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Developing soft skills

Skillg are a pathway to employability and prosperity. With the right skills, people
are equipped for goodjuality jobs and can fulfil their potentias confident, active
citizens. In a fasthanging tpbal economy, sk# will to a great extent determine
competitiveness and the capacity to drive innovation. They are a pull factor for
investment and a catalyst in the virtuous circle of job creatiod growth. They are key
to social cohesioh

The manm goal of the ReTraVaS3kbject isto acquirerelevant anchigh-quality
soft skills among vulnerable grougzsfosteremployability, better social integration and
effective educational system3his waylocal cohesion wiitrengthen,and society will
profit from the availablgotential.

Qualificationsshowemployers what people know and are able to do, bstally
R 2 yréfigct the soft skillsthey possess which therefore are at risk of being
undervabed. Identifying and validating these skills is particularly important émppe
with fewer opportunities: with lower qualifications, the unemployed or those at risk of
unemploymentincluding migrants and refugeeas well agpeoplein need to dhange
career paths.

To prevem peoplefrom becoming part of these vulnerable groups and to reach
those whoare struggling to climb up the social and economic ladder, we need to invest
in the soft skillseducation

There is a need of mapping and definiod skillsand developing a transnational
curriculum. Differences between education and training systems in the EU make it
difficult for employers to assess the knowledge and skills of people with a qualification
from another country than their own. Recagon, training and validation of these soft
skills across European borders is an answer to these challenges. Each country needs to

identify soft skills that the labour market demands and must provide those skills

2The term 'skis' is used to refer broadly to what a perskmows, understands and can do.

3 European Commission, A new skills agenda for Europe, last modified on June 10 2016,
https://ec.europa.eu/social/main.jsp?catld=1223

4 Recognition, Training and Validation of soft skills for employability of vulnerable groups (project code:
2017-1-BEO2KA204034799) °
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education in conjunction with the basiciks or ezen morehighlevel skills to truly
integrate adults from vulnerable groups into the economy and education sector.
To boost access to and take up of quality learning opportunities, adults with low

levels of skills should have accessipskilling pathwayi three key steps

Step 1¢ Skills assessment
This is to enable adults to identify their existing skills and any needs for
upskilling.

Step 2¢ Learning offer
The beneficiary will receive an offer of education and training meetie
needs identifed by the skills assessment. The offer should aim to boost
basic soft skills.

Step 3¢ Validation and recognition
The beneficiary will have the opportunity to have the skills she or he has

acquired validated and recognised.

The ratonale for the devalpment of this project is the perceived lack of soft
skills necessary for employability, better social integration and more successful
education such as, but not limited to, cross cultural communication, digital skills, social
skills, stess management, &lership, team skills, ethics, citizenship and emotional
intelligence.

We strongly believe that potential talent is present in all areas of the society, but
that lots of valuable competencieare insufficientlydeveloped. This is espetliathe
case for vinerable groups: migrantand refugeeslow-educated persons, people with
poor foreign languageskills. We want to improve soft skikslucationto address low
selfesteem, poverty, the immigration challenge and the economic s&illsrtage.

During our resarch and daily work, we noticed that trainers often lack sufficient

59 dzNR LISFY [/ 2YYA&aAa 2y Newbhpphdritigstior ady&> t § i K® I ¥ ARATASR 2V
Decembey 2016 https://ec.europa.eu/social/main.jsp?catld=1224&langld=en



https://ec.europa.eu/social/main.jsp?catId=1224&langId=en

i Co-funded by the
il Erasmus+ Programme
of the European Union

knowledge and functional tools to recognize, train and validate soft skills among
vulnerable groups

Therefore, we decided to develop a training packageluding validation
instrumentsfor trainers who work with vulnerable groups. The training package will
allow them to recognize, train and validate the soft skills needed for complex society
with fast-evolving job market.

The training package is designedthin holistic approach framedt laims to
provide softskills education to vulnerable grospwhile at the same taking into
consideration theemotional wellbeing oéverylearner.

All in all, the ReTraVaSSEV project aims to enhance ptioéessional
devebpment of trainers and thus the mpowerment of vulnerable groupen both

national and European level.

The pathway to a European curriculum
Sixexperiencegartners,workingin adult education and with vulnerable groups,
agreed to developraining packagéor trainers to assist theminltrA Yy Ay 3 G KSANJ £ S|
soft skills in order tamprove their employabilitandfosterbetter integration in society.
The twoyear project wa implemented from 1/12/2017 to 30/11/2019.

The partners are

A Jarfalla larcentrum, Jarfalla, Sweden

A Instituto pam a Qualificacdo Professional,-RRM, Funchal, Madeira,
Portugal

Zetva na znaenje, Prilep, No#hacedonia

Stichting Internationaal Vrouweverk, Den Helder, The Netherlands

Dorea Educational Institute, Limassol, Cyprus

o To To I

Qrios, Genk, Belgium

6 Initially the Scottish Wider Access Programme (SWAP) was a partner in this prnajéchds been
declared "inalid" by the NA of the UK and was replaced by partner from Cyprus DOREA.
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Qrios coordinged the project with the guidance from Katholiek Onderwijs
Vlaanderen, the Flemish umbrella organisation for catholic schools.

The project is three folded: a desktop study on soft skills (Outcome 1), a
multilingual manual including tools for trainers (Oomce 2) and a set of validation
instruments (Outcome 3).

The first meeting in Cyprus (December 2017) was used to fine tune theatagks
responsibilitiesto set time framesfinancial conditions, et@®One of the main goals of
the meeting wago discuss thelesktop studyand how it will be conducted.

During the meetingn Cyprus project partners also agreed on the following
Cedefop definition of soft skills as skills that are crmgtsing across jobs and sectors
and relate to personal competences (confiden discipline, sefnanagement) and

social competences (teamwork, communicatiemotional intelligence)

Desktop Stud§

A skills setvas determined during the second meeting in The Netherlands (May
2018) after a qualitative questionnaire (prepared b®REAM had been distributed
before among 600 learners, 120 trainers and 180 employi@ all participating
O2dzy GNASar (GKdza LINPQGARAY3A | RFEGFrOolLaAasS 2F don.
(performed byDORENresulted inthe selection of todive softskills that- according to
the respondents- are needed for disadvantaged adult learnersn@ke them more
employable, better integrated and better equipped for education.
The skills set includes following soft skills (in alphabetical order): Customer

Senice, Intercultural Communication, Learning to Learn, Motivation and Teain

" Cedefop, Skills panorama glossaryps:/skillspanorama.cedefop.europa.eu/en/cgsary/s
8 Conducted by Doredrom December 1 2017 till April 30 2018, meetings in Cyprus and The
bSGKSNIIIYRad 5Sa1G2L) addzRe shigforpoSeuF2dzy R 2y (GKS LINRP2S
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The assignment of the soft skills was made by consénsus

PARTNER SOFT SKILL

Portugal

The Netherlands INTERCULTURAL COMMUNICATIQ

Belgium LEARNING TO LEMR
Sweden MOTIVATION
Cyprus TEAMWORK

North Macedonia

We decided that every module should consist of three different, creative,
innovative working methosl A template for the manualiasdeveloped bythe partner

from North Macedona.

Training package

5dzNAyYy 3 GKS LINRP2SOG LI NIySNRa ¥&890GAy3 Ay
agreed to the NorttMacedonian proposal tadda sixth soft skill: conflict managemen
G2 GKS GNIAYSNDa YIlydzZ t o

Several workshops in Madeiso took placeThefirst draft version of each tool
was presented and suggestions for improvement were made. After the discussions, we
were able to finalise a number of principles:

A the titlesfor the tools;

A thefinalformat2 ¥ G NI Ay SNR& Y|l ydz €T

A the number o060 teaching hoursnitotal, representing 2 ECT&edits,

A the 3 tools for each module either act as a whole or can be used separately,

A

the translations.

9 As NorthMacedonia was coordinating the development of the training package they initially were not
going to create tools for a soft skill.
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After translating the draft versions were tested il the partner countriesThe
0SaGSNBEQ 204aSNDI Warfald BMarsh01B) arithhidvided thel dags A y
for the update of thetools (second draft).

As we felt the need for extra testing test updated toolsthe testing period was
extendeduntil the meeting in NorttMacedonia. In Skopje (May 2019) we disedsthe
latest test findings and agreed on the final English version of the training package
(manual and tools). Finally, all translations were adapted to that final English version

and the decision to choose for a more professional design was made.

Validaion instruments

During the meeting irSkopje after some discussionsye also decided on the
validation instruments. Porguese partnerintroduced the theoretical basis and
suggested tk kind of tools to use: concise and pragmatic instruments, easyadars

trainers and (disadvantaged) learners.

Wedecided ora set of five instruments that guarantee validity:
A a portfolio,

an evaluation form for the trainers,

aselfassessment form for the learners,

an evaluation form for the whole of the tool/module,

To o T» I

an official certificate.

These instruments are linked to the 18 tools that were developed and are
presented as a separate documénty’ (1 KS F2 NdnualT (NI Ay SN A

The desktop study) NJ A y S Nahd theYvaligation instruments are available
onthe p2 2 S O Q &kilgfByduiekaswgll as on the project results platform (PRP).

The projectwas presented during an interrimnal dissemination event in
Brussels and all partners have organised a national meltipvent to introduce other

trainers to the tools and the validation instruments.


file:///C:/Users/Goce/Desktop/Retravassev%20tutorial/Manual/June%2019/Numerirani%20moduli/skillsforyou.eu

of the European Union

We sincerely hope that trainers from all over Europd find our educational
toolsusefulso that learners will discover and develop their soft skills in search for a job,

further education & well assuccessful integration.
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Introduction

Customer service is the provision of service to customers before, duringemnd a
a purchase. Is the act tdking care of the customer's needs by providing and delivering
professional, helpful, high quality service and assistance before, during, and after the

customer's requirements are met

Customer serviceKills:

Attention to detail

Ability to staypositive

Ability to handle certain situations with a client co-worker
Honest communication

Empathy and compassion

Product knowledge

Diligence

To o To To Po T To I

Politeness, cheerfulness and tact

Customer service module consists of three tools. flise offers an introdation
to the basic principles of Face to Face Communication. The following tool teaches how
to deal with customers on the phone. The final tool presents advices and examples to
provide the learner skills to deal with problems andangmaints.

Thesetools were made thinking about our target learne¢geoplecoming from
disadvantaged backgroundt is based on simple activities, easy to apply and easy to
understand. At the end of each tool there is a checking list of objectives, Wdeareers

can verify theevolution of their learning.
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1.1. Tool 1: Face to face Communication

1.1.1 Practical Information

(MODULE

~\

Customer service

TOOL

Face to Face Communication

RESOURCES

Handouts dices, paper

CONTENT

Learn how to behave in a fate face situation with a
customer

CONCEPT

Give simple tips sthat the learner ould developbasic
skills to communicate face to face with a customer

5

The learner will be able to:
Usebasic socializing language
Connectwith the customer

Understands the definitions @ustomer service
Be able to define customer service

Understand body language tips

Candistinguish different types of correct body
language

Comprehendsi KS G R2 & €I V2FF GTR 2
communication

Know how to use useful phrases for customer
service

To To To To Do Do

™

T

rn

Worksheet

BEvaluation form for trainers
Slf-assessment form for learners
Portfolio

To Do o I

Module 1¢ Customer service

e f@| Instituto ceco
I Qualificagéic
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1.1.2 Customer Service Face to Face Communication

Activity 1
He'S A& 2dzNJ RSTAYAGAZ2Y 2F a/ dza2G2YSNI aSNDA

G/ dza 02 YS NI HpONIONA @ Servidedto clisko®ers before, during and after a
purchase. It is the act of taking care of the customer's needs by providing and delivering
professional, helpful, high qualiservice and assistance before, during, and after the

customersreqd NBEYSyida I NS YSidé

Do you agree with this definition? What else do you think could be add/

changed?

1. Divide your students in 5 groupsfteams and discuss at
their definition of customer service. .
1.1.Fill in, with the students, the diagram.

«

Eg..Dress code, adapted language, vdioee, motivation,
respect, proactivity, good communication, to £ be
humbleness, complicity, etc.

‘2 2 2 2

J custowmer servif

i . Ins 0 paoa
Module 1¢ Customer service IG| st o @
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Activity 2

There are some important featuretidat must be enhanced such as the body

language. While speaking, the body language tells a lot about us and the customer.

Here are some tips when dealing directly with a customer. #aide more that

can be useful/ important

Body Language Tips

A Maintain good eye contact.
Smile.
Keep an open body stance.
Practice confident handshakes

7 A

|l 92AR AY@FRAY3 (K Odzad2YSNRa aLl OSo

o J» B» Do Do I» Do Do

_—

2.1. Complete with your student
list of body language tips. -

_Eg. Posture, good grooming, goo
looks, dress code. '

i . Instituto pooa
Module 1¢ Customer service IG| st o @
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1. Choose the correct image:\/

Module 1¢ Customer service i(.:

Institute poc o
Qualificagéic
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Activity 3

Gommunication is not only the ability to speak a certiEnguage. dre are

some aspectthat one must be aware when working in a customer service:

DoQ ¢ 52

As52yQiG al 1S ¢K
A Respect gur customer Compicated
A Be Honest As2yQiG .S LYyRA
A Take Responsibility Asz2yal e¢NBLG /
Transactions
A Always Put Yourself in The A 5 2 y Qare Qustoyher
/[ dza i 2 YSNRa { K Feedback
A Express Your Gratitude A 52y Qi .oSComprais

3.1. Role Play:
Eg.t{ G (0 SYSdUIYNE  JSNE & dzL

~ Possible situationThe customer was upset because the
price of a product was higher than the one in the price tag.

ﬂsponse:d al REYS @&2dz I NB NAAKI
mistake. We are going® A E A (1 ®¢

More examples in attachment 1.

Module 1¢ Customer service i@| Instituto oo s

Qualificagéo



Co-funded by the
Erasmus+ Programme
of the European Union

{GSLI AyG2 GKS SAFTFAOMzZ G / dzad2YSNDa {K2Sa 6°C
Imagine a rude, demanding, or vague statement a customer could say based o

their own experiences. Then have someone in the team fold a paper over and hand it to

the team to your I&.
With the paper the other team has given you, you will havE05minutes to

develop both a backstory and response to the customer.

Activity 4

Gred communication is an art. Honing it to a keen edge is a science. These
customer service phrases will gdaang way in helping you improve on the crafttire

meantime.

6 useful phrases focustomer service
G2St02YS (G2 X aeé yIYS

When greeting the costumer

e 2dzK ¢
Whenmore information is G{2> 6KIG L dzy RSNRERUI YF
needed if you could tell me abitm& I 6 2 dzi X ¢
When acknowledging the GaL NBIFftA&aS GKIFIGO GKA& a3
customer YR FAYR | az2fdzirizyéo
Whenreassuring the G,2dz FNB loazftdaiSte O2

customer *

When giving instructions Gl ff @2dz ySSR (2 R2 A&

G2 2dz R anititzgfof A piiRute or two while

When being courteous L NBGNKSOS 22dN) RSGI A

In a faceto-face situation with a costumer, wenust keep in mind that a
conversation must be fluid and clear. Teare different steps to follow:

- Basic socializing [greetings and introductig¢h} small talk conversatio(2);
offering help(3); saying goodbyé&)).

- General conversation [asking for clarificati¢s); making suggestion§b);

responding to suggéiens (7)).

i . nstituto pocao
Module 1¢ Customer service IG| It - @
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Identify the context of the following sentences/ expressions using the numbers

lto7
D22R Y2NYyAy3o L |LQY a2NNE 0 dzii
meet you. you exactly.
LAYy QG Al toX?2068S Is this your first time visiting @s
Let me help you with that. Could you repeat that please?
Thank you for stopping by. If you like, take a seat.
That is my suggestion... Is it 5
suitable for you? Excuse me, may | help you~
Would you like some coffee or
It wasgreat to meet you.
tea?
. . Could you speak a bit slower,
| see your point of view.
please?
DNBFG 6SI G§KSNS It was So nice to meet you.
Thank you for coming today. 2 Ke R2yQl @& 2dx
My name is...
ldzy RSNARGIF YR &2
sorry you had this bad | disagree because...
expeaience.
Activity 5

I 2YYdzy AOF A2y OFy 6S RSTAYSR & al LINROS
between individuals through a common system of symbols, sigrs, 9K I @R 2 dzNE &

You have two dices for two players. One representsatbieaviourof customers
and the other thebehaviourof attendants.

Role the dices, and according with the image/ emotion represented you will have

to roleplaya situation.

Example you can have an ang 5. ResourceAttachment 2! '

¢ 4

.

customer and a nervous attendant

VegO02YYdzyAOF A2y éS aSNNRALFY 2 $idpa/fivdMNneBriandiG A2y NBEX | O0S4:
webster.com/dictionary/communication

i . nstituto pooa
Module 1¢ Customer service IG| It - @
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Rokplay a dialgue exploring the emotions, not forgetting to emphasize the body

language.

k Check your progress W

How much did | learn about customer service?

At the end of this module | am able to / | can: (check what you have learned)

- I am conscious of the importance of the customenvaze.

- | am aware of theémportance of body language

=

- | can use thecorrect vocabularf phrases when dealing with 3

custome.

Attachment 1
Role Play

Egl

Statement:d 2 K thdihell are youdoingh& > R2y Ol @&2dz aLJS| |

Possible situation:The customer asked for a lactose drelish, because he is

allergic.
Responsed! (K2dzalyR | L}Rf23ASaod [Si YS

0S 0Ol AY I Y2YSyld gA0K &2dz2NJ 2NRSNE R2y Qi

your drink will beonti KS K2 dza S d ¢

Eg2

Statementy & , 2 dzintompete@BXNE & 2dz KIF S | y& ARSI

Possible situation: The customer went to the shop to buy an electronic
equipment and asked the employee topdain the equipment functions.
Respons®¥ & {mAvéhg sorty,Qyou are absolutely correct, would you mind

waitingfor a minute and | will call my colleague, he is the technician.

i . nstituto pocao
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Role play
InformatonY 5AS M NBLINBaSyida OdzizYSNRa FSE&
FGGSYRFY(GaQ | GGAGdzZRSak FSStAyIao
- Roll the dece.
EdL: Die 1: an angry/upset customer / Die 2: an attendant thaes not respect
0KS RA&GFIYOS 0Si6SSYy KAYKKSNI YR GKS Odzadz2y
Possiblesituation: a customer asked for a room service that was not done

properly. The breakfast was neérved on tine.

Example of a dialogue

Custome¥ alL (@(2fR @&2dz It NBIFR& GKIFG @&2dzNJ aSN.
GAGK GKS YIFylF3ISNHE D

Attendanto G 2 dZOKAyYy 3 GKS Odzai2YSNLY atfSFasS aai
your problem, just give me a few minutesp

Customera { G2LH 52 y20 (2dz0K YSI @&2dz I NB y2
O2YLX Ay |faz2 Fo2dzi &2dzNJ £+ O1 2F NBALISOGHEd

Attendanty &L Y &hatNIWBs justdrgirdgio make you feel more
O2YT2NIlil of SX£ @

Custome¥ dL R2y Qi Yy SS heed dymiesSisréspetiédiantd L 2 dzi
R2yS 2y GAYS® L Y I SNE o0dzae LISNER2Y | YR

Attendant6 & G At t (2 dz0OKAy 3 ( EfblogBeldat &0t ahy OS
GKA&a Aa y20 3F2Ay3 G2 KIFILWSY | 3ALAYED

Custome¥ ol f Y2a( & K2 dzéakly Ba nottouch me? YoR ar& 2 dz | £ N

R
1)

making me feel uncomfortable!! Your service is terrible and your attitude towards me is
YE1{Ay3 YS ONIT @HH:{®

E@: Die 1. a happy customer/ Die 2 an attendant that deals properly with a
customer having a good handshake.

Possilte situation: a customer bought a nice gift to his/her wife/husband with
the help of a thoughtful attendant who gave a very professional help.

Example of a dialogue

Module 1¢ Customer service |G| Guaineasas e
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Custome¥Y G ¢ KIFy]l @2dz a2 YdzOK F2NJ @2dzNJ KSt LI
lg2dzf RY QU EIDREPAF&RIAGEATOIE @

Attendanty &, 2dz NB ¢St O02YSzE Al ¢l a | LXSIa
OANILIKRF& JIATFTOD L Y &adz2NBE Al gAftf 0SS OSNE Yd

Custome¥ daL Y (GKS 2yS gK2 A& @GSNER LI SI &A4SR
store to all my friends. YW & SNIWA OS yR (1AYyRySaa | NB 2dziad

i . nstituto pooa
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Attachment 2

Customer

Attendant

i . nstituto pooa
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1.2.Tool 2: Deahgwith the customer on the phone

1.2.1 Practical Information

mODULE \ Customer service
TOOL Dealngwith customers on the phone
RESOURCES Handouts
CONTENT Lean how to deal with customers on the phone
Give simple tips and show some multimedantents so
CONCEPT the learner ould developbasic skillsd deal with
customers on the phone

3

The learner will be able to

- Be court®us on the phone

- Make himself/herself understood

- Make arrangements

- Understand the importance of a proper service
when answering a phone call

- Know how to fill out a form when receiving a
phone call

- Know how to use the coect phrases when dealin
with a customer on the phone

- Know how to make arrangements withesits

- Worksheet

- Bvaluation form for trainers

- Slf-assessment form for learners

- Portfolio

rn

i . nstituto pooa
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1.2.2 Customer servicg Deal with customer on the pbne

Activity 1

Watch carefully the followingideo'! and pay attention on what you should do
and what you should not do when answering a phone call from a customer.
Discuss with yourrainer and colleagues the importance of a proper service

when answering a phone call.

1.1. Resource:

Videa
Listen carefully to the dialogue and fill out this forn

Date / Hour:

Name of the
caller:

Name of the
company:

Phone number:

Message:

Received by:

1.2. ResourceAudio and/or transcription (attachment 3)
Answer Key:

Date/hour: Introduce the time and the hour of the class.
Name of the caller Justine Thomas.

Name of the companyTrivesco.

Phonenumber390 929 2107

Messagere-schedule the meeting ith Sylvie Peterson to
another date.

Received byAmy.

1 when the Phone Rings: Telephone Skills for Better Service, Kantola Training Solutions, last modified

July 17, 201Attps://www.youtube.com/watch?v=Ng65EmDpBAO
Module 1¢ Customer service i@ it o e
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Activity 2

When working in a customer service, you must avoid the five following phrases

and replace them by thécorrect ones.

XIncorrect v Correct
GL 52y QG Yy2 a¢KIF{iQa  ANBFG 1jdzSaaGAaz

G2S /FyQli 52|/al SNBQa ¢KI G ¢posithe y R2d
alternative.)

G, 2dzQff 1 @S a, 2dzQf f ySSR G2X¢ o6¢I 1S
Gwdzald ! {SO2 G! N’ @&2dz 6fS (2 K2f RKE
b2 Think before youanswe®. f A YAY | 0S 0K

begin with the next word.

Role play imagine a situation with a client asking for the replacement or fixing a service
at home (can be the internet service or the electricity service).

A Do not forget to use thécorrect phrases whemlealing with the costumer.

A You have 10 minutes to prepare yatialogue.

A Use the flow chart below to help you.

Answer the phone.

Say who you are and ask to spes
to X.

Xis in a meeting. Message?

Ask when the meeting finishes.

Respond. Message?

Leave message.

| 2y FANXY OFff SN
number?

Give your details

Check message with caller.

Confirm or correct message.

Thank the caller and say goodby:

NANNN/

Say goodbye.

i . nstituto pooa
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Activity 3

It is very important to know how to make arrangements watlistomers.Here

are some key expressisrio use when making arrangements.

Useful Phrases

Arranging an appointment

Could we set up a meetifig
Are you available/free on
Monday?

Does nextThursday suit you?
How about 2 p.m. on Tuesday

Suggesting a new time

LQY &a2NNESZ odzi L
engagenent.

How about Tuesday morning
instead?

Actually, Thursday morning would

work out better for me.

Agreeing on a time

Just let me check myiary /
planner.

Yes, Tuesday is fine with me.
Sounds good. Tuesday at 2
p.m. then.

Confirming

2 SQft aSS xBThoay z
at 11.00 at your office.

Could you confirm the detaiin an
email?

Here is my mobile number in a cas
you need to reacime.

I look forward to seeing you.

3.1. Match the question with the responses.

1. Can we fix a meeting for next < n A x g
Tuesdayatnpf S 2 QOf 2 O -azyRbeKk , saz UK
2. Is Friday the 18th convenient for - hys 2 qu 2 Ol. )\ a
ou? prefer to meet in my office, if
you: iKFiQa hy
3. Could we set up a meeting for {2 N‘N‘I? 2 Laos _l' tN
that morning. How about 1:30
Thursday afternoon? )
instead?
4. Are you free next Monday for a Loy 2 T Fovg2N bt
. date. Can giveyoua callwhen |
meeting?
get back?
L A - A . Yes, that sounds good. Is two
5129 o2dzi 2yS 2( 200t 201 hYK
1. 2. 3 4. 5

Module 1¢ Customer service
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3.1. Answer Key:

pa| 2 | 3] 4]5)
fc]dlefa]b]

k Check your progress ﬁ

How much did | learn about customer service?

At the end of this module | am able to / | can: (check what you have learned)

- | can make a proper telephone call service

- | can use a wide variety of vocabulary when speakintherphone

Attachment 3

Dialogue of the phone call in the question 1.2

Amy. Good morning. This is Amy speaking.

Justine Good morning. Is this Daneline office?

Amy: Yes. What can | do for you?

Justine May | speak to Sylvie Petersen?

AmyY { 2 NNBtherea KSQa vy

Justine Can | leave a message?

Amy. Sure. Please do

Justing¥ a& YyIFYS Aad WdzZAlidAYyS ¢K2Ylad LQY g2N]Ay3
schedule for next week. | would like to schedule for another date. My contact number
is 390¢ 929¢ 2107.

Amy. Can you spell the name of the company please?

Justine Of course TR¢I¢VCECScCcO.

Amy. Thank you. Is there anything else?

Justine No, thank you. Gocdye.

Amy. Goodbye.
Module 1¢ Customer service i@| it oo @
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1.3. Tool 3 Handling complaints and solving problems

1.3.1 Practical Information

/MODULE "\ Customer service
TOOL Handling complaints and solving problems
RESOURCES Handouts
CONTENT Learn how to deal with problems and complaints
CONCEPT Give simple methods so the learneutd developbasic
skills to deal with psblems and complaints

2

The learner will be able to:

Apply the LAST method
Write an apology letter considering the five Cs of
customer care

Understand the importance to give a proper
regponsewhen dealing with problems and
complaints

Understand the LAST method

Comprehend the five Cs of customer care
Know how to write an apology letter

rn

Worksheet

Ewaluation form fortrainers
Sdf-assessment form for learners
Portfolio

Module 1¢ Customer service
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1.3.2 Customer Service Dealngwith problems and complaints

Activity 1

In the daily routine of a customer service, one of the most common situgigon
dealingwith problems and complaints. To succeed in such kesH,follow these simple

rules:

These simple steps are known as the
LAST method.

52y Qi SOSNI F2NBSO GKI
news and apologizing are very
important in a faceo-face or phone call

situation. Here are some phrases that

will help you with that task.

VLQY | ¥ N& d@madelaknistaki
V It seems (that)there has been a miup with your order.
V It appears (that)they forgot to enclose the instructions.

V There seems/appear® be a misunderstanding.

Activity 2

Regardless of your role in a business or company, cust@ervice is the first
aidSL) 02 YF{Ay3 | 3I22R | yR I &aidmeycarethal LINS & & A 2

will help you in any situation

i . nstituto pooa
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The 5 C's of customer care

- Clear- Keep sentences short and direct, have veetianized paragraphs.

- Complete- include all the information your customer needs, includiefigrence
numbers andcontact details.

- Concise- Do not waste your reader's time with too much extra information.
Remember your customer is also a busy person.

- Courteous- Use polite language arfollow letterwriting conventions.

- Correct- Do not distract the reader with miskas in grammar, punctuation, and

spelling. Always reead your letter or email before sending it.

When you write to a customer for the first time, it is best to use a falrstyle.

Here are standard salutations and closes used in letters and emails.

LETTER ‘ EMAIL

. . | Dear Sir/ Madam/ Dear Sir:
2 KSy e2dz R: Dear Sir/ Madam/ Dear Sir: Hello

the name

Yours faithfully Kind/ Best Regards

) Dear/Hello Mr/ Ms/ Mrs
When you know the Dear Mr/ Ms/ Mrs Smith Smith

name

Yours sincerely All the best/ Best wishes

Dear John Hello Paul
When you know the Dear Paul and Mary Hi Paul andMary
person /people well

Kind regards Best wishes

Read this typical apolodgtter and complete it with the phrases below.

We verymuchregret | Onceagain,we apologize ~ We are very concerned

to heat Theproblemhasbeenresolved We assure you that we are doingd

everythingwe can

i . nstituto pooa
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2.3.Match the two parts to make phrases:

1.1 look forward to a. for choosing our company
2. We are delighted to b. seeing you next week

3.1f you have Cc.you a visit personally

4. Thank you d. any further questions

5.1t was a pleasure to e. speak to you

6. If you are satisfied f. have you as a new customer
7.1 will pay g. with the results

1 2 3 4. 5 6 7

2.2. Answer Key:

1. We are very concerned to hear

2. We very much regret

3. We assure you that we are doing everything we
can

4. The problem ha been resolved

5.0nce again, we apologize

i . Ins 0 paoa
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Complete the sentences form letters and email with words from the box.

back convenience hearing just... of pleased regard vepiyd

Dear Mr. Webber
that your

from last month has not reach you.
frustration this has caused you.

make sure your ordearrives as soon as possible. The delay was due tc
unexpected computer problem in the delivery department which interrupted
usual effioent service. and your orde
been sent to you by overnight post.

for the inconvenience. We do v
your business and hope to keep you as a {@rgn customer.
Yours sincerely
Mark Becklam ¢ Dispatch Manager

1.1n to your phone call, | am sending you the details of your
request.
2. We would be to assist you with all your financial planning.
3. Thanks for your letter 29 June.
ALQft 3ISH Yy yywpapsblpyyypy G2 &2dz a azz2y
5. We look forward to from you soon
6.1 be grateful if you could contact me atepoligst

7. Looking forward to your

8.LQY Wy yuwyyyy writng 1 iptlyau knpw tieldégtgs of our next open

house.

Module 1¢ Customer service IC| sttt e e
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2.4. Answer Key: ‘
1. regard;2. Pleased3. Of; 4.
Back; 5. Hearing; 6. would /
convenience?. Reply;8. just

k Check your progress ﬁ

How much did | learn about customer service?

At the end of this module | am able to / | can: (check what you have learned)

- | can follow the LAST rules

- L LY | gl NB cBstomérgeficep / Qa 27F

- | am able to deal with complaints in a proper manner

- | can write an apology letter or email

i . Instituto pooa
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Introduction!?

Intercultural communication (or crossiltural communication) is a discipline
that studies communication agss diferent cultures and social groups, or how culture
affects communication. It describes the wide range of communication processes and
problems that naturally appear within an organization or social context made up of
individuals from different religies, so@l, ethnic, and educational backgrounds. In this
sense it seeks to understand how people from different countries and cultures act,
communicate and perceive the world around th&m.

By communication we mean every message that oees@n sends to asther.
According to this definition, any conduct, verbal or narbal, in the presence of others
of which we are aware, is communication.

When we formulate a definition with regard #oculture, it is about diversyt or
differences irbehaviour Each sdety has its own culture with specific verbal and non
verbal communication, comunication styles, values, norms, customs and rules for
appropriate and inappropriateehaviour

A global definition of intercultural communication could therefore read as
follows: the process of exchanging messages between persoag@iceive, think and

act differently on the basis of their own cultural background.

12 Texts and exercises from this chapter are all sourced directly from: drs. Pfann M. S. T., Frentrop M.,
a{tw99Y W9 ! L¢H ! OGASGS ¢IVC ek Hlddiagt ngdiied 22 OSY i Sy K Yy Rf !
B Wikipedia Contributors, Intercultural Communication, last modified 2019,

https://en.wikipedia.org/wiki/Intercultural communication
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2.1. Tool 1: The spideon the web

2.1.1 Practical Information

MODULE

TOOL

RESOURCES

CONTENT

CONCEPT

TEACHING HOURS

LEARNING OUTCOME

ASSESMENT CRIRER
FOR VALIDATION

Intercultural Communication
The pider in the web

Paper, colourful pens and markers, different types of ro
and ribbon

The participants will become aware of important
influences of persons and institutions in their lives and
judge whether they want to change thesénely will also
consider how to use sygortive contacts to achieve goals

Awarenesgaising positive use of your network.
Daring to enter into a confrontation.

Convincing people and institutions to cooperate in
realising your goal.

4

Thelearner will be able to:

- Becomeaware of important influences of persons
and institutions in their lives and judge whether
they want to change these.

- (onsider how to use supportive contacts to
achievetheir goals.

- Bvaluation form for trainers
- Self-assessment form for learners

- Portfolio
ASSESSMENT TOOL¢ - Presentation
Module 2 ¢ Intercultural communication -
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Activity 1

The participantswill create an ecogram. Thewill learn to indicate what
connections thg havewith people and institutns in their current lives. Thewill also
learn to indicate the quality of these bonds by using acdaand different types of lines.
Thenparticipantswill perform their ecogram with the help of éhotherlearnersand

usingdifferent types of rope and bbon.

We¢ KS { LIA RS Nwayyf lodkikgSat impriafit pebgle ol institutions in
the participant's life. Théearneris at thecentreand places the others around hiher.

Thenhe/sheputshis/her name in the middle circle.

As people we all have different roles: for example, child, husband, mother,
girlfriend, grandmother, colleagueeighbour, etcFrom each ra@ participant haveo
connecta string toward the person opposite. That's how your role as a child is opposed:
your father and motherHow are the roles divided? Is it a fair distribution or is anyone
on the other side of the string pullg harder? You identify this and see how you can
change it to achieve the aim: how can | use the people around me to achieve my goal(s).

The participantdiscusses héhnis ecogram with another participant; who pulls

him/her in, how does that feel? How can he deal with this?

Assignment 2:

The participants perform the ecogram in a r@lay. The rolls are connected by
means of strings and ribbot.earneris central and represents fiiger ecogram. The
other participants play the roles. The central figure can choose different lengths,
thicknesses and calws of ribbon or rope. Each player of a roll holds one end of the rope
or ribbon.

What is the distancéetween hinther and the other participants, how thick is
the line? How does it feel for hitmer to be connected this way and for the person who

performs being someone in his network? Is he able to hold all the strings in his hands?

Module 2 ¢ Intercultural communication -
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~ The lines may also be coloured
. Red: pain, stress;Green: safe,
- strong; mixed,
moderate;Black:neutral

If more circles are needed, they can be added to the circle. Not all circles have to be
filled in. The arrows between the central participant antbtee can be drawn in different

ways:
Is a connection that goes to both sides. There is support or
from both sides.
Is a connection that only goes in one direction. There is the
interaction in support. Example of a connection that only gc
one way: the participant helps her neighbour when necess:
the neighbour is not helpful herself, she do¢support the
participant.
Weak
Strong
Stressful
Broken (e.g. by death, escape, fight)

Module 2 ¢ Intercultural communication -
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2.2. Tool 2: Role play

2.2.1 Practical Information

MODULE
TOOL
RESOURCES

CONTENT

CONCEPT

TEACHING HOURS

LEARNING OUTCOME

ASSESMENCRITERIA
FOR VALIDATION

Intercultural Communication

Role Play

Chairs and tables, game cardslanstumes

Learning to resolve difficult situatiorsdhow to deal
with others. Learn to stand up for yourselfit alsowork
together.Improving dnguage skills.

Awarenesgaising positive use of younetwork. Daring to
enter into a confontation. Convincing people and
institutions to cooperate in realising your goals.

3

Thelearner will be able to:
- react and takeinitiative cause during the game
- Improve Anguageand usebody languageas well

- Bvaluation form for trainers
- Self-assessment form for learners

- Portfolio
ASSESSMENT TOOLS - Presentation
Module 2 ¢ Intercultural communication -
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2.2 Role play
Activity 1

The participants play a rojglay in this session. They work with the
corresponding cards.

Each ard has a number aha letter. The number indicates the location, the
letter, the situation. The card shows a photo visualizing the situation. This photo is the
inspiration for the participants. It must convince them to dare to play the-piéging
game.The card also indicates, in the form of pawns (laughing emoiji), how many players
are performing the situation. A situation is describadiseparate column of the card.
The participants follow the situation and improvise the solution themselves.

Constanty select a new participant everyone will have a turn. Those who don't
play are the audience. Use the clothing and objects corresponding to the numbers

(location). Control as little as possible.

DESK

_ Situation A:

@) Players:
1 desk clerk 1 custome

The desk clerkashad a busy dayste is tiredand doesn't feel good. At the end
of the afternoon, a customer who is stubborn and unfriendly comes to the.desk

How does the desk clerk deal with this situation?

~ Situation B:

2 Players:
1 desk clerk 1 custoner

Module 2 ¢ Intercultural communication -
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The customer has overcome a barrigte finally dares to open the door and go

to the counter.She wants information about a course. The desk clerk treats her as if she

is not there and does so arrogantly.

How does the customer deal with this situation?

The situation is getting out of hand. The customer feels badly treatedeogidsk

clerk and asks for the chef.

* Situation C:

3 players:
1 desk clerk 1 customer- 1
chef

How does the chef solve the problem?

Roleplay cards (Desk)

DESK

Situation A:
2 Players:
1 desk clerkc 1 customer

The desk clerk has had a busy dake is
GANBR |yYyR R2SayQi
the afternoon,a customer who is stubbor
and unfriendly comes to the desk.

How does the desk clerk deal with thi

situation?

Module 2 ¢ Intercultural communication
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DESK

Situation B:
2 Players:
1 desk clerkc 1 customer

The customer has overcome a barri€fe
finally dares to open the door and go to tl
counter. Ske wants information about the
course. The desk clerk treats her as if sh
not there and does so arrogantly.

How does thecustomer deal with this
situation?

RESTAURANT

= \ Situation A:

2 players:
- 1 server- 1 customer

The waiter has ér first working day.She feels insecure but tes this. The
customer asks questions about the mdmut does not get a clear answer and gets angry.

How does the waiter react?

~ Situation B:

2 players:
- 1 server 1 custome

Module 2 ¢ Intercultural communication - e
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The customer is a real grumbling. There is also comment on the food reserved
by the waiter. The soup is too colthe salad isukewarm,and the steak is too raw. The
waiter does her best and brings everything back to the kitchen.

How does it continue?

- Situation C:

3 playes:

1 server 1 customer 1 cook
(chef)

If the waiter with a new ordecomes to the grumbling customer and it is again
not good, she can't handiéfurther.

She decides to bring tke chef in. How does this end?

Module 2 ¢ Intercultural communication -
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Rokplay cards (Restaurant)

N

RESTAURANT

Situation A:
2 Players:
1 serverg 1 customer

The waiter has ér first working dayShe
feels insecure but hides this. TI
customer asks qustions about the ment
but does not get a clear answer and gt

angry.

How does the waiter react?

RESTAURANT

Situation B:
2 Players:
1 serverg¢ 1 customer

The customer is real grumbling. There
also comment on the food reserved |
the waiter. The sop is too cold, the sala
is lukewarmand the steak is too raw. Th
waiter does her best and bring
everything back to the kitchen.

How does it continue?

RESTAURANT

Situation C:
3 Players:
1 serverg 1 customerg 1 cook (chef)

If the waiter with tre new order comes tc
the grumbling customer and it is aga
y2G 3I22RX &a4KS Ol y¢

She decides to bring the chef in. hov
does this end?
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2.3. Tool 3: The pitch final presentation

2.3.1 Practical Information

M‘)DULE \ Intercultural Comrmanication

TOOL The Pitch final presentation

REsouRces | LS oo b st ompues, o
CONTENT Preparing a pitch/final presentation

CONCEPT Learners will learn how to present themselves

TEACHING HOURS | 3

Thelearner will be able to:

SRR EReERE el - Profile themselves before an audience.

- Bvaluation form for trainers
- Self-assessment form for learners
- Portfolio

ASSESMENT CRIT
FOR VALIDATION

n

lQSSESSM ENT T09L - Presentation

Module 2 ¢ Intercultural communication - @
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Activity 1
The pitch-final presentation

In this lesson the participants will learn to prepare a pitch. A pitch is a short
presentation about yourself that highlights your core qualities and your achievements,

such as your dipmas and work experience.
You can st up your pitch by answering the following questions:

Who am I? (Your personal data, for example:  am ... / | am ... years
old. /1 come from .... / &m ... years in thex cowntry (if the learner is
immigrant/refugee) / | am married to ... and | have children.)
What is typical for me?
What is ny dream / dream job? What am | good at?
What steps am | going to take to achieve my dream?
Who / What can help me with this? The people and institutions who can help you

achieve your dream.

Make an overvew of your qualities necessary for your dream job
and your personal core qualities

Suppose you want to become a panter. What qualities do you
need inorder todo your job properly?

Which personal core qualities of your own are also important?

N

Qualities necessary for the job Qualities of yourself

Module 2 ¢ Intercultural communication -
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Tel about your experience andyour diplomas

End your pitch presentation with a question

Each participant creates a pitch presentation according to their
own abilities. If the participant isreative, but not computer skilled, fghe would
probablychoose a presentation that is supported by collages of images and text on large
sheets of paper.

A participant who has good computer skills could make a PowerPoint
presentation. Making a shofilm or a roleplay could also be a possibility.
When the pitchis readyJearnershave the opportunity to present their pitch to

each other for practice.
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Introduction

[ SENYyAYy3 G2 €SINYy A& GKS FoAfAGe G2 LdzNE
own learning, including trough effective marmagent of time and information, both
individually and in grgps. This competence includes awareness of one's learning process
and needs, identifying available opportunities, and the ability to overcome obstacles in
order to learn successfully. This compegmeans gaining, processing and assimilating
new knowledgeand skills as well as seeking and making use of guidance. Learning to
learn engages learners to build on prior learning and life experiences in order to use and
apply knowledge and skills in a igty of contexts: at home, at work, in education and
training. Motivation and confidence are crucial to an individual's competé&hce.

We introduce three tools that supportdinersto help learners to develop their
learning skills. These three differemdmponents build a coheremirogramme butcan
nevertheless be used separate from each other.

The three components try to make the learners find answers to the following
qguestionsWho am 1? How can | learn? Where am [?

Who am 1?

In order to learn adequatg, learners should know some essential things about

themselves: their strengths, their challenges, their personal and/or professional

goal(s). By using the Competence Cards traimell help learners to find

answers.

How can | learn?

As the target grou@re vulnerable learners, we introduce an easily accessible

tool: ten Thinking Images. These visual models help trainers to start a thinking

process with learners.
Where am 1?

It often is a big step for our vulnerable learners to get into action: they(xon

know where they have to go, who they have to contact, etc. By using the

OsmAnNd app trainers help them to move to the next step.

14 Council of Europe. Recommdation 2006/962/EC on key competences for lifelong learning.
http://keyconet.eun.org/learningto-learn
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3.1 Tool 1: Competence Cards

3.1.1 Practical Information

MODULE \ Learning to learn
TOOL Competence card?
RESOURCES Printedcompetence cards
CONTENT Get to knowoneselfand explore2 y° S@eagths and
challenges.
Apply positive communication skillappreciaive dialogue and
CONCEPT unifying communication techniques) so the learner will be

motivated to explore and appreciate his talents and
challenges.

TEACHING HOURS | 5

The learner will be:

- Aware of his strengths and challenges

- Aware ofhis learningorocess and needs

- Able to identify available opportunities

- Able to identify and overcome obstacles in order to
learn successfully

- Able to gain, process and assimilate new knowledge
andskills

- Able to seek and make use of guidance

- Gainseltrawareness to dal with variable situations,
stress, and fear

The learner can:
- RSTESOU0 2y KAa aijAafttaqQ a
- Design and make a competence file and growth plan
- Use feedback from peers in a consttive manner

B¢/ 2YLISGSYOS OFNRa FT2NJLYYAINY GA2Yy [ 2dzyaSttAay3aeés . Si
Beftriebliche Bildung gGmbH, last modified 20&8ps://www.bertelsmannr
stiftung.de/en/publications/publication/did/competenceards/

Module 3 ¢ Learning to learn Q inOS @
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- Bvaluation form for trainers

- Self-assessment form for learners
- Portfolio

- Personal development plan

Module 3 ¢ Learning to learn 0 inOS e
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LAYOUT OF THE CARDS

There are 46 competence cards in the theseas of social, personal,denical
and methodological skills, 11 interest cards, 9 cards with further instructions and 3
supplemental cards. The cards are serially numbered based on competency areas and
skills.

Each skill is illustrated by a picture,sdeibed by a sentence in sitepanguage
and translated into Dutch, Greek, Macedonian, Portuguese and Swedish.
Further explanations and questions about the competence term, instructions for the
specialisation cards and additional materials can be founthemear side of the cards.

Cards marked with a red frame ensure connectivity for labour agencies and job centres.

HOW CAN | WORK WITH THE CARDS?

Using the cards is an interactive process during which the learners and trainers
work closely together.

The front side of the cards rimarily aimed at the learner, with the illustration
of the skills, the sentence in simple language and the translalibe.rear side of the
cards, with the additional explanation, the sample questions and references tkihe s
specialisation and additnal materials is directed more toward the trainer.

The results of the conversation can be documented in a personal development
plan for further counselling.

The cards can be used in a group, in an individual conversaéitwebn the
trainer and the larner or in a ondo-one relationship between two learners who are
each other's peer.

It is not necessary to use all competence cards. By selecting the cards, the trainer
can offer a programme tailored to the individual learnk you use all the cardgou will

also have to invest more time in the course than the estimated 5 hours.

Module 3 ¢ Learning to learn \-‘. inOS @
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RECOMMENDATIONS FOR USING THE COMPETENCE CARDS
Easy way to start a conversation

The cards can be used as an easy way to startdneersation or as an access
point for deermining skills. This is particularly useful for learners with limited English
language skills. They are also suitable as an introduction for less motivated learners or
persons who are not certain of the directioof their future path. A successful
introduction can be followed by the usual process for social abilities and skills analysis

or option 2.

Complete determination of skills

The card set includes the three most important competence areas for
determining informally and nofformally acquired skillsThere are different options for
performing the complete analysis of social abilities and skills
Option 1:

- The learners view the cards and chooselB0competence cards which they
consider to be the strengths. These are then discussed with the traiaed,
potentially, additional specialisation cards are referenced. At the end of the
process, primary skills can be determined, based on which an initial assessment
of the vocational field can be made.

Option 2:

- The card set can also be used in only onmpetence area and the skills listed
there can be queried one after the other. Specialisation cards can provide more
details about the corresponding skills.

Option 3:

- The card set can also be usedaasomplete set. This results in a varied picture

of the respective skills of the learner. The procedure is the same as in options 1

and 2.

Module 3 ¢ Learning to learn \-‘. inOS @
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The competence cards can be used at the beginning of the counselling process
as a starting pointfof Yy f @aAy3 GKS €SI NYSNRaethkeld Sy G Al €

Delayed use

dealt with first, the card set can also be referenced after a longer period of time and the
determination of skills can be resumed. In this case, the documentation template is

useful to documat the results of the already started potential ana$ysi

Profiling cards

The card set can also be used to determine the strengths that play a role for the
labour agencies and job centres during the profiling process. To this end, the cards with

red frames can be targetedly selected.

Module 3 ¢ Learning to learn k‘. inOS @
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3.2 Tool 2: Thinkingmages

3.2.1 Practical Information

MODULE \ Learning to learn
TOOL Thinking images®
RESOURCES Handouts, blanksheets, colourful pencils

Visualising the reflection process in a creative manner and g

CONTENT . .
over all the steps in the reflectiorrqcess.

Thinking Images exist of visual models that help start
thinking process with learners. Thinking Images try to make
learners think actively and in a problesolving manner frornr
CONCEPT diverse perspectives.

There are 10 visual models thhting on a persoal thinking
process. The structure of the model defines the structure
thinking.

TEACHING HOURS | 3

The learner will:
- Be able to gain, process and assimilate new knowle
and skills
E - Learn to build on prior learning arlde experiences
- Use and apply knowledge and skills in a variety
contexts: at home, at work, in education and training
- Improve his selfnodulating learning capacity

The learner can:
- Sart the reflection process
- Devel effective reflection strategies
- Visualize the steps of the reflection process and ti
them into action

- Bvaluation form for trainers
- Self-assessment form for learners
- Portfolio

rn

16 Michel van de VerDenkbeelden: praktijkboek voor visuele strategieén, Uitgeverij OMJS, 2015
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Learnng with Thinking Imagas learning based on visual learning strategies. A
visual learning strategy is a tool to organize and structure information, thoughts and
ideas in images. We start from ten differevisual learning models that we describe
below. Eah model challenges learners to make their thinking explicit and visible. In this
way, information is brought into coherence. The ten Thinking Images fit in with every
teaching activity.

Learners can worlwith their own ideas or together with others. Rided that
they are put into practice correctly and carefully, visual learning strategies lead to faster
and more insightful learning and to a higher learning return. They also lead to committed
and motivaed learners.

You can use the Thinking Imagesiffedlent contexts: with text fragments, with
glossaries, with listening stories, with video clips, with songs, with prints, etc.

There arelO Ideas that are made available in ten posters that can be hung out in the
classroom for a longer period of time ewen permanently. This makes al Ideas
visible and recognizable for learners and trainers. In addition to a schematic
representation of tke visual learning model, each poster contains an indication of the
correct thinking process and the starting quest

On the following pages, we presefiD Ideas through a short description, a

practical example and some tips & tricks.

Thinking images cabe applied in two ways:
A in group:the trainer can, with the use of various tools and exercises, help
learners ingroup to familiarise themselves with the learning strategies.
A individually:the trainer can help to identify problems that cause thfficulties
Ay GKS €SIENYySNRa LINROS&aa 2F fSIENYyAy3aId ¢
R2Say Qi 7TFdzf f @ e taired WithGuidSngeRronOtheyfrairger.
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Circle Tree Flow Hoops Bubble

Brace Mind Multi-Flow Double bubble Bridge

D

AS

The Circle Map

- Define in contex

The circle | widely _ S
e circle is a widely - Generate, associate, relate

applicable  didactic ~ working == R define.

o Y & sking for relevant information.
method, which isften used as qresenting facts about peopl
a starting adwity of a lesson. : aces and things.

With the circle, learners
brainstorm broadly about a
subject or define a word or a Thinking Image without thinking about interrelationships.
Once the ideas have been put online or on paper, the learners thiesbegin to see
and recogize the connections.

The Circle can easily be used as

starting activity for a second Thinkin > 1 yeele
Image. The information found can b time management
further edited here. For example, you ca exam driving school
. : I traffic rules
put events in order with the Flow Thinkin
DRIVING 'anguage

Image. By combining the Circle withet = babysitter © | |cENCE money

Flow, one activates twthinking processes, _
_ _ o public transport  car/scooter
namely brainstorming and order thinking.

driving teacher

) . residence permit
Example You want to obtain your driving

license. What do you have to think about?

Module 3 ¢ Learning to learn Q inOS @
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TIPS & TRICS
1. Place a word, number, image, symbetc. in the inner circle to indida the
central theme.
2. Write or draw as many ideas and items in the outer circle as possible that come
up spontaneously.
3. You can use words, drawings, pictures, video céps in the circles.

4. You can circle the results with several colours to start flasg.

The Tree Map

The Tree is a visual model that is primarily aimed at classifying the thinking
process. With the Tree, learners sort items and organize them into categories or
sections. In many lessons, the Tree contributes directly to vocabulasiajament.

The Trees not only easy to use as a solitary teaching activity, but also as a-follow
up activity after the Circle. These two Thinking Images can easily be combined. With the
Circle learners brainstorm for example about all kinds of thinggh, the Tree they will
discover in which categories the found items can be classified. By combining the Circle
in a teaching activity with the Tree, you activate two thinking processes, namely

brainstorming and classifying.

- What are the main ideas, eppo@
ideas, what is detailed information?
’ - Sort and organize items into categories or

tegories.
iouping the most important ideas and I
tails.

Module 3 ¢ Learning to learn 0 inOS @
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Example2 SQ@S 2 dzintormirdy Slyout obikklning your driving license. Can we

now bring some order to these ideas?

DRIVING LICENS

Precondition Lessons Personal circumstances
language exam time management
> 18 years driving school baby sitter
money driving teacher car/scooter
public transprt traffic rules

residence permit

TIPS & TRICS
,2dz Oy dzaS GKS ¢NBS SAGKSNI RSRdzOGA GBS 21
start from the top: from main idea to category to itetmductiveworks theother way

around: depending on certain specifications, draracteristicyyou define categories.

The Flow Map

The Flow makes the different steps in processes and events transparent and is
focused on order thinking as a thinkingopess. Learners experience the Flow as a
'simple’, but above all very clear visual model.

The Flow can also be used in processes such as conflicts between learners. With
a Flow, processes and situations within abadevelopments can banravelledinto

underlying steps.

- Sequence thinking. “\w .
- What hapened? -

- What is the order of an event and what are the

ub steps?
(rranging information.

%fy the differen steps of a process.

Module 3 ¢ Learning to learn O inOS @
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ExampleListen to thisshort story’. Can you reconstruct the story?

He loves
Jerry, a t Jhgrry b|lnyS
angster
normal guy. gang imself a
movies. revolver.
Walks
Restaurant Video Shoots .
manager e Rl collection himself V\Ililrt:pa
TIPS & TRICS

1. Write the most important steps in the bigger squares.

2. Use the smaller squares to write the subste

The Bubble Map

. . g T
The Thinking Image - To describe subjects, objects 0

Bubble is used to let learnerg concepts using adjectives.' .
- ldentifyingsensory, logical or
motional characteristics of a subj

" I concept.

describe characteristics of
subjects, objects or images
You can only fill a Bubble wit
adjectives.

The Bubble contributes in all fosrto the vocabulary development of learners.
TheBubble is also suitable for evaluating or activating prior knowledge. Learners can
use the Bubble to prepare presentations and pieces of work. The Bubble stimulates the

'scientific thinking' of learners.

Example: What thoughts does the image in the mideNeke in your mind?

17 Jerry Decided To Buy A Gun, mfox10ful, last modified January 6, 2012,
https://www.youtube.com/watch?¥7hKROpfeY6s&feature=youtu.be

Module 3 ¢ Learning to learn 0 inOS @
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stress unhealthy

nervous filthy

danger expensive

TIPS & TRICS
1. The Bubble is an excellent tool for vocabulary Flowing.
2. Start from the five sensory seations: smell, see, hear, feel, taste.
3.,2dz Oty If&a2 dzaS t23A0Ft OKINIOGSNRAGAOA

4. Alternatively, you camise aesthetic properties. The Hoops Map

The Hoops Map

The Hoops are used to compare objects, personsitoiations. What are the
similarities and differences? Hoops can be used in many situations. For exafrtple
beginning of a lesson, to activateigr knowledge. Or just at the end, to see what
learners have picked up.

Searching for similarities andfi@rences requires learners to think critically
about the core of information they have already collected but not yet analysed. Learners
may be ableto give many details on one topic or Thinking Imabewever, for

comparison with another subject dihinking Image, learners need to think deeper

Module 3 ¢ Learning to learn k.! inOS e
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Discovering similaritiesna differences is one of the most effective didactic
strategies to achieve higlearning outcomes. No wonder, then, that the Hoops occupy
a prominent place in the Thinking Images. The Hoops and the Double Bubble are closely
related to each other; yet

thereis a clear difference. The & = Structures the ques on v
’ ~ and differences there are between

Hoops focus thinking on )
objects, cocepts, persons or events.

‘mpares two things with each othe
the Double Bubble focuses h Ing able to distinguish.

similarities and differencg

the brain on comparing an

thinking in opposites.

Example: What are the similarities and differences between fish and whales?

WHALES FISH

breathe above
water

lay eggs

live in
the
ocean

fishing

prohibited fishing allowed

breathes under
water

bring forth live
young

TIPS & TRICS

1. We advise to start first a brainstorm by using two circles. It helps to focuseon th
similarities and differences and not on suggesting new items.

2. Additionalquestion: what are the most important similarities?

Module 3 ¢ Learning to learn 0 inOS @
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The Brace Map

The Brace is aimed ai _ S
i - What are the pats of the ol

| person or event (whole).
SN IT NNy =R IR B2 Can youl divide each part any
urther?

getting a clear picture of the entirem

possible with a jigsawuzzle. If
you combine the separate piece
you get one whole. Maps are alsc
a kind of visual jigsaw puzzle: the borders divide a map into provinces or countries. The
parts together form the whole.

9F OK 0N} OS aevyozt Al Sa ristogetieljfazhtheviiolea A Ay o T
In the linguistic form, thérace contributes to vocabulary development. Learners need
specific words to describe the whotean object, person or event. The Brace always
follows the reading direction. Visually, the Brace wgaais built from left to right, from

the whole to the part

Federal Government

Brussels

Belgian _
3 Regions

Wallonia
Governmens

Flanders
Dutch speaking

3 Communities French

German
Example: (from the civics class) How many governments does Belgium have?

TIPS & TRICS

1. The plug always follows the reading direction.
2. Visually, the plug is always assembled from tefright, from the whole to the
part.

Module 3 ¢ Learning to learn O inOS @
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The Mind Map

The Mind Map is primarily
What do you think about t
person, the object, the event?

arrangement of information in mainj = You can also connect objects to
each other.

aimed at brainstorming and a logical

and side issues. The Mind Map is
powerful technique, which appeals t
multiple thought processes and
capabilities 6 our brain. It is an effective way oftreeving and storing information in
our brains. If used properly, the Mind Map leads to better learning, support of visual
memory, overview and stimulation of creativity.

Learners organize information with the Mi Map in a logical way; here the

associtions of the pupil or a group of learners play an important role.

.........

: skills 4
i products”
“TYOU T rcustomers
YoU )
{qualificaionsy _Jy= COMPANY Y/
o
\ i~ website " §
i interests”

FIRST IMPRESSION} //

1-E — = 4

fcommunication

e e

Made withhttps://app.mindmapmaker.org

Example: What is a successful job interview?

Module 3 ¢ Learning to learn 0 inOS @
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TIPS & TRICS
1. Ercourage the learners to use images in a mind map. This way they can convert
their ideas in norverbal representations.
2. We suggest letting the learners work in a group. There may be a discussion about
certain suggestions from the participants. This matkes decision to opt for a
particular word welfounded.

3. Make as many lateral branches as possible.

The Multi-Flow Map

With the Multr . Cause and conseq

Flow you can map the - What are the causes and
. consequences of this event?

at will/might happen later/next/in
e future?

causes and consequence

of an event. The Muki
Flow is an excellen ]
didactic tool to start a
converstion or discussion betweethe learners. The combination of discussion and
visual models then leads to better understhng and deeper learning.

The MultiFlow is suitable for inductive teaching assignments. This is interesting
if you want to discuss amvent whch causes and consequences are difficult to

distinguish

Example: What are the causes amwhsequences of an eating disorder?

Low selt Depression
esteem
Emotinal EATING Heart
stress fail
DISORDERS anure
Body image Dar?r? ge of
disorders €
oesophagus

Module 3 ¢ Learning to learn O inOS @
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TIPS & TRICS

1. Always start with something that happened. As soon as everyone knows about
it, you can start aiscussion.
2. Events, especially when they are actual or s@&rmotional in nature, stimulate
learners to think further and deeper about the causes and consequences
together.
3. Possible eventearthquake fire, tsunami, car acciderdf 20 f &6 NYAy 3 X
The Dauble Bubble Map

With the Double Bubble Thinking Image, you set two subjects against each other.
The two subjects will be compared and contrasted, for example firefighter versus police
officer, car versus bicycle. Comparing and contrasting requires |lesatoigrink critically
about information they have alreadgollected buthave not yet analysed. They may
know many details of a person or a mathematical Thinking Image.

However, to contrast them with details of another person or Thinking Image,
they needto think more deeply about the information they have.
An essential difference with the Hoops is that with the Double Bubble you can put one
characteristic onen-one against the other. You can see the Double Bubble as a nuance
to the Hoop. The Hoops Thimg Image is aboidimilarities and differences, while the

Double Bubble is about similarities and opposites/related differences.

two subjects by juxtaposing them.

- Compare and contrast.

e _Double Bubble can help learners to ea
derstand the similarities and difference
tweentwo subjects.

Module 3 ¢ Learning to learn 0 inOS @
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Example: Compare and find the differences and similarities between transportation by

bus or bycar.
expensive costs cheap
polluting air clean
traffic jam speed bus lane
TIPS & TRICS

1. With the Double Bubble, you caompare objects, ideas, people, cultures, plans
actually everythingwith each other and set them against each other.

2. To activate prior knowledge, learners should first use other Thinking Images.
With the Double Bubble, thegopmpare the two Thinking Ingegs and slide them
together.

3. In principle, each aspect is opposed to another and so a certain balance is

created.

The Bridge Map

The 'Bridge' Thinking Image. S = RG] ETITES o)
relationships.

Draw comparisons (thinking in
'analogies).

helps learners to recognise the -

relationship between ideas b

making comparisons. The Bridge

can be used to visualize similaritie

Module 3 ¢ Learning to learn 0 inOS @
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or matches between ideas. You can also clearly show comparisons with it. It is important
to show learners how the Bridge helpsem to understand the analogy between
relations to the left andight of the Bridge.

For learners it is especially difficult to describe the connecting factor in a Bridge.
They have already learned to describe the relationship between ideas, but ndteet t

connecting factor between the relations left and right of tRadge.

Example: Can you combine the words laughter, tears, joy, sorrow? What connecting

factor do you use?

Tears Laughter

AS
Sorrow Joy

Belongsto

TIPS & TRICS
1. Start with the relation or the connecting factor of the analogy. Place this relation
on the lower writing line.
2. The connectindactor is the link between the uppeand the lower word on each
sides of the Bridge; they are combined by a verb.
3. Examples of connectirfgctors- belongs to, is the colour of, sounds like, fits with,

is another word for, is the opposite of ...

Module 3 ¢ Learning to learn ‘&-‘. inOS @
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Overview d ten Thinking Images

(R

Brainstorming &

How could you describe or

Circle map C define the object, person er
defining in a context event? What is the situation?
What are the main ideas,
Tree ma p Classifying supporting ideas and what is
detailed information?
What happened? What is the
Flow map Sequence thinking sequence of events? What are
the underlying steps?
What are the similarities and
Comparing and differences between these
Hoops Map thinking in similarities | objects, persons or events?
znd differences Which characteristics do you
value most?
e Describing How would you describe the
Bubble Ma P characteristics abject, person or event?
The whols - the parts - What are the parts of the
Brace Map ) . object, person or event? Can
relations . )
you subdivide each part agsin?
What do you think about the
i ' ent?
Mind Ma D Brainstorming object, person or event? You

Multi-Flow Map

may also connect things
together.

Double Bubble
Map

Cause and
Consequence

What are the causes and
consegquences of this event?
What will happen in the
future?

Bridge Map

Comparing and
thinking in similarities
and contradictions

What are the similarities and
contradictions between thess
abjects, persons or events?
Which characteristics do you
valus most?

Analogy thinking

What is the analogy used?
Which metaphor do you
recognize in this?

Module 3 ¢ Learning to learn
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3.3 Tool 3: OsmAnd app

3.3.1 Practical information

mODULE \ Learning to learn
TOOL OsmAnNd apff
RESOURCES Phone, tablet or laptop
CONTENT znl\E/irI;:]fminI:IfB FyR £t20F0S thLQa
CONCEP

The learners will doesearch on relevant orgasstions
during their search for education and work, such as
educational institutions, public services, library,

SYLX 2evYSyid 2FFA0S: otylaxz

TEACHING HOURS | 2 (except for downloading and iradling)

The learner will be:

- Able to gain, process and assimilate new knowled
and skills

- Learn to build on prior learning and life experience

- Use and apply knowledge and skills in a variety of

E contexts: at home, at work, in educati@md

training

- Explore and expand his personal network

- Able to find his way in locafaffic

- @Gain a better understanding of local traffic and
traffic rules

The learner can:
- Hnd and contact the relevant partners or
organisaons
- Use a digital tool to expand his local environment

- Bvaluation form for trainers
Slf-assessment form for learners
- Portfolio

rn
1

18 OsmAnNd BV, Global Mobile Map Viewing and Navigation for Online and Offline OSM Maps, last
modified 2018https://osmand.net/
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OsmAndis a map and navigation application with access to ftee and
worldwide OpenStreetMap (OSM) dafaAll map data can be stored on the device's
memory card for offline use. Via the device's GPS, OsmAnd offers routing, with visual
and voice guidance, foac, bike, and pedestrian. All the main functionalitvesrk both

online and offline; on Android and iOS.

Install OsmAnd app

FEATURES BLOG

1. Go to the URlwww.osmand.net N 7 —
b g

2. Tap on the right store:

a. Google Play for Androic 0FF|_|NE\M-\__QB:
devices MAPS & NAVI

b. App Store for iOS d@es
(iPhone or iPad). > e oy /58 5on B
3. When the store is opened, tay N
2y W524yf2FRQ 2N WLyadltftQo
4. After the installation, you can open OsmAnNd.
5. { St SOG wDSUG aidl NISRQO®
6. Download the map of yourcouNnteE I YR (G KS Wg2NI R 20SNIBASS

Now you can start using the OsmAnd app.

OSMediting: add POI (Points of Interest) on your device (local)

If we want to add POI, we need to activate a plugin in OSMa@&iM Editing. The

plugin lets you create new objects,-salled points of interest or POI on the map.

Go to the ment ~  at the left bottom € PluginsC press on the 3 dots at the
right of OSM Editin@ Enable.

19 OpenStreetMap contributors, Learn Open Street Mapps://learnosm.org
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9 © (O Oy 44% & 18:34

Dashboard

Waypoints

Ski map view

F43

his plugin f 8
- fingertips details of g Jownhill ski__slof
Directions
Audio/video notes
The Audio/video notes plug
unctionality to take au
My Places Parking Position
Parking p tion plugin let you
Use location ...
D \culator & pl
This plugin provide: ap screen widget
llowing to create paths by tapping on the

Accessibility 3
This plugin makes the dev :

&
P
®
Q  search
*
Q
e

Configure map

[&  Configure screen

D74 ‘ Manage map files
\ 3 S Plugins
£ Settings
\ —_—
m @ "

Back on the map:

Tap on the map where the new POI has to be placed. There will appear a new window
at the bottom:
1. Press on 'Actions'
2. (Choose 'Create POI'
3. Add its nameand other details like address, phone number, working hours,
website, etc.
4. T LI 2y W{IF@SQ 40 GKS 0620G2Y OKA.

P
(0p))
C N
A

w
—
(0p))

Module 3 ¢ Learning to learn Q inOS e



Co-funded by the
Erasmus+ Programme
of the European Union

S Q ¥
Directions from  Search near here Change marker's
position
(i &

Create POI Open OSM Note
CLOSE

Now, you can find your POI in the map.

o:
By tapping on ¥ , you will find the

complete informaton about the POI.

Create POI

good office

Camping office

BASIC ADVANCED
Contact info
B2 green street

om e ¢ B

\.

6

Phone

Web site

Description

s AW

CANCEL SAVE

Module 3 ¢ Learning to learn

Qar

os @



4 MOTIVATION

Tool 1- My personal manual

Tool 2- Selfawarenes and reflection

about external and internal motivation

Tool 3- Triggers and routines.

s
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TraVaSS.

Introduction

Motivation comes from psychological impulses which act as a motivating power
to bring actions to a desired goal. Motivation is the decisive factor when we try to
achieve our goalslt attracts our passion and mages the actions which takes us
forward. Motivation helps uso make choices and set time frames; make us sustained
and committed; and make us feel more joyful during the activities we perform to get
where we want.

Motivation is often the result of our &on, not the reason for it. To get started,
even with small steps, is a way to create motivation naturally.

The majority of people have motivation. It's just how we direct the motivation
that differs. Some people seem tave a motivation for everythintpey do while others
see difficulties everywhere. If we find ways to overcome the barriers ancesiistance,
we feel towards something we perceive as boring, annoying and hard, we then feel
satisfied with the result and wd to do it again. Thysve will have created a lasting,
joyous routine.

The motivation module consists of three tools. The first one focuses on creativity
and an introduction of what motivation is for the learners. Everyone creates their own
personal manal. This manual will be used ritug the whole module. In the second tool
we give the learners theoretical knowledge of the differences between external and
internal motivation. The final tool focuses on triggers and habits.

We have also chosen to builde lesson structure for eaclool in the same way,
in order to start the process of building routines while doing the activities. Another thing
that we think could lead to an increased internal motivation is to vary the theory passes
with group conversadns and individual work, groupork and homework. The latter is
important in order to get a chance to practice new insights between the lessons and

gain practical knowledge about the various tools.
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4.1. Tool 1: My personal manual

4.1.1 Practical information

MODULE \ Motivation

TOQ My personal manual

RESOURCES plastic folder, papers, material for decoration, colour
papers and pens

CONTENT Selfawareness and motivational exploring.

The personal manual is a book in which the learner w
down thoughts and results fro testing different tools. Thi:
book will be used throughout the course.

CONCEPT This tool helps the learner to start and get used to writ
down reaction patterns, problem ass, selreflecting
thoughts, new ideas, new solutions, results from tests «
and hdps them in finding a way to their internal motivatio

2,5

The learner will:
- Qeate a personal manual
- Be aware of his thoughtabout his own definition of
motivation
- Sart to reflect on what effect music, creativity ar
exercise can have on his own motivation

The learner:
- Has create a personal manual
- Can reflect on his own thoughts abouatotivation

- Personal manual

- Bvaluation form for trainers

- Self-assessment form fdearners
- Portfolio

Module 4 ¢ Motivation ;,cg S e
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Instructions

The text in italics is an example of what you can say tdgamers.
a. Entrance to music

A Let the learners enter and sit in a circle of chairs for a while and listen to
music
Suggestions of MusidVaah Yanteg Creativity, 7 min, by Snatam K&ur

b. Assemble in the circle

Lower the music and ask tligiestions:

- How did it feel to start the day/class in this way? What did you think about?
- How did this music affect you? Positivefynegatively? In what way?
- How can this kind of music be used?

(Could be for example: For concentration anehtivity?)

A Let the learners consider these questioresspond and discuss in the circle.
c. Review of the day's class in the circle

A Describe the prpose of the session
- Today you are going to create a personal manual (show an exaysplebelow)

and | wil explain to you how to do it.

- This is a very important book and you a
going to write personal stuff in it. Make it a

personal as you cangreate something

unique for yourself. This book will be one
your own tools to be aware of wh
motivation is for you andhow you can

usemotivationto reachadesiredd 2 I f ® ¢

¢ 2 | | K -CGreftivig-$ yIF GFY YIFdzNBS GFNARAGNERS fl1ad Y2RATASR W
https://www.youtube.com/watch?v=TkzyWpCFx6U
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A Use a plastic foldet see picture below. We recommend this kind of folder
S0 you can place looggapersin it.
A Offer the learners different work material which can be used as decoration

for the manual, such asoloured paper, pens, glitter, stickers etc.

o =

d. Individual work with the personal manual
Let the creative exercisesgin and put on the same music as earlier.
e. Pause- light exercise with your fingers
¢ 20 secVideo! " - Resource:
. . . +..-Videa
f. Individual work ¢ continuation

g. Assemble in the circle

A Let the learners assemble in the
circle and let them show their Personal Manual to each othek the
learners how the exercise felt.
- How did the exercise feel?
-  Was it easy?
- Was it difficult?
- Did you like it or not?
- Are you satisfied with the result?
h. Finalize by writing something in the personal manual
A For examplea mutual definition of what motiation is (Motivation = an
interest or a motivating power to bring actions to a desired goal). Let them
add a personal definition (their first onet could change during the course).

An idea could be to write a dailyefinition in the manual. For exagoie:

21 https://www.youtube.com/watch?v=_ehWSI8nUNU
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Motivation Habit
is what ﬂet‘s‘ You starfed is what éee/?yyou going

I. Assemble in the circle
Conclusion tying up the bag
A Make a summary, of the day’s work by discussing these questions:

- What have we been working on today?

- What have we learned today?

- How can we use our nelinowledge and seliwareness to raisew internal
motivation?

A Let the learners write down their thoughts in their personal manuals.

Module 4 ¢ Motivation ;,cg S @
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4.2. Tool 2: SeHawareness and reflecting about external and internal
motivation

4.2.1 Practical Information

/MODULE "\ Motivation
Ueiek Seltawareress and reflecting about external and interne
motivation
RESOURCES Projector or smartboard, printoufgpersonal manuals

Understand the differences between external and interr
motivation and to find out which of these two drives yoL
forward inlife.

Begin changing external motivation to internal.

CONTENT

Give the learners theoretical knowledge of the differenc
betweenexternal and internal motivation. Reflect and
CONCEPT understand our own reaction patterns to external and
internal motivation and hw it could change our approacl
to dealing with things that may feel boring or hard.

3+1

The learner will:
- Learn about the difference of external and intern:
motivation
- Learn about different driving forces
- Be aware ofwhichdriving forces affect his own
motivation

The learner can:

- Reflect ofwhat external and internal motivation
are

- Reflect of his owns driving forces

- Change their approach towards boring chores so
would make them easer to do

- Personal manual

- Bvaluation form for trainers

- Self-assessment form fdearners

- Portfolio

Module 4 ¢ Motivation ;,cg S e
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and internal motivation.

Instructions

A The text in italics israexample of what you can say to the learners.
A Preparation and material for this tool: Projector or smartboard to show the
guestions.
A Print the papers with questions for each learner. (You see the questions
below and also in the attached files).
A The learers need their personal manuals to write dowretr answers and
thoughts.
a. Entrance to music
A Let the learners enter and sit in a circle of chairs for a while and listen to
music (turn up the volume).
Suggestions omusic:Classical musiGustavMahler, Adagiettofrom
Symphony no.%, Start themusic before they enter and let them listen
together until the end of this symphony.
b. Assemble in the circle
A Lower the music and ask the questions:
- What do you think of when listening to this music?
- Does it affect gu in any way positively or negatively®@r not at all?
- How can this kind of music be used?

(Could be for exampl€&or considering your life and your personality. To

consider what things are important in life and why.)
A Let the learners consider thes@estions, respond and discuss in tiecle.
c. Review of the day's class

A Describe the purpose of the session

2'Gustav Mahleg! RF 3ASG{i2 FNRY {@YLK2yeé y2dpas OY2YyOf | ANHTX
https://www.youtube.com/watch?v=VWPR2ef2 eY
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- Today we are going to learn about two different driving forces which can affect
our motivation and way of thinking when it comes to dealing withdgkim our
lives that may feehard, heavy or boring. We are also going to find out which of
these forces is most prevalent in your life and how they affect your motivation.

d. Individual work with selfawareness questions
A The learners work individually wittugstions and answers in theersonal

manual. Give at least five minutes to answer each question.
A Show the first question on the whiteboard preferably using a projector and
give this instruction:

- Think about the question on the whiteboard.

A The learnerseceive a paper with a question where they can checland
write down their thoughts/answers. The paper is later inserted in their

personal manual

Question 1:

What factors could make you start and carry out an activity (a chore) at work,

at school or at home that feels heavy/tricky/boring?

You may choose what time of the day to do such activities/chores.

When do you prefer doing boring chores?

3 in the morning
8 before lunch

5 after lunch,

8 in the afternoon
3 in the evening

5 at night

Module4 ¢ Motivation ﬁgg E— @
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You may choose the people to work with

How do you prefer working?

3 alone
% with one or two others

3 in a larger group

You could gain something if you start and finish the activithe chore) or you

O2dzf R f2aS a2YSiuwKAY3I AF @2dz R2y Qi R2

Which of these gains or losses could help you the most

5 material or financial gains

3 a chance for own development
5 a chance of a better job position
3 better working conditions

5 popularity

5 other people's appreciation

[e4]

a risk ofa job disadvantage
the risk of having to stand in front ofsaiperior and explain ~ why
@2dz KI Sy Qi R2yS GKS 220

i B

N other gains or losses, what?
XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX XXX
XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX
XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX
XXX

[e4]

It helps if you hasy own expectations of the result?

4]

It helps if you have other people's expectations of the result?

3 It helps to make up your mind and go ahead no matter if you feel
motivated or not?

8 It helps if you have a deadline?

Module4 ¢ Motivation ﬁgg E— @
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3 Other factors, what?

XXXXXXXXXXXXXXXXXXKXXXXXXXXXXXXXXXXXX XXX X
XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX XXX X
XXXXXXXXXXXXXXXDPXXXXXXXXXXDPPPPPOPPDPDODDODDDPDC

Question 2:

What factors could stop you from stéing a new behaviour even though you

have already decided to go ahead?

19

19

XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX XXX X
XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX XXX X

Costg loss of money

No time

Family requirements/deands
Tiredness

Bad health

Too high expectatiaigoals

No support from friends or family

Other factors, what?

XXXXXXXXXXXXXXXXXXXXXXXXXDDRDRDPD.D.D...

Question 3

What could make you act anyway?

19

Threats of different kinds

5 |t finally feels better to go tlmugh with the action than to wait even

longer

Module 4 ¢ Motivation
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3 Deadlines

3 You know you will feel inspired if you just start

5 You know you will learn a lot in the process

5 Influence from colleagues or clients

5 Previous results from acting that made you feaisfied

5 Other reasons, what?
XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX XXX
XXXXXXXXXXXXXXXXXXXXX XXX XXXXXXXXXXX X
XXXXXXXXXXXXXXXXXXXAXXXXXXXXXXXXXXXXXX XXX
XXXXXX

. Individual work continuation followed by work in pairs or small groups

A Thelearners work in small groups with the questions above, discussing their
thoughts around their own reaction patterns this and writing down new
thoughts in their personal manuals.

Pause with light exercise to musMozart- Clarinet Concerto In A Major@2

Adagio

For examplé&®: https://www.youtube.com/watch?v=hiV9lg26vm4&t=104s

alternative: show the video without the sound and play Mozart instead. At the

end of the exercise do free noves to stretch out your bod

. Assemble in the circle

Theory lecture on external and internal motivation

A Go through the main differences between internal and external motivation.

External motivation means that a behaviour is improved by some form of

external reward, for example, getting money to do a task or to study for better
grades and not because the desire to learn is remarkable. External motivation can

easily be perceived asntrolling.

2 HalsANS Pausgympa ANS, Angereds Narsjukhus, last modified March 2, 2018,
https://www.youtube.com/watch?v=hiV91g26vm4&t=104s
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Internal motivation comes from an action that is reinforcgdtbelf, when we

see aresult of our own actions, such as that our health gets better by exercising

regularly. Internal motivation may come from our own needs, interests and

curiosty, and can be linked to such valesselfesteem, satisfaction, andhat the

task in itself feels rewarding. People need to feel competent, related and

autonomous. Internal motivation develops out of the support of these needs.

Motivated learning camccur when an individual feels freedom to make choices in

the process, whethe activity is challenging, and when the challenge can be

conquered.

h. Group conversation about the topic of the theory lecture

A Give examples of different kinds of motivationaténtives (use the
guestions above) and discuss if they are mainly extesnaiternal.

A Discuss situations where they have experienced external motivation and
how that made them feel.

Does external motivation, as you know it now, help you doing youn jiiie

long run?

Ask the same question about internal motivation.

A Talk abait changing the approach towards boring chores.

In what way could we change our approach towards boring chores? Here are

some ideas that you could try:

A. Work with yourchoice of words

For example: WhenyouthikkL KI @S (2 ¢ ltg®chdmydtht KS RA & K¢
wordsa L K H@SL (@K 20B@LS all2yE0 (2 ¢ @

B. What in the chore has a value for you? Find out and hold on to that

thought.

For example: If you havelat of dishes to wash up, imagine your sink clean and

shiny and how you will feel afterwds.

[ ® 52y Qi LJNeideNd da litlk yyllitifeS
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Start at once even if it feels heavy and boring and do the chore for just 10
minutes now and continue witemall steps later until you are ready. If it feels

overwhelmingg use a trigger (See to8).

I. Assemble in the circle
A Homework:Let the learners try the method#{C abovgand practise at
home. At the followup meeting let the learners tell eaather how the
methods worked. Write down the results in the personal manuals.
j.  Conclusion tying up the bag
A Make a summary, of the day’s work by answering, or by discussing these
guestions:
- What have we been working on today?
- What have we learned today?
- How can we use our new knowledge and-aglireness to raise our internal
motivation?

A Let the leaners write down their thoughts in their personal manuals.

ivati 88
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4.3. Tool 3: Triggers and routines

4.3.1 Practical information

MODULE \ Motivation
TOOL Triggers and routines
RESOURCES Projector or smartboard, personal manuals

To understand whatriggers are and how they can be
used to start activities that we often procrastinate. To

CONTENT ) ) ) )
practically use some triggers in order to build new
routines.
Let the learners try to use different triggers and changir
some habits. Be aware tat triggers and changing habit
CONCEPT . 99 naing
could lead to new routines and increase the internal
motivation.
25+1

Thelearner will:
- Learn about triggers
- Gain seHawareness to deal with procrastination
- Be able to try different triggers
- Beaware of his own morningoutines
- Start changing routines for a lostigrm goal

The learner can:
- Use triggers
- Setup longterm goals
- Change routines for a lorterm goal

- Personal manual

- Bvaluation formfor trainers

- Self-assessment form for learners
- Portfolio

rn
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Instructions

A The text in italics is an example of what you can say to the learners.

A Preparation and material for this tool: Projector or smardind to show the
pictures.

A The learners need their personal manuals to write down their answers and
thoughts.

Ertrance to music

A Let the learners enter and sit in a circle of chairs for a while and listen to
music.

Suggestions of msic: Mozart for studying concentration, relaxatiott

https://www.youtube.com/watch?v=shoVsQhou8

Assemble in the circle

A Lower the music and ask the questions:

What do you think of when listening to this music?

Doesti affect you in any way positvely or negatively? Or not at all?

How can this kind of music be used? What do you think?

Could this music help you to get started with something you need to\tdha®

music would you have chosen?

Let the learners considehese questions, respond arliscuss in the circle.
c. wS@ASgs 2F GKS RIe&Qa Ofl aa

A Describe the purpose of the session

Theory lecture on triggers

Today we are going to learn about what triggers are and how they workviWe
also look at our morning routinesd test if changing them cadihave a positive

impact onour internal motivation?

24"6 Hoursof Mok NIi F2NJ { ddzRéAy 3T /2y OSGNFGA2ysS wStlIElFIGA2YES
2018, https://www.youtube.com/watch?v=shoVsQhegl
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If we want to raise the internal motivation successfully, we have to get started with
the work that needs to be done, even if the motivation is not yet there. It may be hard
to take the first step. To make the start as easy as possible, you can usentiffere
types of triggers, an activity which is so easy to accomplish that you do not need to
hesitateto doit at all. The easier the trigger is, the bigger is the chance thatwill

get started with the activity you feel resistance towards.

The trigger shold be designed in a way that automatically connects you to the main
activity you want to do. The trigger itself should not need any motivation from you
at all. When you usé, you should not need to think or wait for motivation to
continue the activity u are resistant towards.

An example: If you have decided to go out for a walk every day but starting this action
feels like a mountain whk) it should become much easieyou decide just to put on

the walking shoes. That action is not difficult itsélidoes not require any greater
motivation. When the shoes are on your feet, the step to going out is not far. Just
after a few steps outside, motivation will catch you d@inel whole activity is going to

feel better and better the longer you walk. Puttiog walking shoes in this case is

the trigger that helps you go out on the walk.

Afterwards, you feel satisfaction and that feeling will help you taking a walk the
coming dys too. It's important to repeat the action routinely, maybe three times a
week on certain days. Then after a couple of weeks you have created a need for walks
that you can no longer be without. The routine has become habitual and enjoyable.
Other sortsof triggers may be timdound, sitebased, starting with certain events,

in emotional states or be compaimased.Examples; yodecide to do some sitps

at a certan time every day or every time you come to a certain place, every time you
close your compger or when you are feeling low or spend time together with

someone.

Module4 ¢ Motivation B Lincenraom @
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d. Group conversation about the topic of the theory lecture
A Ask if the learners use any triggers already. Could they come up with any
other ideas which could work as triggers to get stdf
- What do you usually do/use to get started?
A Then show three pictures of activities which could make people procrastinate

the starting of them.

Module 4 ¢ Motivation ;,cg S @
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. Continuation of group conversation

A Ask the learners to choose the activity that they tend to procrest (from
the three pictures abover they canchoose another activity).

A Then show/go through some examples of trigg@msactically if possible) to
the learners and ask if any of these could work for them in order to get

started:

. Put on music evernyime you need to do something boring/heavgnd move to

the place where the activity is taking plagéet the musichelp you starting the
activity!
Our suggestion for mugjdVake me up before you go o

https://www.youtube.com/watch?v=plgZ7gMze7A

. Close your TV, computer and/or your mob#éed move tothe place where the

G2N] Aa olFAGAYy3a F2NJ e2dzd 52y Qi R2 |yeikK.

you normally procrastinate!

. Call a friendfkelative for a catchup talk and do the activity while you are talking

to them or invite them to a mutual acfity!

. Decide to do the activity for 10 minutes onlidopefully this makes you want to

continue the activity directly. Otherwise you can caawy later for 10 more

minutes and so on until you have finished your work.

. Suggestion from the learners.

A Diguss in the circle and let the learners write down the activity they tend to
procrastinate and the trigger, they think could help them, in tHearsonal

Manual.

Homework: Let the learners try the triggers at home. At the next class discuss if
and how t worked and let them write down their observations in their Personal

Manual.

25¢ 2 K | -Ymdke Me Up Before You @o (OF A OA | £ Whark! ReéStamadified October 24, 2009,
https://www.youtube.com/watch?v=plgZ7gMze7A
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f. Pause with light exercises

10-20 seconds
2 times

8-10 seconds
each side

3 times

each arm

10 seconds

: 8-10 seconds 10-15 seconds Shake out hands
each side each side 2 times 8-10 seconds

g. Assemble in the circle with a theorcture on habits
- Now we are going to look at our morning habits.
A Ask the learners:
- How was youmorning?
Try to remember everything you did from waking up until you entered the
classroom.
A The trainerthen writes an example of his/her morning routines dme
whiteboard like this:
1. Turned off the alarm clock

2. Snoozed three times
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3. Hurried into thetoilet
4. Looked at my tired face in the mirror for three minutes
5. Washed my face quickly because | didn’t have time for
a shower
6. Felt tired, so | réed 10 minutes on the couch while checking Facebook
7. Went up and had a cup of instant coffee étiger with a cinnamon bun
8. Smoked a cigarette
9. Brushed my teeth
10. Brushed my hair
11. Put onjewellery
12. A quick makeip
13. Checked that everythinghéeded was in the bag
14. Did not find the keys so | ran around and seardbedive minutes
15. Found the keys
16. Checked the outdoor temperature
17. Put on my jacket and shoes
18. Ran to the bus because | was late
19. Missed the bus and had to wait fine next one
20. Came late to school
21. Ran into the classroom and sat down in thiele
A Now ask the learners:
- How would you feel if this was your morning?
A Go through and evaluate each morning routine on the whiteboard together,
one at a time. Whafeelings do they create? Put emojis at the end of each

routine on the whiteboard.

There may be more than one emoiji for a routine depending on the leatders

opinions
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