more, everybody has to start counting from the beginning. If the group is not yet
well-formed, it is enough to count until 20. Later on the number can be increased. This exercise can be done
frequently, for example, each time before starting group work.

SMELL IT
AIMS: Getting to know each other, feeling more comfortable in a group.
GROUP SIZE: 8–35
TOOLS: Strong chairs that are stable on the ground. The number of chairs depends on the number of people
participating in the task. Alternative materials: a sheet of paper (A4 format) for each participant or a string
put on the ground and formed into a circle.
TIME: About 20–30 minutes
PROCESS: Group members stand in a circle on chairs (sheets of paper or string). It is important to arrange the
chairs making it possible to step from one chair to another without touching the ground. The task is to stand
in a row in some sequence, for example, according to the month and day of birth, the first name letter
(according to the alphabet), the zodiac sign, etc. without touching the ground. If done in a circle, another rule
can be introduced, members are only allowed to move clockwise.

CHANGING PLACE IF..
AIM:Getting to know each other, feeling more comfortable in a group
GROUP SIZE: Unlimited
TOOLS: Chairs arranged in a circle. There has to be one chair less than the number of the participants.
TIME: 10–15 minutes
PROCESS: Group members have to sit in a circle. One person has to stand in the centre and say something
about him/ herself. A participant to whom the mentioned feature applies has to move from his/her chair

looking for a new place to sit down (e.g. a person says “I like vanilla ice-cream”, and the participant who also
likes it has to move to look for a new place to sit down). Additional variation: you are not allowed to take the
seat of your neighbour.

MIXED HANDS
AIM: Relaxing, playing, warming-up
GROUP SIZE: Unlimited
TOOLS: None
TIME: 10 minutes
PROCESS: Participants have to stand in a close circle with their backs facing the centre. They have to raise
their hands up and slightly lean them backwards. Then, without looking and totally by chance, they have to
reach for someone else’s hands, keep them tight and, finally, try to disentangle it all to have everyone
standing in a circle. This game can be started by lying on the ground. The participants raise their hands above
the head, reach for someone else’s hands, and then try to stand up and disentangle.

NAME AND ACTION
AIM: Learning each other’s names
GROUP SIZE:
Unlimited. However, if there are more than 40 people in a group, the game should be started from the
beginning after half of them finish it. And if a group is particularly small (5–7 people), the method is not that
effective.
TOOLS: None
TIME: 10–15 minutes Group members have to sit or stand in a circle. One by one, each member says his/her
name and makes some movement at the same time. The rest of the group have to repeat the name and the
movement. This method is based on saying the name out loud. It is important to articulate the name clearly
and loudly – especially in an international / intercultural environment. It is not usual to express oneself with
a movement, so the group leader may need to start and show an example. Two group leaders may sit next
to each other. One of them can start the circle and the other – finish it. It gives the second group leader a
chance to make the group move, for example, by starting moving around the room. It is a good idea to finish
the game of learning names and start the phase of warming-up (e.g. with the ‘Atoms and molecules’,
‘Greetings’, etc.). Everybody will start repeating the group leader’s movement and so there will be no need
for the group leader to ask the group to stand up (if the participants have been sitting), in order to make
them move.
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SAY THE NAME FASTER
AIM: Memorizing the names faster
GROUP SIZE: 12–24
TOOLS: A newspaper
TIME: 15 minutes
PROCESS:
Group members sit or stand in a circle. One person stands in the centre. Somebody has to say the name of
another person and the one who is standing in the centre has to hit (but gently) the person whose name has
been said with a wrapped newspaper on the head. The person whose name has been said must say another
person’s name before she/he is hit with a newspaper. Anyone who does not manage to do this in time or
makes a mistake has to go to the centre of the circle. The group leader should be mindful of those persons
who are slower and who may not be able to say names as fast as the others. If the group leader knows there
are people like that in the group, she/he should not suggest playing this game. There should not be any
winners or losers in this game – it is not about winning, but about learning the names. This game is fun and
escapist. If you play it before starting work, it might be difficult to get people concentrated. It may be better
to play this game for memorizing names during free-time or during the breaks between different stages of
work.
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