
Introduction to Career Management, Development and Enhancement
in Community Based Care
This workshop focuses on the Career Management Model, introduces the idea of coaching to promote career enhancement, and suggests steps you can take to manage, develop, and enhance your own career, and to promote the career development of your workers.
The Manual provides you some resources and tools for self-assessment and career management. Actually developing the skills described – like leadership, team-building, mentorship, teaching and coaching – needs practice, which you might be able to learn through in-service training, continuing education, or academic work. Becoming familiar with these tools of career management is the first step on an exciting journey – for you personally, for your employees, and for your organization. The Manual addresses you as an employee interested in your own career management, development and enhancement, and as a supervisor, teacher, mentor and coach of other employees. The Career Management Model presented in this manual will also be introduced to many of the workers you supervise. By understanding the Career Management Model on a personal level, you will be in a better position to be an effective teacher, mentor and coach of your workers.
Workshop Outcomes: 

· Managers and supervisors will understand the Career Management Model and will have identified individualized preliminary developmental next steps.

·  Managers and supervisors will learn about the concept of employee coaching and identify specific circumstances in which its use would be appropriate.
· Managers and supervisors will learn how to access professional development resources, including programs and services offered by Portland Community College and other community college

Career Management Process
In today’s job market everyone has responsibility for and must take steps to ensure their own ongoing employment and employability. 

This Career Management Process includes these primary components:

· Personal Assessment and Market Research
· Network Development
· Continuing Education

· Master Planning
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Career Ladders & Career Lattices

The employer-partners of Jobs to Careers in Community-Based Care, including your employer, are committed to the career development of all of their employees. They are interested in keeping you as an employee and investing in your professional development, both for your own sake and for the health and vitality of the organization. That means that there are links and paths between entry and advanced levels of work, and between one kind of work and another. It means that your employer encourages you to learn and to develop in your career – across professions (through “lattices”) as well as upward to new levels in your profession (through “ladders”). One way your employer helps you advance through a career lattice or ladder is through work-based learning. 
Work-Based Learning

Work-based learning is based on the idea that as an employee, you are a learner, and the work-process itself is a source of learning. As part of the Jobs to Careers in Community-Based Care Project, you are a work-based learner, both in learning your own job and possibly in learning to train other workers – as some of you are doing by training entry level direct care workers using the Assisted Living Facility Training Consortium (ALFTC) curriculum to prepare them to qualify for the Resident Assistant 1 credential, and eventually the Resident Assistant 2 credential. 
Work-based learning is a good way to acquire these three kinds of skills:

· Occupational Specific Skills, including the technical skills necessary for quality job performance in a specific occupation, knowledge specific to the organization or facility you are working with, and professional terminology you need to be able to use;

· Literacy and Basic Education Skills, including English reading and comprehension, Math, ESL, and readiness to learn; and

· General Professional Skills, including communication, inter-personal skills, work ethics, professional behavior, confidentiality, information gather, problem solving, critical thinking, and basic computer skills.

There are other ways to learn that are related to your workplace. These might include classes your employer offers on-site, job-shadows, internships or apprenticeships. Your employer might also send you to a credit or non-credit class, and you might take classes on your own that you feel will help you do your job better.

To make the most of these learning experiences, you will want to make sure that your learning is documented, is acknowledged by your employer and by your field, and contributes to your professional development.
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•
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•
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Employment Portfolio
An employment portfolio is a unique-to-you collection of items which document your past experience and achievements.  It is sometimes also referred to as a job skills or job-search portfolio. 

[image: image3.emf]Employment

Employment

Portfolios

Portfolios

Are a collection of unique items that

• Document your achievements 

• Showcase your experience & training

• Illustrate your skills and abilities


While the main purpose of an employment portfolio is to help you sell yourself to employer at an interview, it is also a useful tool for anyone concerned with professional development. By collecting evidence of your past education and experiences you will begin to identify patterns that will help you to assess your future vocational choices. When you present it at an interview it helps you to paint a more complete picture of who you are and what you can offer than the standard question and answer process. 

Examples of Portfolio Artifacts 

· Credentials - Academic Transcripts, Certificates, Diplomas, Professional Licenses

· Resume (formatted and scannable versions)

· Job Descriptions

· Performance Evaluations and Assessments (including those from internships and volunteer experience)

· Awards and Honors

· Letters of Recommendation and/or Testimonials

· List of References (with complete and updated contact information) 

· Syllabi or Course Descriptions for Classes 

· Work Samples (print samples, disks, videos, etc.)
· Articles and/or Papers You Have Published

· Military Records and/or Citations 

· Programs or Brochures from Conferences and/or Workshops You Attended or at Which You Presented 

· Publicity or Photos of You With Noteworthy People

· Documentation of Membership in Relevant Organizations

· Record of Projects or Committees on Which You Have Served   

· Documentation of Involvement in Volunteer or Community Service Projects 
Self-Assessment
Self assessment is the foundation to career planning. It should include evaluation of a variety of factors, and be ongoing. 
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Skills, Abilities and Interests
Skills are commonly divided into these categories 

· Work Activity Skills relate to paid or unpaid occupations.
Examples are: typing, caregiving, repairing a car, cutting hair, selling real estate, sewing clothes, teaching children to read.

· Transferable Skills can be used in many different activities. 
Examples are: communicating, negotiating, supervising, organizing, analyzing, computing, operating, manual dexterity, physical coordination.

· Self-Management Skills or Strengths describe how you deal with other people and with resources. 
Examples are: punctual, dependable, efficient, loyal, persistent, and imaginative.
A professional career counselor (such as you will find at Portland Community College) is trained to help you explore your skills and interests.  An informal way to begin your personal assessment, however, is to write one or more achievement narratives.

Achievement Narrative

Recalling a past job or role is a way to not only identify your skills, but also to categorize elements of the work and environment that most appeal to you.

Choose a job, volunteer experience or internship, and write a brief narrative about it. Define your role, list the skills you used and note the things that you found most appealing about your involvement. Also note those things that diminished your enjoyment or job satisfaction.  In this instance, identify a positive alternative.

Positive Factors






_____________________________           
   ______________________________

_____________________________

   ______________________________

Dislikes




              Positive Alternative

_____________________________

   ______________________________

_____________________________

   ______________________________



In addition to assessing your abilities and identifying your current skills you will find it helpful to also determine your Learning Style and Personality Type.
Learning Styles

What are Learning Styles?
Learning Styles are the ways in which people's brains learn and store information. Everyone is born with tendencies toward one main style of interacting with, taking in, processing and using information when learning and no one processes information in exactly the same way. Some people learn by seeing (Visual); some people learn by hearing (Auditory); some people learn by doing or hands-on (Tactile/Kinesthetic). 
In the workplace, no matter our job title we often find ourselves teaching, coaching or mentoring others. When learning something new or difficult, we naturally tend to use our preferred learning style. To help you succeed one of the first things you need to know is how people (including yourself) process information, or learn. 

	Visual Learners

Visual learners input information by reading, seeing, picturing and watching.

-Associate pictures with concepts being learned

-Are drawn to the pictures in materials or books

-Think in visual images instead of words

-Prefer face-to-face

-Take notes, always writing—may ask others to slow down in order to keep up

-Likes graphs, tables and charts

-Use highlighters and brightly colored Post-it Notes

-Likes to make flash cards

	Auditory Learners

Auditory learners prefer hearing, verbalizing, and listening.

- Listen to the presentation and refer to the handouts ---Respond well to storytelling—case scenarios and personal stories to illustrate key points being made

-Prefer face-to-face

communication—small group discussions and debates

-Are easily distracted when there is a lot of noise or other conversations occurring in the room

-May not take notes

-Use mnemonics to memorize. For example, Roy G. Biv is a mnemonic for the colors red, orange, yellow, green, blue, indigo and violet
	Kinesthetic Learners

Kinesthetic learners are hands-on learners, and acquire knowledge by feeling, touching, handling, or manipulating.

-Are hands-on learners

-Need to be active in the learning

-Like games, role plays, lab work; tend to be the most animated students in role play exercises

-Do not enjoy lectures; tend to tap on table, squirm in their seats, and are easily distracted by movement

-Need to move around

-Doodle in class

-Skip reading instructions when trying to assemble something new




To help you identify your own preferred leaning styles, in this section we have included two self-scoring Learning Style Inventories. Please complete them both, responding to each statement as honestly as you can. There is no right or wrong style. 
The following chart will help you determine your learning style. Read the word in the left column and then answer the questions in the successive three columns to see how you respond to each situation. 

Your answers may fall into all three columns, but one column will likely contain the most answers. The dominant column indicates your primary learning style. 

	When you..
	Visual
	Auditory
	Kinesthetic & Tactile

	Spell
	Do you try to see the word?
	Do you sound out the word or use a phonetic approach?
	Do you write the word down to find if it feels right?

	Talk
	Do you sparingly but dislike listening for too long? Do you favor words such as see, picture, and imagine?
	Do you enjoy listening but are impatient to talk? Do you use words such as hear, tune, and think?
	Do you gesture and use expressive movements? Do you use words such as feel, touch, and hold?

	Concentrate
	Do you become distracted by untidiness or movement?
	Do you become distracted by sounds or noises?
	Do you become distracted by activity around you?

	Meet someone again
	Do you forget names but remember faces or remember where you met?
	Do you forget faces but remember names or remember what you talked about?
	Do you remember best what you did together?

	Contact people on business
	Do you prefer direct, face-to-face, personal meetings?
	Do you prefer the telephone?
	Do you talk with them while walking or participating in an activity?

	Read
	Do you like descriptive scenes or pause to imagine the actions?
	Do you enjoy dialog and conversation or hear the characters talk?
	Do you prefer action stories or are not a keen reader?

	Do something new at work
	Do you like to see demonstrations, diagrams, slides, or posters?
	Do you prefer verbal instructions or talking about it with someone else?
	Do you prefer to jump right in and try it?

	Put something together
	Do you look at the directions and the picture?
	Do you prefer having someone read you the instructions?
	Do you ignore the directions and figure it out as you go along?

	Need help with a computer application
	Do you seek out pictures or diagrams?
	Do you call the help desk, ask a neighbor, or growl at the computer?
	Do you keep trying to do it or try it on another computer?


Adapted from Colin Rose (1987). Accelerated Learning.
http://www.chaminade.org/inspire/learnstl.htm
Learning Style Inventory

Red Rocks Community College
	To help you understand how you prefer to learn and process information, place a check in the appropriate space after each statement below. 
	Often
	Sometimes
	Seldom

	1. I can remember best about a subject by listening to a lecture that includes information, explanations and discussion.
	  
	   
	  

	2. I prefer to see information written on a chalkboard and supplemented by visual aids and assigned readings.
	 
	 
	  

	3. I like to write things down or to take notes for visual review.
	 
	 
	 

	4. I prefer to use posters, models, or actual practice and other activities in class.
	 
	 
	 

	5. I require explanations of diagrams, graphs, or visual directions. 
	 
	 
	 

	6. I enjoy working with my hands or making things.
	  
	  
	  

	7. I am skillful with and enjoy developing and making graphs and charts.
	 
	 
	 

	8. I can tell if sounds match when presented with pairs of sounds.
	 
	 
	 

	9. I can remember best by writing things down several times. 
	 
	 
	 

	10. I can easily understand and follow directions on a map. 
	 
	 
	 

	11. I do best in academic subjects by listening to lectures and tapes.
	 
	 
	 

	12. I play with coins or keys in my pocket.
	 
	 
	 

	13. I learn to spell better by repeating words out loud than by writing the words on paper.,
	 
	 
	 

	14. I can understand a news article better by reading about it in the newspaper than by listening to a report about it on the radio. 
	 
	 
	 

	15. I chew gum, smoke, or snack while studying.
	 
	 
	 

	16. I think the best way to remember something is to picture it in your head.
	 
	 
	 

	17. I learn the spelling of words by "finger spelling" them. 
	 
	 
	 

	18. I would rather listen to a good lecture or speech than read about the same material in a textbook.
	 
	 
	 

	19. I am good at working and solving jigsaw puzzles and mazes. 
	 
	 
	 

	20. I grip objects in my hands during learning periods.
	 
	 
	 

	21. I prefer listening to the news on the radio rather than reading about it in the newspaper.
	 
	 
	 

	22. I prefer obtaining information about an interesting subject by reading about it.
	 
	 
	 

	23. I feel very comfortable touching others, hugging, handshaking, etc. 
	 
	 
	 

	24. I follow oral directions better than written ones.
	 
	 
	 


Scoring for Red Rocks Community College Learning Styles Inventory

Directions:  Refer back to the items in the Inventory and place the point value of each one on the line next to its corresponding item below. Add the points in each column to obtain the preference score under each heading. 

      Often = 5 points        Sometimes = 3 points
    Seldom = 1 point

	Visual
	Auditory
	Tactile

	NO.               PTS.
	         NO.               PTS.
	     NO.               PTS.

	2                 ____
	     1                 ____
	     4                 ____

	3                 ____
	     5                 ____
	    6                 ____

	7                 ____
	     8                 ____
	    9                 ____

	10                ____
	   11                ____
	    12                ____

	14                ____
	   13                ____
	    15                ____

	16                ____
	   18                ____
	    17                ____

	19               ____
	   21                ____
	    20                ____

	22               ____
	   24                 ____
	    23                ____

	
	
	

	VPS =          ____
	   APS =           ____
	    TPS =           ____


Visual Preference Score     Auditory Preference Score       Tactile Preference Score

                                                Red Rocks Community College

http://www.rrcc-online.com/~psych/LSInventory.html
Additional Online Resources about Learning Styles 

Characteristics of Auditory Learners        

http://www.trcc.commnet.edu/ed_resources/tasc/Training/Auditory_Learning.htm 
Study Tips for Auditory Learners

http://www.trcc.commnet.edu/ed_resources/tasc/Training/Auditory_Learning.htm#Study%20Tips%20for%20Auditory%20Learners 

Characteristics of Tactile/Kinesthetic Learners

http://www.trcc.commnet.edu/ed_resources/tasc/Training/Tactile_Learning.htm         

Study Tips for Tactile/Kinesthetic Learners

http://www.trcc.commnet.edu/ed_resources/tasc/Training/Tactile_Learning.htm#Study%20Tips%20for%20Tactile/Kinesthetic%20Learners 
Characteristics of Visual Learners

http://www.trcc.commnet.edu/ed_resources/tasc/Training/Visual_Learning.htm         

Study Tips for Visual Learners

http://www.trcc.commnet.edu/ed_resources/tasc/Training/Visual_Learning.htm#Study%20Tips%20for%20Visual%20Learners 
More Self-Scoring Learning Styles Questionnaires

A Multiple Intelligences Approach http://pss.uvm.edu/pss162/learning_styles.html
Index of Learning Styles http://www.engr.ncsu.edu/learningstyles/ilsweb.html  
Personality Types

Personality typing is a multi-faceted tool. It's especially helpful when used as a foundation to support your personal growth and self-development. By learning more about your own personality you can come to understand how you are suited to your current job as well as identify future career options. 

The Myers-Brigg Type Indicator (MBTI) is the most common and respected personality type inventory. Many millions of people have taken the inventory since its inception in 1943, and it has evolved and been refined through continual test research and development. 
Perhaps you already know your Myers-Briggs personality type. Whether or not you have ever taken the inventory, you can complete it online for free, as well as access valuable related resources. 

http://www.personalitypathways.com/type_inventory.html 

http://www.teamtechnology.co.uk/tt/t-articl/mb-simpl.htm 

http://www.personalitypage.com/info.html 

http://www.typelogic.com/ 

Personality Type

1) What is your Myers-Briggs type?

____________________________________________________________________________________________________________________________________________
2) What aspects of your personality do you demonstrate in your current job? 

__________________________________________________________________________________________________________________________________________________________________________________________________________________
3) According to your typology, what other types of jobs might be a good choice for you?
____________________________________________________________________________________________________________________________________________
What is a Leader, Mentor, Teacher, Coach?
What is a Leader?  

          Leadership: The ability to guide, direct or influence people.

Some people instantly come to mind when one thinks of the word “leadership.”  Gandhi. Martin Luther King. Mother Theresa. Cesar Chavez. Maya Angelou. John F. Kennedy. Leaders could be government officials, movie or sports stars, clergy, a local business woman. Your definition of a leader may be very different from that of others. The Point is – leadership means different things to different people.
There is no perfect leader. That is why good leaders are always trying to improve themselves through self-study, training, education, and by making mistakes and learning from them. Author Arthur W. Somerset Maugham said, “There are three rules for creating good leaders. Unfortunately, no-one knows what they are.” He was referring to the complexity of nurturing leadership skills, but he also means that there are natural leadership traits that some people have that simply can’t be taught. 

In general, a leader means:
Someone who understands what they are trying to accomplish, and who has the ability to encourage others to move in the same direction. They must be willing to strive toward self-improvement and they must be able to help others move in positive directions. 

ACTIVITY: Defining ACTIVITY: Defining Leadership

Directions: Spend a few moments writing down your responses to the following questions. 

1. What does “leadership” mean to you?

2. What does a leader do?

3. What qualities do leaders have?

Basic Concepts of Leadership

According to management, business and health care industry reports, a leader is:

· A decision maker

· A problem solver

· An organizer

· A priority setter

· A role model

· A competent and dependable person

· An open minded person

· A person who is proud of his or her work

· A motivator

ACTIVITY: Already aACTIVITY: Already a Leader
Name at least one thing that you do in your work that demonstrates each leadership trait.

1. Make decisions _______________________________________________________

______________________________________________________________________
2. Solve Problems _______________________________________________________

______________________________________________________________________

3. Organize____________________________________________________________
______________________________________________________________________
4. Set Priorities_________________________________________________________

______________________________________________________________________
5. Be Competent________________________________________________________

______________________________________________________________________

6. Be open-minded______________________________________________________

______________________________________________________________________
7. Pride in work_________________________________________________________

______________________________________________________________________

8. Motivate others _______________________________________________________
______________________________________________________________________
Why is Leadership Important?

Leadership is important because it influences the direction of other individuals or a group, and can determine what an individual or group of people will be able to achieve. Leadership moves people towards common goals, principles and values. Good leadership results in people feeling supported and working toward good outcomes.

ACTACTIVITY: Importance of Leadership
Think about why leadership is important. Write your response to the first question below. 

I think leadership is important because: ______________________________________
______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Other reasons why leadership is important: ___________________________________
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Leadership Style

There are many styles of leadership—all of which are appropriate depending on the setting. 

A Facilitative Leader:

· Interacts often with others

· Asks questions to solve problems

· Collaborates; works well with team members

· Practices good listening

· Demonstrates patience and a willingness to help others

· Provides follow-up

· Is willing to negotiate
A Successful Leader:
· Is flexible  

· Values people for their uniqueness 

· Is dedicated to serving as a teacher 

· Is willing to coach others to success (being committed to their team's success) 

· Respects others 

· Values non-work related needs of co-workers (child care, elder care, single parents, etc.) 

Developing Leadership Skills

Leadership traits are ingrained in each of us at varying degrees. We all possess some of the leadership traits, and in many cases, those traits emerge depending on our situation or environment. For instance, one may manage their household very efficiently and effectively, but may be passive at work. Others may be a lion in the boardroom, but when home, slip into a submissive role. 

Included in our environment are the people around us and what they expect from us—sometimes we are like actors that slip into elaborate costumes for our “role.” We often think we know how others see us, but critically examining ourselves is an important first step in self-improvement. Following are two self-assessment activities that will help you begin to evaluate your own leadership skills.

[image: image5.emf]
Understanding Your Self-Assessment

Lowest possible score: 19; highest possible score: 95. Most people score between 35-70.  

No matter what your score is, your commitment, desire and determination are the biggest indicators of your ability to become a leader.

ACTIVITY: What Other See in Me

Spend a few moments thinking about yourself and how others might see you. You can think about yourself in any of your roles or environments—as a parent, or at your workplace, for instance. Imagine that you are going away on a trip for a very long time, and many people you know have come to wish you a safe journey. Note in the space below what those people would say about you.

People would describe me as:

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
People would say my best traits are:

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
People would tease me about my faults, which are:
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Making Sense of These Activities

Completing this exercise and the earlier self-assessment you did will help you determine what skills and abilities you can continue to improve (strengths) and what skills abilities you need to develop (opportunities for growth). Reflect on your answers (and scoring) and record your thoughts below. 
ACTIVITY: Plan of Action

Look over your assessment of how others might describe you AND the results from your self-assessment. Complete the following keeping both activities in mind.

My strengths are:

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________

My opportunities for development are:
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________

What is a Mentor?

Mentor: A trusted teacher or counselor; adviser; supporter.

Mentee: A less experienced person who seeks guidance from a mentor.
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What is a Teacher? 

Teaching is generally defined as imparting knowledge or skill through instruction or example. Coaching, on the other hand, is the process of guiding someone else to solve a problem for themselves.

A teacher:

· Provides specific information

· Often relies on right and wrong answers

· Is viewed as the person with the knowledge

What is a Coach?

A coach:

· Listens well

· Develops trust

· Uses attentive listening and relaxed body language

· Asks clarifying questions

· Uses paraphrasing and reflection

· Avoids interrupting

· Asks open-ended questions
· Guides others to identify a problem and helps them to identify possible solutions
Coaching Do’s and Don’ts

· DON’T pretend you know something if you don’t

· DO identify needed resources and suggest that you will each try to find the needed resource or information

· DON’T take over a problem

· DO help others engage in problem-solving behavior

· DON’T tell others what to do

· DO actively listen and help them look at all sides of the issue by asking questions

· DON’T criticize or judge

· DO offer constructive feedback
Communications

What is communication?

Communication is about sharing thoughts, views, feelings, needs and preferences.
Why Communication is Important

One of our most important skills is communication. Knowing how to communicate with simple, clear statements and developing good listening skills to better understand what others are telling leads to more positive interactions in all of our interactions. 
There are three parts to all communication:                                               
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When an individual decides to send a message, the intent is to:

· Express something meaningful to him or her.

· Achieve a purpose.

· Share thoughts, views, and feelings with other people.

People have many different reasons to communicate during the course of each day:

· Give and get information

· Express feelings

· Solve problems

· Learn new things

· Persuade others

· Make decisions

· Build relationships
Types of Communication

We use many ways to get our point across and to understand what others are trying to tell us. 
Types of communication include:

· Listening

· Speaking

· Observing

· Body Language

· Action or inaction

· Writing

· Sign Language

Communication doesn’t always occur face-to-face. Other methods of communication using technology, such as phone, fax, e-mail, video and teleconferencing are examples of how our communication methods have developed in the past few decades.

Many times communication is difficult because we are sharing information and opening up our values, beliefs, perceptions and ideas for another person to examine. There are three stages of self disclosure that most people experience:

STAGES OF SELF-DISCLOSURE

1. Sharing facts only is the least risky stage of self-disclosure. Examples include what you do for a living, where you went on vacation, recent interesting experiences—the when, where and what only. This stage typically does not include feelings.

2. Add thoughts, feelings or needs about the past or future. Examples include telling the person what you think about something, how you feel about the matter, and what needs to be done.

3. Here and now communication is the most risky! It involves sharing what you think, feel or need from the person at that moment. An example is asking how the person is feeling about you in your role as a coach or mentor.

Styles of Communication 

How do you communicate with others? If you are like most people, your style will vary depending on with whom you are communicating with and a multitude of other variables, such as your mood. 
We all have the capacity to exhibit different communication styles in any situation. Take a look at the chart below to learn more about styles of communication.

	
	Passive
	Assertive
	Aggressive

	Definition
	
	
	

	Implications for others


	Communication style in which you put the rights of others before your own, minimizing your own self-worth

	Communication style in which you stand up for your rights while  maintaining

respect for the rights

of others.
	Communication style in which you stand up for your rights but you violate the rights of others.


	Verbal Style
	-My feelings aren’t important.
-I don’t matter.
-I think I’m inferior.

	-We are both

important.
-We both matter.
-I think we are

equal.

	-Your feelings are

not important.
-You don’t matter.
-I think I am

superior.


	Non-Verbal Styles
	-Apologetic

-Overly soft or

tentative voice

	-“I” statements

-Firm voice
	-“You” statements

-Loud voice

	Potential

consequences


	-Lowered self-esteem

-False feelings of

inferiority

-Disrespect from

others

-Pitied by others

	-Higher self-esteem

-Self-respect -Respect from

others

-Respect of others
	-Guilt

-Anger from others

-Lowered self-esteem

-Disrespect from

others

-Feared by others



To get an idea of how assertive you are, take the following quiz:

ACTIVITY: Communication Style Assessment
1. Your friend tells you that they are really mad at you for not returning their calls. You realize that your spouse/partner never gave you the messages. Do you:

a. Not say anything about the messages to your spouse/partner

b. Ask your spouse/partner if your friend ever called while you were out

c. Get even by not giving your spouse/partner a phone message

2. Your supervisor gives you a mediocre evaluation when you believe you did good work. Do you:

a. Go home and cry and chalk it up as a learning experience

b. Ask your supervisor to explain their reasoning because you felt you did better

c. Rip up the evaluation and tell your co-workers what a lousy supervisor you’ve got

3. Your friend says something that hurts your feelings. Do you:

a. Say nothing and hope it doesn’t happen again

b. Tell your friend that what they said hurt your feelings

c. Vow to get even with your friend (i.e., say something hurtful back)

3. Your co-worker offers to pick up lunch for you but doesn’t give you your change. Do you:

a. Assume there was no change

b. Ask if there was any change

c. Accuse your friend of trying to rip you off

4. Your classmate asks if they can copy your homework. Do you:

a. Let them copy even though you’re not comfortable with the idea

b. Tell them you’d rather not, but you’d be glad to help them with theirs

c. Tell them you’re not a cheater like them

5. A friend asks you to take her to pick up her car from the mechanics again, but you’re afraid you’ll be late for work. Do you:

a. Do it any way

b. Ask her if you can do it after the class

c. Agree, but purposefully forget to pick her up

6. Your parents tell you they are sending you a check for your birthday, but the check never arrives. Do you:

a. Cry, borrow money, and continue to watch your mailbox faithfully

b. Call them and say that you’re concerned the check got lost somewhere

c. Call them and tell them you can’t make rent if they don’t help you

7. Your friend suggests a particular movie, but you’ve been looking forward to seeing a different one. Do you:

a. Go to the movie they suggested

b. Tell them you really want to see the other movie and try to decide together

c. You see the movie they suggested but you complain about how stupid it is

8. You are shopping with a friend who tries on a pair of jeans that are way too tight. Do you:

a. Smile and say the pants are cool

b. Tell them you like the pants but suggest a different size

c. Tell them that it looks like they’re stuffing two pounds of baloney into a one-pound bag
Scoring Your Communication Style Self-Assessment:

You have probably noticed that the responses to the scenarios followed a pattern. In fact, the “A” responses represented a passive style in interacting with others. The “B” responses were assertive. And, the “C” responses represented an aggressive approach. Add up your A, B and C responses. If you had more than two “A” responses, you may tend to interact with others in a passive manner, taking their feelings and thoughts as more important than your own. More than two “C” responses may indicate that you come across to others as aggressive and coarse. The more “B” responses you had suggest a more assertive interpersonal style, where you consider the thoughts and feelings of others without discounting your own.

ACTIVITY: Effect of Communication Style

Directions: For each column write down how the communications style affects one’s ability to communicate with others.

      Passive


     Assertive


    Aggressive

_______________

_______________

_______________
_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

_______________

___________________________________________________________________
Our communication style may change depending on the environment and with whom we are communicating. 
No single style of communication is completely “wrong” yet we are most likely to be most effective when we use the assertive communication style.

Pitfalls of Communication

Just as there are many ways to be a good communicator, there are a number of things you should NOT do when communicating with someone. Recognizing that we may all do any one of these at any given time, the first step is to recognize ineffective communication techniques. Once we know ineffective techniques, we can train ourselves to avoid the following pitfalls of communication:

· Interrogation – Where one immediately goes to asking questions.

· Counter Argument – When one quickly counters with their own opinions or information they think is relevant. Trying to change the other person with logic, lecturing, argument, information or being defensive.

· Attack or Criticism – Occurs when one points out the other person’s deficits, or criticizing the other person. Also includes shaming, ridiculing or labeling.
· Warning or Threatening – Warning the other person of consequences or behavior; threatens with consequences.

· Should / Ought to – Telling another person what they ought to be doing, thinking or feeling.

· OK / Make it OK – Making empty assurances; ignoring the perceptions of the other person.

· Evasion – Avoiding the other person’s statements, emotions or issues.
Potential Barriers to Communication

Distance (physical) 

Body language is a highly developed trait humans possess that evolved from our “fight or flight” response; humans have a complex set of skills and abilities to keep them safe. Assessing our surroundings and analyzing situations typically involves reading other people’s intent or motivation by watching their movements, facial expressions and gestures. We know when a person rolls their eyes they are bored or disagree. When they frown, they are dissatisfied. When they smile or lean forward, they are interested or intrigued.
Body language is an important form of communication. When we are presented with conflicting options, we will typically follow what a person physically does, rather then what they are saying.
Emotional barriers
Feelings of vulnerability, fear, and suspicion are the roots of emotional mistrust. While some caution may be wise in certain relationships, excessive fear of what others might think of us can stunt our development as effective communicators and our ability to form constructive relationships. 
Cultural barriers
We live in a diverse world and often encounter individuals from different races, religions, and nationalities in our day to day encounters. Our cultures provide us with ways of thinking, seeing, hearing, and interpreting events in our world. Words and behaviors often mean different things to people from different cultures.
Language barriers
In addition to speaking different native languages, the use of buzz-words and jargon may present barriers to others who are not familiar with our expressions.
Gender barriers

There are distinct differences between the speech patterns in men and women which have been tied to the wiring of human brains. Men tend to talk in a linear and logical way (features of left-brain thinking) while women more freely mix logic and emotion (using both sides of the brain). The popular book Men are from Mars, Women are from Venus explores this phenomenon at length.  
Building Effective Listening Skills
We can all become better listeners. Good listening skills can be learned and developed with practice.

Poor Listening 

Although listening is a critical part of communication, poor listening is perhaps the most common barrier to effective communication.  Because it is taught less than other basic communication skills we are generally not very good listeners and we are not used to being listened to well. 

Good listening:

· Saves time

· Reduces mistakes

· Reduces misunderstandings

When talking to someone we may need to ask if we have heard them correctly before we respond. This means that we have to pay very close attention to each word the person is saying. This is called active listening because it involves a lot of energy. 

The steps for active listening are:

· Hear the words.

· Figure out their meaning.

· Respond to the meaning in your own words.
Hearing what a person says is not the same as listening. It happens when you take time to see if what you understood was what the person really meant. Your response is a way to “check” if the individual feels heard and that the communication was understood. 

The ways you can do this are to:

· Ask the speaker questions to see if the understanding is correct.

· Re-word the statement and say it back for clarification. For example: “What I hear you saying is that you feel frustrated. Is that correct?” 

Sometimes it is important to not only hear the words but to “actively listen” to the individual’s behavior or other modes of communication. Examples of actively listening to an individual’s behavior include:

· They say everything is fine, but they are forgetting important information

· They say they enjoy their work, but are consistently late or sick

List Other Examples of Behavior Telling a Story Without Words
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
_____________________________________________________________________________________________
Blocks to Listening

Everyone does pseudo-listening (listening, but not really hearing) at times. The problems arise when it is important to do real listening, or when you use pseudo listening most of the time. You can become more aware of doing pseudo-listening when you notice the listening blocks you use. Being aware of them makes it possible not to use them, or to use them less. 
On the following page read the ten common blocks to listening and try to identify ones that may occasionally interfere with your communications with others. When you have studied them list the ones that may have effected your communications in the past. 

1. Mind Reading Rather than paying attention to what the person is actually saying, you are trying to figure out what they are really thinking or feeling. Mind readers make assumptions about what people mean and how to react to them, usually based on non-verbal cues.

Examples:

2. Comparing When you compare you have a hard time listening because you are trying to see who is smarter, more caring, more competent—you or the person speaking. You can’t let much in because you are trying to see if you measure up.

Examples:

3. Rehearsing You can’t really listen because you are practicing what you’re going to say next. You may look like you are listening, but your mind is racing because you have a story to tell or a point to make.

Examples:

4. Filtering When you filter, you listen to some things and not others. You pay attention enough only to hear what you feel you need to hear, then your mind wanders. You may also filter to avoid hearing certain things—negative, critical or unpleasant. It is as if the words were never said.

Examples:

5. Judging When you judge you dismiss someone based on who they are or what they say. Then you aren’t really listening, but are having a “knee jerk” reaction.

Examples:

6. Dreaming You are half listening, and suddenly what the person says triggers a chain of private thoughts. Then you are gone off on a daydream, and don’t hear what the person says. You are prone to dreaming when you are bored or anxious.

Examples:

7. Identifying What the person says reminds you of your own experience, so now you’re not listening to them, you’re thinking about what happened to you. Often you’re just waiting for them to finish so you can tell your own story.

Examples:

8. Advising Before someone has really got to what’s troubling them, you are jumping in with suggestions about solving the problem. You are thinking about what to do as they are talking.

Examples:
9. Sparring When you spar, you are quick to disagree – often listening only for points to argue with. This tends to happen when you have strong opinions on a subject. One sub-type of sparring is the put-down, using sarcastic remarks to dismiss the other person’s point of view. Another is discounting – to run yourself down when you get a compliment.

Examples:
10. Placating When you placate, you are nice, pleasant, supportive, but not really listening. You will generally agree with what’s being said, without really taking it in. In this mode you may also be patronizing. It is a listening block often used with children and older people.

Examples:
                                                    What your listening blocks?
1. ____________________________________________________________________________________

2. ____________________________________________________________________________________

3.____________________________________________________________________________________

4. ____________________________________________________________________________________

Getting Your Point Across

Verbal communication is the most common way

individuals exchange information. Verbal communication

is a complex skill, which requires attending to another

person’s hearing, thought, and speaking abilities. Good

verbal communication is important in coaching or mentoring. There are many points at which a breakdown could occur when using verbal communication. Good verbal communication can be broken into four parts:

1. Organizing the message. This begins with the thought

process of what the individual wishes to say.

2. Sending the message. The individual transfers the

thought into spoken words, which are delivered to

another person.

3. Receiving the message. The person receiving the

message hears the message and attends to it.

4. Processing the message. The brain of the person receiving the message decides what the intended message means.

                                  [image: image6.emf]
Open-ended and Clarifying Questions

Open-ended and clarifying questions are those that cannot be answered with a simple “yes” or “no” response. Examples include:

Can you say a little more about…?

I’d like to hear about…

Can you give me a bit more detail so that I have a better picture about…?

What happened next/before?

I’m really interested in knowing more about…

Tell me more about what you were thinking/feeling when…

How has your experience been so far?

Paraphrasing

Paraphrasing is a communication tool that can be

very beneficial in your work setting.

Paraphrasing ensures you understood another’s message, minimizing confusion and frustration. 

When you paraphrase, you are “checking in” with the person by putting what they said into your own words. Then they have an opportunity to correct any misunderstandings, or to clarify what they meant. The goal of paraphrasing is to develop skills in getting the best possible information before taking action.
Paraphrasing focuses on the importance of active listening and gathering information. It involves three basic steps:

· Non-verbal listening techniques

· Restating information to ensure you heard the person correctly

· Asking questions to gather additional information
Giving Feedback

Feedback is also an important communication tool. Feedback is the process of giving information, instruction, support and guidance. Before you can give feedback, you will need to gather information. You may get information from your own observation, the observation of others, or other sources. Part of gathering information is listening to how the other person views the situation. Feedback therefore requires active listening skills.

Here are some guidelines about giving feedback.

1. Feedback should describe behavior, not pass judgment on it.

For instance, rather than saying, “You are too slow,” say “when you were feeding Mrs. Smith, you said you spent half an hour on cereal. If you spend that long, there won’t be time for your other tasks. What do you think you can do about that?”

2. Feedback should be specific rather than vague.

For instance, rather than saying, “you seem like you have an attitude about doing this,” say “when I asked you to do this, you frowned and rolled your eyes. That makes me wonder if something is wrong.”

3. Feedback should describe what you observed, rather than what you assume to be the reason it happened.

Focus on what actually happened rather than why you think it happened. For instance, “the last time we talked, you said you were able to transfer Mr. Jones from his chair.” Offer an explanation only if you know for certain that it is true and correct.

4. Feedback should focus on behavior rather than the person.

For instance, rather than saying, “you are incompetent,” say “you did not perform that task according to how you were trained.”

Putting it All Together

Remember, good communication involves two parts: 

1) Hearing the other’s problem, issue or situation, and 

2) Helping them find a solution, if appropriate. 

Four key skills:

· Identify critical facts - use active listening, paraphrasing and open-ended questions to find out who, what, where, when, why and how

· Brainstorm solutions – if you are unsure what someone needs or wants, ask!

· Consider consequences – what are the expected results? What else could happen?

· Present options – come to consensus on what the next steps will be.
Problem Solving and Conflict Resolution
Steps to Problem-Solving


-Identify the problem – what is the problem? If there are    

several problems, can I choose the most important one?

-Describe the problem – What are the details of this

problem?

-Analyze the problem – What are the different causes of

the problem, and which are most important to solve right

away?

-Plan solutions – What are different solutions for solving

the problem?

-Implement solutions – How can we work toward

resolution; what must be done first?

-Evaluate solutions – How did the solutions work? What

else needs to be done?
Conflict Resolution

There will be times, even with good communication, when people disagree. It is important to know how to effectively and professionally resolve conflict.

Helping others to be more independent may also mean teaching them how to resolve conflicts, how to solve their own problems, and how to make decisions. With these skills, you can be more confident in your own abilities.

                                      Activity: Conflict Brainstorm
Write down all the words you can think of that mean “conflict” to you.
Conflict is:
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Sometimes what you see as a disagreement is seen very differently by the other person. One important part of understanding conflict is to see things as the other person sees them.

                                 Activity: The Way I See It
Think about a conflict or disagreement you are currently involved in or have had recently. It can be in your work life or outside work. Imagine that right after class, you are meeting with the person with whom you have a conflict. 

Prepare for that meeting by writing down your answers to the following questions.

1. What is the disagreement?

2. What will you discuss with the person when you meet?

3. What result do you want from the meeting?

                                  Activity: Another Way to See It
 Now imagine that you are the person with whom you have a conflict. Prepare for that same meeting by writing down your answers to the following questions.

1. What is the disagreement?

2. What will you discuss with the person when you meet?

3. What result do you want from the meeting?

Following is a method that you might use for managing conflict. This method may be helpful both at work and at home.

· Separate the person from the problem.

Put yourself in the other person’s shoes, like you just did in the activity. Sometimes, something about the person is just annoying to you. It could be his or her voice or the way he dresses, or you don’t like the way he lives his life. But you have to look just at the problem in order to resolve things. You have to control your emotions, even if the other person is doing things that really bother you. Mostly, you want to make sure that you understand each other.
· Figure out each person’s goals and interests.

Concentrate on what each person wants most and try to find the places where there is agreement. Be open to meeting someone half way. Everyone should define how they see the problem, and the problem has to be discussed before solutions can be.

· Find answers that work for both people.

There are many different ways to find possible answers to the problem. One way is brainstorming, which you can use to come up with several different solutions. Explore all kinds of options before making a decision.

· Try to agree.

You may not come to agreement on a solution the first time that you discuss the problem.

Sometimes, you have to review all of the options several times. Some people may want to think it over or discuss it with others. Once there is agreement, decide what the next steps might be. Who will do what, and when will that be done? Then figure out how to decide if the solution really worked.

Rules for Conflict Resolution

Below are some rules for resolving conflict. Rules like these are often used to help people to communicate better. When you are discussing a difficult problem:

1. Use “I” statements.

Using “I” statements means that you need to talk about the problem or disagreement from your own point of view. Look at the difference between the following statements:

“I feel much better when you call to let me know you’ll be late.”

“You never come home on time.”

The second example puts the blame for the problem on the other person and can make it difficult to resolve the problem.

2. Be willing to resolve the problem.

3. Do not engage in name calling.

4. Stay in the present and stick to the topic.

Staying in the present and sticking to the topic means that you shouldn’t bring up problems that are not related to what you are discussing right now. 

Consider the following statements:

· “You are acting just how you used to act five years ago when you never called home if you knew you would be late.” 

· “I am sick of you leaving your dirty clothes on the floor instead of putting them in the hamper.”

Statements like these take the focus off the problem at hand and make resolving it seem much less manageable.


5. Don’t interrupt the person who is talking. 

6. Recognize that the other person has his or her

    own feelings.

7. Ask questions to understand the other person’s 

    point of view.

Pulling Back


It can be difficult emotionally to be a problem-solver.

Not only will you need to find some balance between 

what you would like to do and what you realistically 

can do, but there will be times when 

you need to pull back from a situation due to stress 

and other emotional triggers. Pulling back means that 

you recognize when your feelings are getting in the way of listening.
Pull-Back: The ability to gain emotional control in stressful work settings.
You may be faced with challenges in your day-to-day work; you may feel unfriendliness from angry family members; you may get disappointed by your colleagues; or, you may feel stress from many unanticipated situations. Building on the skills you already have, it is critical to learn effective techniques for maintaining emotional control and evaluating a problem situation before responding.

To pull back is to be able to pause, to get your emotions under control, and to clearly observe and assess the problem situation. Good communication and problem-solving can only come from clear and objective thinking. Your ability to handle a situation well will be determined by your ability to stay calm and think clearly. After pulling back for a moment, you can make sure you understand what is going on and get additional information if necessary.

Three steps in pulling back include:

1. Notice your internal reactions and judgments

2. Freeze-frame it and put it aside

3. Put your attention back to the other person.
When we don’t pull back when triggered emotionally, we often:
Respond By 
Feeling justified or self-righteous

Being judgmental

Blaming the other person

Holding onto anger, resentment or mistrust

Practicing self-fulfilling prophecy – person will act or appear to act the way we expect

Having difficulty thinking clearly

Having difficulty in being open to believing or trusting the other person

Are Unable To Listen By Using Blocks, Like
Rehearsing what you will say while they are speaking
Mind reading - thinking you know what

they really mean even if they’re not saying it

Dreaming - when your mind wanders off to private thoughts

Advising, -telling them what to do before they have really told you the problem, and thinking of what they should do as they are talking

Sparring - being quick to disagree; listening only for points to argue with.

Placating - agreeing with what they’re

saying, or telling them everything will be okay without really listening.

Other Typical Responses:

Other Ways We Are Unable To Listen:
                           Activity: What Gets You Hooked?
Circle all the situations below that tend to emotionally trigger you.
1.   The same problem over and over again

2.   The other person is not taking responsibility for the problem

3.   I feel blamed / attacked / defensive

4.   The sense that I am failing / have messed up

5.   The other person’s issue is too close to home for me

6.   I’m being blamed for something that isn’t my fault

7.   I think s/he is lying

8.   I think / I know I am right

9.   My idea was brilliant and s/he won’t accept it

10. I think this will go on forever and I don’t have the time for it

11. The other person’s behavior reminds me of my mother / spouse / ex, etc.

12. When I’m tired, stressed or just not in the mood

13. Others…
How do you recognize you are getting “hooked”? What do you do, say, feel, act?

What is your own individual pull back strategy?
Coping with Difficult Behavior

When facing difficult behavior, it helps to remember that:

· Every person has strengths, gifts, and contributions to offer.

· Every person has hopes, dreams and desires.

· Every person has the ability to express preferences and to make choices.

· A person’s choices and preferences shall always be considered.

Tips for Coping with Difficult Behavior
Manage Your Own Behavior
You can’t control the other person’s behavior but you can control your response to it by following these simple steps:

· Focus your response on the behavior; avoid blaming the person

· Don’t take the angry behavior personally

· Don’t blame yourself
· Don’t downplay his feelings. Instead of saying “It’s no big deal” try something like,

· “You seem really frustrated. What can we do next time to make it better?”

· Find something to agree about. 
· Choose what’s really important and let some things go
Treat the Person with Dignity

· Listen – ask for his or her opinions and act as if they are important to you.

· Speak to the person as an adult.

· Give him privacy and personal space.

Communicating With and About People with Disabilities

The Americans with Disabilities Act, other laws and the efforts of many disability organizations have made strides in improving accessibility in buildings, increasing access to education, opening employment opportunities and developing realistic portrayals of persons with disabilities in television programming and motion pictures. Where progress is still needed is in communication and interaction with people with disabilities. Individuals are sometimes concerned that they will say the wrong thing, so they say nothing at all—thus further segregating people with disabilities. Listed here are some suggestions on how to relate to and communicate with and about people with disabilities.

Words
Positive language empowers. When writing or speaking about people with disabilities, it is important to put the person first. Group designations such as "the blind," "the retarded" or "the disabled" are inappropriate because they do not reflect the individuality, equality or dignity of people with disabilities. Further, words like "normal person" imply that the person with a disability isn't normal, whereas "person without a disability" is descriptive but not negative. The accompanying chart shows examples of positive and negative phrases:   

	          Affirmative Phrases
	        Negative Phrases

	person with an intellectual, cognitive, developmental disability
	retarded; mentally defective



	person who is blind;

person who is visually impaired
	the blind

	person with a disability
	the disabled; handicapped

	person who is deaf
	the deaf; deaf and dumb

	person who is hard of hearing
	suffers a hearing loss

	person with multiple sclerosis
	afflicted by MS

	person with cerebral palsy
	CP victim

	person with epilepsy, 

person with seizure disorder
	epileptic

	person who uses a wheelchair
	confined or restricted to a wheelchair

	person who has muscular dystrophy
	stricken by MD

	person with a physical disability;

physically disabled
	crippled; lame; deformed

	unable to speak; uses synthetic speech
	dumb; mute

	person with psychiatric disability
	crazy; nuts

	person who is successful, productive
	has overcome his/her disability; is courageous (when it implies the person has courage because of having a disability)


Actions
Etiquette considered appropriate when interacting with people with disabilities is based primarily on respect and courtesy. Outlined below are tips to help you in communicating with persons with disabilities.

General Tips for Communicating with People with Disabilities

· When introduced to a person with a disability, it is appropriate to offer to shake        hands. People with limited hand use or who wear an artificial limb can usually   

      shake hands. (Shaking hands with the left hand is an acceptable greeting.)

· If you offer assistance, wait until the offer is accepted. Then listen to or ask for

      instructions.

· Treat adults as adults. Address people who have disabilities by their first names only when extending the same familiarity to all others.

· Relax. Don't be embarrassed if you happen to use common expressions such as "See you later," or "Did you hear about that?" that seem to relate to a person's disability.

· Don't be afraid to ask questions when you're unsure of what to do.

Tips for Communicating with Individuals who are Blind or Visually Impaired

· Speak to the individual when you approach him or her.

· State clearly who you are; speak in a normal tone of voice.

· When conversing in a group, remember to identify yourself and the person to whom you are speaking.

· Never touch or distract a service dog without first asking the owner.

· Tell the individual when you are leaving.

· Do not attempt to lead the individual without first asking; allow the person to hold

      your arm and control her or his own movements.

· Be descriptive when giving directions; verbally give the person information that is

      visually obvious to individuals who can see. For example, if you are approaching

      steps, mention how many steps.

· If you are offering a seat, gently place the individual's hand on the back or arm of the chair so that the person can locate the seat.

Tips for Communicating with Individuals who are Deaf or Hard of Hearing

· Gain the person's attention before starting a conversation (i.e., tap the person gently on the shoulder or arm).

· Look directly at the individual, face the light, speak clearly, in a normal tone of voice, and keep your hands away from your face. Use short, simple sentences. 
· Avoid smoking or chewing gum.

· If the individual uses a sign language interpreter, speak directly to the person, not the interpreter.

· If you telephone an individual who is hard of hearing, let the phone ring longer than usual. Speak clearly and be prepared to repeat the reason for the call and who you are.

· If you do not have a Text Telephone (TTY), dial 711 to reach the national telecommunications relay service, which facilitates the call between you and an individual who uses a TTY.
Tips for Communicating with Individuals with Mobility Impairments

· If possible, put yourself at the wheelchair user's eye level.

· Do not lean on a wheelchair or any other assistive device.

· Never patronize people who use wheelchairs by patting them on the head or shoulder.

· Do not assume the individual wants to be pushed —ask first.

· Offer assistance if the individual appears to be having difficulty opening a door.

· If you telephone the individual, allow the phone to ring longer than usual to allow

      extra time for the person to reach the telephone.
Tips for Communicating with Individuals with Speech Impairments

· If you do not understand something the individual says, do not pretend that you do.

· Ask the individual to repeat what he or she said and then repeat it back.

· Be patient. Take as much time as necessary.

· Try to ask questions which require only short answers or a nod of the head.

· Concentrate on what the individual is saying.

· Do not speak for the individual or attempt to finish her or his sentences.

· If you are having difficulty understanding the individual, consider writing as an       alternative means of communicating, but first ask the individual if this is acceptable.

Tips for Communicating with Individuals with Cognitive Disabilities

· If you are in a public area with many distractions, consider moving to a quiet or      private location.

· Be prepared to repeat what you say, orally or in writing.

· Offer assistance completing forms or understanding written instructions and provide extra time for decision-making. Wait for the individual to accept the offer of assistance; do not "over-assist" or be patronizing.

· Be patient, flexible and supportive. Take time to understand the individual and make sure the individual understands you.

· Remember

· Relax.

· Treat the individual with dignity, respect and courtesy.

· Listen to the individual.

· Offer assistance but do not insist or be offended if your offer is not accepted.

Source: Information for this fact sheet came from the Office of Disability Employment

Policy; the Media Project, Research and Training Center on Independent Living, University of Kansas, Lawrence, KS; and the National Center for Access Unlimited, Chicago, IL.

Academic Information and Resources
Credit for Prior Learning (CPL)
Many colleges and universities grant credit for prior learning, including work-based learning. These prior learning programs can shorten the time needed to complete credentials for better jobs. You should contact a specific college or university to find out if your work-based learning will count toward a certificate or degree in a field that interests you. Colleges that grant credit for prior learning will have very detailed procedures for you to follow, and they will want to see that what you have learned is something that is taught in one or more courses required by the field you want to study.

Preparing for CPL

Even if you don’t know what profession you’d like to prepare for or you aren’t yet ready to think about earning a certificate or degree, you should take steps now to document and reflect on what you have learned. 

Besides saving written evidence of your work-based learning – like credentials, certificates, or other documents – for your portfolio, you should write a journal about your experience and what you have learned. 

Describe what you learned, how you feel about what you learned, and how what you learned has improved your work. Don’t worry if your written English is not perfect, or if you don’t know the technical terminology or the specific course your learning might apply to. Most of all, don’t tell yourself that what you learned is probably not important. Whatever you record now will help you to remember what you did and what you learned at a later point when you need it. Thinking and writing about your experience now will make it easier for you to translate your work-based experience into college credit when the time comes.

Bridge into College

Portland Community College is partnering with your employer to make it easier for you to earn college credit to enhance your career and to develop your professional skills. Developing your English skills on the job will prepare you for the higher, credit-levels of ESOL, and speed your access to college-level courses. The ALFTC training, through which you can earn the credential of Resident Assistant 1, which will be recognized by the Oregon Health Care Association and the Oregon Alliance for Senior and Health Services, will prepare you to earn a second credential of Resident Assistant 2 (similar to a medications aide), and both credentials will be recognized for credit toward a Gerontology Certificate or Degree at PCC, and possibly toward other health profession certificates or degrees.

Exploring Careers in Gerontology and in the Health Professions

You are eligible to take one or two 2-credit career exploration courses at PCC, and both are available in online formats:

GRN181: Exploring the Field of Aging introduces the range of emerging professional opportunities in the field of aging, and guides students to explore and identify potential career pathways. Course work includes career and market research, coaching from course instructor, self assessment, reflection, fieldwork, informational interviews and other activities to identify potential internships, entry level positions, and educational and training opportunities fitting the student’s goals and trends in the field.

CG199: Introduction to Health Professions explores career opportunities in the health professions. The focus is on the educational and licensing requirements, professional and ethical responsibilities, physical requirements, workplace environment and career pathways of each profession.

Gerontology Certificates of Completion

The Gerontology Program is developing several short-term, job-specific Certificates of Completion that count toward the one-year Certificate and the Associate of Applied Science Degree. Earning the AAS Degree qualifies you to enter PSU, Marylhurst, and other public and private universities as a junior. The Certificates of Completion can be earned in 2-terms (or longer, if you want to attend only part-time), and enable you to continue working, while you acquire academic credentials that can qualify you for a higher level job. Most courses are available in online and blended (in-person and online) formats to fit your work and life.
The following two Certificates are already approved by the State of Oregon and prepare you for national certification by the National Association of Activity Professionals:

Activity Assistant Certificate of Completion: This 23 credit certificate includes the certification course to qualify you to work as an Activity Director in the state of Oregon, and also includes general education, health and gerontology courses to enhance your skills and prepare you for further professional development and additional academic credentials.
Activity Director Certificate of Completion: This 35 credit certificate adds to the first certificate by adding higher level activity, administrative, and gerontology courses, and that position you to quickly earn the one-year Certificate in Gerontology.
The following two Certificates are pending state approval and will begin in the Fall 2008 term:
Advanced Behavioral and Cognitive Care, which builds on your care-giving skills and knowledge, and prepare you for higher levels of responsibility in memory care units.
Therapeutic Horticulture, which prepares you to work in a therapeutic garden or therapeutic horticulture program, or to enhance offerings in an Activities Program.

See the catalog description of PCC Gerontology Program or visit the Gerontology Program website at: www.pcc.edu/ger/. 
See the Health Professions View Book, included in your handouts, for information on a range of health professions you may want to pursue.
Deciding to Go to College

The idea of going to college may seem intimidating, but you can take some steps to check out your options. 

1. Take a look at the schedule of the community college near you, or visit the website to get an idea of how you would apply, what initial steps you would have to take, and what programs might interest you.

Portland Community College

www.pcc.edu
Chemeketa Community College
www.chemeketa.edu
Mt Hood Community College
www.mhcc.edu
Walk in or make an appointment to talk with an Academic Advisor. Most Advising Offices have many resources to help you, including peer advisors. See, for example, the description of the services PCC Advisors can offer you on the Sylvania Campus.

2. Sometimes it helps to make a personal contact. You might be referred by a friend who is already attending college, or you might contact a program directly and ask to meet with a program advisor. At PCC, the Gerontology Program has a Peer Mentor Program of students who have recently graduated from the program or are in their second or third year. They can spend some one-on-one time with you to talk about what you can expect at college, who you should talk with, and what services are available to you. Once you enroll in the program, they provide guidance and support, including tutoring and assistance on specific classes. It helps to talk with someone who has faced the same challenges and fears you have, and who can help you be successful in reaching your dreams.

For information about the Gerontology Program or to connect to a Peer Mentor, contact:

Jan Abushakrah
503 977 4077
jabushak@pcc.edu
Tina Parrott

503 977 8254
ger@pcc.edu
3. You can also do informational interviews with people working in the field who have completed community college or university programs, and remember that you can take one of the exploratory courses offered by PCC, or a general career exploration course at any community college. 

Take the first step! See where your explorations can lead you!

Resources

ACADEMIC ADVISING SERVICES

Portland Community College

 Sylvania Campus * CC 216 *
503-977-4531

Academic Advisors can help……

· Interpret placement test scores.

· Outline program prerequisites and requirements.

· Develop a logical sequence for your course work.

· Resolve registration problems & scheduling conflicts.

· Students understand requirements of four year colleges and universities.

· With transfer application information for four year colleges and universities.

· Provide preliminary, unofficial evaluations of transcripts from other colleges.

· Complete Preliminary degree audits so that students can graduate on time.

· With academic difficulties and instructor conflicts.

· Complete Financial Aid Appeals and Time Frame Extension Requests.

· With Academic Standing concerns, including Probation & Suspension

· Provide Referrals to other PCC departments and services.
Sylvania Academic Advising Staff

Advising by Appointment – 977-4531

8am-6pm M, T, Th, 8am – 7pm W & 8-5 F

Hours subject to change.

Kathleen Bradach

CC 216
977-4578

kbradach@pcc.edu
Lucinda Eshleman

CC 216
977-4535

leshlema@pcc.edu
Loan Lee


CC 216
977-4644

llee@pcc.edu
Bi-lingual Vietnamese

Marta Laakso

CC 216
977-4692

marta.laakso@pcc.edu
Filling in for Mary Severson while she is on a one year temporary appointment.
Suellen Rinker

CC 216
977-4534

suellen.rinker@pcc.edu
Bi-lingual Basic Spanish


Filling in for Lynda Williams while she is on Family Leave.

Counseling Department
Counseling is available at all three campuses.  It is usually best to have an appointment, however limited walk-in times are available.

Counselors can help with all of the following issues and make referrals to other departments and outside agencies when necessary.

*
Career counseling, interest/aptitude/personality testing

*
Limited personal counseling

*
Crisis Intervention

*
Coping with alcohol & drug problems

*
Stress management, test anxiety, study skills, adjusting to college

*
Course planning/scheduling.  Balancing home/work/school

*
Academic advising 

*
Other services may be available and referrals to other services not provided by PCC are always possible.
Appointments for days, evenings, Saturdays may be scheduled by calling:
Rock Creek - 614-7300     Cascade - 978-5271      Sylvania - 977-4531

Building 5 - Rm. 115
      SSB - Rm. 119
     CC - Rm. 216

Career Center
All three campuses have career centers that are designed to help students do career exploration independently or with the support of the career center staff. 

Informational Interviewing   © DANEnet  
One of the best sources for gathering information about what's happening in an occupation or an industry is to talk to people working in the field. This process is called informational or research interviewing. An informational interview is an interview that you initiate - you ask the questions. The purpose is to obtain information, not to get a job. 

GOOD REASONS TO CONDUCT INFORMATIONAL INTERVIEWS: 

· to explore careers and clarify your career goal 

· to discover employment opportunities that are not advertised 

· to expand your professional network 

· to build confidence for your job interviews 

· to access the most up-to-date career information 

· to identify your professional strengths and weaknesses 

STEPS TO FOLLOW TO CONDUCT AN INFORMATIONAL INTERVIEW: 

1. Identify the Occupation or Industry You Wish to Learn About 

Assess your own interests, abilities, values, and skills, and evaluate labor conditions and trends to identify the best fields to research. 

2. Prepare for the Interview 

Read all you can about the field prior to the interview. Decide what information you would like to obtain about the occupation/industry. Prepare a list of questions that you would like to have answered. 

3. Identify People to Interview 

Start with lists of people you already know - friends, relatives, fellow students, present or former co-workers, supervisors, neighbors, etc... Professional organizations, the yellow pages, organizational directories, and public speakers are also good resources. You may also call an organization and ask for the name of the person by job title. 

4. Arrange the Interview 

Contact the person to set up an interview: 

· by telephone, 

· by a letter followed by a telephone call, or 

· by having someone who knows the person make the appointment for you.

5. Conduct the Interview 

Dress appropriately, arrive on time, and be polite and professional. Refer to your list of prepared questions; stay on track, but allow for spontaneous discussion. Before leaving, ask your contact to suggest names of others who might be helpful to you and ask permission to use your contact's name when contacting these new contacts. 

6. Follow Up 

Immediately following the interview, record the information gathered. Be sure to send a thank-you note to your contact within one week of the interview. 

20 QUESTIONS

      Following are some sample questions for your informational interview: 

1. On a typical day in this position, what do you do? 

2. What training or education is required for this type of work? 

3. What personal qualities or abilities are important to being successful in this job? 

4. What part of this job do you find most satisfying? most challenging? 

5. How did you get your job? 

6. What opportunities for advancement are there in this field? 

7. What entry-level jobs are best for learning as much as possible? 

8. What are the salary ranges for various levels in this field? 

9. How do you see jobs in this field changing in the future? 

10. Is there a demand for people in this occupation? 

11. What special advice would you give a person entering this field? 

12. What types of training do companies offer persons entering this field? 

13. What are the basic prerequisites for jobs in this field? 

14. Which professional journals and organizations would help me learn more about this field? 

15. What do you think of the experience I've had so far in terms of entering this field? 

16. From your perspective, what are the problems you see working in this field? 

17. If you could do things all over again, would you choose the same path for yourself? Why? What would you change? 

18. With the information you have about my education, skills, and experience, what other fields or jobs would you suggest I research further before I make a final decision? 

19. What do you think of my resume? Do you see any problem areas? How would you suggest I change it? 

20. Who do you know that I should talk to next? When I call him/her, may I use your name? 

       This is a copyrighted publication provided on the Internet for "fair use".

                © DANEnet  http://danenet.wicip.org/ 

http://danenet.wicip.org/jets/jet-9407-p.html
NOTES
NOTES
The Many


Roles 


Of a


Mentor








Gives Positive


Feedback to 


Co-workers  














     Steps To


Problem Solving





 1. Identify


 2. Describe


 3. Analyze


 4. Plan


 5. Implement


 6. Evaluate





         Strategies For


      Conflict Resolution





Separate the person  from the problem





Figure out mutual goals and interests





Find answers that work for both people





Try to agree





    Typical strategies for


          pulling back:


count to ten


take a deep breath


say a prayer


personal affirmation





  When we are triggered


emotionally, we may feel: 


Provoked


Reactive


Angry


Frustrated


Hurt


Hopeless





           EXAMPLES OF


          PARAPHRASING


-Did I hear you say…?


-Did you say…?


-So, I think you said…


-Okay, so what I heard you say is…


-So, I understand you said…


-Am I hearing you correctly that…


-Are you saying that…?


-Am I hearing you clearly that…


-I believe that you are saying…


-So, you’re saying…


-Okay, let me see if I got what you said





Verbal communication


skills include the following:


Paraphrasing


Encouraging


Implementing


Questioning


Clarifying


Checking progress


Adapting


Framing


Translating


Directing






































Is a


Problem


Solver











Encourages Others 





Shares


Information


About


Company


Policies





Helps 


Others


Find and Develop 


Resources








Supports


New


Employees 
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