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NC PHCAST Curriculum: 4. Coping Skills

	Teaching Methodologies and Steps
	Advance Preparation and Handouts



North Carolina PHCAST

INTRODUCTION TO DIRECT CARE WORK 

Module 4. Introduction to Communication Skills
 
Competencies
Interpersonal Skills

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

· Describe how active listening can help build effective relationships with clients and co-workers 
Time

45 minutes
	Activities

	Teaching Methods
	Time

	1. The Impact of Good Communication Skills
	Interactive presentations, scripted role play, and large-group discussion
	45 minutes


Supplies

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

Teaching Time: 45 minutes of teaching content 
	Activity 1. The Impact of Good Communication Skills [45 minutes]



	Learning Outcomes: By the end of this activity, participants will be able to:
· List key elements of communication
· Explain the importance of communication when working with clients, families, and other staff
· Describe active listening and explain its importance to communication.


	Advance Preparation: 
Prepare a flip chart page for “Learning Agenda” (Step 1). 




	Interactive Presentation [10 min]
1. Introduce the module and review the learning agenda on the flip chart page.

LEARNING AGENDA: 

Introduction to Communication Skills 

· Identify key elements of communication
· Discuss the impact of good communication skills on direct care work 

	

	2. Define communication and its key elements. Ask participants: 
What does communication mean to you? 

What do you think is the role of communication in direct care work? 

After a brief discussion, review Handout 4.1.


	Handout 4.1: Communication 


	Scripted role-play and large-group discussion [15 min]

3. Introduce the term “active listening” without going into detail about the key elements of it. As we discussed earlier, relationship-building is an important part of the PHCA’s job.  And communication—sending and receiving information effectively—is a key element of relationship-building. The purpose of this activity is to introduce participants to one of the most important communication skills—Active Listening.  This is a type of listening that allows us to build relationships and share information effectively.  
	

	4. Set-up and perform role-play.  Share with participants that, in a moment, volunteers from the group will be participating in one of two scripted role-plays. Explain that this means they will read their parts from a handout. These role-plays take place between a client (Mrs. Ortiz), her daughter (Liliana), and several PHCAs. 
Ask for 5 volunteers from the group.  Assign a role to each volunteer and ask them to bring their copies of Handout 4.2. (The instructor should be the Narrator.)  Ask the rest of the participants to close their binders and focus on the role play. 
The audience’s responsibility in this first role-play is to notice what Sofia does or does not do and how that affects communication and relationship building.   Designate for the role-players where the kitchen area is located in the role-playing area and ask Maria to take her place there. The Narrator reads the background information on Mrs. Ortiz.  Begin the role-play
Teaching Tip

Have volunteers create a line in order of appearance in the role-play and return to their seat after their scene.  This line should be to the side of the role-playing area and not a distraction from the scenes.  Two chairs should be placed in the area where the role-play takes place.  The volunteer playing Sofia is in every scene.  Allow participants a few moments to read their scene or scenes before beginning.  

	Handout 4.2.

Scripted Role Play: Sofia—Not Listening



	5. Debrief role-play.  Thank participants for their participation and allow for applause.  Have any remaining role-players return to their seats.  Ask:
With whom did Sofia communicate in this role play?

How would you describe the strength of her relationships with these people?
What stood out to you about Sofia’s communication with each of the people?
If Sofia improved her communication, how might it affect her relationships?

What do you think Sofia can do to improve her communication?


	

	Scripted role-play and large-group discussion  [15 min]

6. Set-up and perform second role-play.  Ask the same volunteers to get Handout 4.3 from their binders and prepare to repeat the role play.  They will be playing the same characters and the background is exactly the same. In this role-play, however, Sofia is going to practice “Active Listening.”    The audience’s role in this second role-play is to notice what Sofia does differently and how that affects the communication and relationship-building. Begin the role-play

	Handout 4.3.

Scripted Role Play: Sofia—Actively Listening



	7. Debrief second role-play.  Thank participants for their participation and allow for applause.  Have any remaining role-players return to their seats.  Ask:
What was different about Sofia’s communication with each of the people?
How would you describe the strength of Sofia’s relationships now?
How did the improved communication affect her job performance?


	

	Interactive presentation [5 min]

8. Distribute and review Handout 4.4 - Define active listening for the group and highlight the key elements of active listening.  Refer to examples of the key elements from the second role-play.   Emphasize how active listening can help build strong relationships with others and help them to be more successful in their jobs.   Handout 4.4.1- Review article from the News and Observer (discuss)

	Handout 4.4

Active Listening
Handout 4.4.1

News and Observer Article – soft skills


	9. Ask group to personally apply active listening.  Ask for a few volunteer to briefly answer:
How you see yourself using the elements of Active Listening when working as a PHCA?
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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.





� This curriculum is an open source document, licensed under the Creative Commons Attribution-Noncommercial-Share Alike 3.0 Unported License (� HYPERLINK "http://creativecommons.org/licenses/by-nc-sa/3.0/legalcode" \t "_blank" �http://creativecommons.org/licenses/by-nc-sa/3.0/legalcode�). Individuals and organizations are free to use and adapt this curriculum, in whole or in part, for noncommercial use, as long as there is full attribution to PHI (� HYPERLINK "http://phinational.org/" \t "_blank" �http://PHInational.org�) and other original authors. You may distribute the resulting work only under the same or similar license to this one. 








NC PHCAST: INTRODUCTION TO DIRECT CARE WORK. Facilitator’s Guide. Page 4.1
NC PHCAST: INTRODUCTION TO DIRECT CARE WORK. Facilitator’s Guide. Page 4.5

