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Module 5. Communication Skills for Person-Centered Care

North Carolina PHCAST

DIRECT CARE BASICS 
Module 5. Communication Skills for Person-Centered Care

Competencies
Interpersonal Skills

· Demonstrate respect and cultural sensitivity in communicating with others

· Explain the term “communication,” including the difference between verbal and non-verbal communication

· Demonstrate effective communication skills, including listening, paraphrasing, and asking open-ended questions
· Demonstrate the self-management skill of pulling back from an emotional response
Time

5 hours [plus additional time for breaks and closing]
	Activities

	Teaching Methods
	Time

	1. Exploring Assumptions 
	Interactive presentation, individual exercise, large-group discussions, and small-group work 
	50 minutes

	2. Exploring Verbal Communication
	Large-group exercise and discussion
	40 minutes

	3. Effective Listening 
	Demonstration role plays, large-group discussions, pairs work, and interactive presentation
	35 minutes


	4. Paraphrasing
	Demonstration role play, large-group discussions, and pairs work
	40 minutes

	5. Asking Open-Ended Questions
	Demonstration role plays, large-group discussions, brainstorming, and pairs work
	40 minutes

	6. Pulling Back
	Demonstration role plays, large-group discussions, interactive presentation, and individual exercise
	45 minutes

	7. Communication Skills Practice
	Demonstration role play, large-group discussions, pairs work, practice role plays, and large-group exercise
	50 minutes


Supplies

· Flip chart, markers, tape- (may use instructor prepared PPT. in lieu of prepared flip chart)
· Paper and pencils

· Loaf of bread
· Jar of peanut butter
· Jar of jelly
· Knives for spreading peanut butter and jelly
· Napkins or paper towels

· Teaching Tool, Activity 5.6: Scripted Role Play—Not Pulling Back

· Teaching Tool, Activity 5.6: Scripted Role Play—Pulling Back
Teaching Time: 5 hours of teaching content [plus additional time for breaks and closing]
	Activity 1. Exploring Assumptions [50 minutes]


	Learning Outcomes: By the end of this activity, participants will be able to:
· Define what an assumption is.
· Identify some assumptions they make, or stereotypes they have, about other people. 

· Describe how assumptions are often based on negative stereotypes and can be misleading.

· Describe the possible impact of making assumptions in their work with clients. 
· Explain how to use their awareness of their own assumptions to begin building a relationship with their client.



	Advance preparation:

In this activity, we ask the participants to think about and discuss a variety of personal and potentially difficult issues about stereotyping and bias. Because of possible negative experiences in the past, these activities and discussions can evoke strong emotions among the participants. Thus, this module is best taught with two instructors. Ideally, if it can be arranged, one of the instructors should be a counselor or social worker.

If the instructor is working alone, it is best to “practice” by doing the exercises ahead of time, to get some idea of the emotions that may be experienced by others.
Prepare the following flip chart pages:

· “Learning Agenda” (Step 1)

· “An Assumption…” (Step 2)

· “Reasons for Choosing a Client” (Step 5)

	Interactive Presentation [5 min]

1. Introduce module and review the learning agenda. 
LEARNING AGENDA:

Communication Skills for 
Person-Centered Care

· Explore assumptions
· Define communication
· Develop communication and relationship-building skills
· Verbal communication
· Listening and awareness of body language 

· Paraphrasing 

· Asking open-ended questions 

· Pulling back
· Communication Skills Practice

	


	Individual Exercise and Large-Group Discussion [15 min]
2. Define “assumption.” Ask:

What does the word “assumption” mean to you?

After a few responses, post the prepared flip chart page.

AN ASSUMPTION…
· …is a guess you make about someone.

· It may be based on how a person looks, acts, or speaks.

· It may be right or wrong.

	[PCS  Activity 7.2]



	3. Introduce the topic and exercise. Note that it is normal to make assumptions about people(to take small pieces of information and fill in other details based on our past experiences. However, those assumptions(which are often based on beliefs about people of a certain age, sex, race, culture, or appearance(are often wrong. Negative assumptions can create a barrier to learning what a person is really like. Briefly share an example from your own life where you made an assumption about a person that was incorrect(and that you had to overcome in order to work better together.

Teaching Tips

This is an introduction to a big topic and is less about teaching content and more about 
starting a process of self-awareness.

The instructor sets the tone for this process. By sharing your own experiences with assumptions, participants will feel safer to open up. How much you share will determine how much participants share. 


	

	4. Give instructions. Explain that this exercise will help participants learn about making assumptions. Distribute Handout 5.1. Ask for three volunteers to read aloud the statements about three potential clients. Note that when they are working, they won’t be able to choose their clients, but in this exercise, they will pretend that they can. Ask them to number the statements one through three; the person with whom they would most want to work will be number one and the person with whom they would least want to work will be number three.


	Handout 5.1: Who Would You Choose?

	5. Ask for responses. After a couple of minutes, ask participants to raise their hands if Client A was their first choice. Ask for volunteers to share what led them to pick this client as their first choice. On the flip chart page entitled “Reasons for Choosing a Client,” note their reasons for choosing Client A.

REASONS FOR CHOOSING A CLIENT
A.

B.

C.


	

	6. Repeat for Clients B and C.

	

	7. Reveal the surprise answer and facilitate discussion. Tell participants that all three statements were about the same client. Ask participants:

How can all the statements be about the same person?


	

	8. Answer the question posed in Step 7. Explain that these statements are examples of information that people may get at different stages in a relationship or from different sources. Emphasize that when people first meet, they don’t know each other’s whole story. Each person may have pieces of the other’s story, but until a person confirms it, what’s really true isn’t known.


	


	9. Have participants discuss their assumptions about the fictional client. Refer back to the flip chart page with the list of reasons for choosing a client. Ask participants to identify assumptions that were made and that are reflected in their reasons. Ask participants:

Which assumptions were true? Which were not?

How can you check or clarify your assumptions?


	

	10. Restate purpose of the exercise. Emphasize that making assumptions is not bad—it is normal and natural, regardless of whether the assumptions turn out to be right or wrong. But building a relationship with a client based on wrong assumptions can have very bad outcomes. The purpose of this activity is to help participants become more aware of their assumptions so that they can check to see if those assumptions are right or wrong. The next exercise will help participants to understand more about how assumptions can affect their work with clients. 


	

	Small-Group Work and Group Reporting [20 min]

11. Set up small-group work and demonstrate making assumptions. Divide participants into 6 groups. Explain that participants will pretend they have been assigned a particular client. Refer to Handout 5.2. Select a profile to demonstrate what you want participants to do in their small groups. Read the profile out loud. Then ask:
What assumptions can you make about this client?  
What assumptions do you have about what it will be like to work with this client?
List their responses on flip chart paper. Remind participants that assumptions are thoughts they have that are not factual, but something they imagine about the person or the situation. Explain that you will come back to discuss these later—right now you just want to list them.
Assumptions about Clients

	Handout 5.2. Making Assumptions about Clients 

	12. Give instructions for small-group work. Assign one client to each group. (If there are fewer than 12 participants, drop one or more of the profiles.) Ask participants to spend 10 minutes answering the same two questions about their client. Ask them to choose one person to take notes and be prepared to report. 
13. Ask each group to briefly report their assumptions about the client and about working with the client. Write their responses on the flip chart page. If they give a response that is not an assumption, do not write that; briefly explain that it is actually a fact from the profile. Do not discuss the groups’ assumptions at this time. 

	

	Interactive Presentation [10 min]

14. Explore the impact of assumptions on their work with the client. Select one of the responses and explain why it is an assumption—it is not based on facts in the profile. Ask participants how this assumption might affect their work with the client, either positively or negatively. Repeat with two more assumptions. Give examples, if needed. 
Teaching Tip

Some examples:

· A person may assume that David does not speak English well. She may use very simple words and speak to him slowly and loudly. David might be a fluent speaker of English and be offended.

· Someone might assume that Melvin can’t do anything anymore. She does everything for him, including choosing his clothes and dressing him. This makes Melvin feel as if he has no control over his own life and he becomes depressed.


	

	15. Discuss how to check their assumptions with the client. Choose one of the assumptions and ask participants what they could do with the client to check if this assumption is true or not. 

Teaching Tip:

You are basically looking for them to ASK THE CLIENT questions to clarify if the assumption is true or not. If this does not come from the groups, probe to help them get to this answer.

	


	16. Summarize and emphasize how important it is for Personal Home Care Aides (PHCAs) to manage their assumptions. Review Handout 5.3. Emphasize that it’s normal to make assumptions. However, as PHCAs, they cannot afford to take actions based on assumptions, regardless of whether they turn out to be right or wrong. In order to check if assumptions are true or false, the first step is to become aware of them. The second step is to explore the assumptions by asking questions to learn more about the client’s experience or situation. 

Each person has a unique life story, including each client. There is usually a deeper story than what is revealed in the care plan or even in the first visit. That is why “person-centered care” is so important in direct care work. Valuing the uniqueness of each client will provide a foundation for a caring relationship between the PHCA and the client. The remaining activities in this module will introduce them to communication skills that will help them to draw out their clients’ stories and build stronger relationships with them.

	Handout 5.3: Assumptions


	Activity 2. Exploring Verbal Communication [40 minutes]



	Learning Outcomes: By the end of this activity, participants will be able to:
· Identify key elements of communication.
· Explain the importance of being clear, objective, and specific in verbal communication. 

· Explain the importance of asking questions when information is not clear.



	Advance preparation:

Gather the materials for making a peanut butter and jelly sandwich and choose a place to conduct the activity.

Prepare a flip chart page for “Communication” (Step 1).


	Interactive Presentation [10 min]

17. Define “communication.” Ask participants:

What does it mean to “communicate”?

What is necessary for communication to happen?

After a few responses, post the prepared flip chart page.

COMMUNICATION

Sharing information or messages.

Communication requires a sender, a message, and a receiver.

The communication process is complete when the receiver understands the sender’s message.
Give a few examples of communication: conversations, this training (the instructor is communicating with the participants, and the participants are communicating with the instructor and with each other), commercials on television, books and articles, news bulletins on the radio, postings on facebook, etc.


	

	18. Explore what can be communicated. Note that the “information” that is exchanged can be facts, feelings, ideas, or opinions. Give examples to illustrate, if needed.


	

	19. Focus on how people communicate. Explain that people communicate both verbally—with words—and nonverbally—with body language.


	

	20. Distribute and review Handout 5.4. Note why it is important to have effective communication skills in direct care work.


	Handout 5.4: Communication

	Large-Group Exercise and Discussion [30 min]

5. Introduce the topic of verbal communication. Explain that effective verbal communication is a necessary skill in direct care work. However, few of us learn how to develop effective verbal communication skills. In this activity, participants will explore challenges to verbal communication by telling the instructor how to make a peanut butter and jelly sandwich.
Teaching Tip

You can have a bit of fun with this by asking participants to imagine that you have never made a peanut butter and jelly sandwich and are really looking forward to trying one, since everyone has told you they are quite yummy and easy to make. Inform the class you are not going to give up—no matter what happens!

	[PHI. Peer Mentor Curriculum, Module 2]



	6. Ask participants to give only one instruction at a time. Explain that you will not be able to ask any questions and will do exactly what they say.
Teaching Tips

Follow the directions exactly and literally. Don’t clarify, paraphrase, or ask questions to get clearer instructions.

Following exact instructions often results in doing things wrong until the group provides clearer instructions. For example, if a participant tells the instructor to get out two pieces of bread, the instructor could rip open the loaf of bread rather than untie the bag.


	

	7. Continue the exercise until participants begin providing clear instructions. This may happen after just a few minutes, or it may be necessary to continue the exercise right through cleaning up after the sandwich is made.

	

	8. Discuss the purpose of this activity and what was learned. Ask: [Desired responses are noted in brackets.]
Has anyone been in a situation like this in which people misunderstood each other during what seemed like a simple act of communication?

What is the goal of this exercise and of communication in general? [To be understood.]

When did the task become easier? [When the instructions became specific enough for the sandwich to be made; i.e., when the instructor and person giving the instruction understood each other.]

How long did that take?

What can you do if information is not clear? [Ask questions to clarify.]

How can you check with the speaker to make sure you understood them correctly? [Repeat in your own words, or paraphrase.]

How would this exercise have been different if I had repeated the instructions in my own words or asked clarifying questions before following instructions?


	

	9. Discuss the importance of effective communication in direct care work. Point out that good communication skills—verbal as well as nonverbal—are required for high-quality direct care work. They will continue now to learn other skills to make sure they understand the client.

	


	Activity 3. Effective Listening [35 minutes]



	Learning Outcomes: By the end of this activity, participants will be able to:
· Describe the nonverbal cues (body language) used in effective listening.

· Describe how it feels when someone is really listening to us vs. when they are not. 

· Explain the importance of effective listening in direct care work.



	Advance Preparation:

This activity begins with demonstration role plays. If you are the only instructor, identify a participant or another staff member to help with the role plays. Prepare the person in advance by describing the purpose of the activity and his or her role. Ask the person to think about something important that recently happened to him or her that can be shared with the group. This activity works best if the speaker shares something that is current and important, but the person should also be comfortable sharing this story with the whole group.
Prepare a flip chart page for “Listening Well” (Step 6). 




	Demonstration Role Plays and Large-Group Discussion [10 min]

21. Assess participants’ knowledge. Ask:
Why is listening important for communication? 


	[PCS Activity 8.1]



	22. Set up the first role play. After a few responses, explain that this activity will help participants to explore the role of nonverbal listening cues in communication, beginning with a demonstration role play. Ask the volunteer staff person or participant (see Advance Preparation) to come forward. Explain that you are going to demonstrate listening while this person tells you about something important that recently happened to him or her. Ask participants to observe what “the listener” is communicating to the speaker and how that is being communicated. 


	

	23. Conduct the role play for 2 minutes. As the speaker tells his or her story, the “listener” (the instructor) should act increasingly distracted, demonstrating poor nonverbal listening skills.

Teaching Tips

In this first role play, exaggerate poor listening skills by avoiding eye contact, fidgeting, playing with your papers, or checking your cell phone. In this case, one of your nonlistening cues can be watching the time so that you can stop the role play after two minutes. 

One of the challenges of being the only instructor is making it clear to the participants (and to yourself!) when you are acting as a role player and when you are being the instructor. You may need a few cues or moments of transition between those roles. Some suggestions for transitioning include:

· Stand in different places when you’re facilitating a discussion and when you’re in a role play.

· Use a prop—such as a hat, scarf, or sweater—to indicate when you’re in the role play.

· Make a comment to the group about the transition—e.g., “Okay, the role play is over. Let’s discuss what you observed.”


	

	24. Debrief the role play. After the role play, ask the following questions:

How well do you think the listener was listening? 

What was the listener communicating to the speaker?

How did the listener communicate that?  

Ask the speaker:

How did you feel during this communication?


	

	25. Conduct the second role play. Ask the “speaker” to continue his or her story. This time, demonstrate attentive nonverbal listening skills. Ask a participant to watch the time and to say when 2 minutes has passed.

Teaching Tips

Demonstrate attentive nonverbal listening skills by keeping eye contact, leaning toward the speaker, nodding, using appropriate facial expressions, and saying things like “uh-huh,” “really,” and “okay.”

It may be tempting to ask questions of the person telling the story, but to fully demonstrate the effectiveness and impact of nonverbal communication, do not do this.


	

	26. Debrief the role play. Ask participants: 

How well was the “listener” listening this time? 

What was the listener doing that told you that he/she was listening? 

List the nonverbal cues on a flip chart page labeled “Listening Well.”

LISTENING WELL

Ask the speaker:

How did you feel this time?


	

	27. Help participants make the connection between body language and listening well. Ask:

What does “body language” mean to you? 

What examples of body language did you see in these two role plays? 

What have you learned from this activity about the role of body language in letting people know you are listening?


	

	28. Summarize the two role plays. Explain that these two demonstrations show the impact of “nonverbal communication”—or body language—on listening. The first role play showed poor listening, while the second one showed effective listening. 


	

	Pairs Work and Large-Group Discussion [20 min]

29. Introduce pairs work. Explain that participants will now have an opportunity to become more aware of their own body language and to experience for themselves the impact of poor vs. effective listening. 


	

	30. Give instructions and then ask participants to role play:

· Quickly form pairs.

· Decide who will be the speaker and who will be the listener. (Explain that they will switch roles later.) 

· Speakers should think of something important to them that they feel comfortable sharing with the group. They will speak for 2 minutes.

· Listeners should use their body language to exaggerate distracted or poor listening. Ask them to remember what they saw in the first role play. 


	

	31. Conduct debriefing in pairs. After 2 minutes, ask the speakers to stop. Both members of the pair should briefly share with each other how they felt.


	

	32. Lead a large-group debriefing. In the large group, ask the following questions:

Ask the speakers:

How did it make you feel to not be listened to?

What happened to your story while you were telling it?

Ask the listeners:

How did you feel in your role as a “poor listener?” 

How much do you remember of what you were told?

Teaching Tip

Some participants may become angry when they are blatantly not being listened to. Be prepared to acknowledge anger or other emotions, and remind participants that this is an exercise—the poor listeners in this activity are simply playing a role.


	

	33. Conduct a second role play in pairs. Repeat the role play and discussion, but, this time, ask the listener to use effective nonverbal listening skills (referring to the flip chart page, Step 6) and to pay careful attention. Debrief in the large group as before, asking both “speakers” and “listeners”:

How did this role play feel different from the “poor listening” role play?


	

	34. Instruct participants to switch roles and repeat the process. Ask everyone to switch roles and repeat the two role plays. Allow time for brief feedback between the pair members after each role play. At the end, in the large group, ask how it felt to be in the opposite role, and if anyone has any additional insights they would like to share.


	

	Interactive Presentation [5 min]

35. Summarize participants’ feedback. Repeat the primary points participants have made (i.e., the negative feelings that came up when not being listened to and the satisfaction of being listened to attentively). Ask participants:

Based on your experience here, why do you think effective listening is important in direct care work? 

Teaching Tip

Desired responses include:

· You understand what a person is saying better

· You can remember more of what a person is communicating
· The speaker feels that you care about what they’re saying.

	

	36. Review key points. After a few responses, distribute and review Handouts 5.5 and 5.6. Note that body language is important with all communication skills—not just listening. It is important to be aware of and manage one’s body language, because people often respond more to nonverbal communication than to what was said.


	Handout 5.5: Listening Well: How It Helps
Handout 5.6: Talking with Your Body


	Activity 4. Paraphrasing [40 minutes]



	Learning Outcomes: By the end of this activity, participants will be able to:
· Define and demonstrate paraphrasing.

· Describe how paraphrasing improves communication.



	Advance Preparation:

Prepare a flip chart page for “Paraphrasing” (Step 3).
As in the previous activity, this one begins with a demonstration. If you are the only instructor, identify a participant or another staff member to help you. Prepare the person in advance by describing the purpose of the activity and his or her role. Ask the person to think about a problem that he or she recently resolved that can be shared with the group. Be clear that you will keep interrupting to paraphrase, and that he or she should let you know if you have correctly understood the meaning of what was said.



	Demonstration Role Play and Large-Group Discussion [15 min]

37. Introduce the activity. Explain that in this activity, participants will further strengthen their communication skills. Ask the participant volunteer for this session to come forward (see Advance Preparation). Explain that you and the volunteer are going to have a conversation about a problem the volunteer recently resolved. Ask participants to observe what happens in the conversation.


	[PCS Activity 8.2]




	38. Conduct the conversation. Ask the volunteer to begin talking. After 30 seconds or so, stop the volunteer (the speaker) and repeat back in your own words what you heard the speaker say. The speaker should say whether you understood correctly, and then either clarify or continue the story. Repeat this sequence two or three times. End the demonstration after about 3 minutes.

Teaching Tips

Don’t use the word “paraphrasing” in these initial steps. The idea is to show participants that paraphrasing is something they may already routinely do in a conversation. If the word is new to participants, they may feel intimidated by it and not realize this is something they already do. 

You should intentionally paraphrase incorrectly one time, to demonstrate how paraphrasing can help to clear up confusion.

Invite participants to share their observations. Ask:

What did I do after listening to parts of the speaker’s story?

What did the speaker do when I did not get the story exactly right?
What effect do you think this repeating and clarifying had on the conversation?

	

	39. Define “paraphrasing.” Explain that “paraphrasing” means to repeat in one’s own words what a person has said or expressed. It is a communication skill that focuses on reflecting and clarifying information and/or feelings. Post the flip chart page with the definition and purposes of paraphrasing. 

PARAPHRASING
Definition: 

Saying in your own words what you heard someone say or express 

Purposes:
To confirm or clarify what the other person means 
To show that you have heard the other person.


	

	4. Facilitate a discussion. Ask participants to name some of the words and phrases they heard you use during the role play when you started to paraphrase. Ask for ideas about other phrases that could be used. Distribute Handout 5.7 and note any phrases that are not on the list.


	Handout 5.7: Saying It in Your Own Words: Getting Started 


	Large-Group Discussion and Pairs Work [10 min]

40. Have participants practice paraphrasing. Explain that participants will now try paraphrasing in a work situation. Distribute Handout 5.8 and read the instructions aloud. Read the first client’s statement, and ask for volunteers to try paraphrasing.

Teaching Tip

If a participant does not accurately paraphrase what you said, give feedback and encourage him or her to try again. If he or she seems really stuck, ask if another participant can help out. 


	Handout 5.8: Saying It in Your Own Words: Practice

	41. Set up pairs work. After demonstrating with two quotes, ask participants to form pairs. Ask them to work together to write a paraphrase statement for each of the remaining quotes. 

Teaching Tip

If participants are struggling with the concept, continue this activity in the large group. If you need more quotes for demonstration purposes, use some from Handout 5.17.

	

	Large-Group Discussion [15 min]

42. Facilitate reporting back to large group. When the pairs have finished working, ask them to share their work. Read one statement aloud and ask one pair to volunteer and read their paraphrase statement. Give feedback and ask for other ideas for how to paraphrase. Encourage their efforts, while making sure that the paraphrasing is effective (i.e., not simply repeating). If necessary, help modify the paraphrases.


	

	43. Debrief. Ask participants:

How did it feel to paraphrase?
Did specific aspects of the task felt hard? If so, which ones?
How do you think paraphrasing could improve communication between PHCAs and clients?


	

	44. Summarize the activity. Review Handout 5.9. Emphasize that, as with any skill, paraphrasing may seem awkward at first, but participants can gain confidence in paraphrasing through practice, both on the job and elsewhere. Note that there will be more chances to practice later on. 


	Handout 5.9: Saying It in Your Own Words: How It Helps


	Activity 5. Asking Open-Ended Questions [40 minutes]



	Learning Outcomes: By the end of this activity, participants will be able to:
· Explain the difference between closed and open-ended questions.

· Explain the importance of using open-ended questions to communicate with clients.

· Create open-ended questions that will be useful in direct care work.



	Advance Preparation:

Prepare the following flip chart pages:

· “Getting to Know Someone: Questions to Ask” (Step 1) 

·  “Closed Questions…Open-Ended Questions” (Step 7)



	Brainstorming [5 min]

45. Conduct a brainstorm. Explain that asking questions—showing curiosity and concern about someone—is important in building any new relationship. Ask participants to think about meeting someone—anyone—for the first time. Ask them to brainstorm the kinds of questions they would ask to get to know more about that person. Write the questions on several flip chart pages, with the exact wording that participants use. 

GETTING TO KNOW SOMEONE: QUESTIONS TO ASK

Teaching Tips

It is important to write the exact wording that participants use because the questions will be rewritten to make them more open.

Leave space under each question to have enough room for rewriting.

If participants have trouble thinking of questions, suggest topics such as family, hobbies, favorite foods, and routines.


	

	Demonstration Role Plays and Large-Group Discussion [15 min]

46. Set up the demonstration. Ask for a volunteer to help with this activity. Begin by explaining that you are going to ask the volunteer some questions. The content of the answers doesn’t matter, but participants should pay attention to the style of the questions and the types of answers such questions generate.
	[PCS 8.3]



	47. Conduct the demonstration. For about 30 seconds, ask your volunteer a series of closed questions. For example: 

Are you feeling okay?

Are you enjoying the workshop?

Are you nervous right now?

Is it too hot in the room?


	

	48. Lead a large-group discussion. After the questions and answers, ask the other participants what they observed about the kinds of questions you were asking and the kind of answers you got. After a few responses, explain that you will repeat the exercise but with a difference. Ask participants to observe how it is different.


	

	49. Conduct the next demonstration. Ask the volunteer similar questions, but make them all open-ended, e.g.:

How do you feel right now?

How do you think the workshop is going so far?

How do you feel about the temperature in the room right now?

What are your feelings about doing this role play with me? Why is that?

	

	50. Lead a large-group debriefing. Thank the volunteer for helping you with this exercise. Then ask the other participants:

What do you think is different about the questions I asked this time and the ones I asked before?

How were the answers different?


	

	51. Define the two types of questions. Display the prepared flip chart page. Discuss the points, referring to the demonstration for examples.

CLOSED QUESTIONS: 
· Begin with did, do, are, is, when
· Answered by “yes” or “no” or simple facts

· Stop the conversation 
· Require many questions to get the full story

OPEN-ENDED QUESTIONS:

· Begin with how, what, or why
· Clarify information 

· Keep the conversation open

· Allow people to tell their story 


	


	Large-Group Discussion [10 min]


	

	52. Practice categorizing questions. Go back to the flip chart page from Step 1. Explain that they will now apply what they learned about closed and open-ended questions and categorize each of the questions on their list. Ask participants if the first question on the flip chart is open-ended or closed. Refer back to the flip chart with definitions of open-ended and closed questions as needed. 

Teaching Tip

If participants are still confused, ask the question of one of the participants and see what kind of answer they give. If it is a closed question, show how to turn it into an open-ended question, and write the new, open-ended question underneath the closed question. 


	

	53. Practice evaluating and rephrasing questions. Continue with the next few questions, asking participants if they are open-ended or closed. For each closed question, ask participants to reword it as an open-ended question, guiding the discussion as necessary. 

Teaching Tip

Some closed questions—e.g., “Where do you live?”—do not make sense as an open-ended question. In that case, encourage participants to follow up with an open-ended question—e.g., “How do you like living there?” 
54. Summarize. Note that, in spite of the benefits of asking open-ended questions to learn about someone we are meeting for the first time, we have a habit of asking closed questions. Sometimes closed questions are necessary to gather information, but it takes a conscious effort to shift to asking open-ended questions. 

	

	Pairs Work and Large-Group Discussion [10 min]

55. Set up and conduct pairs work. Have participants form new pairs. Assign one or two of the remaining closed questions on the flip chart page to each pair and ask them to make each one open-ended. 

Teaching Tip

If most of the participants are struggling to understand the concept of open-ended questions, you can continue doing this with the large group. 


	

	56. Facilitate reporting back to the large group. After a few minutes, ask pairs to share their open-ended questions. Correct or revise as necessary, and write the open-ended version under the closed question.


	

	57. Summarize the activity. Review Handouts 5.10 and 5.11.


	Handout 5.10: Asking Closed and Open-Ended Questions
Handout 5.11: How Communication Skills Help


	Activity 6. Pulling Back [45 minutes]



	Learning Outcomes: By the end of this activity, participants will be able to:
· Describe how responding emotionally in stressful situations can make it hard to listen well.

· Define “pulling back” and list the steps. 

· Explain how pulling back from emotional responses can lead to more respectful communication and more effective problem solving.

· Identify situations that make them respond emotionally. 

· Identify strategies they can use for pulling back in those situations.


	Advance Preparation:

Steps 3 and 9 involve scripted role plays to demonstrate pulling back. This should ideally be done with a co-instructor. If there is no co-instructor, however, ask a staff member to help you (not a participant). 

Make two copies of the scripted role plays (see Teaching Tools, Activity 5.6: Scripted Role Play—Not Pulling Back and Scripted Role Play—Pulling Back). Use a highlighter to mark all of “Julie’s” parts on one copy; use a different color highlighter to make all of “Mr. Jackson’s” parts on the other copy. Give “Mr. Jackson’s” script to the person who will be helping you with the role plays. (You will play the role of the PHCA, Julie, in order to emphasize the body language and other signs of pulling back—and not pulling back.) Rehearse both role plays together a couple of times, to be sure you are each clear about your roles. When not pulling back, you should exaggerate the signs of frustration, but never cross the boundary of acting unprofessional. When pulling back, you also need to exaggerate the body language cues so that it’s clear to participants what you’re doing to set aside your frustration.

Be prepared to share personal experiences of situations that have triggered your emotions, choices you’ve made, and successful pull-back strategies you use.

Prepare a flip chart page for “Steps for Pulling Back” (Step 7).


	First Demonstration Role Play and Large-Group Discussion [10 min]

1. Introduce the topic. Note that participants have been learning important communication skills—using body language, listening effectively, paraphrasing, and asking open-ended questions. Even with the best skills, however, there are times when something happens in a conversation that brings up a lot of emotions for us, and it becomes hard to even remember to listen. Ask participants:

Does this sound familiar to anyone?

After seeing heads nod, note that they will get a chance to talk about some of those situations later in this activity. 


	

	2. Introduce the role play. Explain that you will now conduct a brief role play to demonstrate one such situation between a PHCA and a client. Ask your “assistant” to come forward (see Advance Preparation). Describe the setting and explain your roles (see Teaching Tool, Activity 5.6: Scripted Role Play—Not Pulling Back). Ask participants to focus on the actions and words of the PHCA, Julie. 

Teaching Tip

As the lead trainer, you will play the PHCA in order to emphasize not pulling back. 


	

	3. Conduct the demonstration role play for NOT pulling back. 

Teaching Tip

Be as realistic as possible while demonstrating not pulling back, but do not “overplay” the character; do not act unprofessionally.


	

	4. Debrief the role play.  Ask the following questions and facilitate a discussion. 

What did you observe about my response to Mr. Jackson? 

How do you think Mr. Jackson felt? 

What is the likely outcome for the relationship?

How could I have responded differently in order to get a better, more productive outcome? 

Teaching Tip

Note the responses to the last question only on a blank flip chart page.


	

	Interactive Presentation [10 min]

5. Summarize the impact of responding emotionally. Thank participants for their observations. Note that Julie responded emotionally. Review the following points: 

· Responding emotionally in stressful situations can make it hard to listen well.

· While people rarely have control over the words or behavior of another person, each person can control his or her own emotional responses and how one reacts in a situation. This can lead to more effective communication and more effective problem-solving. The first step in shifting how one responds to another person’s words, tone of voice, or behavior is to become aware of one’s internal reactions and thoughts. 
	

	6. Distribute and review Handout 5.12. Emphasize that pulling back is a conscious choice. 

	Handout 5.12: Reacting Emotionally vs. Pulling Back—You Choose

	7. Distribute and review Handout 5.13. Define “pulling back” and discuss the bullets that follow. Note the pulling back is considered a self-management skills, which is crucial for building relationships with anyone, but especially with clients and co-workers. Post the prepared flip chart page to emphasize the “Steps for Pulling Back.” 

STEPS FOR PULLING BACK

1. Notice your emotional reactions and judgments.

2. “Freeze” your reaction—put it aside.

3. Put your attention back on the other person.


	Handout 5.13: Pulling Back: An Overview

	Second Demonstration Role Play and Large-Group Discussion [10 min]

8. Set up the second role play. Note that the scenario will be the same as in the first role play. Explain that this time, Julie has gone through this training and will try to pull back. The same people will play the same roles, in order to clearly show the differences in their behaviors. Ask participants to observe what is different about this role play, and to look for verbal and nonverbal signs of pulling back.


	

	9. Conduct the demonstration role play for pulling back (see Teaching Tool, Activity 5.6: Scripted Role Play—Pulling Back). 

Teaching Tips

The person playing Julie must exaggerate the pull-back strategies(e.g., taking a deep breath and waiting a few seconds before responding(so they are visible to the audience. The other role player should show a positive response when Julie pulls back, but not overdo it. 


	

	10. Debrief the second role play. Ask participants:
What did you observe this time about Julie’s response to Mr. Jackson? 
Specifically, what signs of pulling back did you see?

Note participants’ observations on the same blank flip chart page that you started before (Step 4). Write “Strategies for Pulling Back” at the top of the page.

Strategies for Pulling Back

Continue the discussion with the following questions:

How do you think Mr. Jackson was feeling by the end of the role play? 

What is the likely outcome for the relationship?


	

	Individual Exercise [5 min]

11. Explain the purpose of this exercise. Remind participants that pulling back is a conscious choice and that the first step of pulling back is to “notice their emotional reactions and judgments.” Thus, it is important to become aware of what kind of situations lead to an emotional reaction for them—i.e., situations where they need to pull back. 

	


	12. Distribute Handout 5.14. Explain that they will have 5 minutes to read the list of situations and put a check-mark next to each situation that leads them to respond emotionally. Explain that there are no “right” or “wrong” answers to this—the goal is just to increase their awareness of the kinds of situations in which they respond emotionally. These handouts will not be collected. Note that, if they think of any other situations that affect them emotionally, they can add them to the list. 

	Handout 5.14: Trigger Points—When Emotions Get in the Way of Listening

	Large-Group Discussion [10 min]

13. Shift focus to pull-back strategies. Acknowledge the difficulty of staying calm and thinking clearly when under stress. Reiterate that pulling back is not about changing another person— it’s about changing our own reaction to and judgments about the person, so that we can listen fully and have a more positive outcome. Note that everyone uses one or more strategies to pull back in stressful situations. The goal of this activity is for participants to become aware of their own pull-back strategies, strengthen them, and learn new ones. 


	

	14. Facilitate sharing of triggers and pull-back strategies. Ask if any participants checked the first “trigger” on Handout 5.14. Then ask those participants to think about times when they have successfully pulled back from that trigger. Ask for one volunteer to share how he or she did that. 


	

	15. Repeat for each of the triggers. Add any new strategies to the flip chart page that you started in from Step 10. Note that some strategies are used in the moment; others are used ahead of time to prepare for a situation that the person expects may be emotionally challenging. 

Teaching Tips

Hopefully, participants will be comfortable having this discussion in the large group. If they are not, this step may be more effective if they talk about their trigger situations and pull-back strategies in pairs. However, this will add more time to the activity—both for the pairs work, and then for sharing pull-back strategies in the large group.

For examples of pull-back strategies, see Handout 5.15. Distribute the handout AFTER this discussion so that participants will come up with their own ideas about pull-back strategies.

Some strategies that are identified may avoid conflict but may not contribute to effective listening (for example: just leaving the room to avoid yelling at the person). Redirect or reframe such responses before writing them on the flip chart page. For example, ask the group: “How might you use this strategy (leaving the room) and do it respectfully?” (e.g., explain to the person that you need to walk away at this point, but will come back later when you can listen better). 


	

	16. Summarize pull-back strategies. Distribute and review Handout 5.15. Highlight any strategies that were not mentioned in the discussion. Ask participants to take a moment to think about their favorite pull-back strategies and jot them down on their handout. 


	Handout 5.15: Pull-Back Strategies

	17. Wrap up the activity. Remind participants that managing emotions is essential to effective communication and to establishing and maintaining good relationships with coworkers and with clients. Thank participants for their efforts and for sharing.


	


	Activity 7. Communication Skills Practice [50 minutes]



	Learning Outcomes: By the end of this activity, participants will be able to:
· Demonstrate listening, paraphrasing, asking open-ended questions, and pulling back in order to more effectively communicate with clients.


	Advance Preparation:

This activity includes a demonstration role play. If you are the only instructor, identify a participant or another staff member to help you. Prepare him or her ahead of time by describing the purpose of the activity and his or her role. Select one of the statements from Handout 5.17 to use for your demonstration.


	Demonstration Role Play and Large-Group Discussion [10 min]

1. Review the skills taught in this module. Review Handout 5.16. List the communication skills that have been discussed so far and ask participants how each one would help to better assist a client:

· Effective listening helps PHCAs to hear better what clients are trying to say and reassures clients that they are getting their PHCAs’ full attention.

· Paraphrasing shows that the PHCA understands and allows the PHCA to clarify the client’s meaning.
· Asking open-ended questions helps the PHCA to get sufficient information to accurately describe a situation and to explore possible ways of addressing it. 

· Pulling back helps the PHCA to gain control over their emotions in a stressful situation, better understand what is happening, and .take steps to solve the problem.


	[PCS 8.4]

Handout 5.16: Review: Communication and Self-Management Skills

	58. Introduce the activity. Explain that participants will now practice using these communication skills in a challenging situation with a client. 


	

	59. Set up a role play. Note that you will first demonstrate how participants can use the skills they have learned in this module. (Use one of the statements from Handout 5.17.) Set the stage by explaining that you are playing the role of a PHCA who is asking your client what you can do for him or her today. Ask your “assistant” (see Advance Preparation) to come forward, and introduce him or her (“This is my client, [name of client]”). 


	

	60. Conduct the role play and debrief. Demonstrate listening, paraphrasing, asking open-ended questions, and pulling back. Then, thank your volunteer. Ask participants:

How did I pull back?

How did you know I was listening?

How did I paraphrase?

What open-ended question did I ask?

How do you think the client was feeling about this interaction?


	


	Pairs Work [5 min]

61. Set up pairs work. Divide participants into pairs. Refer to Handout 5.17 and assign one scenario to each pair. Explain that they will have 5 minutes to prepare to a role play. They should decide which one of them will play the role of the client and which one will play the role of PHCA.


	Handout 5.17: Communication Skills: Practice

	Practice Role Plays [25 min]

62. Conduct the first role play. Ask for one pair to volunteer to go first. Designate an area of the classroom for the role plays, and ask the role players to come forward. Ask those who are watching to be supportive of their classmates by paying attention and not interrupting the role play. Read the pair’s client statement aloud, and then ask them to start the role play. Remind them to concentrate on the communication skills and not try to solve the problem.
Teaching Tip

If the class is very large and there are two instructors, you could divide the class in half and do the role plays and feedback in two groups, simultaneously. It is hard to keep the attention of a large class during role plays.


	

	63. Provide feedback about the role play. Stop the role play after the “PHCA” has demonstrated the four skills—or become stuck. Give feedback on what the “PHCA” did well and what he or she could improve upon. Spend about 4 minutes for each role play, including discussion.

Teaching Tips

Do not overwhelm participants with negative feedback. Emphasize what they have done well. Note that there’s no one “right” way to use these skills, and that everyone will improve with practice.

It is natural to try to solve the problem during this role play. However, the focus here is on practicing the communication skills. Stop a participant if he or she starts to solve the problem. 


	

	64. Repeat the process with each pair.

	

	Large-Group Discussion [5 min]

65. Debrief with large group. Ask participants:

How did it feel to do these role plays?

What did people struggle with?

Were any of the situations a surprise?


	

	66. Wrap up the module. End with a review of the importance of these communication skills as the building blocks for building relationships and solving problems. Explain that although using these skills may feel awkward now, it will feel more natural with practice. Encourage participants to practice using these skills with family, friends, and coworkers. 


	


	Large-Group Exercise [5 min]

67. Conduct a closing go-round. End the module by asking participants: 

What is the most important thing you have learned from this module?

How can you use what we discussed to be more “person -centered” in your work?

Teaching Tips

Conducting this as a “go-round” means that each person gets a chance to answer, without anyone interrupting or asking questions. Ask for a volunteer to start and then move to the next person until everyone has answered. Participants can “pass” if they wish, but make sure to come back to the person at the end to give them another chance to answer.

Depending on how much time you have, you can go around two times—once for each question. Or you can present both questions and let participants choose which one they want to answer. Or you can limit the go-round to just one question. 
	


Teaching Tool, Activity 5.6

Scripted Role Play—Not Pulling Back
Setting [read aloud before starting the role play]:  The client, Mr. Jackson, lives in an assisted living facility. He is getting ready to join a group of residents who are going to the mall in a van. The PHCA (Julie) is getting close to the end of her shift. She needs to leave on time today to get her daughter to a doctor’s appointment. She has already missed this appointment once and has had to reschedule. 

Julie:
There, Mr. Jackson, you’re finally ready to go to the mall. You’ve nearly missed the van ride because it took so long for you to make up your mind about what to wear! And it’s nearly time for me to leave. 
Mr. Jackson: You know, I really don’t want to wear these shoes. They’re already hurting my feet. Get me my brown shoes—like I told you in the first place.

Julie (extremely frustrated): Mr. Jackson! We don’t have time to change your shoes AGAIN! The van is leaving in two minutes and it’s going to take too long to help you put on another pair of shoes. Don’t worry about walking to the van—I’ll push you there in a wheelchair.

Mr. Jackson: I don’t want NO wheelchair! I can walk myself there—AND QUITE COMFORTABLY, TOO—if you’d just stop wasting time and help me get my brown shoes on!

Julie:  
(very frustrated tone—without raising voice) Mr. Jackson, we just took almost 20 minutes getting you ready to go and I don’t have any more time to help you. I’m supposed to leave soon and I can’t stay late today. 
Teaching Tool, Activity 5.6

Scripted Role Play—Not Pulling Back (page 2)
Mr. Jackson: You aides are all alike—always racing off to take care of your own business when you haven’t finished helping the client! All you care about is pushing and shoving us around to get your jobs done fast. And I thought you were supposed to pay attention to my needs! 
Julie (almost shouting): Mr. Jackson! I don’t set my hours here and you don’t determine what I do after my hours are done! So, you have a choice—I can either take you in the wheelchair to the van right now—or you just have to give up going to the mall today. But I’ve given you all the time I can for today!

Cut

Teaching Tool, Activity 5.6

Scripted Role Play—Pulling Back
Setting [same as the first role play]:   The PHCA (Julie) has just finished helping her client (Mr. Jackson) to get dressed and ready to go to the mall. It is close to the end of Julie’s shift, and she needs to leave on time to take her daughter to a doctor’s appointment. She has already missed this appointment once and has had to reschedule.
Julie:
There, Mr. Jackson, you’re finally ready to go to the mall. You’ve nearly missed the van ride because it took so long for you to make up your mind about what to wear! And it’s nearly time for me to leave.
Mr. Jackson:   You know, I really don’t want to wear these shoes. They’re already hurting my feet. Get me my brown shoes—like I told you in the first place.

Julie (taking a deep breath and closing her eyes for a moment): Mr. Jackson, I’m really sorry, but there’s no time to help you put on another pair of shoes. The van is not going to wait for you. It’s going to leave on time.
Mr. Jackson: Well, you’re supposed to be helping me get ready to go there. And these shoes hurt my feet!
Julie (looking down and away quickly before responding calmly): Mr. Jackson, I do want to help you. But the van’s leaving in two minutes, and I know how much you’ve been looking forward to going to the mall. I also have to leave on time today, and I don’t have time to help you put on another pair of shoes. 
Teaching Tool, Activity 5.6

Scripted Role Play—Pulling Back (page 2)
Mr. Jackson:  You aides are all alike! Always racing off to take care of your own business when you haven’t finished helping the client! All you care about is pushing and shoving us around to get your jobs done fast.  And I thought you’re supposed to pay attention to our needs!!
Julie (visibly pausing and taking another deep breath, then speaking softly): Mr. Jackson, I think I told you already that the van won’t wait for us and that I don’t have time to help you put on another pair of shoes because I have to leave soon. I’m sorry about that. But I’d like to give you a choice. I can take you to the van in a wheelchair so your feet won’t hurt so much. 
Mr. Jackson:  Well, we’re late already—I guess I can have you take me in the wheelchair so my feet won’t hurt. 

Julie: Thanks, Mr. Jackson, I knew you’d understand. Now, let’s go to the van! 

Cut
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� Materials adapted from Providing Personal Care Services to Elders and People with Disabilities, PHI 2009, � HYPERLINK "http://phinational.org/training/resources/pcsc" �http://phinational.org/training/resources/pcsc� ; NC PHCAST management team made adjustments as needed.
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