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This handbook is accessible for anyone to use at different stages of your development, whether  
you’re at the beginning of your journey to becoming a trainer or experienced in delivering training. 
This handbook will help to guide you on your journey with various tools and resources.
 
This book follows the aims of the Train the Competent Erasmus+ project to improve the employability 
chances of disabled people by providing them with a modular training programme. With this newly 
aquired knowledge, disabled people can actively participate in professional Disability Awareness and 
Equality training and awareness programmes designed for employers that are proven to be a major 
step towards successful employability of disabled people. Our goal within the Train the Competent 
group was to challenge misconceptions about disability, to change attitude towards disabled people, 
to expand their possibilities for an active and fulfilled life, and to help disabled people to become their 
own advocates and to become their own peers supporters on this journey. 

Contact:    Eszter Déri   /   derieszter@gmail.com  /   project leader    /   Salva Vita Foundation 
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Introduction

Disabled people struggle more than others to enter and sustain employment or a voluntary position. 
Disabled people can benefit from specially trained employment specialists. The vocational support 
needs to be disability specific and aim to bridge the gap between the demands of the workplace and 
the competence offered by the disabled person. The employment specialist assesses the needs of the 
employer as well as the employee, customising the conditions to make them both thrive.

Train the Trainer is a method of information dissemination (Anderson & Taira, 2018). The method is 
widely used within several different areas to effectively spread knowledge and competence to reach 
a large quantity of receivers over a short period of time. For example, a company can hire an expert 
trainer who trains a set of local trainers in competencies needed, who in turn will train local employers 
and co-workers to adopt these competencies (Frank, Becker Haimes, & Kendall, 2020).

This Trainer Manual, together with the Workbook for trainers and co-trainers, will give you a comprehensive 
basic set of knowledge to develop your skills as a Trainer. After the training is completed, based on this 
content your knowledge will allow you to develop the skills and competencies of disabled people.  
As a result, disabled people can broaden their employability chances and support their peers to access 
the labour market. This manual aims to prepare you for the training of co-trainers and peer-supporters, 
too. There are several competencies that are the same for both the trainer, co-trainer, and peer-
supporter. Throughout this manual, the modules provide you with opportunities to get to know the 
materials and exercises by initially applying them on yourself.

The development of the Train the Competent Program

Train the Competent program has been developed through an international project. The participating 
organisations came from North-, South-, East- and West Europe. These are countries with different 
social profiles and cultural backgrounds. The two books, this manual and the activity workbook, were 
written in collaboration by nine organisations. The group of people consisted of trainers, teachers, 
psychologists, communication specialists, and experts working in the field of disability. While we were 
sharing our experiences, best practices, and new methods, we were constantly shaping each other’s 
views. We found new common ground, and effective and innovative approaches to tailormade skill-
development. This can be implemented throughout Europe within different cultural contexts.

To prove that this could be done, we ran tests and evaluations. Firstly, we tested the modules within
the project-group. We gained learning and knowledge on how to train future trainers and co-trainers. 
We were able to put together a training program from the collectively elaborated materials with a 
professional trainer toolkit. We discovered how important it was to adapt the content and exercises
to meet the access needs of the target groups. Finally, we successfully tested ourselves as trainers 
with an external community in all the participating countries: France, Greece, Hungary, Norway, Poland, 
Portugal, Romania, United Kingdom.



The European Commission’s support for the production of this publication does not constitute  
an endorsement of the contents, which reflect the views only of the authors, and the Commission  
cannot be held responsible for any use which may be made of the information contained therein.

4

Erasmus +
TRAIN THE 
COMPETENT

The feedback we received from the participants – peer supporters, co-trainers – was great with a 95% 
liking indicator. This is evidence that the materials work effectively in different cultural contexts. We 
hope this will be the experience for you and your training participants, too.

How can you use the manual and the activity workbook?

If you look at the table of contents of the Trainers manual, you will see the logic and details of how 
the six modules build on each other. The topics indicate areas where it is worth to keep yourself up 
to date. This will enable you to help your training participants to find the right area to best utilise their 
skills and find the best possible way to develop them.

The manual begins with Specific knowledge on disability, as the focus is on the positive attitude 
towards disability. This module gives relevant up-to-date information about the social, personal and 
political aspects of disability to help you self-reflect on your own attitudes and to create an inclusive 
learning environment. Self-knowledge and self-reflection help you to make changes and to focus on 
your strengths, reflect on who you are, how you see yourself and the importance of others in building 
your identity. The more you know yourself the better you will be able to manage your emotions.

Emotional management is a crucial ability. This helps you to get closer to others, and to get through 
social life challenges, allows you to control your behaviour, thoughts, emotions and actions.

All this knowledge is reflected in how you meet social expectations through Communication.  
This module raises awareness about the way people communicate and provides training suggestions 
which promote effective communication skills. You will learn to adjust your communication 
techniques to deliver effective training which meets the communication needs of your trainees.  

Self-management and independence provide you with the knowledge on how to strengthen the 
autonomy and independence of disabled people. It gives practical training on social, personal and 
work-related skills and behaviours. As a trainer you will be responsible for the whole training. The sixth 
module How to become a trainer gives you a clear picture about the skills, knowledge, preparation you 
need to effectively develop your training content according to your participants needs. It also – as the 
other modules – gives a list of linked activities which help you to master and practice the content, as 
well as how to put together a training session.

The Activity workbook for trainers and co-trainers contains the theoretical and practical knowledge in 
an easy-to-understand way. The sixth module How to become a peer supporter / co-trainer helps your 
training participants to become aware of their knowledge and what skills they need to develop to do 
so. This is done by doing exercises with descriptions, which will help you and your training participants 
most effectively master and practice the content.
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What are the specifics of the tailormade training program?

It focuses on the ability and not on the disability. You, as a trainer can choose which modules, or parts of 
the modules, to work on depending on the objectives, needs, and prior knowledge of your trainees.

You can choose which activity best fits the needs of your training participants, which helps them best to 
learn, practice and master employability related skills.

You can choose the activities that fits best the readiness, skills, disability of your training participants. 
You find versions of exercises and top tips for adapting activities for trainees living with different 
disabilities along with several worksheets, and handouts.

What ensures that you can stay up to date as a trainer?

During your journey on becoming a trainer in the Train the Competent program, you will get to know the 
storytelling-approach to enhance learning. Whether you tell your own stories, or get inspiration from 
literature, movies or a theatrical play, stories will shed light on context and help you and your trainees to 
understand things more easily. At the same time, they help you and your trainees to imagine yourself in 
someone else’s shoes, and to understand how a story can be transformed when viewed from a different 
and new perspective. Throughout this course you will get the opportunity to watch TED-talks videos. 
These will help you gain deeper knowledge in new contexts on each topic in an entertaining way. You 
will also find additional professional literature for each module, which help you in the future to find 
newer professional literature and materials. Furthermore, you will develop skills on how to find the most 
valuable information and keep yourself up to date as a trainer.

Enjoy your training journey!
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Module 1.
Specific Knowledge on Disability

Framework

Objectives

Structure

People’s attitudes to disability impact how they treat and view disabled individuals. It is therefore 
important to give trainers a foundation so that they can understand how to think of disability in a way 
which promotes equality and inclusion. Acquiring these skills is essential to create an environment 
where disabled people can thrive and where mutual understanding between disabled and nondisabled 
people is the norm.

This module aims to ensure that trainers have relevant disability knowledge which will help them when 
training disabled people. The goal is to broaden their perspectives on disability and provide them 
with up-to-date information about the social, personal and political aspects of disability to help them 
self-reflect on their own attitudes. This will be reinforced by discussing the legal aspects of disability 
rights and responsibilities set out in The United Nations Convention on the Rights of Persons with 
Disabilities. We will also cover some practical information about disability to increase understanding 
of the barriers disabled people face as well as how to overcome those and create an inclusive learning 
environment.

The module has three sections.

       1. The meanings and models of disability
       2. Knowing rights and obligations
       3. Practical information about different disabilities
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•  To understand that there are different ways of viewing disability.
•  To raise awareness of how the way we view disability impacts 
    disabled people’s place in society.
•  To develop knowledge about disability culture.

1. The meanings and models of disability

Objectives

1.1  The meanings and models of disability
1.2  Disability culture
1.3  Influences on disability identity

2.5 hours. 

•  What is disability?
•  Why is the way we view disability important?
•  What is disability culture?
•  What impacts someone’s identity?

•  Activity 1.1.1a  What do you know about disability?
•  Activity 1.1.2  Stella Young’s TEDx talk, “I am not your inspiration, thank you very much”
•  Activity 1.1.3  The medical model versus the social model
•  Activity 1.1.4a  Applying the medical model and the social model in practice
•  Activity 1.1.5  Reflecting about the limitations of models
•  Activity 1.1.6  Reflecting about disability culture

•   Stella Young TEDx Talk: I am not your inspiration, thank you very much
•   Linton, Simi (1998). Claiming Disability: Knowledge and Identity. NYU Press.
•   Oliver, Mike (2004). The social model in action: if I had a hammer. In Implementing the 

social model of disability: theory and research
•   Brown, S. E. (2003). Movie stars and sensuous scars: Essays on the journey from 

disability shame to disability pride. New York, NY: People With Disabilities Press

Content

Linked activities

Resources

Duration

Guiding questions

https://www.ted.com/talks/stella_young_i_m_not_your_inspiration_thank_you_very_much?language=en
https://muse.jhu.edu/book/12507
http://disability-studies.leeds.ac.uk/wp-content/uploads/sites/40/library/Barnes-implementing-the-social-model-chapter-2.pdf
http://disability-studies.leeds.ac.uk/wp-content/uploads/sites/40/library/Barnes-implementing-the-social-model-chapter-2.pdf
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1.1 The meanings and models of disability

Disability can be a topic people feel uncomfortable talking about. If you say the word “disabled” or the 
word “disability” to a group of people, each person will have a different image forming in their head. 

Some people will only think about a person using a wheelchair. Other people will picture someone they 
know: it could be an acquaintance, a friend, a family member, a colleague, or someone they see out 
and about in their community. It is also important to remember that disabled people themselves 
will have an image forming in their head that relates to their own life. 

Whatever people think about when the topic of disability comes up will be informed by their own 
experiences and perceptions. In addition to images forming in their head, people will have specific 
feelings about disability. These can be positive or negative.

What is disability?

Activity 1.1.1a  What do you know about disability?

Before this guide starts telling you about some of the ways disability has been defined, it will be helpful 
for you to reflect on what you know about disability and discuss it with your group. 
Once you have spent some time thinking about your own perceptions and discussing other people’s 
perceptions, you might like to hear a disabled activist talk about this topic.

Activity 1.1.2  Stella Young’s TEDx talk, “I am not your inspiration, thank you very much”

Listening to Stella Young might help you better understand what the rest of this section will cover and 
will offer a perspective that comes directly from a disabled person.

How can we define disability?

There are different ways to view and conceptualise disability. When people try to explain disability,  
they might think about it differently because they have different goals in mind. For example:

 •   Some people are interested in finding the exact truth about what disability is and means 
(which is a metaphysical and philosophical question)

 •   Other people want to define disability and use different models in practical ways to think 
about how we can create a more equal society
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In this guide, our approach is to think about how we can use different models of disability practically. 
Each model can have its advantages and disadvantages, and they can be used differently for different 
purposes and contexts. We are going to focus on some of the main models, but there have been other 
models developed. It is important to think of the models of disability as tools. The reason it is helpful 
to have models of disability is so that certain aspects of disability can be better understood and made 
visible. There is not one single model of disability that can fully describe disability and what it is like 
to be disabled – that would be impossible!

Activity 1.1.3 The medical model versus the social model

Instead of just explaining these two models to you, we encourage you to do this Activity to try and 
figure it out yourself and start to get an understanding of what each model focuses on. There is also 
a short video which helps illustrate what society looks like, and what it could look like. Watch it as 
a group and use the prompt to think about how this links to the medical model of disability and the 
social model of disability!

After this Activity, you should start to have a bit of an idea about each model, but we are now going  
to explain them in more detail.

The medical model of disability

The medical model of disability is also sometimes called the functional limitations model. It focusses 
on disability as something that is only about an individual. The emphasis is on the “deficits” of the 
person, and the limitations the person are considered to be due to these “deficits”. For example, if 
someone cannot walk and we only focus on the medical aspect, we might think that if they cannot  
go to an event in a building with no elevator, it is because they cannot walk.

The social model of disability

On the other hand, the idea of the social model is to argue that disabled people are excluded 
from society not because of their impairments, but because of the way society responds to these 
impairments. If we continue to think about the previous example, the reason why the person cannot  
go to an event in a building with no elevator is not because they cannot walk. It is because the building 
is inadequate. If there was an elevator, there would no longer be a problem!
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Activity 1.1.4a Applying the medical model and the social model in practice

In this Activity you will think about different situations that disabled people might encounter, especially 
situations which could be barriers. We will encourage you to consider different solutions, and to 
illustrate how adopting the social model of disability can help remove barriers. 

Going deeper into the social model of disability

After thinking about these two models, you might think that they do not explain everything, 
and you would be right! As we explained before, models are just tools to help put a focus on a 
particular issue. When the discipline of Disability Studies developed, it was said that “Disability Studies 
challenges the idea that the social and economic status of assigned roles of people with disabilities 
are inevitable outcomes of their condition” (Linton, 1998, p.4). This important idea comes directly 
from Disability Rights Activists who fought to get the social aspect of disability recognised so that 
society would make changes to include disabled people instead of considering that being disabled 
automatically meant being limited in your life choices.

Mike Oliver was a British academic who wrote a lot about the Social Model of Disability, 
and he highlighted that there are three important points to consider about it (Oliver, 2004):

 1.   The social model of disability focusses on the economic, environmental and cultural  
barriers encountered by disabled people, rather than their individual functional limitations.

 2.   It sees specific problems as part of the whole disabling environment people have to live in.  
For example, if disabled people do not have equal access to education and struggle to find 
public transport, this will impact their ability to find employment.

 3.   The social model of disability does not consider that individual interventions are  
counter-productive.

The last point is very important because there have been criticisms of this model. One main issue  
has been to say that it ignores concerns about impairments and the importance of medical treatment. 
This is not the case: the social model is a tool. Its goal is to offer a different perspective, a way of 
viewing disability that does not consider that an individual is at fault if they are excluded from society. 
It does not aim to describe personal experiences of disability. Mike Oliver explains that “We need to 
get on and use [the social model of disability]. We must not waste the gift that was bestowed upon 
by those disability activists who were struggling against the oppressive structures that kept disabled 
people out of society in the 1970s.”
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Applying the social model of disability should help us move away from:

 •   The humanitarian approach: considering that providing disabled people with services is  
part of “helping the less fortunate” and that disabled people should be grateful for anything  
they are given, even if it does not suit them.

 •   The compliance approach: doing the bare minimum to follow the law. What we should aim  
to achieve instead is a citizenship approach, where disabled people are regarded as equal 
citizens with full rights and responsibilities.

As we explained, there are other models and we will now discuss some of them so that you can 
understand other points of view.

The biopsychosocial model of disability

This model was originally developed by George Engel, with a focus on mental distress. 
This model is the basis for the World’s Health Organisation’s International Classification of 
Functioning. It states that there are biological, psychological and social factors to disability. 
The idea is to look at the whole context surrounding a person.

The sociocultural model

The sociocultural model can also be called the minority group model. It adds an element of identity 
politics. It considers disabled people as a minority group who have in common the experience of 
being disabled. This model is useful when we think about disability culture, which we will discuss later 
on. This model is also particularly important for some groups: for example, within deaf history, deaf 
people have used the minority model to try and secure linguistic rights.

Limitations of thinking about models

A single model cannot explain a human experience as complicated as disability. 
This is why we need to approach it from different perspectives and consider models as tools. 

Activity 1.1.5 Reflecting about the limitations of models

In this Activity you will be encouraged to think about different models and the arguments they make 
to explain disability. You will have a chance to think about what is helpful about a particular model, 
but also to consider why we need a wider perspective. This is important so that you can develop a 
nuanced point of view.
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1.2 Disability culture
It might be surprising to think about the existence of a “disability culture” because disability is often 
seen as something negative. Brown (2003) explained that “People with disabilities have forged a group 
identity. We shared a common history of oppression and a common bond of resilience. We generate 
art, music, literature, and other expressions of our lives, our culture, infused from our experience of 
disability. Most importantly, we are proud of ourselves as people with disabilities. We claim our 
disabilities with pride as part of our identity. We are who we are: we are people with disabilities.”
 
Activity 1.1.6 Reflecting about disability culture

This Activity will help you understand better what is meant by “disability culture” and to think about the 
differences between disability culture and other cultures.

The concept of disability culture links to a well-known motto amongst disabled people: 
“Nothing about us without us”. This is the idea that anything about disabled people should be done 
in collaboration with disabled people, rather than imposed upon them. The goals of disability culture  
is to help the community regain power and develop a positive identity.

1.3 Influences on disability identity
Disabled people’s identity is influenced by many things. Firstly, it can be influenced by their 
background:

 •   Family background: are they the only disabled person in their family? Are there other disabled 
people in their family? How did their family feel about their disability?

 •   Group belonging: do they socialise with other disabled people? Did they go to  
a mainstream school or a special school?

 •   Cultural / national context: the history of disability rights is different in each country  
and will also influence how disabled people think of themselves 

Secondly, their identity will be influenced by their own experience of disability:

 •   Congenital or acquired? Were they born disabled or did they become disabled?  
What was their experience growing up?

 •   When did they get diagnosed? Some people are born disabled but they do not  
get diagnosed until much later!

 •   Type of disability: what is their disability?
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•   To gain an understanding of The United Nations Convention on the Rights of Persons  
with Disabilities.

•  To comprehend how this underpins rights and obligations.
•  To provide an overview of some key aspects of disability history.

2.1  The United Nations Convention on the Rights of Persons with Disabilities
2.2  Rights and obligations

2. Knowing rights and obligations

•  Activity 1.2.1a  Your responsibilities

•  What is The United Nations Convention on the Rights of People with Disabilities?
•  How can someone find out about their rights as a disabled person?
•   How can someone understand their obligations towards disabled people, especially  

within employment?

•  https://www.hindawi.com/
•  Slee, R., & Cook, S. (1999). The Cultural Politics of Disability, Education and the Law. 
    Discourse: Studies in The Cultural Politics of Education, 20, 267-277.
•  Liasidou,A (2016): Disabling discourses and human rights law: a case study based 
    on the implementation of the UN Convention on the Rights of People with Disabilities, 
    Discourse: Studies in the Cultural Politics of Education, 37(1), 149-162

Guiding questions

Linked Activities

Resources

Content

Objectives

1 hour

Duration

https://www.hindawi.com/
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2.1  The United Nations Convention on the Rights  
of Persons with Disabilities

The United Nations Convention on the Rights of Persons with Disabilities (UNCRPD) came into force  
in 2008, after being adopted in 2006. All the countries participating in this project have signed it 
(France, Greece, Hungary, Norway, Poland, Portugal, Romania and United Kingdom) and there are 
164 signatories in total. 

Legislation alone is not enough to remove disability discrimination, and it has been suggested that 
“of itself, the Law is not capable of eliminating disability discrimination. Paradoxically, the Law can be 
enlisted as a tactic for disablement or enablement.” (Slee and Cook 1999, p.67). This means that the 
law can empower society to enable disabled people to fulfil their potential, but it can also be applied 
in ways which do not advance disability rights, depending on how it is interpreted.

Nonetheless, the UNCRPD is a very important text because it considers the issues encountered by 
disabled people as a human rights issue. The existing Human Rights Conventions had the potential to 
protect disabled people, but they were not utilised in this way. The UNCRPD does not create new rights, 
but its goal is to promote the rights of disabled people. Liasidou (2016) notes that it presents disability 
as something that comes from the interaction of someone’s impairment with the societal barriers that 
mean they cannot fully participate and it challenges the idea that disabled people only have individual 
deficits. Different countries apply the Convention in different ways, but it is a very important starting 
point to have this type of legislation.

2.2 Rights and obligations
Each country will have different national laws about disability, but if they have signed the UNCRPD it 
means they need to promote equal access for disabled people. 

Some important aspects that the UNCRPD highlights are the need for:
 •  Non-discrimination
 •  Inclusion
     •  Equality
 •  Accessibility

In terms of accessibility, some examples are:
 •  Communication
 •  Reasonable accommodations
 •  Universal design
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If we take this project as an example, the UNCRPD considers that disabled people have the right 
to work, and should not be discriminated against. It also mentions reasonable accommodations. 

As a trainer, you should:
 •  Provide people with reasonable accommodations so that they can fully participate
 •  Try to understand their communication needs and respect them
 •  Use universal design when possible
 •   Inform yourself about the rights of disabled people in your own context so you can ensure 

participants have the necessary knowledge to stand up for their rights

We will discuss some practical tips in the last section of this handbook.

Activity 1.2.1a Your responsibilities

With this Activity, you will have a chance to reflect about how you can support the principles 
of the UNCRPD as a trainer.
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•  To provide some practical information about different disabilities.
•  To encourage trainers to think about their own knowledge.

3. Practical information about different disabilities

Objectives

3.1  Examples of needs and disabilities
3.2  Creating an inclusive learning environment

1 hour

•  What are some key things to know about disability?
•  Why is it not enough to know about someone’s specific disability?
•  What are the barriers faced by disabled people?
•  How do you create an inclusive learning environment?

•  Activity 1.3.1  What do disabled people look like?
•  Activity 1.3.2a  Needs and disabilities
•  Activity 1.3.3  How to ask people for their needs
•  Activity 1.3.4  Anticipating possible needs
•  Activity 1.3.5  How to check in on people
•  Activity 1.3.6  Modifying materials

•  N/A

Content

Linked activities

Resources

Duration

Guiding questions
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3.1 Examples of needs and disabilities
Activity 1.3.1 What do disabled people look like?

This Activity will help you challenge where your knowledge from disability comes from, and will help 
you consider that disabled people are all around us.
When you are delivering training, we recommend discussing people’s needs directly with your 
participants. It is important to consider that people will have a different level of comfort when talking 
about these things. Make sure people are not asked questions that are too personal, and moderate 
the discussion to make sure no one is uncomfortable.
The fact is that knowing the name of someone’s disability does not automatically tell you what needs 
they have. People with the same disability might have different needs. Instead of using people’s disability 
as a starting point and wonder what could help them, it might be more helpful to think about specific 
needs, and who they might help. This will help you think about how you can create an environment as 
inclusive as possible from the beginning, rather than wait until someone expresses a need.

Activity 1.3.2a  Needs and disabilities

This Activity will help you think about some common needs disabled people might have, and reflect on 
your experience as a trainer and the adjustments you had to make during sessions.

3.2 Creating an inclusive learning environment
There are things you can do at several points in time to make your learning environment more inclusive.  
It would be impossible to give you a list of things to do, as you need to respond to your learners.

Before the training

•  How will you ask people for their needs? Will you be able to speak to them beforehand?
       
 –   There are pros and cons to asking people about their needs.
 –   Pros: you are showing you have thought about access and inclusivity, and you might learn 

very important things about people.
 –   But be careful… It needs to be done with a structure. If you ask someone what they need but 

they know nothing about how you conduct training or the content of the training,  it will be 
difficult for them to give you an answer.

      •  Top tips   
      –    Think about the content of your training so you can ask more specific questions:  

will people need to read documents? Will people need to write things down?  
Are there a lot of images? Are there videos?
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Activity 1.3.3 How to ask people for their needs

This Activity will give you a chance to practice having a conversation with someone in order to ask 
for their learning needs.

•   How can you reflect on your training to see specific activities or content which might be difficult  
for some disabled people?

•  Is there anything you need to adapt in your materials? How can you anticipate possible needs?
             –   You can change your materials to try and make them as inclusive as possible from the start
             –   How would you change these materials to make them more accessible?

Activity 1.3.4 Anticipating possible needs

With this Activity, you will be able to think about some needs that can arise from certain types 
of activities.

During the training

 •   You might find it helpful to check in on people during the training to make sure they are not 
having difficulties.

Activity 1.3.5 How to check in on people

This Activity will give you a chance to practice having a conversation with someone to check in 
with them during a training session.

 •   Sometimes, you may need to modify materials on the fly because you realise there is an  
accessibility issue.

Activity 1.3.6 Modifying materials

With this Activity, you will be able to practice some scenarios which might occur during a training  
session and think about how you would react and make modifications to your materials.

After the training

It is very important to have a system in place so that you spend time after each training session 
reflecting on what went well, what you could improve, and anything you have learnt. This will help you 
develop new strategies and will increase your skills as a trainer.
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Module 2. 
Self-Knowledge and Self-Reflection

Framework

Objectives

Structure

Self-knowledge can be seen as an investigation of yourself, which allows you to analyse who you 
are, your potentials and weaknesses, expectations and objectives, your behavior, the quality of your 
relationships and what you expect from the environment you’re in. 

Look at yourself – what is your analysis reference?

This module will allow you to understand the meaning of Quality of life, the importance of the different 
life experiences in your self-development, the different perspectives of wellbeing and how to better 
understand your strengths and weaknesses.

At the end of this training, you’ll be more self-aware of who you are, the importance of relationships 
and values, your purpose of life…

 1.  Wellbeing
 2.  Self-reflection
 3.  Self-knowledge
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“Wellbeing can be understood as how people feel and how they function, both on a personal  
and a social level, and how they evaluate their lives as a whole.” 1 

•  To understand the concept of well-being
•  To understand the Quality of Life model
•  To understand the Flourishing Model

1.   Wellbeing

Objectives

1.1  Well-being and the 5 major types of well-being
1.2  The dimensions of Quality of Life
1.3  Human development and ecological systems
1.4  Flourishing Model – Integrative wellbeing approach

None

•  What is well-being?
•  How do I position myself in relation to my quality of life?
•  Are my life goals meeting my well-being?
•  What goals should I set that promote quality of life?

•   https://www.mentalhealth.org.uk/blog/what-wellbeing-how-can-we-measure-it-and-how-
can-we-support-people-improve-it#_ftnref1

•  https://www.who.int/tools/whoqol

Content

Linked activities

Guiding questions

Resources

1 hour

Duration

1
  
New Economics Foundation (2012) Measuring Wellbeing: A guide for practitioners, London: New Economics Foundation. 
https://www.psychologytoday.com/us/blog/click-here-happiness/201901/what-is-well-being-definition-types-and-well-being-skills

https://www.mentalhealth.org.uk/blog/what-wellbeing-how-can-we-measure-it-and-how-can-we-support-people-improve-it#_ftnref1
https://www.mentalhealth.org.uk/blog/what-wellbeing-how-can-we-measure-it-and-how-can-we-support-people-improve-it#_ftnref1
https://www.who.int/tools/whoqol
https://www.psychologytoday.com/us/blog/click-here-happiness/201901/what-is-well-being-definition-types-and-well-being-skills
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1.1 Well-being and the 5 major types of well-being
Well-being is a subjective experience, it varies over time and from person to person. Even so, the well-
being experience has a common meaning, related to Quality of Life indicators, such as physical and 
mental well-being, social participation and personal interactions. It is a personal  experience and can 
be managed on a daily basis. It is related to health, happiness, sense of purpose and satisfaction.

We can identify 5 major types of well-being:
            1.  Emotional well-being – effective management of emotions and a sense 
                 of stability and self-esteem.
            2.  Physical well-being – creating healthy physical conditions, whether through 
                 nutrition or physical exercise.
            3.  Social well-being – developing meaningful relationships and a sense of belonging.
            4.  Professional well-being – rewarding social environment in line with values 
                 and purpose in life.
            5.  Societal well-being – Actively participating in a thriving community, culture and environment.

It is important to realise that well-being arises from thoughts, actions and experiences and generates a 
sense of power and control. It also allows the definition of goals and action plans to achieve well-being.

How do we know that our definition of well-being is actually healthy and that my sense of purpose is 
sustainable? Let’s find out more about the Quality of Life model and the Flourishing Model:

1.2  The dimensions of Quality of Life
WHO (World Health Organization) defines Quality of Life as “an individual’s perception of their position 
in life in the context of the culture and value systems in which they live and in relation to their goals, 
expectations, standards and concerns.”

The human being is not limited to a single dimension of existence, and it agrees in the scientific 
community that the concept of quality of life is not reducible to an “atomist and unitary epistemology”.
Thus, eight critical components of quality of life can be identified (Schalock, 1996): emotional  
well-being, interpersonal relationships, material well-being, personal development, physical well-being, 
self-determination, social inclusion and rights. 

The structure of the proposed theoretical model reflects the following assumptions: 
 •  The different dimensions are reciprocally related to the conditions present 
                 in the contexts of life;
 •  The different dimensions that contribute to quality of life are 
                 contingent in relation to multiple aspects of the individual, as well as 
                 to different environmental dimensions;
 •  Physical and social environments are interdependent – multidisciplinary framework. 



The European Commission’s support for the production of this publication does not constitute  
an endorsement of the contents, which reflect the views only of the authors, and the Commission  
cannot be held responsible for any use which may be made of the information contained therein.

22

Erasmus +
TRAIN THE 
COMPETENT

The analysis of Figure 1 highlights the different perceptions of importance attributed by individuals to 
the different topics that are linked to the quality of life.

The topics of personal development, self-determination and personal relationships are those that 
allow us to understand the perception of personal competence in different situations, either in the 
context of interpersonal relationships or in the exercise of self-determination.

Emotional, physical and material well-being are subjects in which people think about themselves, including 
specific perceptions of acceptance e.g. of disability, satisfaction of interactions in today’s society.

The Social Inclusion and the Rights topics refers to opportunities to achieve individual goals and ways 
to achieve them. This is related to employability, citizenship and rights, job retention, management and 
career development and the level of participation in the community.

So why is this important for you? Because, this way you can better understand how to improve your 
quality of life.  

Figure 1

Emotional 
wellbeing

Personal 
development

Selfdetermination

Interpersonal relationships

Social inclusion

Rights

Economic wellbeing

Physical wellbeing
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1.3 Human development and ecological systems
Bronfenbrenner’s Ecological Systems Theory (1979/1996) highlights the complexity of human nature 
from the perspective of development, defending the models that consider the biopsychosocial 
character of the individual. Development occurs within a set of biopsychosocial dimensions in which 
each subject organizes themselves and gives meaning to their structure of existence. 

This theory is important because it allows you to understand that the concept of quality of life 
emerges as a condition of well-being, integration and objective and subjective experiences of social 
events. This way you can have a holistic perception of the concept.

CHRONOSYSTEM
Changes over time

MACROSYSTEM
Changes over time

EXOSYSTEM
Social and cultural values

MESOSYSTEM
Connections

MICROSYSTEM
Immediate Environment

The IndividualHome, school or daycare,
peer group and community
environment of the children.

Is a system of microsystems so it
involves linkages between home
and school, peer group and family,
and between family and community.

People and places that children may not 
directly interact such as parents’ 
workplaces, extended family members, 
and the neighborhood the children live in

Refers to the children’s cultural patterns 
and values, specifically their dominant 
beliefs and ideas and political and 
economic systems

Adds the useful dimension of time and
may include a change in family structure,
address, parents’ employment status,
as well as immense society changes

1.4 Flourishing Model – Integrative wellbeing approach
You can perceive life, and the well-being you get from it, is in the Flourishing Model, in which 
Keyes (2010) proposes that mental health should be viewed as a complete state consisting of two 
dimensions: (1) the mental illness continuum and (2) the mental health continuum. 
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Flourishing has a combination of high levels of well-being:

 •  Emotional
 •  Psychological
 •  Social

According to Keyes, mental health exists in a continuum from Flourishing or positive mental health 
to weakening (or negative mental health, but not necessarily having a mental illness). The Flourishing 
model identifies which aspects are needed in all three areas of emotional, social and psychological 
well-being to build a flourishing life. It is an integrative model of 3 perspectives: Emotional Wellbeing, 
Psychological Wellbeing, Social Wellbeing.

1.  frequent experience of positive emotions
2.  occasional experience of negative emotions
3.  a high level of satisfaction with life

Integrative wellbeing approach – Flourishing model

Emotional Wellbeing (Diener, 1984)

1.  autonomy (independence and self-determined standards)
2.  control over the environment (ability to find and use the opportunities in the environment)
3.  personal development (continuous search for opportunities for growth and development)
4.   positive relationships with others (commitment to mutually rewarding, warm and trusting 

relationships with other people)
5.  life goal (ability to identify and achieve meaningful life goals)
6.  self-acceptance (positive attitude towards yourself)

1.  social acceptance (well-being among other people and positive attitude towards them)
2.   social updating (belief that other people and social institutions help a person to reach his/

her full potential)
3.   sense of social cohesion (perceiving relations with others and in general social relations 

as ordered and sensible)
4.   contribution to social life (consider yourself valuable and appreciated by other members 

of society)
5.  social inclusion (feeling of unity with society and support by society)

Psychological Wellbeing (Ryff, 1989)

Social Wellbeing (Keyes, 2006)
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Satisfaction with life promotes a state of balance, self-acceptance, autonomy, positive relationships, 
setting goals, optimism and promoting a healthy lifestyle. However, non-satisfaction with life doesn’t 
necessarily mean an unhealthy lifestyle. A person can be diagnosed with mental illness, but still 
flourish, and a person may be free from diagnosis, but still languish.

For a deep analysis of how people live their lives, it is necessary to have time to reflect on life and be 
focused solely on understanding their own emotions and feelings.

If you are able to take time for yourself it will help you to make the most of your moments with others, 
share your ideas and listen carefully to others, seek to understand others rather than judge them, 
making you present at every moment.
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•  To understand the importance of Self-reflection and the impact on one’s life
•  To capitalise on life experiences
•  To understand the importance of personal identity
•  To recognise the impacts of others on their self-representation

2. Self-reflection & Self-knowledge

Objectives

2.1  Self-reflection
2.2  Self-knowledge

•  What do you know about yourself?
•  What did you know about yourself?
•  What reflex do others have in you?
•  What is the difference between how one sees oneself and how it is seen by others?
•  Does the process of self-discovery enrich your life project?

•  Activity 2.2.1  Lifeline
•  Activity 2.2.2  The wheel of life
•  Activity 2.2.3  “My photo” and “My Portrait” 
•  Activity 2.2.4  Mirror
•  Activity 2.2.5  Johari Window
•  Activity 2.2.6  Approach the line if…
•  Activity 2.2.7  My top features / How I see myself as a worker…

•   Mulder, P. (2018). Gibbs Reflective Cycle by Graham Gibbs. 
•   https://www.toolshero.com/management/gibbs-reflective-cycle-graham-gibbs/ 
•    https://ensaiosenotas.com/2020/06/13/erik-erikson-os-estagios-psicossociais-

do-desenvolvimento/

Content

Guiding questions

Linked activities

Resurse

The duration depends on how many activities you choose from the ‘Linked Activities’.

Duration

https://www.toolshero.com/management/gibbs-reflective-cycle-graham-gibbs/
https://ensaiosenotas.com/2020/06/13/erik-erikson-os-estagios-psicossociais-do-desenvolvimento/
https://ensaiosenotas.com/2020/06/13/erik-erikson-os-estagios-psicossociais-do-desenvolvimento/
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2.1 Self-reflection
Self-reflection is the process of how we look within ourselves – a process known as “introspection” – 
understanding our mental processes. It is the ability to look in the mirror and see who we are, how we 
think and feel, what our mental processes and internal resources are. 
This refers to your ability to look inside yourself and see your potential, and using all you have to reach 
your goals, to live out your values and to overcome obstacles. 
In 1988, the American sociologist and psychologist Graham Gibbs published his Reflective Cycle model 2 
in his book ‘Learning by Doing‘. Gibbs Reflective Cycle encourages people to think systematically about 
the experiences people have during a specific situation, event or activity.

Thinking about your own experiences can help you to perform better or do things differently in the 
future. As the above shows, these experiences don’t have to be positive as negative experiences can 
also be useful.

Trainers or Peer supporters can also use the Cycle to make participants aware of unwanted and 
wanted behaviours and find ways to react differently to a situation.

STEP 1
Description

What 
happened?

Feelings
What are you 
thinking and 

feeling?

Evaluation
What was good 
and bad about

the experience?

Analysis
What sence can
you make of the

situation?

Conclusion
What else could 
you have done?

GIBBS
REFLECTIVE CYCLE

1988
STEP 5

STEP 4

STEP 2

STEP 1

STEP 3

Action Plan
If it arose again 

what would 
you do?

STEP 6

2 Mulder, P. (2018). Gibbs Reflective Cycle by Graham Gibbs.
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2.2 Self-knowledge
Self-knowledge, who you are, how you see yourself and perceive why you act in a certain way. 3

Promotes knowledge of yourself and your identity. From the latin identĭtas, identity is the set of 
characteristics and traits linked to an individual or a community.

This is a dynamic process, in the face of these questions, there is no simple answer. In fact, self-
knowledge is a kind of puzzle, difficult to know what your internal motivations are. Despite this 
difficulty, there are philosophers and psychologists who have reflected on self-knowledge.

According to Erikson, identity is an individual construct, developed by conflicting tensions throughout 
life. It emphasizes not only individual characteristics but also emphasizes the importance of context 
and society in the development of personality.

Socrates lived in Athens in the 5th century BC and consolidated the central idea of self-knowledge: 
“Know yourself.” This “aphorism” Know yourself is inscribed at the entrance of the temple of Delphi, 
built in honor of Apollo, the Greek god of the sun, beauty and harmony. According to Plato, Socrates 
was present at the Temple of Apollo at Delphi, where the oracle stated that he was the wisest man 

there was. However, Socrates’ answer was that 
which is probably his best-known phrase: “All I 
know is that I know nothing.”

Know yourself arises as a proposal, a challenge, 
realised through analysis, acceptance and depth. 
The first step towards true knowledge is to know 
yourself. If you want to know the world around you, 
you must first know who you are. Knowledge and 
knowing yourself is a process, a search that has 
no end and every day you can learn more.

The process of self-knowledge changes the way a person interacts with the world and with others, 
opening the possibility to learn new things.

Freud, an Austrian psychiatrist, psychoanalyst and neurologist (May 6, 1856 – September 23, 1939), 
argued that the process of self-knowledge helps each person to deal with themselves and with his 
own feelings. Freud devoted himself deeply to the study of the “mind” and the way we access the 
information contained therein. To what we consciously know of ourselves, Freud introduced the 
concept of “unconscious”, revealing that the mind is like an “iceberg” from which we only know its 
“tip”. For psychoanalysts, childhood was crucial for the construction of the “I”.

3   You can watch a video called “How to know yourself”: 
https://www.youtube.com/watch?v=cwTPeXbHzBk

https://www.youtube.com/watch?v=cwTPeXbHzBk
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Years later, Erik Erikson, father of Psychosocial Development Theory, would come to defend the  
impact that factors of context and society have on the construction of identity, believing that it 
develops throughout life and not only by events generated in the childhood. Erikson understood 
the meaning of development throughout life as well as charting it through different stages. Each 
stage refers to internal conflicts caused by internal and external elements, and its resolution raises 
the identity to a new level of development. Identity is seen as an individual construct, developed by 
conflicting tensions throughout life. In this way, emphasis is given not only to individual characteristics 
but also to the importance of context and society in the development of personality.

Building an identity, for Erikson, implies defining who the person is, what their values are and what 
the goals of their life are. Identity is a conception of oneself, composed of values, beliefs and goals 
to which the individual is in fact committed.

Having the ability to look in the mirror, knowing who you are, and being aware that the environment 
also influences who you are allows us to establish goals congruent with our identity.

“Of all possible knowledge, the wisest and most useful is knowing yourself.”
                                                                                                   William Shakespeare
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Now that you understand the importance of “self-knowledge and self-reflection”,  
how do you proceed? How to reach life experiences, understand who you are and 
what to do with this reflection and knowledge?

You’ll find challenging activities for you to do, provided in the Workbook – module 2

Important events, in our lives and the way we attribute value and meaning can, lead to the 
construction of our identity, beliefs and values. This can also affect, positively or negative-
ly our own expectations regarding the future.

And what are these events? To do this, carry out the Lifeline activity, in which you will iden-
tify the most important events in your life. There are positive events that helped us grow 
and negative events that taught us to be stronger, more resilient or to manage change.

In this activity the participants are invited to explore their life history and the significant 
experiences in their life until today.

At the end, through the identification of important events, the participants should be able 
to identify the impact of these events and define “who I am” (identity).

Activity 2.2.1 “Lifeline”

•  Top tip   
There are people who resist identifying negative events or even feel sad for 
remembering them. In this situation, the strategy to adopt is to value not the event 
itself but its overcoming, and even if there is no evidence of significant positive 
events after the experience, the current moment and the fact that the person has 
arrived at this point should be valued.

•  Top tip   
There are people who do not have direct access to any type of event. In this case, 
we can give examples of landmark events, such as birth, marriage, obtaining an 
academic degree, obtaining a job, …

Now that you’ve come this far, what have you learned about yourself?Reflection:
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Activity 2.2.2 “The Wheel of life”

How do I see myself, what characteristics do I have, what do you think of me? No matter what they 
tell us, we all have an individual representation and not always coincide with others! We can define 
ourselves with an image, a word or drawing, because we are more than what we see in the mirror!

In these activities, each person will be challenged to represent themselves symbolically and, even 
more, how they saw themselves in the past, how they currently see themselves and how they imagine 
themselves in the future. Each person is thus led to discover the self-concept and expectations they 
have about themselves.

Who we are, the experiences we have, our goals, depend on different areas of life such as: 
Personal Development, Family, Health, Relationships, Leisure, Professional Training, Work, Money, 
Free time.

To find out how you position yourself in each of them and what level of satisfaction you have 
with each one, you must carry out a quantitative assessment and identify the one you want or 
need to invest in to improve your quality of life and personal satisfaction.

The goal of this activity is to support people to self-evaluate important areas of life and identify 
those that are tailored to their individual needs and expectations as well as those in need of 
investment, serving as a “trigger” for change.

Activity 2.2.3 “My photo” and “My Portrait”

•  Top tip   
There may be people with underinvested areas of life, but that does not mean 
that they have to be challenged to improve.

•  Top tip   
Positioning in each area of life can be done with %, with numbers or even with a dash/dot.

Now that you’ve come this far, what have you learned about yourself?Reflection:

Now that you’ve come this far, what have you learned about yourself?Reflection:
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Mirror dynamics have been successfully used as a way to evaluate behaviours. In addition, it allows 
the work of self-knowledge and expands the importance of each individual in the group. Its practice is 
advised when we wish to develop some important concepts.

At the end of this activity it’s expected that the participant will be able to express positive impressions 
of himself and become more self-aware of their own values and self-concept.

Activity 2.2.4 “Mirror”

•  Top tip   
If the participant has some difficulties to identify some personal features, the trainer can suggest 
to start with some physical features and then try to explore the participant behaviour,  and how 
they sees themselves.

A model of self-awareness, personal development, 
group development and understanding relationships.

A Johari window is a psychological tool created by 
Joseph Luft and Harry Ingham. This useful tool allows 
understanding and training:

 •  Self-awareness
 •  Personal development
 •  Improving communication
 •  Interpersonal relationships
 •  Group dynamics
 •  Team development
 •  Inter group relationships

Activity 2.2.5 “Johari window”

Now that you’ve come this far, what have you learned about yourself?Reflection:
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Making the johari window can be challenging, but so is the goal of self-knowledge so please 
encourage people in the groups to participate,

Accept the challenge and make your own Johari window. You can find a template in the workbook.

•  Top tip   
In this activity the trainer has an important role to support any difficulties that may occur in any 
of the steps of the activity 

•  Top tip   
The trainer can start with an example for all of the group to help the participants but it’s important 
that the trainer can also support each participant individually.

OPEN SELF

Known to ourselves and 
known toothers.

Known 
to others

Not known 
to others

JOHARI WINDOW

These are the aspects of ourselves
that others see and we do not.

we all have aspects that 
we are not aware of.

Both parties are unaware 
of the aspects here. This can be 

the opportunity for discovery.

This would be descriptors that the 
individual chooses about themselves 
and are unknown to others. We can 
think of this as our private space we 

hide fromothers or choose 
not to show.

HIDDEN  SELF

BLIND  SELF

UNKNOWN SELF

Now that you’ve come this far, what have you learned about yourself?Reflection:

Known to self Not known to selfASK

T
E

LL
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Activity 2.2.6 “Johari window”

Activity 2.2.7 “My top features” and “How I see myself as a worker…”

This activity is intended to promote self-knowledge and cohesion among participants, facilitating the 
identification of similarities and differences.

Recognizing what makes you unique, understanding what unites us and that regardless of the context 
or reality of each person’s life, you have value and can have a common purpose, such as getting a job.

Following a more introspective and reflective activities about “Who I Am”, now the next activity aims to 
be more objective, taking into account the professional profile of each participant.

Through the “My top features” activity, the participant is challenged to identify the characteristics that 
distinguish them from a range of features and in the activity “How I see myself as a worker…”  
the participant identifies their strengths as a professional as well as what needs to be improved.

•  Top tip   
In case a participant does not have enough vocabulary and doesn’t know a certain word, the trainer 
can suggest the use of a dictionary (online or on paper) or explain what a certain word means.

And now that you’ve come this far, CONGRATULATIONS, 
because now you should know better WHO YOU ARE!!

Now that you’ve come this far, what have you learned about yourself?Reflection:
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Module 3.
Emotional Management

Framework

Objectives

Managing our own emotions is a vital ability of every human and is related to emotional intelligence 
understood as the ability to recognise, express and it allows us to identify, understand, and influence 
the feelings of other people. Having a high level of emotional intelligence allows you to empathize 
with others, communicate effectively, and be both self and socially aware. Emotional intelligence has 
an impact on how satisfying your performance at home and work environment can be. The better you 
understand yourself and others, how and why you feel something, the better you will be able to deal 
with various situations. One of the most practical examples of managing your emotions is assertive 
behavior, and as you will see in our course it is not hard to learn how to use it in everyday situations. 

This module aims to explain briefly what emotion, mood and feeling are and what differentiates them. 
Going through set exercises you will have a chance to get familiar with reading, naming and expressing 
a whole range of emotions. You will also gain skills about managing emotions and knowledge of 
empathic behavior. In the parts relating to emotional intelligence and assertiveness there is a chance 
to train assertive behaviors, how to assertively defend your rights and you will acquire the ability to 
manage positive and negative emotions. Upon completing this module trainers will be able to transfer 
both theoretical knowledge and practical skills to co-trainers and peer supporters in an easy to 
understand and attractive form.

Structure 

 1.   Emotion
 2.   Emotional intelligence
 3.   Managing emotions – assertiveness 
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•  To introduce understanding of emotion, feeling and mood
•  To differentiate emotion/ mood/ feeling

1. Emotion

Objectives

1.1  The concept of emotion, mood and feeling
1.2  Introduction to emotional intensity and complexity

•  What is emotion, feeling and mood?
•  What is emotional intensity?
•  What are basic emotions and complex emotions?

•  Activity 3.1.1  Emoticon Game
•  Activity 3.1.2  Emotions in my life
•  Activity 3.1.3  A circle of emotions

•  www.psychologytoday.com
•   Plutchik, R. (2001). The Nature of Emotions: Human emotions have deep evolutionary 

roots, a fact that may explain their complexity and provide tools for clinical practice.  
American Scientist, 89(4), 344-350. Retrieved December 13, 2020, 

    from http://www.jstor.org/stable/27857503
•  https://zielone-przedmiescie.pl/2020/11/03/emocje-uczucia-i-nastroj-podstawa-w-terapii/
•  https://www.paulekman.com/resources/universal-facial-expressions

Content

Linked activities

Resources

Guiding questions

1 hour

Duration

http://www.psychologytoday.com
http://www.jstor.org/stable/27857503
https://zielone-przedmiescie.pl/2020/11/03/emocje-uczucia-i-nastroj-podstawa-w-terapii/
https://www.paulekman.com/resources/universal-facial-expressions
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1.1 The concept of emotion, mood, and feeling

It is really important to understand what emotions, moods and feelings are. How do we know that we 
are happy or angry? Why do we experience certain emotions? What causes us to be in a good or bad 
mood, and what exactly is a mood? Knowing some definitions and basic differences between those 
these concepts helps us to understand them better.

Activity 3.1.1

Emoticon Game. Recognition and learning of using proper emotion signs

Emotion can be understood as an appraisal of the meaning of the relationship between a person 
and their environment for person’s well-being. Emotion embraces cognitive function, physiological 
reactions, motivational patterns and actions. Different emotions are signals of your quality of living in 
a given environment. Therefore, an emotion is a cognitive interpretation of the event (thought, another 
human reaction etc.)

You are surely wondering where emotions come from. They are energy that travels to the brain, which 
interprets it according to past experience. They come from our values and beliefs and the way we 
perceive our current life experience as it relates to those values and beliefs. Our values and beliefs 
are formed through our life experiences, family, community and peers. Our values and beliefs are 
developed in order for us to meet basic human needs for our psychological and physical well-being. 
You will ask what the basic needs are – here they are listed:

 •  Survival: food, safety, shelter

 •  Connection: fulfilled by loving, sharing, cooperating and a sense of belonging

 •  Meaning in Life: fulfilled by achieving, accomplishing and being recognised and respected

 •  Control and Power over one’s life: fulfilled by having and making choices

 •  Fun: fulfilled by laughing and playing
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We all experience all kinds of moods, positive or negative. We can be in a high or low mood. What 
exactly is the mood that we talk about, hear about, in which we actually “are” every day? A large part of 
contemporary considerations regarding this concept focuses on attempts to establish its definition. 
Researchers wonder if it is merely an emotional aspect or a separate affective phenomenon. 

We can be sure that moods and emotions are linked. When you are in a bad mood, you are inclined 
to have negative emotions such as being sad, angry, or afraid about something. But when you are 
in a good mood, you are inclined to have positive emotions such as being happy or hopeful about 
something. So, the nature of emotions should inform us about the nature of moods.

Similarly, the disposition of moods to produce positive or negative emotions is the result of the 
underlying mechanisms that produce emotions. Being in a mood is having processes going on in 
your body, and in your brain’s unconscious appraisals of situations, that together produce particular 
kinds of emotions in response to particular kinds of situations. For example, if you are in a good 
mood, then your physiology and background thinking are operating in ways that incline you to interpret 
new situations positively. More specifically, if you have some of the physiological hallmarks of good 
emotions such as stable heart rate, breathing rate and cortisol levels, and if you have been making 
mostly positive appraisals about things, then these background processes represented in your brain 
will make you more likely to respond to new situations with positive emotions.

And last but not least – feelings. Feelings are both emotional experiences and physical sensations, 
such as hunger or pain or anger, joy. Feelings are a conscious experience and related to a given 
emotion. 

I know you are probably thinking okay, you know the definitions but what differentiates emotions, 
moods and feeling? How do they cooperate and how do they complement each other? 

Emotions and feelings, although different from each other, have a lot in common. They are formed 
in humans and over time can disappear or their change their intensity. They convey important 
information about what is happening to us and give us energy to act. But what is a mood? 

Imagine the theater. Actors come out on stage, act out their scenes and disappear. These are emotions 
and feelings – very expressive elements. On the other hand, in the theater, the set design plays a huge 
role. The setting is the mood. Mood is, unlike emotions, constant. It does not disappear. We are always 
in some mood. We may be in a bad mood on Monday and then it will be much easier for us to get angry 
or upset with some event. The so-called negative emotions will affect us more. We can also be in a 
cheerful and good mood the very next day. Then anger will not get a hold of us easily, and a good joke 
will make us laugh more than usual.

Finally – have you ever wondered how many emotions we can feel? Can you name them all? 
Plutchik’s cone of emotions can be helpful in this case.
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Figure 1. A Cone of emotions (Plutchik, 2001)
Source: www.psychologytoday.com

http://www.psychologytoday.com
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Activity 3.1.2

Emotions in my life. Becoming aware of how and when emotions are felt.

Here in the picture you can see examples of seven universal facial expressions showing 
different emotions.

Source: https://www.paulekman.com/resources/universal-facial-expressions/

https://www.paulekman.com/resources/universal-facial-expressions/
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Activity 3.1.3 
Circle of Emotions. Learning to read emotions and express oppositional emotions.
You could also use the following video material from the internet: 
The secrets to decoding facial expressions

1.2 Introduction to emotional intensity and complexity

In Figure 1. the cone of emotions is presented and its two dimensions (2D) as three concentric wheels.
In this model you can see the two aspects of emotions:

 –   Intensity 
 –   Complexity

You can draw an arrow to visualize the intensity of emotions e.g. it can be said that acceptance is 
milder than trust and trust is milder than admiration. Therefore, in the model you can differentiate 
3 levels of emotional intensity: 

https://www.youtube.com/watch?v=B0ouAnmsO1Y&t=308s
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Here you can find some examples which you may find helpful when trying to understand what intensity 
means in practice:

People accept (low intensity emotion) the colleagues that are in the room, but they don’t know them 
well enough to tell their secrets. The colleagues may show low intensity emotion in the room as they 
do not know each other very well.

But the same people have some friends which they trust (moderate intensity emotion) and they know 
that their friends are going to keep their secrets.

People probably have a few friends they admire (high intensity emotion). When people admire 
somebody, they want to stay closer to that person than to the others. 

The second aspect is Complexity which means that some emotions are compound and comprised 
of two or more single emotions. In the wheel you can find the emotions mentioned above: acceptance, 
trust, admiration next to the emotions serenity, joy, ecstasy. Between them Plutchik, the author of the 
model, placed the compound emotion of love.  

Now we can understand that a person can feel love not only as state of emotional arousal 
such as excitement but also as a feeling of acceptance and serenity as well.

1. Acceptance     2.  Trust      3. Admiration

Acceptance     
Trust      
Admiration

Serenity                
Joy                 
Ecstasy

Love
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•  To introduce understanding of emotional intelligence
•  To provide practical instructions how to understand emotions of other people

2. Emotional intelligence

2.1  Introduction to emotional intelligence
2.2  Definition of emotional intelligence 
2.3  Empathy and empathic listening
2.4  Non Violent & Violent Communication

•  How do you manage your emotions toward yourself and others? 
•  What does it mean that someone is emotionally intelligent?
•  What is empathy? 
•  What are the elements of empathy? 
•  How to change your emotional attitude?
•  Why is it important to use non violent or positive communication?

•  Activity 3.2.1  Emotional awareness meditation
•  Activity 3.2.2  Self-reflection
•  Activity 3.2.3  Empathy
•  Activity 3.2.4  Empathic listening
•  Activity 3.2.5  Positive Communication

•   Mayer, J. D., Salovey, P., Caruso, D. R., & Sitarenios, G. (2001). Emotional intelligence as a 
standard intelligence. Emotion, 1(3), 232–242. https://doi.org/10.1037/1528-3542.1.3.232

•   Emotional Intelligence: New Ability or Eclectic Traits?” John D. Mayer, Peter Salovey  
and David R. Caruso. American Psychologist, September 2008, Vol. 63, No. 6, 503 – 517. 

•  http://www.theeiinstitute.com 
•  Emotional Intelligence https://www.youtube.com/watch?v=LgUCyWhJf6s
•  https://www.mastersincommunications.org/empathy-what-why-how/
•  Empathy vs Sympathy https://www.youtube.com/watch?v=1Evwgu369Jw
•  www.nonviolentcommunication.com
•  www.positivepsychology.com

Guiding questions

Linked Activities

Resources 

Content

Objectives

Duration

1 hour

https://doi.org/10.1037/1528-3542.1.3.232
http://www.theeiinstitute.com
https://www.youtube.com/watch?v=LgUCyWhJf6s
https://www.mastersincommunications.org/empathy-what-why-how/
https://www.youtube.com/watch?v=1Evwgu369Jw
http://www.nonviolentcommunication.com
http://www.positivepsychology.com
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2.1 Introduction to emotional intelligence 

The understanding of what is emotional intelligence isn’t so easy. But with a few picture examples you 
can get the sense of it. 

Emotional intelligence refers to the ability to recognise, interpret and process emotions in yourself 
and others. While genetics, upbringing and environment all play a role, there are steps you can take to 
develop your emotional intelligence over time. 

First step is get to know yourself. Emotionally intelligent people are self – aware. They have a realistic 
appreciation of their strengths and weaknesses, and how they come across to others. Peer feedback 
is one way of improving your self – awareness and may uncover a few of your emotional blind spots. 

It is also important to learn your triggers. Linked to the notion of self – awareness is knowing how 
you are likely to respond in particular situations. Think about how you felt the last time you were 
under pressure. Did these feelings help or hinder you? Recognising emotions and the sense of these 
emotions can shift your emotional state.

The next step is to be able to empathise. That means seeing things from someone else’s perspective 
will help you understand their values and beliefs. This is important when it comes to motivating and 
engaging others. Make a conscious effort to get to know your colleagues. Ask open questions and 
actively listen to what they have to say, rather than simply waiting for your turn to speak. Be on the 
lookout for body language and other nonverbal signs, as these may tell you more than someone is 
willing to express out loud. 

Own your emotions, if someone upsets you, pause and reflect on why their actions led you to feel 
this way instead of reacting impulsively. Recognise that a conversation is two – way interaction and it 
takes two people to make you angry, sad or frustrated. 

You should also go with your gut, which means listen to your body. If your stomach starts doing 
backflips every time you speak to a senior manager, or your muscles tense up before you go into a 
meeting, what does this tell you? Counterintuitive as it might seem emotions can be a valuable source 
of information when making rational decisions at work. Remember, emotional intelligence isn’t about 
suppressing emotions. It’s about learning how to recognise, process and channel them in a way that 
benefits you and your team. 

Enhancing your emotional intelligence requires effort but it can be achieved with sustained practice. 
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Activity 3.2.1
Emotional awareness meditation. Perception of your own feelings, moods and emotions perhaps 
controlling – or at least affecting – much of a person’s life.

Activity 3.2.2
Self – reflection. To understand and get familiar with one’s own feelings.

2.2 Definition of emotional intelligence 

Here you will find more scientific definition and requirements of emotional intelligence.

Emotional intelligence is the group of abilities concerning cognitive analysis of emotional information. 
Emotional Intelligence includes the ability to engage in sophisticated information processing about one’s 
own and others’ emotions and the ability to use this information as a guide to thinking and behavior. 

That is, individuals high in emotional intelligence pay attention to, use, understand, and manage 
emotions, and these skills serve adaptive functions that potentially benefit themselves and others.

What emotional Intelligence requires is:

 •  Perceiving Emotion, which means that someone is able to:
 –  identify deceptive or dishonest emotional expressions
 –  discriminate accurate vs. inaccurate emotional expressions
 –  understand how emotions are displayed depending on context and culture
 –  express emotions accurately when desired
 –  perceive emotional content in the environment, visual arts, and music
 –   perceive emotions in other people through their vocal cues, facial expression,  

language, and behavior
 –  identify emotions in one’s own physical states, feelings, and thoughts
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 •  Facilitating thought using emotion, which means that someone is able to:
 –  select problems based on how one’s ongoing emotional state might facilitate cognition
 –  leverage mood swings to generate different cognitive perspectives
 –  prioritise thinking by directing attention according to present feeling
 –  generate emotions as a means to relate to experiences of another person
 –  generate emotions as an aid to judgment and memory

 •  Understanding emotions is equivalent to the fact that someone is able to:
 –  recognise cultural differences in the evaluation of emotions
 –   understand how a person might feel in the future or under certain conditions  

(affective forecasting)
 –  recognise likely transitions among emotions such as from anger to satisfaction
 –  understand complex and mixed emotions
 –  differentiate between moods and emotions
 –  appraise the situations that are likely to elicit emotions
 –  determine the antecedents, meanings, and consequences of emotions
 –  label emotions and recognise relations among them

 •  Managing emotions includes that someone is able to:
 –  effectively manage others’ emotions to achieve a desired outcome
 –  effectively manage one’s own emotions to achieve a desired outcome
 –  evaluate strategies to maintain, reduce, or intensify an emotional response
 –  monitor emotional reactions to determine their reasonableness
 –  engage with emotions if they are helpful; disengage if not
 –   stay open to pleasant and unpleasant feelings, as needed, and to the information they convey

2.3 Empathy and empathic listening

It is probably hard to find a person who has not heard about empathy. But do you know exactly what 
empathy means? In simple terms, empathy is the ability to understand things from another person’s 
perspective. It’s the ability to share someone else’s feelings and emotions and understand why they’re 
having those feelings.
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Activity 3.2.3
Empathy. Introducing the concept of empathy.

You will ask why is it so important and how does empathy help in a person’s personal life? The answer 
is easy – healthy relationships require nurture, care, and understanding. A friendship or romantic 
relationship that lacks empathy and understanding will soon flounder. When people only think of their 
own interests, the other people in the relationships will suffer. If one spouse in a marriage forgoes 
seeing things from the other’s perspective, they will likely have marital issues. No two people are ever 
going to think exactly alike, and no two people are going to have the same experiences. Both people 
in a relationship bring their own ideas, life experiences, and struggles. Without taking the time to try 
to relate to one another’s feelings and perspectives, people in relationships will likely feel unloved and 
uncared for.

     >    Empathy is also part of non-violent communication. 

According to Rosenberg: the basics of Nonviolent Communication involve expressing ourselves with 
clarity, compassion, self-responsibility, empathy, and the common good in mind, which is the exact 
opposite of what violent communication is. Violent communication involves threatening, judging, 
dehumanizing, blaming, or coercing others in to get our way in a situation. Violent communication 
creates misunderstanding and frustration, pain and disagreements. What violent communication is, 
in everyday desired relationship terms, is a way of thinking and speaking that gets in the way of the 
quality of connection for which we are looking. It can also lead to anger, shame, guilt, depression and, 
in extreme cases, emotional or physical violence.

Many of us are taught to express our feelings in terms of what another person has “done to us.” 
Unfortunately, we are not taught to take ownership of our feelings and needs in order to ask for only 
what is of benefit and fair to all parties involved.

     >    Empathy vs sympathy

Click on the link to see an example: https://www.youtube.com/watch?v=1Evwgu369Jw

Empathy comprises of:

–  perspective taking
–  staying away  from judgement 
–  recognising emotion in another person
–  ability to describe felt emotions 

Sympathy is:

–  distancing to other’s emotions
–  staying with your own perspective
–  judging others
–   having problems with defining one’s  

own emotions

     >    Sympathetic behavior (below) has 8 elements of empathic listening.

https://www.youtube.com/watch?v=1Evwgu369Jw
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1.   Keeping one’s comments and opinions to oneself – concentrate on not talking while the other 
person is talking;

2.  Maintaining good eye contact and pay attention while looking directly at them;
3.  Pausing where required;
4.   When the other person stops talking try to paraphrase key words or translate what he or she said – 

this is reflecting what you believe you have heard to ensure a clear understanding exists;
5.   Remaining focused on the other person as they talk;
6.   Considering their perspective – that is, listening in order to fully understand what the other is saying 

rather than preparing your reply;
7.   Communicating non-verbally with encouraging body language (such as nodding),  while being 

aware of their non-verbal cues; and
8.   Identifying or reflecting the speaker’s feelings, for example, you can say, “You sound angry”  

or “You seem to be upset.”

positivePsychology.com
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Activity 3.2.4
Empathic listening. Introducing the concept of empathy and empathic listening.

2.4 Non-violent and violent communication
There are two types of languages: jackal talk and giraffe talk. 
According to this idea Jackal blames others for what they did whereas the Giraffe tries to feel the 
same emotion as the other person.

(Rosenberg, 2010)

In non-violent communication (Rosenberg), empathy is:
 –  perceiving/understanding the other’s feelings/needs
 –  giving our full presence, with our entire being
 –  so that the other person experiences being understood deeply 

Positive Communication Techniques

The way you express your message affects whether it is received positively or negatively. This 
influences the response you will get.  Even when you are conveying unwelcome news, the impact can 
be softened by using positive language. The first step is to be aware of whether your phrasing and 
language is positive or negative. 

Positive communication does not mean only saying nice things and avoiding conflict. It means 
describing what you want, instead of what you don’t want. This shifts the framing from critical and 
complaining to supportive and doable, and ties into positive reinforcement strategies, since it’s easier 
to reward someone for doing something than for not doing something. Being positive decreases 
defensiveness and agitation and promotes motivation. Framed positively, “Stop coming to work late” 
becomes “Come to work by (time).” 

JACKAL TALK Language that hurts

blaming   criticising
judging   demanding

observing   connecting
feeling   requesting

Language of the heartGIRAFFE TALK
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Labelling your feelings by describing your emotional reaction to the problem at hand can help elicit 
empathy and consideration. For best results, state your feelings in a calm, non-accusatory manner. 
If your feelings are very intense, it can be a good strategy to tone them down. So, if you were feeling 
“furious and terrified” you might say “frustrated and worried.”

The use of “I-messages” is a method developed by the psychologist Thomas Gordon. An I-message 
is an assertion about the feelings, beliefs, values, etc. of the person speaking, generally expressed as 
a sentence beginning with the word “I”, in contrast with a “you-message” which often begins with the 
word “you” and focuses on the person spoken to. 

I-messages intend to be assertive without putting the listener on the defensive and they avoid accusations. 
They also take ownership for one’s feelings rather than implying that they are caused by another person. 

Some examples:

3 part “I-message” model

1.  I feel... (insert feeling word)
2.  when... (tell what caused the feeling, i.e. the objective event)
3.  I would like... (tell what you want to happen instead).

The basic Nonviolent Communication model

When I see that .................................................
I feel ................................................
because my need for ................................................ is/is not met.
Would you be willing to................................................?  

The Nonviolent Communication (NVC) model created by Marshall B Rosenberg is another example of 
using positive communication (as described in Module 3).

You-messages I-messages

“You need to learn how to tie the ribbons on the 
bags in a better way.” 

“I had to re-tie at 8 ribbons on the bags you  
prepared.”

“You didn’t finish the parts on time!”
“I really am getting backed up on my work since  
I don’t have the all the parts yet”

“You make me mad when you talk about me.”
“I feel angry when you talk about me like  
I’m not here”.

Activity 3.2.5 
Positive Communication – Role play activity to practise using the “I-message” and NVC models.
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•  To provide practical information concerning assertive behavior
•  To give an opportunity to train behavior concerning real– life situations

1 hour 30 minutes

3. Managing emotions – assertiveness

Objectives

3.1  Definition of assertiveness 
3.2   Assertiveness in everyday situations – how to defend your rights and express emotions 

in contact with different people.
3.3  Reframing

•  What is an assertive behavior?
•  How do you defend your rights in contact with different people?
•  How do you express positive emotions?
•  How do you express negative emotions?
•  What is and how to use reframing?

•  Activity 3.3.1  The things I do all wrong – interpersonal activity
•  Activity 3.3.2  Assertiveness in real life – examples
•  Activity 3.3.3  Assertiveness in real life – Ben and Jim
•  Activity 3.3.4  Expressing positive emotions
•  Activity 3.3.5  Expressing negative emotions – stages of expressing anger

•  Król-Fijewska, M. (1993). Trening asertywności [Assertivity training]. Wraszawa: PTS
•   Bargiel-Matusiewicz, K. Dziurla, R. (2014). Program antytytoniowej edukacji zdrowotnej–Bieg 

po zdrowie [Anti-tobacco health promotion program – Running for health]. Warszawa: GIS.
•  https://emiliawojciechowska.com/asertywnosc-w-pracy-i-w-zyciu/

Content

Linked activities

Resources

Guiding questions

Duration

https://emiliawojciechowska.com/asertywnosc-w-pracy-i-w-zyciu/
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3.1 Definition of assertiveness 
Activity 3.3.1
The things I do all wrong – interpersonal activity. Better understanding of feelings and emotions.

Assertiveness means that you can directly, honestly and firmly express to the other person your 
feelings, attitudes, opinions or desires in a way that respects the feelings, attitudes and opinions as 
well as the rights and desires of another person. So, assertiveness is the ability to express yourself 
fully in contact with other people.

When talking about assertiveness you have to start with the fact that every person has the right to do 
different things. Everyone has the right to be themselves, that is to say, everyone has the right to be 
in the environment that suits them, to make decisions on matters that are important to them, to have 
their own thoughts, feelings, opinions on different subjects. 

Assertiveness means acting in accordance with yourself, but also in such a way as not to hurt 
another person. 

 >    In order to better understand what assertiveness is, we shall differentiate between understanding, 
           identifying and handling own feelings. These are the questions that can be asked:
 –     What is a fact (visible and sensible)?
 –     What happens after the fact happens (inside)?

 >    Three types of attitudes in communication – comparision

Aggressive attitude Submissive attitude Assertive attitude 

I am ok, others are not ok

Μy needs are the 
most important

I respect only myself

Others’ needs are 
more important

Both, my and others 
need are important

I respect only others I respect myself and others

Others are ok, I am not ok I am ok, others are also ok

I have no control over 
my emotions

I have a sense of 
superiority to others

I suppress my emotions

I have a feeling of inferiority 
towards others

I openly express my emotions

I put myself on a par with 
others

Source: https://emiliawojciechowska.com/asertywnosc-w-pracy-i-w-zyciu/hurt 

https://emiliawojciechowska.com/asertywnosc-w-pracy-i-w-zyciu/hurt
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The most important thing to remember is that you can feel various emotions. And you have the right 
to feel your emotions. You feel them, but other people may not be aware of that. Therefore, you should 
inform them about your emotions and express them in an assertive way.

When developing an assertive attitude, you find that you can set limits (expressing what I want and 
don’t want). You will also increase your self-esteem, self-confidence and belief in your own abilities,  
by the way, you open up to others, appreciate other points of view, and try to see the best in others. 
Below are some examples of assertive behavior.

     >     Defending your rights as assertive refusal (defend your rights not hurting others) –  the word 
NO, and the information about what we are going to do:

           –  No, I’m not going to go to the movies with you tonight. I have other plans for tonight.
           –  No, I won’t be at the meeting because I’m spending Sunday at home with my family.

An important thing to remember is that assertive refusal contains no resentment 
(aggression) or excuse (submission).

Activity 3.3.2
Assertiveness in real life – examples. Better understanding of the meaning of assertiveness 
in everyday life.

Activity 3.3.3
Assertiveness in real life – Ben and Jim. Introduction of assertiveness in real life settings.

     >    Expressing positive emotions 

Sensitivity and showing emotions are the basis of communication and creating bonds with other 
people, but talking about feelings, both positive and negative, is not the easiest thing to do. It is 
because we often associate it with weakness and are afraid to be harmed. But we should remember 
that only by taking this risk it will enable us to fully experience a whole range of emotions.
Here you have some examples of what to say to express positive emotions:

     >    I liked what you did
     >    I trust in you
     >    I am respectful of your attitude in this difficult situation
     >    I like you
     >    I love you
     >    What you have told me has made me feel really good
     >    I like talking with you
     >    I feel great in your company

3.2  Assertiveness in everyday situations –  
how to defend your rights and express  
emotions in contact with different people?
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Activity 3.3.4
Expressing positive feelings. How to express ones positive feelings.

     >    Expressing negative emotions 

Experiencing negative emotions is much more difficult and burdensome for us than experiencing 
positive emotions. Negative emotions can overwhelm us, slow down or stop completely our plans 
and actions.  They don’t allow us to function effectively and use our full potential. That’s why it is so 
important to identify and express them (not hurting anyone at the same time).

Ways of expressing anger:

Stages of assertive anger expression:

1. Providing information
At this stage you should inform the person that a certain behavior of theirs is uncomfortable for you. 
For example: It is difficult for me when you smoke near me. Stop it please.

2. Expression of feelings
If the first stage didn’t cause the change of the annoying behavior you could inform the person 
of your feelings in that situation. For example: Please stop smoking near me it is really irritating! 

3. Appeal to the law
When it didn’t work, you can appeal to the law to help you to obtain the change of the behavior. 
For example: If you don’t stop smoking here, I’ll call the security of the building. 

4. Law Enforcement
At this stage you have to act according to your statement from the third stage. 
For example: You are still smoking. I’m calling the security!

Activity 3.3.5
Expressing negative feelings – stages of expressing anger. How to express ones negative feelings. 
How to express anger.

Aggressive Submissive Assertive 

Actions aimed at destroying 
the object causing anger

Suppression of felt anger Focused on the task of changing 
a given state of reality
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3.3 Reframing
Reframing refers to a communication technique, which will generate a new meaning or add a new 
meaning to a situation or context.

The meaning we give to the situations or contexts of our behaviors is directly related to the “filters” 
(frames) that we put up, and which are conditioned by our beliefs, values, culture, remarkable life 
events. It is this “frame” that we put on reality that justifies why the same event can have different 
meanings and impacts on the two same people who pass through it.  And each frame can have a more 
positive or negative interpretation of objective reality, depending on the experience of each.

Korzybski (Science and Sanity, 1933) considered that our language translates the “map of the world” 
that each of us constructs and that each term used brings in itself meaning that each gives them, 
loaded with emotions, expectations and individuality.

In relationships, the way we communicate is also not literal. Each message sent brings with it a set 
of individual elements from the life map of its sender and is interpreted by the other through his 
experience, belief, that is, the map of the other. 

“If thought corrupts language, language can also corrupt thought.”
 George Orwell

Communication, intra and interpersonal, is a reflection of the construction of our internal reality.

John Grinder and Richard Bandler in “The Structure of Magic” (1975) identify language patterns that 
can “corrupt” the original meaning of thought, such as generalisations, omissions, and distortions. 
Through enlightening questions, the original meaning of the message is rescued. Allow yourself to 
identify limitations and expand the options of choice.

Examples: 

Language Patterns        Powerful questions
Nobody likes me!        How do you know that?
I can’t disappoint my mother                   What happens if you disappoint her?
I will never get a job because I’m disabled.     Do you know someone disabled that is employed?
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     >    What is the purpose of reframing?

Reframing is a psychological tool used to consciously change your limiting frames to help 
support your desired goals, beliefs and behaviors. Reframing allows the development of self-
confidence.

When you change the frame of your experience, it changes your view of things and this 
influences how you tend to perceive, interpret and react to events and circumstances. We can 
also say that reframing helps experience your actions and the impact of your attitudes and 
beliefs in a different way. It also helps you experience things from a different perspective or 
frame of reference that can be more advantageous and helpful.  This way, you become more 
resourceful and can, therefore, make better and more optimal decisions moving forward.

     >    There are two types of reframes that we can typically make. 

For both you can think in different perspectives/frames:

     >    Timeframes. It’s related to the relativity of time. If I’m in a dangerous situation 1 minute 
           can be a long time but if you’re hugging someone you care about, 1 minute can be very  
           little! So, in the face of a particular problem, I can joke that my “urgency” in solving it is   
           actually real.
     >    Redefining Experience Reframes. Put a new focus on behavior or emotion, try to view 
           it in a new light, another perspective. It will help if we think that we are “watching the 
           movie” situation and thinking that we are a character of the action. 
           Dissociating can help you have objectivity!
     >    Metaphorical Reframes. Metaphors help us experience a similar situation, 
           giving us clues to other emotions, other actions, and other purposes.
     >    Positive Intention Reframes. All behaviors have a positive intention, i.e. they are 
           intended to satisfy a certain need. As our action does not achieve the desired result, 
           we must focus on intent and change the action.
     >    Importance Reframes. To focus on what is essential, avoiding the exploration 
           of the details of the problem and “excuses”. Focus on the solution and the result 
           we want to achieve.
     >    Learning Reframes. Learn from experience, even if it’s running in a way we wouldn’t like.

Content Reframe Context Reframe

A content reframe shifts the 
meaning of the behavior

A context reframe shifts the intepretation 
and/or the perception of the behavior
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Objectives

Structure 

Module 4. 
Communication

Framework
Communication is the way you interact with the people around you. Understanding your own as well 
as other people’s ways of communicating is essential for successful interactions in all aspects of 
life: family, personal and professional. The acquisition of effective skills to express yourself and to 
understand other’s messages are essential whether communicating in a one-to-one situation or in a 
group, whether instructing one person, a group or presenting to a large audience.

This module aims to raise awareness about the way people communicate, and provide training 
suggestions which promote effective communication skills. Learning about communication and 
having the opportunity to practice communicating with different types of people, in different situations, 
will help to improve communication skills. Upon completion, the trainer will have the theoretical 
knowledge and the practical skills to support co-trainers and peer supporters in the development 
of their communication skills. You will be able to adjust your communication techniques in order to 
deliver effective training and to make reasonable adjustments to meet the communication needs of 
your trainees.

The module has 6 sections, which the trainer can use depending on the level of knowledge 
and skills of the trainees.   

 1.  The basics of communication 
 2.  Non-verbal communication
 3.  Effective listening skills
 4.  Effective speaking skills
 5.  Effective interpersonal communication
 6.  Effective communication using technology
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•  To understand the aims of communication 
•  To become aware of communication types and channels
•  To understand the concept of sender and receiver
•  To identify communication styles

1. The basics of communication

Objectives

1.1  Aims of communication
1.2  Types and Channels of communication
1.3  Concept of Sender-Receiver
1.4  Communication styles

•  What is the definition of communication?
•  Why is it useful to be aware of the various types and 
    channels of communication?
•  What factors affect the Sender and Receiver?
•  Why is it important to understand your own, and others’, 
    communication styles?

•  Activity 4.1.1  Concept of sender-receiver
•  Activity 4.1.2  Communication Styles Questionnaire

•   Kiernan, C., Reid, B. & Goldbart, J., (1987). Foundations of 
Communication and Language. Manchester University Press

•   MTD Training (2010). Effective Communication Skills. MTD Training 
and Ventus Publishing ApS ISBN 978-87-7681-598-1

1 hour

Content

Linked activities

Resources

Duration

Guiding questions



The European Commission’s support for the production of this publication does not constitute  
an endorsement of the contents, which reflect the views only of the authors, and the Commission  
cannot be held responsible for any use which may be made of the information contained therein.

59

Erasmus +
TRAIN THE 
COMPETENT

1.1 Aims of communication.
Communication is the verbal and/or non-verbal interaction between two or more individuals, 
with the purpose of exchanging information, ideas, thoughts, feelings and emotions. It is a two-way 
dynamic process with the main aim of sharing information, and the meaning of that information, 
from one person to another person or group.  

BRAINSTORMING ACTIVITY: ask the group “Why do you communicate? Why do you talk to someone? 
Why does someone talk to you?” (Make a list and post it on a wall)

TRAINER’S NOTES: Possible reasons to communicate include: to inform, to request, to express 
needs/feelings/desires, to express ideas/thoughts/opinions, to create awareness, to share knowledge 
and experiences, to persuade, to entertain, to motivate, to inspire, to project an image, to build 
relationships. 

The reason depends on the content of the message, the context and it depends on the person and the 
relationship with that person.

1.2 Types and channels of communication.
When communicating you use many modes or methods to convey a message. 
The two main types are verbal and non-verbal communication.

Verbal Communication involves the use of words and language to pass on an intended message. 
Verbal communication can be in the spoken/oral or the written forms. 

  Oral Communication uses spoken words. It is the most frequently used type of 
communication. It can be direct and synchronous (face-to-face, over the phone, on a video call) 
or indirect/asynchro nous (conversing via voice messages). 

  Written Communication uses written words. It is usually asynchronous (e-mails, texts, letters, 
reports, SMS, posts on social media platforms, documents, handbooks, posters, flyers, etc.) but 
can be synchronous as well (e.g. SMS, chat rooms).

Nonverbal communication is through body language, gestures, facial expressions and tone of voice 
as well as sign language and images/pictures/symbols. 
Nonverbal communication can occur without verbal communication, but verbal communication 
cannot occur without nonverbal communication. 
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You communicate for the majority of the day, every day of your life, with different people, using any or all 
of these means. These verbal and nonverbal elements interact with each other throughout the process 
of communicating. Gestures, words and facial expressions are all symbolic behaviours and each can be 
used to achieve a similar result – for example, to send the message that you agree you could make the 
OK gesture with your hand, you could say or write “okay”, or you can smile and nod your head. 

Communication channels are the different ways in which a message may be conveyed. The goal of 
the message determines which channel will be most effective for the particular receiver and context. 
Channels vary in their “information-richness.” Information-rich channels convey more information that 
is nonverbal.

Discuss how the type and channel of communication used may affect people with visual, hearing or 
language comprehension difficulties.

Some people may have difficulties using or understanding one or more of these types of communication. 
They may not communicate verbally and may use another type of communication. Some people may use 
only sign language or use some signs to supplement speech and understanding. Some may use images 
that convey meaning to either support their speech or as an alternative to speech. These images include 
photographs, symbols and drawings. These could be Alternative and Augmentative Communication 
means such as communication boards or embedded in electronic communication devices.

It is your responsibility, as a trainer, to find out how your training participants communicate and what 
is the best channel or channels to use with them. It is essential to obtain information about the type of 
communication used (verbal, written, gestural or a combination), to understand how a person uses their 
non-verbal communication system and to adjust your communication style to meet the person’s needs. 

Low Richness
– Impersonal
– One-way
– Fast

High Richness
– Personal
– Two-way
– Slow

Written Oral

Reports
posts,

e-bulletins

Memos
letters,

handouts

Telephone,
video calls,

conferences

Face-to-face,
meetings,

conservations

e-mail,
voicemail
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1.3 Concept of Sender-Receiver

All communication involves a sender and a receiver. The sender intends to accomplish something 
by communicating. Communication is the intentional behaviour of one person seeking to effect the 
behaviour of another person or persons and with the expectation that the other person will receive 
and respond to that message.  Communication is an active, two-way process between the sender 
and the receiver. Both have to share a common code to achieve understanding. These roles are 
interchangeable and they depend on one another.

Activity 4.1.1 
To better understand the roles ‘sender’ and ‘receiver’, do the “Concept of Sender-Receiver” activity 
using a communication channel other than the one you usually use.

The communication process refers to the mutual exchange of information (a message) between two 
or more people. It is comprised of many stages and for communication to succeed, both parties must 
be able to exchange information and understand each other. 
Communication begins at a given point. The first step is the generation of information. The second 
step is to put this information or data into a channel for transmission towards the intended audience. 

Picture description: Two people in a communicative exchange. The sender has a thought, in this case “pizza”.  
The sender transmits this message in their communication medium (channel). The receiver gets the message 
and gives feedback to the sender. Downloaded from: 
https://www.toppr.com/guides/business-correspondence-and-reporting/communication/types-of-communication/

Medium

SENDER RECEIVER

MESSAGE

FEEDBACK

https://www.toppr.com/guides/business-correspondence-and-reporting/communication/types-of-communication/
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Print or draw the following diagram as a poster and use it as a reference throughout the module.

The communication process is a dynamic ongoing interaction, shown in this cyclical diagram, 
and is dependent on the specific context in which it is occurring. 

The Sender is the source of the communication or message.
The Message is the information that you want to communicate.
Encoding involves transferring your message (idea, thought, information etc.) 
into a format that can be shared with and understood by the other person.
The Channel is the medium used to convey the message. 
Decoding involves receiving the message accurately.
The Receiver is the person who takes in the message sent by looking/reading/listening etc.
Feedback from the receiver helps you determine how successful your communication was. 
Communication is considered complete only after receiving a “feedback” message in return.

THE COMMUNICATION PROCESS

Feedback message Message

feedback

context
message

Receiver Encoding

Channel

Sender

Decoding

message

message

message
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Both “sender” and “receiver” share the responsibility to make communication a complete act and achieve 
the purpose. During this process, the initiator of the communication must pay extra attention to the nature 
of the information and use the appropriate communication skills (language, words, and emotions) to 
achieve effective communication. The communication process equally depends on the manner in which 
the receiver pays attention, understands the message and gives the feedback message.

In short exchanges, the process stops after the feedback message is received. For conversations, 
it is an ongoing process and the sender and receiver alternate roles. At any stage of the 
communication process, there are potential distortion factors that could create obstacles and lead to 
miscommunication.

1.4 Communication styles
Communication styles are based on experiences that over time have developed into a pattern 
of attitudes and actions. It is a continuous cycle, where experiences influence your thoughts. 
Your thoughts, over time, become your attitudes. These attitudes become the blueprint for new 
experiences, which develop into patterns of behaviour. An awareness of your personal style is critical 
to begin to transform negative attitudes and behaviours into positive ones.  

Your communication style can be differentiated, and you can choose to use different styles, depending 
on whom you are communicating with; why you are communicating and where. Differences in 
communication styles can lead to communication breakdown and can be barriers to successful 
interactions.

Activity 4.1.2 Participants complete the Communication Styles questionnaire. 
The aim of the questionnaire is for participants to understand the different styles, to become aware 
of how their style is perceived by others and how they can communicate more effectively with a 
particular style of communicator. Allow 10 minutes for the questionnaire. Following completion, do 
not disclose results. Avoid labelling participants as having a particular style. Use the diagram below 
to explain the two dimensions (the assertiveness level and the emotiveness level) and how these can 
change depending on the situation. Focus on how styles affect each other. 



The European Commission’s support for the production of this publication does not constitute  
an endorsement of the contents, which reflect the views only of the authors, and the Commission  
cannot be held responsible for any use which may be made of the information contained therein.

64

Erasmus +
TRAIN THE 
COMPETENT

ANALYTICALS DRIVERS

AMIABLES EXPRESSIVES

Less Responsive
Task-Oriented

More Responsive
Relationship-Oriented

Less Assertive
Slower Paced

More Assertive
Faster Paced

https://www.astridbaumgardner.com/blog-and-resources/commu-
nicating-under-pressure-how-to-leverage-and-flex-the-4-communica-
tion-styles/

Discuss the value of the questionnaire and how it can be used with trainees. 
Why is it important to be aware of your own and other people’s communication styles? 

•  Knowing what is important for each style when communicating with them will make 
    communication more effective.
•  Knowing what is difficult for each style will help you find a different way to express 
    yourself or to convey a message.
•  Identifying the verbal and nonverbal communication traits of each type helps you 
    to understand them better and allows you to fit to that style when reflecting or training.
•  These communication styles can also be identified in written communication 
    and being aware of someone’s style will help you write in the most effective manner.

The communication styles identified will be used in activities in other parts of this module.

https://www.astridbaumgardner.com/blog-and-resources/communicating-under-pressure-how-to-leverage-and-flex-the-4-communication-styles/
https://www.astridbaumgardner.com/blog-and-resources/communicating-under-pressure-how-to-leverage-and-flex-the-4-communication-styles/
https://www.astridbaumgardner.com/blog-and-resources/communicating-under-pressure-how-to-leverage-and-flex-the-4-communication-styles/
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Watch the video “The Still Face Experiment” to see how important nonverbal communication is in 
human interaction https://www.youtube.com/watch?v=apzXGEbZht0

•  To understand the importance of body language
•  To understand the importance of vocal characteristics

2.   Nonverbal communication

Objectives

2.1  Body Language
2.2  Vocal characteristics

•  Why is it important to be aware of your own body language and use of voice?
•   How does paying attention to someone’s body language and use of voice help you  

to communicate better?

•  Activity 4.2.1  Identifying and interpreting body language
•  Activity 4.2.4  Vocal Characteristics
•  Activity 4.2.5  Back to back & Face to face Role plays

•   Video “The Still Face Experiment” https://www.youtube.com/watch?v=apzXGEbZht0 
•   Ekman, P. (1972). Universals and Cultural Differences in Facial Expressions of Emotions. 

In Cole, J. (Ed.), Nebraska Symposium on Motivation (pp. 207-282). Lincoln,  
NB: University of Nebraska Press.

Content

Linked activities

Resources

Guiding questions

45 minutes

Duration

https://www.youtube.com/watch?v=apzXGEbZht0
https://www.youtube.com/watch?v=apzXGEbZht0
https://1ammce38pkj41n8xkp1iocwe-wpengine.netdna-ssl.com/wp-content/uploads/2013/07/Universals-And-Cultural-Differences-In-Facial-Expressions-Of.pdf
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2.1 Body language
refers to non-verbal signals that are physically observable. 

Ask the group to brainstorm “What are the different types of body language?”

Trainer’s notes Body language includes:

    •  hand and arm gestures (movements with our arms or hands, fidgeting)
    •  facial expressions (smiling, frowning)
    •  head movements (nodding)
    •  posture and stance (body position when sitting and standing, swaying)
    •  touch 
    •  gaze and eye contact (staring, avoiding)
    •  proximity/distance (how close you sit/stand, personal space)
    •  breathing rate, swallowing, coughing (involuntary behaviours)
    •  blushing (involuntary)

In the role of sender, you can use non-verbal signals to add more meaning to a message, to place 
emphasis and to draw attention to particular parts of a message. Research has revealed that students 
learn better from teachers who use gestures and, in general, people are more interested when a 
speaker uses gestures. 

In the role of sender, you also need to pay attention to your receiver’s subtle signs of body language 
that give feedback about how they are reacting to the message. It provides you with useful information 
about the other person’s feelings, emotions and attitudes. It helps you to gauge whether the receiver 
understands the message, do they agree/disagree, are they interested/bored and so on.  
It is also important to keep in mind your own body language when receiving someone’s message. 

According to research, there are basic emotions that are expressed universally across cultures and 
others that appear differently (Ekman, 1972). The culture specific differences are due to context 
and Ekman created the term display rules. These are rules we learn in the course of growing up 
about when, how, and to whom it is appropriate to show our emotional expressions. That means, 
an emotional expression can be suppressed, de-amplified, exaggerated or even masked altogether. 
Display rules operate primarily in public and this would explain why expressions would appear 
culturally different especially when observed by outsiders in social situations.

Activity 4.2.1 Identifying and interpreting body language. 
This activity is useful for practising various gestures and interpreting what someone’s body language 
may mean.
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2.2 Vocal characteristics
Refer to the paralinguistic features of the voice and the way the speaker uses their voice and words.  
Vocal characteristics include:
 
 •  tone of voice, 
 •  volume, 
 •  emphasis/intonation, 
 •  style of speaking, 
 •  speed of speech, 
 •  pauses between words and sentences 
 •  the level and type of emotion conveyed
 
These vocal characteristics of spoken communication convey a lot of meaning in the communication 
that you do every day. They may show a certain state of emotion, an attitude or feeling. It is useful to 
be aware of your voice when you are the sender and consider how you are supporting your messages 
or if your message is being distorted. Think about how you can modify these characteristics to draw 
attention to important information, to motivate, to persuade or influence.

Having awareness of other’s vocal characteristics may give insight into how they are feeling, if they 
have understood you, and how confident they are. Paying attention to these vocal characteristics is the 
art of “reading between the lines” when listening to someone speak. You may have to listen to what is 
left unsaid or only partially said with some participants, especially when working with people who do 
not express themselves much or well.

People who use Voice Output Communication Aids (VOCA) do not necessarily choose the tone of 
voice or speech style of their devices; therefore, they cannot use vocal characteristics to support 
their message. Digitised speech often sounds monotonous. In addition, someone may have a voice 
disorder and not be able to talk loudly; someone may stutter or have a voice without much intonation. 

Activity 4.2.4 Vocal Characteristics. 
Practise varying the tone of voice, the volume and emphasis to see how the meaning changes and 
how to use vocal characteristics effectively.

It is important to be aware of your nonverbal communication since it can create a positive (or a 
negative) impression. It has to do with how the other person perceives your nonverbal behaviours 
and this is both subjective and culture specific. Learning to observe other’s body language and vocal 
characteristics will help you understand people and notice inconsistencies between verbal and 
nonverbal messages. The words may be right but the nonverbal message may cancel, contradict or 
confuse the message because facial expressions, tone of voice or body posture show uncertainty, 
self-doubt or hostility.
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Nonverbal communication can function in the following ways:

 1.   Repetition of the meaning of a verbal message. For example, a facial expression showing 
something was really boring or saying “yes/no” and nodding or shaking your head.

 2.   Complementing the verbal message in combination with a nonverbal behaviour that 
emphasises the meaning of the whole message. A trainer who pats a person on the back  
in addition to giving praise can increase the impact of the message.

 3.   Substitution is a nonverbal behaviour that replaces the verbal message. For example, 
a person’s eyes can often convey a far more vivid message than words or you may hug 
someone instead of saying thanks.

 4.   Accenting a verbal message by emphasising or underlining the meaning of a word or part  
of the message. Pounding the table, for example, may show how angry someone is.

 5.   Regulation of the flow of communication through nonverbal behaviours that tell your 
partner when to talk, to continue, to hurry up, or to finish the conversation.

 6.   Contradiction of a verbal message with incongruent nonverbal behaviour. For example,  
if someone says they are happy with their life but through gritted teeth or with tears filling 
their eyes, consider that the verbal and non-verbal messages are in conflict. We tend to 
believe the nonverbal over the verbal communication.

Activity 4.2.5 Back to back & Face to face. 
This role-playing activity raises awareness about the meaning conveyed through vocal characteristics 
and helps participants to recognise the importance facial expressions and body language.
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•  To understand the difference between listening and hearing
•  To differentiate the different types of listening
•  To develop active listening skills
•  To understand the barriers to effective listening

3. Effective listening skills

Objectives

3.1  Listening
3.2  Active listening (Non-Verbal Signs & Verbal Skills)
3.3  Barriers to Effective Listening

•  Why is it important to use active signs of verbal and nonverbal listening?
•  How do these effect the flow of a conversation?
•  What can happen to a conversation when one of the partners is 
    not actively listening?

Refer to the Communication Process diagram from Part A. This part focuses on Decoding the message, 
the Receiver and Feedback. 

•  Active listening video https://www.youtube.com/watch?v=3_dAkDsBQyk
•   Edwards, Renee(2011) ‘Listening and Message Interpretation’, International Journal  

of Listening, 25: 1, 47 — 65

•  Activity 4.3.1 Repeater Story
•  Activity 4.3.9 Just Listen!

Content

Resources

Linked activities

Guiding questions

1 hour

Duration

https://www.youtube.com/watch?v=3_dAkDsBQyk
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3.1 Listening
Activity 4.3.1 Repeater story. 
Begin this section with an activity that demonstrates the importance 
f active listening and the effort needed to do it well.

Listening is not something that just happens (that is hearing). Listening is an active process in which 
a conscious decision is made to listen to and understand the messages of the speaker. 
Hearing is accidental, involuntary and effortless. Listening is focused, voluntary and intentional.

Ask the group: What are some examples of each?
Listening is very important in interpersonal communication and is critical to your ability to become 
an effective communicator. Listening is not as easy as it sounds. When you are listening well, you are 
intentionally focusing on what the other person is saying in order to understand what they mean and 
this requires energy and effort.

There are different types of listening defined by the goal of the interaction. 

The most common types in interpersonal communication are:
 •  Informational Listening (Listening to learn)
 •  Critical Listening (Listening to evaluate and analyse)
 •  Therapeutic or Empathetic Listening (Listening to understand feeling and emotion)
 •  Comprehensive Listening (Listening to understand the meaning of the message)

In reality, there may be more than one goal for listening at any given time – for example, you may be 
listening to learn whilst also attempting to be empathetic. It is important to understand what type of 
listening is required in a particular situation. Often, when training or supporting people, you tend to do 
a lot of the talking. If you spend more time listening to others, you actually achieve better results.

When you are on the receiving end it is best to pay attention to both the spoken words and the 
accompanying non-verbal elements (voice, gestures and body language) that convey a lot of meaning 
as well. Your hearing is much slower than your brain’s ability to think. You listen to 400-500 words per 
minute while your brain can utilize a greater amount of words per minute during thinking. You also 
process images faster than words. Your vision stores the images seen forever in your long-term memory. 

So, while conversing with someone, apart from just listening to their words, you are actually 
processing a lot visually as well.
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3.2 Active listening
Active listening is concentrating fully on the sender and what they are saying rather than just passively 
‘hearing’ their message. Actively showing verbal and non-verbal signs of listening helps to really 
understand what the other person is saying. It is listening to what the other person has to say before 
trying to interject with what you would like to share. It is restating or sharing back information with the 
sender, to show that you are paying attention and actively involved.

When a listener uses both non-verbal and verbal feedback, the person speaking will:
 •  know that the receiver is interested in what they are saying
 •  feel more comfortable 
 •  feel valued
 •  communicate more easily, openly and honestly.

Non-Verbal Signs of Active Listening

It is important that the ‘active listener’ is ‘seen’ to be listening. Active listening involves listening with your 
whole body and all of your senses, not only with your ears. You are aware of what you are doing with your 
head, eyes, mouth, back, hands and feet and you make sure your brain and heart are paying full attention. 
For example, you can positively reinforce the speaker with non-verbal feedback like head nodding or 
smiling. Keep in mind that non-verbal signs like smiling, head nodding, eye contact, facing the sender, 
upright body posture, may not be appropriate in all situations and across all cultures. Active listening 
skills can be developed with practice and will benefit participants greatly during interactions. 

Verbal Skills for Active Listening 

Active listening is not simply parroting back what was just said or using catch phrases like “I think I 
hear you saying….” Active listening is listening for content, fears, goals. There are many techniques 
that can be used, and they range from simple skills like positive reinforcement to more complex ones 
like reformulation. The following is a list of verbal skills for active listening that you can develop:
•  Positive reinforcement by saying “uh huh”, “yes”
•   Lubricating comments that help ease the flow of conversation e.g.  “Take your time”,  

“Where would you like to start?”
•   Open questions encourage discussion and expansion of responses. They often begin with Who, 

What, Why, When, Where and How.
•   Probing questions can be asked to get more detail, e.g. “You mentioned your dog, tell me more 

about him?”
•   Clarification with questions to ensure understanding of something said. Wait for the speaker     to 

pause before asking and avoid questions that disrupt the sender’s train of thought.
•   Summarisation is picking out the most important points and relaying them back. It shows the other 

person what you have understood. It is a useful technique with people who speak a lot or dwell in 
unnecessary details. Use it during a long pause or at the end of a conversation. 

•   Reformulation offers a mirror to the content received using the same words as the sender. It reflects 
attention, communicative clarity and acceptance. It is a simple technique with a very powerful effect. 
Using it helps to verify your ability to listen, pay attention and suspend judgment. Begin with “You are 
telling me that ....” “If I understand what you said ...” “So according to your point of view ...”
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•   Paraphrasing is restating what has been received in your own words. It shows a more general 
understanding of what was said, by repeating the thoughts expressed, using other words or other 
sentences. You should always connect to something actually said by the sender. 

•   Reflection focuses on the emotional content of the message which can be picked up via tone of 
voice, word choice etc. Paraphrase and reflect back what you’ve heard e.g. “It sounds like you’re 
frustrated with that”. Reflecting is affirming to the sender and encourages them to elaborate further or delve 
deeper into the topic. 

•   Silence provides space to think, reflect and refocus. Silence allows time to process information. The 
“10 seconds rule” is a good practice and we have to keep in mind that waiting feels longer than it actually is.

•   Remembering what the person has said takes effort, but is reassuring to the sender and  
a powerful way to show your engagement in the topic.

Show participants how to stay active by asking mental questions. Demonstrate with self-talk. Some 
questions to ask yourself as you listen, could be: 
 1.   What key point is the speaker making?
 2.   How does this fit with what I know from experience?
 3.   How can this information benefit me?

Activity 4.3.9 
Just Listen! is an activity which will raise awareness about listening with your whole body and an open 
mind in order to focus and actively listen to what is being said. It  provides an opportunity to practise 
summarisation.

3.3 Barriers to effective listening
Having awareness of some habits that may be obstacles to effective listening helps you to avoid them 
or to find alternatives. It is important to raise the awareness of your participants and help them to 
avoid these habits. Some examples are:
 •  interrupting, talking over others or finishing their sentences 
 •  being distracted (this includes thinking about what you are going to say next)
 •  having a closed mind, not empathizing
 •  being biased, prejudiced, judgemental

These barriers impede effective listening and may lead to:
 •  misunderstandings 
 •  inaccurate assumptions and conclusions
 •  breakdowns in communication
 •  poor interpersonal relationships (both professionally and personally)

Watch the video https://www.youtube.com/watch?v=3_dAkDsBQyk   
It provides a fun example of the use of some active listening skills.      

https://www.youtube.com/watch?v=3_dAkDsBQyk
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•  To learn how to express yourself effectively
•   To understand the power of positive communication, compliments and constructive 

feedback
•  To differentiate formal and informal communication

4. Effective speaking skills

4.1  Express yourself effectively
4.2  Compliments and constructive feedback – giving and receiving
4.3  Formal and informal communication 

•  Activity 4.4.1  Snowflake instructions
•  Activity 4.4.4a  Describing a problem & using open questions
•  Activity 4.4.4b  Role play Observation form
•  Activity 4.4.8  Giving Constructive feedback

•  Why is it important to speak with clarity, concisely and concretely?
•  How can the use of compliments help our interaction with others?
•  What is the value of giving constructive feedback?
•  What effect would the wrong use of formal and informal language in a workplace have?

•  I-messages https://www.gordontraining.com/leadership/gordon-model-boxed/
•   Non Violent Communication https://www.cnvc.org and you can work through the steps  

of the model here: https://www.nycnvc.org/the-exercise
•  Effective constructive feedback video https://www.youtube.com/watch?v=wtl5UrrgU8c

Refer to the Communication Process diagram from Part A. This part focuses on the Source 
of the message, the Message, Encoding the message and using the appropriate Channel.

Guiding questions

Linked activities

Resources

Content

Objectives

1 hour

Duration

https://www.gordontraining.com/leadership/gordon-model-boxed/
https://www.cnvc.org
https://www.nycnvc.org/the-exercise
https://www.youtube.com/watch?v=wtl5UrrgU8c
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Activity 4.4.1
Snowflake Instructions. This activity demonstrates how different people perceive 
the same instructions differently.

Communicating clearly is not easy, and because receivers may interpret the information they get 
differently, it’s very important to have a clear goal, to ask questions and confirm understanding to 
ensure the communicated message is not distorted.

Surely you have experienced listening to someone talking about a subject they are passionate about 
or know a lot about, but at some point you lose them. They may have used too much jargon or not 
explained unfamiliar points. This may make you feel inadequate. Maybe you weren’t listening well 
enough, maybe you are not smart enough.

The opposite of this is when you are talking about something or explaining something and at some 
point you realise that the receiver is not grasping what you are saying. This can be disheartening and 
can create an uncomfortable situation. On average, a typical speaker says 125 words per minute. 
When listening you can understand 400-500 words per minute. This means you listen faster than you 
speak, so listeners have enough time to process what they are hearing, and sometimes their minds 
may wander. This should kept in mind when making a choice about the type of communication to use 
and the best channel for the kind of information you want to convey. Remember that people can only 
listen to and store some of the information heard at a single time. The following methods are useful 
for trainers to teach their participants but trainers should keep them in mind as well.

4.1 Express yourself effectively

PREPARE mentally what you 
want to express. Set priorities 
& organize the information 
(most to least importance

P-ABC Strategy – Before expressing yourself use the P-ABC strategy to prepare

ACKNOWLEDGE the type of listening 
the receiver can dedicate, depending 
on  content, the degree of knowledge on 
the topic & level of attention & interest

BE ENTHUSIASTIC. Think of ways to 
keep their attention and to raise their 
enthusiasm on the topic. They are likely 
to feel that way too.

CHOOSE linguistic register &  
communication style most appropriate 
to the receiver, content, context, time 
available & objective of the interaction.

• “What is the goal of this communication?” 
•  “What is the most important message I want 

the get across?”

• “Is it the right time/place to talk about this?”
• “What does the receiver already know about this?” 
(ask them)

• “Why is this subject important to me?”
•  “What are some examples that will demonstrate 

how the subject is relevant to their lives?”

• “What’s the receiver’s communication style?” 
• “What are the receiver’s communication needs?” 
•  “How can I support my message with visuals, 

examples, repetition?” 



The European Commission’s support for the production of this publication does not constitute  
an endorsement of the contents, which reflect the views only of the authors, and the Commission  
cannot be held responsible for any use which may be made of the information contained therein.

75

Erasmus +
TRAIN THE 
COMPETENT

1. Clear
When speaking to someone, be clear about the goal of the message. Think “What is the purpose of 
communicating with this person?” If you are not sure, then your audience won’t be sure either. Avoid 
using complex words, sentences, and fuzzy language. Minimize the number of ideas in each sentence 
and make sure that it’s easy for your communication partner to understand your meaning. Use simple, 
short sentences with pauses in between.

2. Concise
When you are concise, you stick to the point by keeping your message brief without losing the 
completeness of the message. You provide only the important information. The receiver doesn’t want 
to listen to 10 sentences when they could be communicated with only 3. Being concise saves time. 
Avoid going over the same point several times or in different ways. Avoiding using filler words like “for 
instance,” “you see,” “definitely,” “kind of,” “literally,” “basically,” or “I mean.” Avoid wordy expressions and 
any unnecessary sentences that don’t add more information.  

3. Concrete
Concrete communication is about being specific and clear rather than vague, obscure, and general. When 
a message is concrete, then the audience has a clear picture of what you are telling them. Provide details 
and explanations if needed. Include supporting facts and figures to emphasise your message (don’t use 
too many as this may detract attention from the focus of your message). Examples linked to personal 
experience and knowledge assist understanding.

Expressive communication needs to be: 
clear, concise, concrete, correct, coherent, 
complete and courteous. These are applicable 
in written as well as oral communication. 

The seven Cs 
of expressive 
communication 1. Clear

The 7 Cs 
of 

communication

2. Concise7. Courteous

3. Concrete6. Complete

4. Correct5. Coherent
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4. Correct
When communication is correct, it fits the audience and is error-free. Incorrect information doesn’t 
help anyone and it doesn’t boost credibility. Ensure that written message are typo-free and that data is 
correct. Ensure that the level of language and the technical terms fit the audience’s level of knowledge. 
Avoid jargon.

5. Coherent
When communication is coherent, it has a logical order and makes sense. Ensure that all points are 
relevant to the main topic and are connected with each sentence flowing logically from one to the 
next. Avoid trying to cover too many points or being distracted by side issues. Keep your style and tone 
consistent. Present information in smaller chunks and check for understanding in between.

6. Complete
In a complete message, the audience has all the necessary information to be informed and, if 
applicable, take action. Think about questions that the receiver might think of as they receive the 
message. Address these questions by ensuring that the message has included a “call to action,” 
so that the audience knows exactly what is expected of them, and includes all relevant information 
(contact names, dates, times, locations, and so on).

7. Courteous
Courteous communication is friendly, open, honest and polite. There are no hidden insults or passive-
aggressive tones. Check that the message shows respect for the feelings of the receiver, is empathetic 
to their needs and keeps their viewpoint in mind. If you need to say something negative, do it tactfully.

Activity 4.4.4 
In the activity Describing a problem & using Open Questions participants practice expressing 
themselves using the seven Cs and bring in skills learnt in the active listening section.
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4.2  Compliments and constructive feedback –  
giving and receiving

The ability to give and receive positive or negative feedback allows a clear understanding about what 
was done well and what could be changed or improved. 

 •   Positive feedback (compliment) enhances confidence and self-esteem. All people have  
a need for validation and affirmation.

 •   Negative feedback (criticism) is judgmental, negatively evaluative, and often accusatory.  
It tends to take someone down for their perceived faults than to help them repair. 

 •   Constructive feedback (negative feedback given in a helpful way) helps to want to improve 
skills and adapt behaviours. It uses specific, concrete examples, and offers a remedy to the 
perceived problem. Overall, it improves relationships.

It is important for trainers to acknowledge achievements and effort. You should promote the use of 
this practice in your trainees as well, since receiving compliments is very motivating for someone in 
the process of learning. 

People tend to give negative feedback more easily. Giving negative or corrective feedback may make 
the receiver feel vulnerable because it is easy to perceive it as a personal attack on one’s character, 
work ethic, intellect, or expertise. Many people have difficulty in receiving negative feedback, even if it 
is well intentioned and constructive. When given in a useful way, constructive feedback is one of the 
most impactful ways people can learn how to improve, since it intends to develop, elevate, correct, or 
help a participant recognise their weaknesses for growing in their role. Trainers have an important role 
in teaching participants to give constructive feedback. They need to learn to assess the content of the 
feedback and to set goals for improvement or change.

Watch this video about giving effective constructive feedback 
https://www.youtube.com/watch?v=wtl5UrrgU8c

https://www.youtube.com/watch?v=wtl5UrrgU8c
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Constructive Feedback in 4 simple steps 

 1.   The micro-yes. Begin by asking a question that is short but important. It lets the brain know 
that feedback is actually coming. The person can answer yes or no (autonomy!)

 2.   Give your data point. No blur words. Just data points. Be specific and objective.
 3.  The impact statement. How the data point(s) affected you. 
 4.   End with a question. Wrap feedback message with a question. Create commitment rather 

than compliance. Create a problem-solving situation.

Activity 4.4.8 
Giving Constructive feedback – Role play activity to practise giving constructive feedback.

4.3 Formal and informal communication
To communicate successfully, different levels of formality in verbal expression are used in order to 
respond appropriately to different circumstances and different people. 

Informal Language: is used in casual communication between familiar people. 

Formal Language: is used when sharing official information with others. In a work environment,  
formal communication shows a level of respect and politeness. 

In most work environments, a mixture of both formal and informal language is used throughout the 
day, depending on the position of the person you are communicating with and your relationship to 
them. It becomes a matter of personal judgement to decide which type of communication to use and 
when. When someone uses the wrong type of language in workplace communication it can cause 
problems and offence. Some participants may need assistance to distinguish when and with who  
to use the different levels of formality. 
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•  To learn about interpersonal communication
•  To become aware of reasons for communication breakdown
•  To be able to modify a message when communicating with different types 
     of people and communication styles

5. Effective interpersonal communication

5.1  Interpersonal communication
5.2  Repairing communication breakdown
5.3  Communication with different types of people

•  Activity 4.5.2  Balanced turn taking
•  Activity 4.5.5  Role play “Workplace dispute” & Trainer’s Notes

•  How would difficulties starting, maintaining or ending a conversation effect 
     a trainee’s integration into a workplace?
•  How can we repair communication breakdown?
•  How do we modify our communication with people who have various 
    communication needs?

•   Video – “Transactional Model of Communication”  
https://www.youtube.com/watch?v=gCfzeONu3Mo

•  Universal Design for Learning https://udlguidelines.cast.org/

Guiding questions

Linked activities

Resources

Content

Objectives

1 hour

Duration

https://www.youtube.com/watch?v=gCfzeONu3Mo
https://udlguidelines.cast.org
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5.1 Interpersonal communication
Interpersonal communication is a two-way means of communication with active negotiation of meaning 
among individuals. It allows the participants to evaluate and respond to each other’s messages.

The key characteristic is that it involves a spontaneous exchange of information. One participant states 
information or expresses feelings, and the other participant receives the message and responds accordingly. 

For this to be effective, participants need to observe and monitor one another to see how their meanings 
and intentions are being communicated and make adjustments and clarifications accordingly.

Different types of interpersonal communication have different behavioural dynamics:
One-to-one communication
        Features: two people who are speaking and listening to each other with synchrony and with the 

possibility of intervention, objections and corrections
        Examples: face-to-face conversation, online video call, phone call, conversations through letters,        

e-mail, text messages, or conversations on social media

One-to-a few communication
       Features: Group dynamics and conflict management
       Examples: group conversations, work meeting whether face-to-face, online or written

One-to-many communication
       Features: unidirectional and exclusion of direct participation
       Examples: writing on the web, public speaking 

As a trainer, you need to be aware of a participant’s strengths and needs in each of the above 
situations before requesting them to carry out training with others.

Many people, especially ones that are shy or non-assertive, have great difficulty entering and 
participating in conversations. They may avoid certain situations because they do not know how to 
start a conversation, what to say if there is a silence or they are afraid of being dull. A trainer should 
keep these issues in mind and help participants develop these skills when needed. Conversing with 
others is an integral part of people’s personal lives but also important for success at work.

The basic conversation skills that need to be developed are:
 1.  Introducing yourself
 2.  Starting a conversation
 3.  Joining in a conversation started by others
 4.  Maintaining a conversation
 5.  Balanced turn taking
 6.  Staying on topic and changing topic
 7.  Ending a conversation
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Practise these skills according to each participant’s needs, using Module 4 – Activity 4.5.1 Meeting 
others and having a conversation.

In all of the activities think about each of the communication styles and discuss how to accommodate, 
adjust, and set boundaries etc. when talking to a person with each of the different communication 
styles. The trainer needs to set up pairs so there is a varied matching of different communication styles. 

If there are at least 3 people in the group do activity 4.5.2 Balanced turn taking to see how people’s 
communication style affect the group dynamics in your group.

5.2 Repairing communication breakdown
During communication, if the flow of information is distorted or blocked for some reason or the partici-
pants cannot make themselves understood, then communication fails. Problems may arise at any one 
or more of the communication process’ stages. 

Watch the Ted-Ed video “Transactional Model of Communication” 
https://www.youtube.com/watch?v=gCfzeONu3Mo

Communication between a sender and a receiver can be distorted by different factors which may lead 
to the message that the sender wants to communicate, not being the message that is understood by 
the receiver. This may lead to miscommunication or conflict. The breakdown can occur at any point of 
the communication process. 

Sender Message Receiver

•   Attitudes, knowledge & beliefs
•  Social system and culture
•  Communication skills
•   Personal feelings toward 

receiver, message
•  Physical state
•  Medication effects
•   Choice of environment,  

time of day
•  Time constraints

•   wrong type and/or channel  
of communication

•  wrong language
•  wrong word choice
•   excessive usage of technical 

jargon 
•   speech articulation and language 

ability
•   content and structure of message
•   conflicting nonverbal elements 

(e.g. body language, tone of voice)
•   physical noise such background 

noise, line noise 

•  Level of interest
•  Interpretation
•   Personal feelings toward 

sender, message
•  Physical state
•  Communication skills
•  Demands on receiver’s time
•   Attitudes, knowledge & beliefs
•  Social system and culture
•  Medication effects

Distortion Factors for Sender Distortion Factors for the message Distortion Factors for Receiver

https://www.youtube.com/watch?v=gCfzeONu3Mo
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It is extremely important to identify these potential distortion factors or barriers to communication, 
which may arise in any interpersonal communication. Proactive identification of the potential 
distortion factors will help you to plan to reduce them to make communication smooth, effective  
and efficient.

Strategies to Overcome Distorting Factors

 •  Feedback techniques such as open questions to help clarify the meaning
 •  Use of multiple channels to verify message and meaning
 •  Use of repetition, paraphrasing
 •  Face-to-face interaction
 •  Simple language
 •  Provision of limited information to reduce confusion

Modification of the message 

As a sender, you may often feel that your message was precise but somehow the receiver reacts/
answers differently from what you expected. This may be due to the limitations of human attention  
but also linked to the background, attitudes, communications skills, etc. of the receiver. 

Modifications of the received message can arise because the message is partly lost (deletion), new 
elements are added to the message (addition), the message changes (modification) or the concrete 
message is generalized (generalization). A classic activity, which demonstrates modification of the 
received message, is “The Whisper Game”.

As a sender you can modify your message according to the needs of the communication partner(s) 
and the goal of the communication. It is important to learn how to tune in to a communication 
partner’s body language to gain feedback on whether they understand the message. Paying 
attention to their facial expressions (e.g. puzzled look) and gestures (e.g. distracted, fidgeting) gives 
you feedback to see if you need to adapt and modify your message. Providing information in an 
understandable way is a skill that needs to be developed and you can modify your message using  
the strategies from the 7 C’s of communication.

Activity 4.5.5 
In this role play “Solving a workplace dispute” participants will bring together knowledge and skills 
learnt throughout this module whilst role playing different combinations of communication styles.    
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5.3 Communication with people with different needs
People have communication support needs or communication difficulties if they need support with 
understanding, expressing themselves or interacting with others. It may not always be obvious at 
first that somebody has a communication support need. It is important to be proactive in effectively 
addressing communication support needs together with your participants and, if needed, someone who 
knows them well. When training people who have special communication support needs, ask yourself: 
 •   How does this person communicate and what is the best format for them  

(written, verbal, gestural or a combination)? 
 •  What is the best channel to use (handout, worksheet, role-play, conversation or email)?
 •   Does this person have a communication assistive device and how can this help in this 

situation? Who knows how to use it? Can you learn?

If someone has difficulty attending to and understanding verbal language, try to:
 •  Use visual supports (e.g. symbols, visual schedules or menus, Social Stories).
 •  Use short sentences and everyday words that are easy to understand. 
 •  Reduce your speaking rate and check for understanding
 •   Pre-teach relevant vocabulary and symbols, especially in ways that promote connection  

to the learners’ experience and prior knowledge
 •  Introduce one idea at a time.
 •  Use multiple examples to emphasize critical features
 •   Concepts of past and future, and remembering dates, may be difficult to understand,  

so use a calendar, diary, timeline or other visual representations of time.

If someone has difficulty maintaining their attention, try to:
 •   Talk to the person in a place where they feel comfortable e.g. a familiar, and preferably  

quiet, location.
 •  Reduce any visual or auditory distractions in the room. 
 •  Use their name at the beginning so that they know you are talking to them.
 •  Emphasise key words when you ask a question or give an instruction.
 •  Provide graphic symbols with alternative text descriptions
 •  Use cues and prompts to draw attention to critical features
 •  “Chunk” information into smaller elements
 •  Provide checklists, organizers, sticky notes, electronic reminders
 •   Prompt the use of mnemonic strategies and devices (e.g., visual imagery, paraphrasing 

strategies, etc.)
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If someone has difficulty understanding abstract language and concepts, try to:
 •   Use concrete language and not rely on non-verbal communication 

(e.g. eye contact, facial expressions, gestures, body language).
 •  Avoid using figurative language, humour, idioms or other metaphors.
 •  Keep questions short, to the point and ask only the most necessary questions.
 •  Structure your questions. Offer options or choices.

If someone has difficulty understanding written language, try these alternatives:
 •  Provide graphic symbols with alternative text descriptions (e.g. easy-to-read)
 •  Use audio recordings, videos, text-to-speech, audiobooks

If someone has difficulty expressing themselves verbally, provide alternatives such as:
 •  Prompt writing, drawing, illustrations, comic strips etc.
 •  Provide sentence starters or sentence strips
 •  Provide graphics, symbols or illustrations to choose from

If someone has difficulty with auditory information (also useful for people who need more time 
to process information, or people who have memory difficulties) some alternatives are:
 •   Using text equivalents in the form of captions or automated speech-to-text  

(voice recognition) for spoken language
 •  Providing visual diagrams, charts, notations of music or sound
 •  Providing written transcripts for videos or auditory clips
 •  Provide Sign Language 
 •   Using visual analogues to represent emphasis and prosody (e.g., emoticons, symbols, or images)
 •   Providing visual or tactile (e.g., vibrations) equivalents for sound effects or alerts  

(e.g., buzzers in activities with timers)

If someone has difficulty with information presented visually, provide non-visual alternatives:
 •   Accompany facial expressions, gestures and body language with words to express reactions 

and emotions in a spoken message
 •  Provide descriptions (text or spoken) for all images, graphics, video, or animations
 •   Use touch equivalents (tactile graphics or objects of reference) for key visuals that represent 

concepts
 •  Provide physical objects and spatial models to convey perspective or interaction
 •  Provide auditory cues for key concepts and transitions in visual information
 •  Do not rely on body language; describe this nonverbal communication with words.

When displaying information visually, printed or on a screen, consider:
 •  The size of text, images, graphs, tables, or other visual content
 •  The contrast between background and text or image
 •  The colour used for information or emphasis
 •  The layout of visual or other elements
 •  The type font used

Many of these concepts overlap and sometimes they may not be at all suitable or helpful for some 
people. The main idea to keep in mind is that every individual is different and that you need to take the 
time to get to know them and find out what works best for them. 
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30 minutes

•  To become aware of using online written communication
•  To become aware of using the phone to communicate
•  To become aware of using digital technology to communicate

6. Effective Communication using technology

6.1  Online Written Communication
6.2  Telephone Communication
6.3  Online Video Communication

https://courses.lumenlearning.com/suny-orgbehavior/chapter/8-4-different-types-of- 
communication-and-channels/

•  How has communication changed because of technology?
•  What are some advantages and disadvantages of using technology 
    to communicate for PwD?

30 minutes

Guiding questions

Resources

Content

Objectives

Duration

https://courses.lumenlearning.com/suny-orgbehavior/chapter/8-4-different-types-of-communication-and-channels/
https://courses.lumenlearning.com/suny-orgbehavior/chapter/8-4-different-types-of-communication-and-channels/
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6.1 Online written communication
Some online written communication channels are email, SMS, social media, online forums presentations 
during teleconferences. Much of our daily communication happens digitally via the internet. Unlike verbal 
exchanges, it usually is asynchronous and, even in the cases of SMS and chats (which can be fast and 
almost in real time), you have time to think before responding. 

Every workplace has its own set of online communication rules and these need to be clear so that 
participants know when to use formal channels (e.g. email) and when to use informal channels (e.g. 
SMS or chats). ‘Netiquette’ refers to the accepted behaviours when communicating online. ‘Netiquette’ 
is even more important than in-person etiquette, because unlike a quick in-person chat, the internet 
keeps a permanent record of communications. Similar to in-person conversations, the same rules 
apply during written conversations:

 •  use greetings to start and end conversations
 •  be polite and respond promptly
 •  take turns
 •  use the appropriate tone of writing voice (formal or casual)
 •  respect people’s privacy
 •  respect people’s time

As a trainer, you may have to decide whether to use verbal or written communication. As a general 
consideration, feelings can be communicated more effectively verbally whereas facts are better 
conveyed through written means. Make sure the information is organised in such a way that the reader 
can understand it independently. Use written communication when:

 •  communicating formal information
 •  you need to be precise 
 •  you need a permanent record of the message/information
 •  conveying facts (e.g. dates, times, tasks)
 •  you don’t need immediate interaction or feedback
 •   the ideas in the message are complex (but the reader will understand without further 

explanation)
 •  someone has difficulty remembering verbal messages

It is important to choose the words to use in written communication carefully. Since the vocal aspect 
is missing and the non-verbal aspects are minimal,   the reader interprets the message, based solely 
on the written words communicated to them. The 7 Cs of effective verbal communication can be 
applied to writing as well. Written communication is a link between people, so think how you would  
say it verbally by picturing the receiver in your mind while writing.



The European Commission’s support for the production of this publication does not constitute  
an endorsement of the contents, which reflect the views only of the authors, and the Commission  
cannot be held responsible for any use which may be made of the information contained therein.

87

Erasmus +
TRAIN THE 
COMPETENT

Some specific factors that influence written communication are: 

 •   Punctuation – emotion can be conveyed in written messages (e.g. an exclamation mark is 
like raising the tone of voice, a word underlined, in bold or capitals is like placing emphasis on 
a word when speaking). 

 •   Spelling – poor spelling effects the ability to convey a message, since the reader may be 
paying more attention to the spelling errors than to the overall meaning of the message. Use 
the spell checker!

 •   Choose simple words – if there are 2 words to choose from, choose the shorter word 
(“Automobile or car? Car!”)

 •  Choose strong, active verbs. “I suggest…” instead of “It would seem to me that we might…”
 •   Avoid acronyms – When using acronyms always write the full phrase the first time you use it 

followed by the acronym in brackets – e.g. World Health Organisation (WHO). Make sure the 
recipient understands common abbreviations like BTW, LOL, TBC.

 •   Grammar and sentence structure – need to be correct and unambiguous, otherwise the 
reader may misinterpret the message. Use short and simple sentences with one idea per 
sentence.

 •    Layout – the type of font, the size of the font, the line spacing and alignment affect the 
way a page or slide look and how easy it is to read. Use a font size of 12 – 14 for emails 
and at least 24 for presentations. Using bullet points can help summarise a more complex 
idea making it easier for the reader to understand. Use subheadings and lists to organise 
information in chunks. 

Find out how well your participants use written communication, ask if they use it, when, where 
and with whom?

Brainstorm ideas about how co-trainers and peer supporters could use written communication.  
Some possible applications may be 

 •  email with instructions on how to do a task
 •  email with step-by-step guidelines 
 •  making schedules and programs, daily plans
 •  informing about changes to planned meetings
 •  communication on social media with co-workers

It is important to help participants distinguish between formal and casual online communication. 
Of course, there will be times that a colleague may send a message via social media, for example, 
to organize a staff get together or to inform about an event. This does not mean that you should start 
sending stickers, GIFs or videos unrelated to work. By keeping work relationships professional, you are 
safeguarding your privacy and avoiding sending something inappropriate. In all cases, it is vital that 
participants are aware of data protection laws.



The European Commission’s support for the production of this publication does not constitute  
an endorsement of the contents, which reflect the views only of the authors, and the Commission  
cannot be held responsible for any use which may be made of the information contained therein.

88

Erasmus +
TRAIN THE 
COMPETENT

6.2 Telephone communication
As for face-to-face communication, the same set of rules apply for communicating on the telephone. 
Care needs to be taken on the words chosen and the way you use your voice (paralinguistic vocal 
elements). You have to remember that the person you are talking to can’t see you, so you can’t rely on 
body language. Speak slowly and clearly and if communicating about something important, repeat key 
words/phrases. Check that the person has understood.

Practise makes perfect, so when training your groups, allow time to practise using the telephone. 
Create opportunities for role-plays in various contexts and with varying content (e.g. casual 
conversations, formal conversations, dealing with customers). 

Use the 4.6.2 Practical Telephone Skills Checklist in the Workbook.

6.3 Online video communication
Over the past few years, communicating with online video calls has become more frequent. 
During the COVID-19 pandemic, it became the main channel of communication in many cases. 

Participants may need to communicate via an online video call with their trainees if there is an 
emergency or for a meeting that cannot happen in person. Similar to face-to-face communication  
and talking on the telephone, participating in online video calls also has rules and certain expectations.

Participants should be aware of how to participate in online meetings and trainers should covers 
features such as:

 •  appearance and personal hygiene
 •  room setup, background noise and distractions         
 •  preparation of necessary materials
 •  connecting on time
 •  using features such as microphone, camera, raising hand, chat and other functions
 •  conversation skills during meetings

In your training, include role-plays using online platforms in order to get an idea of how participants 
handle these situations. Allow time to practise using online video calls by creating opportunities 
for role-plays with one-to-one conversations, group meetings, and formal conversations. 

Use the 4.6.3 Practical Online Call Skills Checklist in the Workbook.
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Module 5. 
Self-Management

Framework
Finding and keeping a job or a voluntary position implies to master some self-management skills 
related to social expectations and workplace legislation. To support disabled people on this topic, 
it is important to reflect on the difference between autonomy and independence. Self-management 
not only refers to practical tasks but also to social roles that one’s seek. 

“Sometimes the focus upon people’s impairments obscures the realisation that people 
are also very devalued by their society and community. Devaluation brings social 
repercussions to people’s situations that can be more impactful and pervasive than  
the intrinsic impairments that occupy much our attention” 1

Objectives
This aim of this module is to help you reflect on concrete ways to strengthen the autonomy and 
independence of disabled people. In order to do so, you need to understand the concept of social role 
valorisation and be aware of the risk of devaluation. It will help you deconstruct how you tackle the 
topic of self-management for disabled people to avoid imposing your personal views and perceptions 
onto others. At the end of the training, you’ll understand how to help disabled people define their needs 
in terms of self-management and find their own motivation to achieve their goals.

1
  
John Armstrong (2006). The Application of Social Role Valorization in Supporting People with an Intellectual Disability – An Overview URL: 
https://socialrolevalorization.com/wp-content/uploads/2019/04/Armstrong2006-SRVandIntellectualDisability.pdf 
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Structure 
1.  Independence vs autonomy
 1.1  The differences between independence and autonomy
 1.2  Responsibilities as a trainer

2.   Introduction to the concept of Social Role Valorisation (SRV) to understand the ins and outs of 
social interactions (expectations, opportunities and means)

 2.1  The concept of Social Role Valorisation
 2.2  The risk of devaluation

3.   To hold a clear vision of a ‘good life’
 3.1  The need to develop a vision
 3.2   The basics of ‘Motivational Interviewing’ as a tool to generate motivation

4.   How to use Train the Competent Workbook Module 5 Self-Manegement – Autonomy Assessment 
questionnaire to build your training with the final trainees

Train the Competent 
Workbook

Motivational 
interviewing as a tool

SRV as an analytic frame-
word to understand social 

6 Modules

Train the Competent 
Trainer Manual Global objectives: to promote 

employability of people with disability

Strenghten their autonomy 
and independence

Understands the ins and outs

Create vision and motivation

Develop their self management 
skills and abilities
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•  To understand the difference between the 2 concepts
•  To become aware of your own personal prejudices and 
     those of the trainees

1. Independence vs autonomy

Objectives

1.1  The differences between independence and autonomy
1.2  Responsibilities as a trainer

•  What is the main difference between independence and autonomy?
•  Can you live an independent life if you have a disability 
    or long term health condition?
•  Can you be autonomous if you have a disability or long term 
    health condition?

•  Activity 5.1.1  Charlie’s choice

•   Video: “Ageism is all around us – hear how it affects older people around the world” made 
by the HelpAge network https://www.youtube.com/watch?v=sv41CdxImiU 

•   Article: Christman, John, “Autonomy in Moral and Political Philosophy”, The Stanford 
Encyclopedia of Philosophy (Fall 2020 Edition), Edward N. Zalta (ed.),  
https://plato.stanford.edu/archives/fall2020/entries/autonomy-moral/ 

Content

Linked activities

Resources

Guiding questions

1 hour

Duration

https://www.youtube.com/watch?v=sv41CdxImiU
https://plato.stanford.edu/archives/fall2020/entries/autonomy-moral/
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1.1 The differences between independence and autonomy
To understand the concept of self-management and identify how you can support disabled people 
to develop their skills, you first need to reflect on the definition of independence and autonomy.
To do so, create small groups of 3 or 4 people and ask them:

 –   How would you define independence? Can you live an independent life if you have  
a disability or long term health condition?

 –   How would you define autonomy? Can you be fully autonomous if you have a disability  
or long term health condition?

 –  If you identify a difference, what would it be? 

To guide your reflection, you can also give them this short exercise, in which they should link 
the correct affirmations: 2

According to the Collins English Dictionary 3 the definition of Independence is as follow:

Independence

“Someone’s independence is the fact that they do not rely on other people.
The state or quality of being independent, meaning capable of action for oneself or on one’s own.”

2  Answers: 1D, 2B, 3A, 4C
3  Collins English Dictionary. Copyright © HarperCollins Publishers

1. “You’re dirty, I’ll wash you” a. Autonomous and Independent

2. “I am dirty, please wash me” b. Autonomous and not Independent

3. “I am dirty, I’m going to the shower” c. Non-Autonomous and Independent

4. “You’re dirty, go take a shower” d. Non-Autonomous and not Independent
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As you get older, you might lose your ability to be independent and may need others to do things for 
you. Take 2 minutes to watch a video called “Ageism is all around us – hear how it affects older people 
around the world” made by the HelpAge network 4.

Let’s focus on the definition of autonomy as suggested by the Standford Encyclopedia of Philosophy 
(Christman, 2020) 5:

Autonomy

“To be autonomous is to govern oneself, to be directed by considerations, 
desires, conditions, and characteristics that are not simply imposed externally 
upon one, but are part of what can somehow be considered one’s authentic self.”

In this sense, Autonomy is seen as a value, an expression of free-will as Independence is a practical 
ability to exercise your autonomy. 

Joel Feinberg defined one limit by writing that respecting a person’s autonomy means: “respecting his 
voluntary and unforced choice as the only factor that makes his actions legitimate, except when the 
interests of others must be protected” (Feinberg 1986) 6. 

Activity 5.1.1 
To expand on Autonomy, do the activity “Charlie’s choice”

1.2 Responsibilities as a trainer
To make sure that the trainees will be able to exercise their autonomy, as a trainer, 
you should always be careful to:

 –   Choose your words with care, as you can be viewed as a role model or have influence  
over the trainees

 –  Identify your own values and prejudices to avoid imposing them on others
 –   Respect the decisions of the trainees even if they don’t maximize their well-being, as long as 

they understand the ins and outs of the decisions they’ve made (e.g.) continuing to smoke 
even if they have low incomes and it affects their health, or they want to quit their  
job without having another opportunity in sight)

4   You can watch a video called “Ageism is all around us – hear how it affects older people around the world” made by the HelpAge network 
https://www.youtube.com/watch?v=sv41CdxImiU

5   Christman, John, “Autonomy in Moral and Political Philosophy”, The Stanford Encyclopedia of Philosophy (Fall 2020 Edition),  
Edward N. Zalta (ed.), https://plato.stanford.edu/archives/fall2020/entries/autonomy-moral/ 

6  Feinberg, Joel. 1986. The Moral Limits of the Criminal Law: Harm to Self. Oxford: Oxford University Press

https://www.youtube.com/watch?v=sv41CdxImiU
https://plato.stanford.edu/archives/fall2020/entries/autonomy-moral/
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 –   Help them identify the positive and possibly negative effects of their decision by questioning 
them. They can write down the reasons of their decision to reflect on it later. It will help them 
learn from past experiences to make better decisions in the future.

 –  Use positive sentences
 –  Give them space and time to think and answer

Those recommendations are in addition to what you’ve already learnt in Module 4 Communication 
during which we focused on how to interact with the trainees. 
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•  To understand the ins and outs of social interactions 
    (expectations, opportunities and means)
•  To become aware of the ‘roles’ we all play and their possible impacts on one’s life, 
    and in particular the risk of being undervalued.
•  To understand how this concept can be used as an approach to enhance competencies

2.   Introduction to the concept of Social Role Valorisation (SRV)

2.1  The concept of Social Role Valorisation
2.2  The risk of devaluation

1 hour

•  Would you say that you are free to live your life as you want to?
•  Do you understand why people sometimes make bad decisions for themselves?
•  Are you involved in the life of someone vulnerable or marginalized?
•  Are you aware of social devaluation dynamics concept?

•   Video: Why learn about Social Role Valorisation (SRV)? (2min10) By Imagine More,  
https://www.youtube.com/watch?v=ffsKjExTZGo

•   Thomas, S., & Wolfensberger, W. (1999). An overview of social role valorization (cited in  
University of Ottawa Press, 1999, https://books.openedition.org/uop/2480#ftn1) 

•   Osburn, J. (2006). An overview of Social Role Valorization theory. The SRV Journal, 1 (1), 4-13.
•   The application of SRV in supporting people with an intellectual disability – An overview – 

John Armstrong https://socialrolevalorization.com 
•   Wolfensberger, Thomas, Caruso. Some of the Universal “Good things of life” in the 

implementation of SRV can be expected to make more accessible to devaluated people. (1996) 

Guiding questions

Resources

Content

Objectives

Duration

https://www.youtube.com/watch?v=ffsKjExTZGo
https://books.openedition.org/uop/2480#ftn1
https://socialrolevalorization.com
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2.1 The concept of Social Role Valorisation
In a training about employability, you may wonder why learn about Social Role Valorisation. 
Brainstorming activity: Ask yourself two questions: 

 1.  Are you involved in the life of someone vulnerable or marginalized?

It can be due to a disability, a long-term health condition,  old age or through social difficulties such as 
being homeless or a refugee. It’s some characteristics that lead them to be stereotyped or excluded, 
it can also lead them to have much more difficulties to access good education, health care, housing 
or employment. 

 2.   Are you aware of the process that leads to marginalization? Of how our society works,             
and how individuals do take part to this process?

There are dynamics of social devaluation in our societies that have a major impact on an individual’s 
life path and choices they make. 

Social Role Valorisation (SRV) is an experience based theory that will help you understand why disable 
people are devalued. You’ll learn that the best ways to shift the devalued status of a disabled person is 
to support the person to:

 •  Take part and contribute to the community through valued social roles
      •  Pay attention to the image of the person and those around
 •  Enhance the person’s skills and competencies

To put it in other words, people are more likely to experience the “good things in life” if they hold 
socially valued roles, within the resources and norms of their society. Based on this definition, to 
understand this theory and be able to use it with the people you’ll train, you need to understand two 
concepts: the social roles and the “good things in life”. 

The definition of the SRV theory is: “The application of empirical knowledge to the 
shaping of the current or potential social roles of a party (i.e., person, group, or class) 
– primarily by means of enhancement of the party’s competencies & image
– so that these are, as much as possible, positively valued in the eyes of the perceivers”

 (Wolfensberger & Thomas, 2005).
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We all have our own byases and prejudices. The byases are the set of assumptions that we make 
in relation to race, gender, religion, sexual orientation, appearance and other traits. We all jump to 
conclusions without even being aware that we do. It doesn’t make you a bad person, but you must be 
willing to acknowledge them and work on your representations to be able to support others without 
imposing your views or limitations on them. 

A social role is a combination of behaviors, privileges and responsibilities that is socially defined. 

It is characteristics or expectations of a person occupying a particular position within a social system. 
It defines what one “must”, “should”, or and “cannot” do, but also “may” and “is permitted” to do. 

All elements of a role can be defined as being aspects of expectations held by both perceivers and the 
person in the role. People who violate the expectations of a role are not apt to be confirmed in that role 
by others.

When a person is perceived to live up to the expectations associated with a particular role, we say that 
the person is carrying out, playing or filling that role. Roles are confronted to social valuation and are 
ranged from extremely valued to extremely devalued.

Some roles are narrow and only apparent at very specific times and places, while others are very 
broad, perhaps controlling – or at least affecting – much of a person’s life.

Roles’ characteristics...

      Can define much of a person or be a narrow aspect

      Can be permanent or temporary

      Is not explicit

The “good things in life” can be highlighted by the fact that a tremendous amount of people from 
a social group or a society agree or converge as to what they desire. Throughout the world and eras, 
we globally agreed that the good things in life are:

Dignity, respect, acceptance, a sense of belonging, an education, the development of one’s capacities, 
a voice in the community and society, opportunities to participate, a decent material standard of living, 
an at least decent place to live and opportunities for work and self-support. 
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SRV is based on the understanding that everyone, at all times of their life is assigned one or more roles 
by the other members of the social system in which they live. These roles influence and condition all 
the behaviors, actions and opportunities.

Thus, throughout our life we occupy several major roles: child, student, workers, spouse, parent, 
grandparents, member of a club, of an association, exercising a certain profession, etc. which 
determine us in an important way and which we occupy over a relatively long period. 

But also, smaller and more temporary roles: patient with a doctor, tourist, shopper, train or plane 
passenger where we are expected to act in a certain way.

Brainstorming activity: Reflect on the following questions:
 –  What are the valued social roles in our society? 
 –   Would you give more or less credit to a tattooed doctor? To a male nanny? To a 20 years 

old manager? To a disabled teacher? Etc. Why? Can you identify objective reasons  and 
common prejudices?

The more roles a person has, and the more valued are those roles, the more chance a person has to 
experiencing the “good things in life”. 

Home and community

Around the house:
Tenant, Homeowner, Host, Cook, House cleaner, Handy-person, 
Gardener, Decorator, Collector, Hobbyist
In the Community:
Good neighbor, Neighborhood watch member, Regular customer, 
Shopper, Participant in community activities

Family and friends
Wife, Husband, Son, Daughter, Brother, Sister, Grandson, Granddaughter, 
Uncle, Aunt, Cousin, Girlfriend, Boyfriend, Fiancé, Significant other, Soul 
mate, Kindred spirit, Friend, Confidante, Pal, Buddy

Work – usually named 
by job title

Receptionist, Checkout operator, Baker, Nurse’s aid, Co-worker, Union 
member, Owner, Apprentice, Trainee, Trainer, Supervisor, Employer

Learning / education
Student, Teacher, Instructor, Trainer, Mentor, Tutor, Guide, Enthusiast, 
Independent, Scholar

Sport / fitness
Athlete, Player, Competitor, Champion, Footballer, Striker, Golfer, Fan, 
Cheerleader, Referee, Scorekeeper

Creativity
Artist, Actor, Choir member, Musician, Singer, Composer, Dancer, Weaver, 
Quilter, Poet, Writer, Reader, Subscriber, Book club member
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The SRV identifies 4 dimensions to any social roles, which can be summarized as:
 –   The “objective” competencies a person possesses
 –   The image, perception or interpretation of a person by others that it can be real or based on  

prejudices and biases
 –   The perception of the competencies a person possesses or attribution of competencies to  

a person that also can be real or based on prejudices and biases
 –   The expectancies, opportunities and means, competency models etc. that are provided to  

a person = the direct or indirect impact of the 3 other dimensions on one’s life and 
perception

Figure 1. An overview of Social Role Valorisation: The 4th dimensions 7-8

Competencies a 
person possesses

Image perception / Interpretation 
of a person by others

Expectancies, 
opportunities and means, 
competency models etc. 

Perception of the 
competencies a person 

possesses, or attribution of 
competencies to a person

7   Thomas, Susan, et Wolf Wolfensberger. “5. An overview of Social Role Valorization”. Flynn, Robert J, et Raymond Lemay.  
A Quarter-Century of Normalization and Social Role Valorization: Evolution and Impact. Ottawa: Les Presses de l’Université d’Ottawa  
| University of Ottawa Press, 1999. (pp. 125-159) Web. http://books.openedition.org/uop/2480

8   Textual transcription of the image: Circular diagram indicating the interdependence between the four dimensions of the theory

http://books.openedition.org/uop/2480
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2.2 The risk of devaluation
“Devaluation is the name given to the negative judgement made by others about  
the relative worth of another person or class of people.” 9 

People at risk of differentiation:

 •   Disabled people who are Neurodivergent (including learning difficulties and learning disability)
      •   Disabled people with physical impairment (including those labelled as having difficulties  

with mobility, body control and bodily integrity)
 •   Disabled people with physical appearance differences (including those labelled as facially 

disfigured, unusual appearance, overweight or underweight)
      •  People perceived to be of a different ethnic or racial group
 •  People of different gender or sexuality
 •  People who are labelled criminals (whether legally or morally so or not)
      •  People who do not accept societal norms for whatever reason
      •   People who use drugs (including those who use alcohol and nicotine as well as those who 

use chemicals more usually called drugs in the society)
      •  People who exhibit lack of control according to the expectations of that society

When working with disabled people, it is important to know in what ways they will likely be judged 
negatively or otherwise be vulnerable. At the same time, it is important to identify in a cultural group, 
what pre-existing ideas may represent an additional risk of being negatively perceived. 

Armstrong detailed the specific situation of people with intellectual disability: 

“Some negative expectations are that people will be slow, will display inappropriate 
emotions, have clumsy movements and childish interests, be easily distracted, tend 
to be gullible, as well  as stare and gape, dress oddly and with poor grooming and 
communicate with little or indistinct speech.

Some of the assumed roles fitting people with an intellectual disability might include: 
eternal child, village idiot, sex offender, arsonist, clumsy clod.” 10

9       John Armstrong (2006). The Application of Social Role Valorization in Supporting People with an Intellectual Disability – An Overview URL: 
https://socialrolevalorization.com/wp-content/uploads/2019/04/Armstrong2006-SRVandIntellectualDisability.pdf

10     John  Armstrong (2006). The Application of Social Role Valorization in Supporting People with an Intellectual Disability – An Overview URL: 
https://socialrolevalorization.com/wp-content/uploads/2019/04/Armstrong2006-SRVandIntellectualDisability.pdf

https://socialrolevalorization.com/wp-content/uploads/2019/04/Armstrong2006-SRVandIntellectualDisability.pdf
https://socialrolevalorization.com/wp-content/uploads/2019/04/Armstrong2006-SRVandIntellectualDisability.pdf
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This list of ideas and prejudices’ people may have of a disabled person helps you to understand the 
risks that they face. If they conform to any of this, even the slightest way, they’ll unwillingly reinforce 
the existing negative stereotypes surrounding them. Being devaluated can lead to rejection, neglect 
or mistreatment from people with valued roles. Those experiences of being rejected based on false 
assumptions can lead to what SRV calls “wounds”. If someone has received many of these wounds 
and from an early age, the impact can be devastating and even life defining.

As a trainer, you need to be careful not to underestimate the social dilemma that people face and 
remember that your professional identity gives a relative safety and security.

SRV teaches us the importance to work not only on the competencies and skills but also on the image 
that the person has of themselves and how they’re perceived by others.

This implies that the perception we have of a person will influence the skills that we will recognise in 
them, even if this does not correspond to the reality of those skills.

Likewise, the “role” in which a person finds themselves will influence the perception that they have of 
themselves and consequently, their behaviors, skills and aspirations. 

It is therefore essential to simultaneously seek to develop skills and to enhance the perception 
(image) of a person in order to expand the possibilities opened to them and to which they will “allow 
themselves to claim”. 

To enhance their social image, you can start by identifying the positive ideas that people have of the 
person you’re supporting to enhance and build upon. In our example, Armstrong identified positive 
impressions of a person with a neurological disability to be: 

“Trusting, innocent, open and spontaneous, telling things as they see it, joy in simple things, bringing 
gentleness from others, and roles like compassionate consoler, honest and forthright speaker, 
the moral conscience of others and ice-breaker at gatherings.” 

11
 

To identify the valued roles a person has, you can have a discussion with them and other people in 
their lives to make an inventory of all the roles and relationships they have. It will allow to either build 
on what already exists or to identify new positive roles, to upgrade existing devalued roles or to make 
negative roles less negative. This work will help transform their standing, opportunities and reputation 
in the eyes of others.

How to counter the risk of devaluation?
–   First, be aware of the potential risk of devaluation and adopt a proactive role to 

prevent, reverse and compensate for the disadvantaged position people are in
–  Then, enhance the competencies of people
–  Finally, enhance their social image

11   idem
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Domain Common devalued roles Common valued roles

Relationships

• “Old maid”
• Old fogey, dotard
• Orphan
• “Black sheep of the family”
• Harlot, pimp, gigolo

• Wife, husband, parent
• Grandparent
• Son, daughter
• Brother, sister
• Grandchild
• Aunt, uncle, niece, nephew
• Godchild
• Friend, confidante
• Fiancé

Work

• Idler, Loafer
• Goldbrick
• Ne’er-do-well
• “Sponge”, freeloader
• “Scrab”
• Union-buster
• Informer

• Worker
• Laborer
• Wage-earner
• Breadwinner
• Artist
• Craftsman
• Union-member
• Expert
• Apprentice
• Employer, business-owner
• Boss
• Board member

Education

• Dunce
• Seatterbrain
• Slowest member of the class
• “Special class” pupil

• Teacher, professor
• Scholar
• Student, learner
• Peer tutor
• Outstanding pupil

Sport

• Oaf, klutz, lummox
• Invalid
• Loser
• Sore loser
• Bad sport

• Athlete
• Athletics champion
• Competitor
• Coach
• Fan, booster
• Cheerleader

Table 12

12   Thomas, Susan, et Wolf Wolfensberger. “5. An overview of Social Role Valorization”. Flynn, Robert J, et Raymond Lemay.  
A Quarter-Century of Normalization and Social Role Valorization: Evolution and Impact. Ottawa: Les Presses de l’Université d’Ottawa | 
University of Ottawa Press, 1999. (pp. 125-159) Web. http://books.openedition.org/uop/2480 

Most of us want an “ordinary life”. A life that someone can build with means and opportunities 
provided by our society and cultural environment and not limited by dynamics such as social 
devaluation. One way to allow social image enhancement, is to develop a vision of what “an ordinary 
life” could be, to provide a powerful requirement for creating a better life for the person. 

http://books.openedition.org/uop/2480
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•  Understand the need to develop a vision
•  Learn the steps to help someone develop a vision

3. To hold a clear vision of a good life

3.1  The need to develop a vision
3.2  The basics of the Motivational Interviewing tool

•  Activity 5.3.1  Dream job
•  Activity 5.3.2  The 5 whys

•  What would be the ideal situation?  
•  Why do I think this situation is ideal? What are your expectations?

•  Imagine More, based in Australia https://imaginemore.org.au/resources/your-vision/ 
•   Video (in English): “Introduction to Motivational Interviewing – Bill MATULICH – Youtube 2013. 

https://youtu.be/s3MCJZ7OGRk
•   Article (in French):« Encourager le rêve ou confronter à la réalité ? Le dilemme des 

psychologues conseillers en orientation » (Encouraging Dreams or Confronting with 
Reality? The Career Counselors’ Dilemma) – Shékina ROCHAT – In “OSP – L’Orientation 
Scolaire et Professionnelle” – 2015 – https://journals.openedition.org/osp/4642

•   Powerpoint presentation (in French): “L’approche Motivationnelle 2 – Les outils 
motivationnels” Professor Philippe CORTEN – Université Libe de Bruxelles – 2015.  
https://slideplayer.fr/slide/8844987/

•   Article (in English): “Motivational interviewing techniques – Facilitating behaviour 
change in the general practice setting”. In “AFP – Australian Family Physician” volume 
41 – Septembre 2012. Retrived on https://www.racgp.org.au/afp/2012/september/
motivational-interviewing-techniques/

•   Article: ”17 Motivational Interviewing Questions and Skills” – Beata SOUDERS – 2021 – 
    https://positivepsychology.com/motivational-interviewing/
•   Article (in French) – “L’Entretien Motivationnel” – Matthieu FERRY & Collective – 
   https://tcc.apprendre-la-psychologie.fr/l-entretien-motivationnel.html

Guiding questions

Linked Activities

Resources

Content

Objectives

Duration 3 hours

https://imaginemore.org.au/resources/your-vision/
https://youtu.be/s3MCJZ7OGRk
https://journals.openedition.org/osp/4642
https://slideplayer.fr/slide/8844987/
https://www.racgp.org.au/afp/2012/september/motivational-interviewing-techniques/
https://www.racgp.org.au/afp/2012/september/motivational-interviewing-techniques/
https://positivepsychology.com/motivational-interviewing/
https://tcc.apprendre-la-psychologie.fr/l-entretien-motivationnel.html
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3.1 The need to develop a vision
A vision gives you direction and a larger purpose. It will allow you and the person you’re supporting 
to evaluate the immediate goals and priorities by assessing to what extent they contribute to
 the future life they desire. 

As seen in the Social Role Valorisation model, our dreams and hopes can be limited by ourselves 
and the perceptions from others, especially for people at risk of devaluation. To overcome this, 
the following steps can be taken:

 I.   Setting goals to identify the path

To support someone, you need to define the nature, duration and goals of the relationship.  
To move forward, goal setting is crucial. Having a vision and setting goals, will help you and the person 
you’re working with to see the path ahead in order to make small and big decisions. 

 II.   A vision to get through roadblocks

If you’re struggling somewhere along the way, it will be easier to maintain your motivation and pursue 
your efforts if you have a clear vision of your objectives. It will also help you identify what is a priority, 
a necessity and/or an urgency. Having a vision will create a feeling of achievement each time you 
reach a goal that will fuel your motivation to keep on working in the right direction. 

       III.   Setting your expectations

What is success? When will you consider that your efforts have paid off? Having a vision helps you 
define what success will look like for you. It will free you from the expectations of others to focus on 
what really matters to you. It will allow you to be more confident in your decisions. 
Here are some steps to guide you and the person you’re supporting with finding a vision.

The guiding questions are:

What would be the ideal situation? 
Why do I think this situation would be ideal? What are my expectations?

 –   Identify what is important for you: what do you believe in, what do you want 
to see changed or remain the same?

 –  Be creative: think outside the box to find accomplishments that really excite you.
 –  Write it down: use images or words to create a vision statement
 –  Outline the main steps: identify the major milestones

Activity 5.3.1
You can do the “Dream job” activity
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3.2 The basics of the Motivational Interviewing tool
Why is change so hard for most people? From a young age we are introduced to change, some more 
often than others, and somewhere along the way we form our own perceptions on the subject. The idea 
of change is often attached to a perception of risk or fear. We talk about “resistance for change”. 

Even if we tend to view it as a single event, behavioral change occurs gradually over time and you will 
most certainly encounter obstacles, distractions and periods of demotivation. In complex situations, 
you will mostly be faced with ambivalence, as the trainee may indicate both positive and negative 
reactions towards the idea of change. Especially if they’ve experienced a lot of “wounds” as we saw in 
the SRV theory.

“Ambivalence is the state the state of having two opposing feelings at the same time, 
or being uncertain about how you feel” 13

To overcome this state, you’ll need to help the trainee find their own motivation. What motivates us is 
unique to each individual. Psychologists developed a tool called “Motivational Interviewing” to help 
people suffering from addiction achieve their goal of sobriety. This tool is powerful when used in a 
therapeutic environment. We propose to give you an introduction to explain its structure and how 
you could use it with the trainees you’ll be supporting. As an analytic framework, it will allow you to 
deconstruct some mind representations and help you resolve ambivalence by making a person’s own 
motivation to become more explicit.

Motivational Interviewing (M.I.) is an effective way of talking with people about change. It can be used 
in a large variety of topics: study habits, dental health practices, dieting, work-out, training security 
forces, job counseling …

When to use M.I.? 

Whenever a person faces a decision that requires some sort of change:
 –  Career
 –  Addictions or problematic habits
 –  Housing
 –  Marriage
 –  Children …

13  Definition by the Cambridge Dictionary https://dictionary.cambridge.org/dictionary/english/ambivalence

https://dictionary.cambridge.org/dictionary/english/ambivalence
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The spirit of M.I. 

You can watch this video by Dr Bill Matulich as an introduction: Spirit of Motivational Interviewing
(Just remember that we use it in a non-therapeutical environment and thus instead of talking about 
“clinician”, we mean “trainer” or “educator”)

4 principles of action: P.A.C.E.
 –  Partnership: work collaboratively and avoid expert role
 –  Acceptance: respect the person’s autonomy, potential, strength and perspective
 –  Compassion: keep the person’s best interests in mind
 –  Evocation: the best ideas come from the person  

Core skills of M.I.:

Activity 5.3.2
To practice the 5 whys technique, split the trainees in pairs or group of 3. 
 –  One person will carry the interview
 –  One will be interviewed 
 –  And in group of 3, one will be an observer. 

The interviewee identifies a personal goal, the interviewer helps them to deconstruct it and going 
deeper into the idea by asking 5 times “why” without trying to answer or rephrasing. At the end, they 
discuss the results of the exercise.

Affirming is one of the fundamental Motivational Interviewing skills. You need to acknowledge 
the positive and the strengths that the trainees don’t see by themselves, until they do. It supports 
engagement, encourages the trainee to maintain the dynamic and builds confidence. To form an 
affirmation, find a strength you noticed within them and reflect it back to them. You need to be careful 
to only act as a mirror, without giving opinion or judgement otherwise you might influence the person.

You’ll notice that the person developed a clear vision when their speech will be structured as such: 
     1)   Expression of free will, e.g. “I want”, “I wish”, “I can”, “I will”
     2)   Identification of the ins and outs, e.g. “Because”, “The reasons are”
     3)   Definition of a plan, e.g. “I want to learn”, “I would like to do”, “I need”
At the end, the objective and the path should be clear and adapted to the abilities and resources of 
the person

Open questions
Technique: 5 whys

Reflection (Reflective listening)
Repeat a word, an expression or rephrase a part of 
the person’s speech to show that you are listening 
and to help them continue their thoughts

Summary
Gather information from time to time to achieve the 
same goals as reflective listening 

Affirmations
Awards, Attempts
Achievements, 
Accomplishments

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


The European Commission’s support for the production of this publication does not constitute  
an endorsement of the contents, which reflect the views only of the authors, and the Commission  
cannot be held responsible for any use which may be made of the information contained therein.

107

Erasmus +
TRAIN THE 
COMPETENT

•  Understand the purpose of the Autonomy Assessment
•  Build your training session

The Autonomy Assessment questionnaire is a tool to help you build your training based on the needs 
of the trainees. 

4.  How to use Train the Competent Workbook  
Autonomy Assessment questionnaire

4.1  How to proceed

•  Activity 5.4.1 Autonomy Assesment questionnaire

3 hours

•  What would be the ideal situation?  
•  Why do I think this situation is ideal? What are your expectations?

Guiding questions

Linked Activities

Duration

Content

Objectives
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4.1 How to proceed?
 1.   Ask the trainees to fill-in the questionnaire and give it back to you at least 2 weeks in advance.   

They can fill it in alone or with the help of someone that knows them well. 

  a.   For each question, they need to check the skills they’ve mastered (0 or 1) and the 
importance (0 or 1) that they’ve  given to mastering this skill. 

  b.   They can also tick the option “Not concern”, for example if they’re illiterate and the 
question is linked to the ability to read something.

  c.   It’s best if they tick their answers based on their point of view and then assess them with 
an educator’s perspective. If the two disagree, they can use the comments’ section.

 2.   Based on the answers, focus on the modules they don’t master  or  but give 
importance to  or     

 3.   For the skills that they don’t master but don’t find important, you’ll need to engage in a 
conversation with them about the ins and outs of their choice not to be trained. 

During your training with the final trainees, you can decide to use the content you’ve learnt here, 
about autonomy and independence for example, but it’s not mandatory. Use it only if it helps them 
understand the ins and outs of their choices. 

You can also simply use the activities of TTC Workbook – Module 5 Self-Management to train them 
on specific skills that will prove useful when looking for a job or a voluntary activity. 

Activity 5.4.1  
Autonomy Assessement questionnaire to practice you can do a role play with the group:
 –  Assign a disability to each participant and ask them to take the questionnaire
 –  Give all the answers to all the participants to analyse and build a training session

Compare and discuss the choices that were made

You can also do a role-play with a trainer and a trainee that checked a lot of non-mastered skills 
and a lot of “not important”.
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Module 6. 
Becoming a Trainer 

Framework
This module brings together the knowledge gained from modules 1-5. Adding to this knowledge 
the trainer will be guided through preparing, organising and facilitating training sessions. 
There are several competencies that are the same for the trainer, co-trainer, and peer supporter. 
Throughout this manual, the module provides you with opportunities to get to know the materials 
and exercises by initially applying them on yourself. 

Objectives
The aim of this manual is to provide you with sufficient guidance to perform training of co-trainer 
and peer supporters in job-finding and job retention processes. 

To become a trainer for co-trainers and peer supporters it is important to have knowledge about 
vocational support, train the trainer methodology, general knowledge of disabilities, as well as 
experience in teaching, coaching, or training. Furthermore, you need to have– or be willing to develop 
a preference for helping people. You need to believe in ‘jobs for everybody’, as well as in the phrase 
‘nothing about us without us.

You need to be able to adapt to the needs of other people, and to be able to disseminate information. 
Preferably, you would enjoy leading a group, speaking in a group and you may possess abilities in 
augmentative forms of communication.

To become a trainer who can design the training content to accommodate the need for moderation, 
you need to develop certain competencies. As trainer, you are expected to modify your own behaviour 
in adapting to the needs of the trainees in accordance with their disability. To do so, you will need 
to get to know your own personality, behaviour styles and preferences.
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Structure
The content is structured differently than the previous modules in this manual. Each chapter begins 
with a short pitch or summary that will set your mind into the following subject matter. The subject 
matter is presented as written text, bullet points, examples, and questions to reflect upon. This manual 
largely correlates with the Workbook. 

1.   The Trainer
 1.1  Who is the trainer?
 1.2  Who is the co-trainer?
 1.3  Who is the peer supporter?
 1.4  The distinction between different ways of support and development
 1.5  Reflection

2.   How to establish and maintain group dynamics
 2.1  Storytelling
 2.2  Establishing group dynamics 
 2.3  Teaming up!
 2.4  Maintaining group dynamics
 2.5  Reflection 

3.   How do we learn
 3.1  The experimental learning cycle
 3.2  The VARK theory of learning styles 
 3.3  The theory of multiple intelligences 
 3.4  Performance based education
 3.5  Reflection 

4.   Basic knowledge and competencies for Trainers
       4.1  How to present 
 4.2  How to facilitate
 4.3  Brainstorming techniques 
 4.4  Reflection  

5.   Tools of the trainer
 5.1   The Trainer’s Toolkit 

6.   How to put together a training
       6.1  Preparation
 6.2  Training
 6.3  Follow-up
 6.4  Real life practice 

7.   How to handle problem situations 
 7.1  Scenarios with possible solutions
       7.2  Problematic situations and potential solutions
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1. The trainer
That’s you, right? The fact that you’re reading this manual at this very moment, largely verifies this. 
So, who are you? And why do you wish to become a trainer in the Train the Competent program? 

1.1 Who is the trainer?

Your role in the Train the Competent programme is to disseminate information and knowledge to 
the trainees, and thus make the trainees able to perform basic support through development of 
competence. Through this manual, you will learn how to train disabled people into becoming co-trainers 
and peer supporters in a job-finding and job retention process, as well as in everyday life. 

1.2 Who is the co-trainer?

The co-trainer can be responsible for preparing and executing parts of the training under your 
leadership. An experienced peer supporter can become a co-trainer.

1.3 Who is the peer supporter?

In many cases the best person to support a disabled person, is a person with similar disabilities  
and own experience with job coaching support. However, to become a peer supporter it is necessary 
to provide disabled people to become peer supporters with extensive training in self-knowledge, 
communication, emotional management, self-management and knowledge of disabilities. The training 
aims to incorporate knowledge and competence to their behavioural repertoire through role-play, 
games, and practical hands-on exercises. 

1.4 The distinction between different ways of support and development

The peer supporter is someone in the same situation or having similar experiences as the supported 
person and who provides help and advice to practical problems. The peer supporter shares their own 
experiences and solutions and is able to give emotional and mental support derived from their own 
experience in similar situations. The role and responsibility of a peer supporter involves supporting 
peers in independent living, or as a colleague with experience in the workplace. Peer supporters 
support a peer and provide practical guidance in real time situations. 

The co-trainer participates in training for employers, experts, schools, teachers, students, special 
schools (peers). The role and responsibility of the co-trainers is to take part in the training, to provide 
selected parts of the training, but they don’t take responsibility for the whole process. Co-trainers 
prepare their own parts and trains these parts of the training under the leadership of the trainer.

The trainer helps trainees to develop new skills, competencies and knowledge which can be used in 
daily life and workplace. Trainers might be non-disabled people. Some co-trainers might become trainers.
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The role and responsibility of trainers is to design the training by assessing the needs with the client. 
They are responsible for the entire training process. The trainers are also responsible for assessing the 
implementation of the learning outcomes. Training involves the development of the participants via 
experiences and development in groups in a pre-defined field and based upon pre-defined goals. 

1.5 Reflection

Think about who you are and why you think you will turn out to be an excellent trainer. 

In what way do you consider your strengths an asset to this role?

EXAMPLE: 

Let’s presume someone wants to bake a cake.

A peer supporter would help in getting the information/materials to solve this, speak about 
their own relevant experiences in baking a cake and support throughout the process.

A co-trainer would take on an independent role in making the cake under the supervision 
of the trainer in training the trainees on some part of the recipe. 

A trainer selects that type of cake, help participants to best understand why it is important 
and valuable to develop their skills, practice and master the science of cake making and 
where and how they will be able to use this competency. The trainer would present how to make 
the cake, then would provide the necessary information/materials, let the trainee bake the cake, 
support/control the process, and discuss their experiences.
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2. How to establish and maintain group dynamics  
A well-functioning group dynamic does not happen all by itself. It will take a great deal of effort form 
you, and it will be an ongoing process to maintain. There are, however, some key elements to keep in 
mind during the preparation and implementation of group-based training procedures. 

2.1 Storytelling

You may start out with a story. This story should be short and contain examples of non-functioning 
group dynamic. You may need to over-emphasise the elements which make the group dynamic fail 
and utilise humoristic features to engage your audience. The story needs to change direction onto a 
smoother path towards a harmonic group dynamic. As storytelling is an interactive strategy, you need 
to grasp and include the group into the story. Use the tips described below into the story to create the 
feeling of individual ownership amongst the group members.  

2.2 Establishing group dynamics

Start out by asking them to think about why they are there. Then you encourage them to share it with 
the group using two or three sentences. You write keywords on the whiteboard, and you ask the group 
to help you determine the common features among the group members. This may create a sense of 
affiliation and fellowship.  

As you are training to become a trainer for disabled people, you are responsible for creating an 
accessible and inclusive facilitation of this process. Think about the following and keep in mind what 
you learned in module 1 on disability knowledge and in module 4 on communication. Which of these 
suggested approaches for identifying the unified elements in the group will suit your purpose?

–  General group discussion
–  People paired with someone
–  Post-it notes
–  List of suggestions that people can tick
–  Bingo to get to know each other (e.g., find someone in the room who has a cat… etc.)
–   Using some basic things like what you would put in the bingo and get people to indicate  

that they are similar



The European Commission’s support for the production of this publication does not constitute  
an endorsement of the contents, which reflect the views only of the authors, and the Commission  
cannot be held responsible for any use which may be made of the information contained therein.

114

Erasmus +
TRAIN THE 
COMPETENT

2.3  Teaming up!

As the facilitator of the group, you are expected to act as the leader, but at the same time encourage 
democratic participation and make sure that every voice is heard. However, at the beginning of the 
training course, the team needs to be set. Your role as leader is at this time important and the choices 
you make in terms of how the group culture is formed, are pivotal. In the following, you will find some 
suggestions on how to initially build group culture.

2.4 Maintaining group dynamics

As a facilitator your job is to maintain and nourish the ongoing group dynamic and do your best to 
stay ahead of any issues. However, in case issues occur, you will find a set of suggestions on how to 
handle this later in this module. 

To maintain group dynamics and thus create an effective learning environment for your trainees, 
you need to reinforce the rules and other appropriate team-behaviour. Remind the group to keep 
supporting each other in following the rules, as well as other democratic and inclusive behaviour. 
Additionally, you need to plan for evaluation of the ground rules on a regular basis. Invite the group 
to suggest changes or adjustments, and make sure their suggestions are taken seriously. 

Another important issue to consider is to be sensitive to the needs of the individual. Think about 
people’s access needs. For example, do they need more time to think about certain things or need 
extra equipment to participate? 

–  Set positively formulated ground rules 
–  Act as the leader of the group 
–  Reinforce rule-following
–  Invite the group to supply the rules, and support each other in rule-following
–  People can be provided with ideas about what to do if the rules are not followed. 
–  Certain rules can be worked one at a time, for example focusing on turn-taking at first.
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Example of ground rules in a digital training course

 •   Make sure that you are comfortable and in a quiet space (we understand that may be difficult 
for some so just do the best you can).

 •   To maintain your privacy, you can blur your background or remove personal items/
information from your camera view (i.e., pictures of family). 

 •   If you want to leave the online meeting or take a break, please tell us or leave a comment in 
the online meeting chat box.

 •   It is important to allow people time to comment without any interruptions or without feeling 
rushed. If you want to speak, put your hand up first. 

 •   If you want to talk to a member outside of the group, you must gain consent from them first. 
Do not share personal information without gaining consent beforehand.  

 •   Be mindful of language; please consider that what you say may have an impact on others.

 •   Respect confidences. This is a ‘safe space.’ Anything said during these meetings should not 
be discussed outside of the meeting. 

 •   Do not forget to provide feedback! This will help improve the way these meetings are run and 
provide an experience that works for you. 

2.5 Reflection

Watch the videoes linked below, and think about an experience in your life that may be developed into 
a story you can tell your group. Then, think about how to maintain the established group dynamic.  

https://www.ted.com/talks/amy_edmondson_how_to_turn_a_group_of_strangers_into_a_team
https://www.youtube.com/watch?v=fUXdrl9ch_Q
 

https://www.ted.com/talks/amy_edmondson_how_to_turn_a_group_of_strangers_into_a_team
https://www.youtube.com/watch?v=fUXdrl9ch_Q
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3. How do we learn?
In this section you will get insight into how most people learn. Over the years several theories have been 
developed to explain how we learn and what the teacher should be aware of to facilitate the learning. 
However, in this manual the target group for skill development are disabled people. As seen in module 1 
it is important to distinguish between the different types of disability, and tailor the training accordingly. 
The different types of disability may involve a specific impairment regarding how individuals learn.  
It is crucial to be aware of that in each case.  

3.1 The Experiential Learning Cycle

Educational theorist David Kolb (1984) suggests that there is a continuous cyclical process associated 
with learning. He believes “learning is a process whereby knowledge is created through the transformation 
of experience” (1984, p.38). The theory was formulated to present a circular model of learning, consisting 
of four stages shown below.

An individual may begin at any stage, but must follow each stage in the cycle in sequence:

 •   DOING: To do it yourself, gives you concrete experience. 
 •   OBSERVING: Observe what you do, then you will understand your experience.
 •   THINKING: Think about your understanding and you will get new ideas on how to  

apply your new skill.
 •   PLANNING: Plan to try out your new skills and see how they work.

REFLECTIVE 
OBSERVATION TO 

UNDERSTAND

CONCRETE 
EXPERIENCE 

BY DOING 

ABSTRACT 
CONCEPTUALISATION 
TO THINK AND ADAPT

ACTIVE 
EXPERIMENTATION FOR 

EXPERIENCING TJE EFFECT
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In essence, Kolb’s theory is based on the recognition that every individual comes to a training situation 
with a variety of life experiences, some prior education, in the form of formal or informal training.

The challenge this poses for you as the trainer is that you need to recognise this and adapt. Inability 
on the part of the trainer to recognise the learner’s learning style, motivation, previous experiences etc. 
can impede the learning process. Instead, you must facilitate learning by identifying psychological 
or physical obstacles to learning such as unwillingness to learn, poor learning skills etc.

Kolb’s four-stage learning cycle demonstrates how experience is translated through reflection 
into concepts, which in turn are used as guides for active experimentation and the choice of new 
experiences. The first phase, the concrete experience phase, is where the learner actively experiences 
an activity.

The second phase, reflective observation, is when the learner consciously reflects on that experience 
to determine if it fits with their previous knowledge or memories.

The third phase, abstract conceptualisation, is where the learner attempts to conceptualise a theory 
or model of what is observed, they formulate their own conclusions and concepts about what they 
have experienced.

The fourth phase, the active experimentation, is where the learner is trying to plan how to test a model 
or theory, or plan for a forthcoming experience to determine whether their conclusions and theories work.

According to Kolb, all learning is relearning, as learning is a continuous process which is grounded in 
experience. All stages of this cycle must be completed before true learning can take place as each 
stage helps the learner modify his understanding and expectations. Here is a suggestion for further 
reading, if you feel like it: Kolb, D. A. (1984) Experiential Learning, Englewood Cliffs, NJ.: Prentice Hall.
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3.2 The VARK theory of learning style

Fleming (2001) proposed a model identifying participants learning styles according to their preferred 
ways of gathering, organising, and thinking about information. The VARK model is commonly used in 
training because it can guide the employment of a combination of techniques to appeal to learners 
with different dominant learning styles. The acronym VARK stands for Visual (V), Aural (A), Read/Write 
(R), and Kinaesthetic (K).

VISUAL – learners who would like to see the information 
presented for them on a whiteboard, flip charts, walls, 
graphics, pictures, and colour. Learners who prefer visual 
techniques tend to be more creative and artistic than others.  

AUDITORY – learners who would like 
to see the information presented for 
them on a whiteboard, flip charts, walls, 
graphics, pictures, and colour. Learners 
who prefer visual techniques tend to be 
more creative and artistic than others.  

READ/WRITE  – learners who need to read the information for 
themselves, and they take a lot of notes. Handouts, perhaps 
done on PowerPoint with room for their own notetaking would 
complement the learning of these students.

KINAESTHETIC  – learners who cannot sit still for long, like to fiddle with things. They like to be 
actively involved in their learning. Day trips and role-plays would suit these learners best as it will 
keep them actively alert and involved. More subtle class-room techniques, for example, flip chart 
rotation, would also keep the kinaesthetic learner interested and involved in the subject. However, it 
is important to monitor the use of theory-based instruction when dealing with this type of learner as 
often they can become lost in a body of information.

Combining different elements within a training program increases its likelihood of effectiveness as 
it can cater for the needs of people with different learning styles. This can be a mix of methods and 
components such as lecture parts, use of whiteboards or flipcharts, open discussions, group work, 
practical exercises, role plays etc. If you want to read more about this, here is a reference: Fleming,  
N. D. (2001). Teaching and learning styles: VARK strategies. Christchurch, New Zealand: N.D. Fleming.

VARK

AURAL

VISUAL READ / 
WRITE

KINAES- 
THETIC
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3.3 The Theory of Multiple Intelligences

Gardner defines intelligence as “the capacity to solve problems or to fashion products that are valued 
in one or more cultural setting” (Gardner & Hatch, 1989). He proposed that there are seven intelligences, 
a view that greatly differs from the traditional only recognising two namely: verbal and computational 
intelligences. 

Gardner (1983) argues that these seven intelligences may be anatomically separate from each other 
but rarely operate independently. Instead, they are used simultaneously and complement one another. 
He also argues that both culture and biology play a role in the development of multiple intelligences. 
Specifically, drawing from neurobiological research it is known that learning is an outcome of the 
modifications in the synaptic connections between cells. Therefore, various types of learning can 
result in synaptic connections in different areas of the brain. 

In addition to biology, culture also has a role to play in the development of the multiple intelligences. 
Different societies place higher value on certain types of intelligences compared to other and thus 
individual members of these societies have a stronger motivation to become skilled in a particular 
area. Thus, particular intelligences might be highly evolved in many people of one culture, but not in 
individuals of another culture.

The seven intelligences Gardner defines are:

 1.   Logical-Mathematical Intelligence: consists of the ability to detect patterns, reason 
deductively and think logically. This intelligence is most often associated with scientific and 
mathematical thinking.

 2.   Linguistic Intelligence: involves having a mastery of language. This intelligence includes the 
ability to effectively manipulate language to express oneself rhetorically or poetically. It also 
allows one to use language as a mean to remember information.

 3.   Spatial Intelligence: gives one the ability to manipulate and create mental images to solve 
problems. This intelligence is not limited to visual domains. Gardner notes that spatial 
intelligence is also formed in blind children. 

 4.   Musical Intelligence: encompasses the capability to recognise and compose musical 
pitches, tones, and rhythms. (Auditory functions are required for a person to develop this 
intelligence in relation to pitch and tone, but it is not needed for the knowledge of rhythm.)

 5.   Kinaesthetic Intelligence: is the ability to use one’s mental abilities to coordinate your own 
body movements. This intelligence challenges the popular belief that mental and physical 
activity are unrelated. 
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 6. & 7.   The Personal Intelligences: includes interpersonal intelligence – the ability to 
understand and discern the feelings and intentions of others – and intrapersonal 
intelligence – the ability to understand one’s own feelings and motivations. These 
two intelligences are separate from each other. Nevertheless, because of their close 
association in most cultures, they are often linked together. 

According to Gardner’s Theory of Multiple Intelligences, everyone is born possessing the seven 
intelligences and all seven intelligences are needed to productively function in society. In contrast to 
traditional education systems which typically place a strong emphasis on the development and use of 
verbal and mathematical intelligences, Gardner provides a theoretical foundation for recognising the 
different abilities and talents of learners and acknowledging that they are equally important. This has 
several implications with regards to instruction as according to Gardner teaching by activating a wide 
assortment of intelligences can facilitate a deeper understanding of the subject material: 

 •    Educators should recognise and modify their teaching so that it inspires learners develop a 
broader range of talents and skills.

 •    Educators should structure the presentation of material in a style which engages learners 
possessing various intelligences

 •   Educators should aid learners to use their more developed intelligences to assist in the 
understanding of a subject which normally employs their weaker intelligences

 •   Create learners ‘Intelligence profiles’ to be able to properly assess learners’ individual 
progress

 •   Devise assessments that will allow learners explain material in their own ways using their 
different intelligences such as portfolios, independent projects, journals, creative tasks etc.

One of the goals of educational activities is to help learners develop a sense of accomplishment and 
self-confidence. Though not everyone may be verbally or mathematically gifted, learners may have an 
expertise in other areas, such as music, spatial relations, or interpersonal knowledge. Approaching and 
assessing learning in a different manner allows a wider range of learners to successfully participate in 
the learning process (Lazear, 1992)

If you want to read academic papers regarding the seven intelligences, here are a couple of references: 

 •   Gardner, H., & Hatch, T. (1989). Multiple intelligences go to school: Educational  
implications of the theory of multiple intelligences. Educational Researcher, 18(8), 4-9.

 •   Gardner, H. (1983). Frames of Mind. New York: Basic Book Inc.Lazear, David (1992).  
Teaching for Multiple Intelligences. Fastback 342 Bloomington, IN: Phi Delta Kappan  
Educational Foundation. (ERIC Document Reproduction Service No. ED 356 227)
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3.4 Performance based education 

Performance based education enables learners to use their knowledge and skills in the context 
of practical tasks in contrast to the traditional approach to education striving for just mastery of 
knowledge and skills. Thus, it enables learners to become engaged with not only the end-product,  
but also the process throughout which they are required to solve problems and make decisions. 
In addition, performance-based education stimulates the development of other important dimensions 
of learning, namely the affective, social, and metacognitive aspects of learning. 

Regarding the affective (emotional) aspect of learning, performance-based education motivates 
learners to participate in interesting and meaningful tasks. It helps them develop a sense of pride 
in their work, fostering confidence in the target skill. Encouraging learners to experiment with their 
increasing control of the skill alleviates anxiety over “making a mistake.”  This further motivates them 
to invest in learning said skill. 

The social aspect of learning is reflected in the peer interaction that performance-based tasks require. 
Learners thus develop helpful social skills for life. Such cooperative work leads to peer guidance 
and other kinds of social interaction such as negotiating, reaching a consensus, respecting others’ 
opinions, individual contribution to the group effort and shared responsibility for task completion.

As for the metacognitive aspect of learning (learners’ thinking about their own learning), skills such as 
reflection and self-assessment also contribute to the learning process. When trainers require learners 
to think about what they are learning, how they learn and how well they are progressing, they develop 
skills which make them more independent and critical learners.

3.5 Reflection

Why do you think it is important for you as the trainer to know something about how people learn, and 
that different people learn in different ways? 

Watch the video linked below for inspiration. 
https://www.youtube.com/watch?v=IfzrN2yMBaQ

Watch the videos below and reflect upon Universal design for learning and Learner variability. 
Why is it important for you as the trainer to be aware of this? 

Learner Variability – YouTube
https://www.youtube.com/watch?v=x76ylvROOq0

https://www.youtube.com/watch?v=IfzrN2yMBaQ
https://www.youtube.com/watch?v=x76ylvROOq0


The European Commission’s support for the production of this publication does not constitute  
an endorsement of the contents, which reflect the views only of the authors, and the Commission  
cannot be held responsible for any use which may be made of the information contained therein.

122

Erasmus +
TRAIN THE 
COMPETENT

4. Basic knowledge and competencies for the trainers
 
The basic knowledge required for becoming a trainer in Train the Competent program is presented in 
the modules 1– 5. It is important for you as trainer to possess the basic skills and be able to utilise 
these skills according to your trainee’s needs. The basic skills are as you know, disability knowledge, 
self-knowledge, emotional management, communication, and self-management. These basic skills  
are all connected and dependent on each other. However, communication (module 4) stands out as  
a core feature connecting all the others. 

For example, if your trainees are deaf and are to be trained as peer supporters for deaf people, your job 
as trainer is largely influenced by your basic competence of communicating with deaf people. You will 
not be able to do the job without this specific competence. This is true for all other kinds of disabilities. 
You need to know how to communicate in a way your trainees understand.
   
A key element in the basic communicating skills needed for training disabled people, is disability 
knowledge (module 1). To successfully make an empathic approach, you need to prepare yourself  
by getting to know the disability at hand. 

For example, if your trainees have autism and are to be trained as peer supporters for people with 
autism, you need to know what this condition implies and reflect on it from different perspectives 
regarding models of disability. What creates barriers for an autistic person when faced with society’s 
demands and expectations? How can you bridge this gap?

The training of self-knowledge, emotional management, and self-management are all contributing to 
empowering the disabled person and enhance the degree to which the person can be the CEO of own 
life. As for you as the trainer it is important to be aware of the difference between being independent 
versus being autonomous.  

As you can see, the basic skills are of pivotal importance for the job as a trainer. However, you will 
need to develop and acquire competencies in how to present the material and how to facilitate the 
training sessions. Further, you need to learn how to put together the training and how to handle 
problematic situations.  

4.1 How to present

Part of your job as trainer is to present the curriculum described in the Workbook. Presentation is a 
skill that needs rehearsal to be maintained and improved. In the following you will find suggestions on 
how to prepare for presenting the training materials.
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The structure of the presentation
The presentation has 3 main parts: Introduction, main content and closing.

Planning visual presentation

Introduction
20%

Introduction
70%

Introduction
10%

Tell them 
what you are 
going to say

Tell them 
the content

Tell them 
what you said

Grab them!

Grab them!

Grab them!

There are always reassuring to have some rules of thumb to go by. So, when making a visual 
presentation you should keep in mind the following:

First Thumb: A 20-minute presentation requires approximately 10 slides.

Second Thumb: A 10-minute presentation requires approximately 6 slides.

Third Thumb: On each slide: 1 picture and 1 message containing 6-8 lines. 
At a 10m distance from the screen, 24 font size is needed.

Additionally, in preparation for your presentation you should also consider a few aspects of your 
appearance. You wish to act professionally and seek your audience’s approval. A professional 
appearance may be culturally different depending on the country you are from or ethnicity, social 
background and so on. But there are some ground rules to ensure a professional appearance in general.     
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“Dress appropriately for the audience”
Sure, that’s easy, you think. Well, is it, really? Have you ever come across someone who has a 
completely different style from you? That person has, according to their own taste, dressed 
appropriately, but you on the other hand find them dressing inappropriately. For example, how should 
you button your blouse, all the way up or is it ok to leave a couple of buttons open? Is it ok to wear 
revealing clothing? Your skirt, then, how short do you consider appropriate? And for the guys, tie or  
no tie? Visible chest hair? Sports shoes? How about ironing your shirt, do you find it necessary?  

One other example is jeans. This is a highly cultural dependent garment. In some cultures, jeans are 
seen as appropriate if they are part of a nice outfit. In other cultures, jeans are considered casual 
clothing and thus not to be worn in professional and social settings.  

So, the best way to describe ‘appropriate clothing’ is ‘neutral clothing’. Use your common sense and 
judgement when choosing your professional attire as a trainer. Here are some useful suggestions:

For the ladies
–   Blazer or cardigan
–   Shirt, blouse, or light sweater 
–   Skirt (knee-high), dress pants or chinos 
–   Socks, stockings, or panty hose (no bare feet or legs)
–   Semi-high heels or flats
In shades of blue, grey, off-white, brown and black. 

For the gentlemen 
–   Blazer, vest, or sweater
–   Shirt and tie or shirt all buttoned up
–   Suit trousers or chinos
–   Socks
–   Shoes, boots, or loafers 
In shades of blue, grey, off-white, brown and black.
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“The first impression is essential”
That we all can agree on. But how do we do that? How do we ensure we’re making a good first 
impression? First things first, the basics. Shower and make sure your clothes are clean. Shave or trim 
your beard and apply deodorant. Same goes for the ladies, apart from the beard trimming, of course. 

So, still on the hygiene topic. What about perfume and aftershave? You are probably aware that many 
people find it disturbing if someone apply a heavy dose of perfume or aftershave. Keep in mind that 
even a small amount of scented hygiene products can inflict discomfort in others.

Well, you are clean and look fresh. What else can you do to make a good first impression? Be on time! 
Actually, you should be there early to make sure you are first. Go about doing your preparations, make 
coffee, prepare tea, get iced water, make sure there are glasses and so on. As the participants start to 
show up, be attentive and friendly, offer them coffee or tea. You do not need to make small talk, unless 
it comes naturally, just make sure they are comfortable.  

Make sure to personally greet each person attending the session. Smile and look people in the eye. 
Greet them with a firm handshake and repeat their names back to them in the introduction. 
Make each individual feel important and that you are particularly happy to meet them.  In the activity 
5.3.3 The importance of appearance, you and your trainees will get more familiarised with this.     

“Talk about your feelings”
To clarify, do not talk about your deepest emotions and inner thoughts. But to express feelings of 
excitement and nervousness about this first day of training, might be a nice way of evening out the 
relation between you as the trainer and the group of trainees. Imagine how nervous they are, and even 
a little scared too. It might help them relax and become more receptive to learning when they know 
that you are also nervous. But keep in mind, the most important feeling to display is excitement.    

“Use good visual aids”
To ‘Grab them!’, you need to plan for using visual aids right from the start. Few things are more 
ungrabbing than someone starting a presentation with a speech. Therefore, you need to carefully 
plan for the use of a variety of visual aids. Maybe you can prepare a video presentation of yourself, 
a so-called Elevator Pitch? 

Then, you follow through with visual aids accommodating the content of your presentation. 
You alternate between power-point, whiteboard, hand-outs, and funny clips to keep up the spirits.    
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“Pay attention to the audience”
After preparing what to say, how to use visual aids, how to make a good first impression, and you 
honestly express your feelings about being nervous and exited. Now the training can begin. Your task 
is to connect with your audience and adjust your presenting behaviour accordingly. It is easy to forget 
about the interpersonal relationship that is crucial for achieving a good training outcome. In other 
words, you need to be multi-focusing. You must stay on task with your presentation and your training 
goals, but also be sensitive to the audience. Did you ‘Grab them!’? Do you manage to ‘Keep them!’?  
And lastly, did you ‘Convince them!’? You don’t know that unless you pay attention to your audience.  

“Talk enthusiastically and Articulate clearly”
It is important for you to appear enthusiastic and make clear articulations, but you might experience 
that this is easier said than done. Unless you prepare for it and practice it. Have you ever heard 
yourself giving a presentation? Do you sound as enthusiastic as you think or does your voice enter 
a slightly more monotone pitch as you go along? Have you ever felt yourself sliding into a mumbling 
tone of voice? The risk for this happening is imminent. Here are some useful preventive tips:

 –   Know your subject matter well.

 –   Know your audience – if possible, get some information about the group in advance.

 –   Practice in front of a mirror.

 –   Record yourself giving a presentation and monitor your progress.

 –   Break up your presentation into shorter talking-parts.

Good luck on rehearsing and improving your presentation skills. Now over to something completely 
different. Hold tight!
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4.2  How to facilitate 

As the trainer your job is to facilitate the training sessions. This is not a task to take on unprepared. 
Otherwise, you will soon feel like being tossed into the deep end of a pool while being unable to 
swim. Preparation is key. Here are some general, but useful tips on how to prepare and implement the 
facilitation. Additionally, you will get to know an architect, a pilot, and a guide. 

What is facilitation? Facilitation is in fact, completely different from presentation. As a facilitator you 
are part of the group, and all the members are equally important. Your role in the group is to take care 
of the rules. You may be responsible for establishing how the group should communicate, and when 
and how long the breaks should be. You may also need to organise the sessions and determine the 
content of the sessions, as well as which methods to use in brainstorming activities. This is easy when 
you have a good group to work with. It is up to you to keep them interested and open. 

The most important element in making sure that you genuinely appreciate the participants, is to get to 
know them before the training program starts. You can prepare by finding out what kind of disability/
health condition the participants have. Are they a homogenous group in which have one kind of 
disability/health condition or is it a mixed group of different kinds of disabilities? To best prepare 
for this, you need to make use of the knowledge you gained in module 1 in this course. Here you 
have learned about different kinds of disabilities, but most importantly, you have learned to have an 
inclusive mindset.

Additionally, module 4 on communication will come in handy for the purpose of facilitation. You need 
to know how to adjust to your participant’s way of communication to fully consider their expression 
and their indications. Further, your way of communicating will reinforce the feeling of mutual respect, 
freedom of choice– and speech within a safe, predictable, and positive atmosphere. This way, your 
facilitation will enhance the participant’s opportunity to make their own discoveries and learn valuable 
skills and competencies.

What are the character qualities of a facilitator?

The facilitator displays a genuine appreciation of the participants. 
No use faking it, the appreciation needs to be real and heartfelt. 

Subsequently, you achieve mutual respect and real friendship. You ensure freedom of choice 
and freedom of expression. 

You consider the verbal expressions of the participants important, as well as their other indications. 

Do your best to create a positive atmosphere.
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Preparing by getting to know the participants, will also be part of the work you do when you put 
together the training. This will be described in detail later in this module, and you will finally see the 
whole picture of what you have been reading and learning during this Trainer-course.         

The architect, the pilot, and the guide 
…walk into a bar…. No, seriously, the facilitator takes on these three roles in the process of facilitation. 
The architect does the planning and preparation. The pilot controls the sessions and makes sure 
to keep them on track. The guide is the safe haven who displays confidence and leadership even if 
the group experiences turbulence. Remember, the pilot and the guide are highly dependent on the 
architect. This means that the planning phase is crucial for the end outcome.    

The Architect-phase of preparation and planning 
As facilitator your task is to prepare training sessions which the participants find motivating and 
interesting. That way the participants will get the most out of the learning opportunity the session 
provides. To prepare you must clearly define the purpose of each session. You must make sure that 
all the involved in setting the training share the same expectations. What will be the co-trainer’s 
responsibilities, and why? What will be your responsibilities, and why?  

To help you get this clear picture, it will be wise to set a clear goal for the training session. It will be 
a good idea to make a measurement strategy to track the targeted outcome of the training. The way 
you choose to do this will primarily be guided by the needs of the participants. How can you make 
sure the participants are aware of the target? And how can you make them involved in establishing an 
agreement to which the target is reached?
  
As facilitator of the training of co-trainers and peer supporters, you need to plan for more than just 
the day. The best thing to do is to plan the whole training sequence beforehand. This will allow you to 
get an overview and control, and a reassuring effect on the participants. Additionally, as you have the 
overview, you are free to make adjustments and necessary changes as the training sequence go along, 
without losing control on how to reach the targeted outcome.   

This way you can be prepared for the unexpected. You are fully able to stay open to the needs of the 
participants. Maybe you will have to leave your well-prepared plan, but that is ok because you are in 
control. This enables you to stay open, honest, and authentic towards your participants. And this is the 
most important element of the facilitation task, the participants need to trust you to get the most out 
of the sessions and the full training sequence. 

Hopefully, you now realise that the phase of planning and preparation takes time. So, make sure 
you leave enough time for it. Remember to leave time for evaluation and restructuring of the plan 
throughout the session sequence.  
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What characterises the facilitation procedure?

Get to know your participants
–   Focus on the people and try to understand who they are.
–   What kind of disability does the participant have?
–   Does anyone of them know each other from before?

Define the purpose
–   You need a crystal-clear idea of the purpose of the session.
–   Be sure that all the involved in setting the training share the same expectations.

Set a clear goal
–   Arrange a measurement strategy to track or follow up the targeted outcome of the training. 
–   Make sure the participants are aware of the target and are involved in establishing 
    an agreement to which the target is reached. 
 
Plan for more than just the day
–   Plan the whole training sequence in beforehand.

Prepare for the unexpected
–   Stay open to the needs of the participants.
–   Maybe you will have to leave your well-prepared plan, but that is ok.
–   Stay open, honest, and authentic to your participants.  

The Pilot-phase of the facilitation process 
The process of facilitation consists of three parts. To keep on the flight analogy, as the session being 
the flight, part one is the take-off, part two is the cruise, and part three is the landing. Or, without the 
analogy, the introduction, the explanation, and the completion. The pilot controls the journey and 
keeps a steady direction to make it on time. The pilot also makes sure to make necessary preparations 
before the group arrives the session. 
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But first, the walkaround. Here are some tips as to what the pilot should prepare before take-off:
 –   Make sure the room is clean and tidy. 
 –   Make tea and coffee and make cups available.  
 –   Make sure all necessary handouts and activities are printed and ready to be distributed.  
 –   Obtain a flip over or white board, and different colour markers (that works!). 
 –   Check that the projector works and that there is stable online connection. 
 –   Brief the others who take part, for instance a note-taker, a timekeeper, or a technician. 

Now, the participants start to arrive. The pilot greets everybody with a handshake, or covid-friendly 
elbow-bump, smile, eye-contact, and name-exchange. The pilot refers the name back to enhance 
remembrance for later. For example, ‘Nice to meet you, Peter. Please, have a seat.’ 

The take-off
When everyone is in their seat, the pilot starts the session. Here are some tips to make the take-off 
and altitude climb as smooth as possible.
 –   Welcome the group by stating your name and tell them a little something about yourself. 
 –   Go through the agenda and your role as facilitator, and answer questions. 
 –   Clarify where the group is going and the map to get there. 
 –   Take time to get to know the people in the group by doing an icebreaker or two
 –   Familiarise the group with the content in which the session is about.
 –   Do a brainstorming activity about the topic to identify their level of knowledge. 

The cruise
When the pilot reaches cruising altitude, the autopilot is launched, and the guide takes over. But some 
elements are still up to the pilot. That is in the case of turbulence. Then the pilot and the guide need to 
work together. 

The problems need to be addressed in a democratic way. The guide makes sure the process is done 
well, and the pilot handles the mid-course correction and perhaps a change of direction without losing 
track of the target ahead. The pilot can do this because of the architect’s planning, and with help from 
the relational judgement of the guide. Make sure to evaluate the outcome of the problem situation in 
case adjustment is needed for future sessions. 

The landing 
The pilot lets the guide know that descending has stared, and guide makes necessary preparations 
for landing. The pilot takes over and makes sure the participants sum up what they have learned and 
whether this met their expectations. The pilot displays the measurements of the session, to show that 
the participants are on the right track. Any changes must be included. To close it all up, the pilot gives 
a preview on the next session’s content and reminds the group of the overall outcome of the course. 

The pilot gives thanks to the group for attending and wish them a good day. The aircraft has safely landed.
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The Guiding-phase of implementation
As you already know from reading the passage above, the guide’s main task is during ‘the cruise’. 
However, the guide is always alert and ready to step in during take-off and landing, and during the 
architect’s planning to always ensure the group’s well-being. The guide’s superpower is the ability 
to adapt. When working with people with different kinds of needs, due to disabilities, this is of 
exceptional importance.

In short, the guide is to lead the group, transmit confidence, make the participants reflect, and take 
part in the activities and practices.  

However, you might want to do some reflection on how to juggle the three different roles at the 
same time. There is no specific difference between the three in when they are active. That’s entirely 
up to you. How well you master this depends on your ability to adapt and to the extent to which you 
experience resistance to change. Luckily, your ability to adapt can improve with practice, reflection, 
and knowledge. This is precisely what you are doing now, by taking this course to become a trainer in 
Train the Competent program. The previous modules 1 – 5 in this book have made you highly capable 
of adapting to the needs of disabled people. Furthermore, you will constantly develop this skill during 
your future training sessions.

In the following, the facilitation procedure is included in the section regarding brainstorming techniques. 
It is useful to begin each section with a brainstorming activity on the subject, to find out what the 
participants already know. The group of participants you have in front of you all have some experiences 
and may have completed similar training programs. By asking the participants to brainstorm their ideas 
with a question like “What do you know about .....?” , you will get an idea about what they already know 
(and don’t know). This will save precious time for everyone. You will be able to focus on the knowledge 
they don’t have and develop this.

Adaptability

Resistance 
to change
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4.3 Brainstorming techniques 

Now, what is the first thing that comes to mind when you hear the word brainstorming? And what is 
the second and third? If you write the words down and circle them, and then connect circles with a 
line to the circled word ‘brainstorming’, you pretty much have created a model of how most people 
picture ‘brainstorming’, but there is more to it than just that. And you are now going to look upon 
‘brainstorming’ from the perspective of the facilitator. 

The architect plans and prepares the brainstorming according to the characteristics of the group. 
 –  What subject or issue is appropriate for brainstorming?
 –  What is the purpose of brainstorming this subject or issue?
 –  Which brainstorming technique will suit the group best? (See list below)
 –  Why does this technique suit the group best?
 –  Define the number of participants suitable for small-group brainstorming.
 –  Make a timetable adjusted to the participants needs
 –  Decide at what time the brainstorming should be scheduled on during the training session.

The pilot makes all the practical accommodations and keeps the structure.
 –  Gather all necessary materials (post-its, hand-outs). 
 –  Make sure every table is equipped with pens, markers, paper. 
 –  Clearly communicate what the groups are going to do.
 –  Clearly communicate the plan for breaks.
 –  Remind the participants of the rules of group behaviour.
 –  Demonstrate what the group is supposed to do.
 –  Start the group process.  

The guide attends and adjust to the needs of the group and to the needs of the individuals. 
 –  Observe the group.
 –  Observe the individual.
 –  Observe the interactions.
 –  Walk around the room among the group tables.
 –  Analyse – what will happen next?
 –  Intervene if necessary.
 –  Answer questions.
 –  Ask questions to keep the participant on track.
 –  Never lose your overview.
 –  Feel the atmosphere.
 –  Make necessary adjustments.
 –  Confer with the pilot to stay targeted.
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As you can see, the guide is quite busy during brainstorming. The architect should consider this 
carefully during the planning. Realistically, for how long is the guide capable of staying alert?  
As you being all of them, the architect should know, right? 

There are numerous ways of doing a brainstorming session. The list of suggestions below is not 
exhaustive, so please check out the following reference: 
https://online.visual-paradigm.com/knowledge/brainstorming/brainstorming-toolkit/ 

(Downloaded January 24th, 2022). Here you will find more ideas, and you can choose the most 
suitable technique for your group.

4.4 Reflection

To present materials can be a part of the facilitation process. Think about in what way the two approaches 
differ from each other, and in what way they resemble each other.

As you have gone through this course, you have endured different trainers in the roles of presenters and 
facilitators. Think about in what way you recognised the different strategies they used.  

Think about what you have learned during this training course, modules 1– 5, and reflect upon how you 
can facilitate a brainstorming session to accommodate the different needs the participant may have. 

‘Mind map’ traditional

‘The 5 Whys’ find the core reason for the issue

‘Six thinking hat’ addresses every way of looking at an issue

‘Round-Robin’ includes everyone, no one can hide

‘SWOT Analysis’ helps the group focus on positive and negative elements of the 
issue

‘Star bursting’ a question generating strategy comprising the five Wh. and one 
H. (What, why, who, where, when, and how) The activity 5.2.2 will 
provide you and your trainees with experience on how to do this.

https://online.visual-paradigm.com/knowledge/brainstorming/brainstorming-toolkit/
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5. Tools of the trainer 
Up until now you have read and learned the theory regarding how to become a trainer in the Train the 
Competent program. This chapter, however, will provide you with practical information about your 
Trainer’s Toolkit. In your role as trainer, you always bring the toolkit with you. Your toolkit contains a 
variety of verbal and communicative tools, because communication is by far your most important tool. 
Keep in mind that visual display and writing also are types of communication. Your toolkit is applicable 
in every approach you may choose in training, whether you are presenting, facilitating, or simply having 
a conversation with the trainees during coffee break.    

5.1 The Trainer’s Toolkit

The verbal tools – what you can say and how, and why
Picture yourself training a group in Module 2 on Self-knowledge and Self-reflection. You intend to make 
the participants brainstorm or otherwise explore the concept, Quality of Life.  

You start out with a question ‘What is Quality of Life?’. The group gives some answers, but you want 
them to really explore this. So, you put a clarifying question ‘What exactly do you think Quality of 
Life means?’ As the group ponders this, you can choose to address with a specific question ‘How do 
you see if someone has a good Quality of Life?’ When someone gives an example, you reword the 
statement back to establish common understanding. You say: ‘Do you mean that if someone is happy, 
they have good Quality of Life?’ The trainee confirms and you provide positive feedback ‘Thank you, 
that’s very interesting!’ 

Then you realise that someone is not completely involved in the process. You can choose to involve 
yourself and address these trainees concretely but be careful and be aware of negative signals. If you 
choose not to involve yourself, you may try silence as a mean of promoting engagement in the group. 
The silence may be followed by the ‘Jammed Disk’ which means you simply ask again. The purpose 
is to re-establish focus on the initial topic and then, you provide help. You give examples. ‘You know, 
in another group they mentioned that if you have a job, you have good Quality of Life’. When someone 
utters a response to this you provide positive feedback again. 

The group continues to explore the topic, but you sense they are moving out of the frame. Then you 
may also use ‘Reframing’: ‘Who feel the need to define the limits for the discussion?’ To clarify the 
need for reframing you can use the ‘Slowdown’: ‘Wait a moment, let’s look at it once more.’ Another 
way of slowing down is to provide a ‘Summary’. This will help structure and close the discussion.  
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The verbal tools – the questions, the good ones and the bad
The good questions:
These questions enable the members of the group to make self-discoveries and to explore 
the path their own ideas take them.  
 –  Open-ended questions – such as the so-called Wh.-questions, e.g., what, which, why?
 –  Neutral issues.
 –  Questions that motivate participants
 –  Short, well-targeted and precise questions
 –  Questions for the whole group and not just for individual participants.

The bad questions:
These questions govern the group in the direction of a particular position. This is unfortunate,  
as it inhibits and narrows the groups perspective. 
 –  The rhetorical questions.
 –  Influencing, leading issues.
 –  Closed ended questions.
 –  Accused questions.
 –  Questions that can only be answered by a professional.

Question

Verbal tools

Sum-
maries

Structur-
ing

Slowdown

Refram-
ing

Positive 
feedback

Example
Jammed 

disc

Involve-
ment

Reword-
ing

Specific 
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Concrete 
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The nonverbal tools – what you do, and what you do not do
How you behave during communication is important. As a trainer you may have to choose your 
behaviour carefully to achieve the best outcome in the sessions. Here is a list of nonverbal 
communication you should consider.

Active Listening: When you are actively listening, you stay focused and present, and attentive towards 
the person who is talking. Further, you mirror the statements and the state of mind, and provide 
summaries to maintain common understanding and perception. You do not interrupt to state your  
own meaning or feelings, or disagreements for that matter.   

Supportive gestures: Eye contact and nodding are supportive gestures, but not in combination with 
the wrong posture.

Posture: You are relaxed, attentive, leaning slightly towards the person, at similar eye-level. 
You do not sit with your arms crossed or hands behind your head, leaning backwards and your 
legs far apart. And you do not look down on the other person.

The verbal tools – visualisation, enhancing the verbalisations
The use of optical devices makes the flow of a discussion visible, increases concentration and 
attention. There are certain tips for making the visualisation as good as possible for the group. 

In a visual display you should ensure visibility. This means use big enough letters for the people in the back 
of the room to see. Make sure your writing is correct, avoid red underlines on your display. Place the text 
on the board in a clear, simple layout, which is easy to understand. The visual presentation is meant to be 
supportive of the spoken information. Remember, use colourful markers. Black is used for writing text and 
red for highlighting parts of text.

General tips for visualisation:
 –  The relationships are plotted from left to right and from top to bottom.
 –  Poster represented with only one topic per-band or just a thought. Leave space for additions.
 –  Start each poster with the title bar in the upper left corner.
 –  For larger texts, write in smaller sections.
 –   If you are working with post-it, each idea should be written on a separate piece of paper to 

allow the arrangement of the content into groups.
 –   The paper to be placed on the demonstration board should be wide enough to 

accommodate five cards horizontally.
 –   Certain colours can be associated with certain meanings. For example, green has a positive 

whereas red has a negative aspect.
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6. How to put together a training?
At last, you will finally be able to see the big picture. Now you will learn about how the training is 
put together. In the following you will see an example of how to prepare, train and follow-up training 
sessions for co-trainers and peer supporters.    

6.1 Preparation 

As mentioned earlier, preparation is key. When you get an assignment as trainer in the Train the 
Competent program, the first thing you do is to contact the client and familiarise yourself with 
their needs and outcomes for the training. Does the client need peer supporters in a work-place 
environment, or during transitions between work and home, or mainly in the home? Or maybe the client 
needs a peer supporter for a job-seeking process.

The next thing you do is to organise to meet with the participants. You need to familiarise yourself with 
what kind of needs they have, both as a group as well as individually.   

Now you know what the client wants, and you know which needs the participants have. The next thing 
you do is setting goals and make priorities. First you set the goals according to the clients wishes. 
Then you prioritise what it takes to get there according to the needs of the participants. 

Based on the work you did on goals and priorities you will now be able to do a selection of training 
methodology. A variety of approaching angles may be important for some groups, whereas other 
groups need stability and routine to achieve the necessary learning outcome. Maybe one group profits 
on activity-based learning, and another group prefers presentations with a video-supplement and the 
occasional activity. 

As of now you are ready to finalise the details of your preparation. Based on the Workbook you choose 
your design of training content. You know how the message needs to come across to reach the 
receiver. So, you prepare your PowerPoints, set the time for breaks, prepare all the hand-outs and when 
to distribute them, and you prepare your facilitation approach. 

6.2 Training

On the day of the first training, you make sure all is in order. You conduct your training as you have 
planned but attend to the needs of the group and make necessary adjustments. You facilitate the 
group activities, exercises, and psychodrama according to the needs of the participants. 

Further, you make sure to take notes or score your datasheet as you go along to record important 
observations regarding your measurement strategy. At the end of the session, the participants score 
an evaluation form in which keeps track of their learning outcomes. 
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6.3 Follow-up

After the training you make a memo based on your observations, notes, and scores to evaluate the 
session and prepare the next. To keep the participants tuned in between the sessions, you provide 
them with homework to rehearse what they have learned. Additionally, you send out a memo of 
important things to remember or prepare before next session. 

During the time between sessions, you make sure to contact the clients and keep them up to speed 
on their participants learning and skill developing. Provide the participants the opportunity for a 
consultation with you in between sessions to further measure their development. 

6.4 Real life practice

In the last phase of the training program, you need to design training blocks that are practiced by the 
participants in real life situations. You can either give them a situation to work on or let them work on  
a chosen situation based upon their real life or workplace. 

For example, the nearly trained co-trainer can prepare a training block to do under your supervision 
on the next training session. In the co-trainer’s preparation process you are available for hands on 
guidance and are supportive during the implementation.

For the peer supporter, the real-life practice can be to assist a co-worker in ordering lunch in the 
cafeteria. You may be at the workplace to provide guidance and support during the practice.
 

–  Meet with client and participants, identify their needs.
–  Set goals and make priorities
–  Selection of training methodology
–  Design of training content and technical details.

Preparation

Training

Follow-up

–  Brainstorming activity
–  Presentations and facilitation of group activities
–  Information recording during the training and memo after the training
–   Evaluation of learing outcome

–   Send memo and handouts
–   Send homework
–   Consultations with clients and participants afterwards
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7. How to handle problem situations?
Wow, the last chapter! You are nearly done with your course on how to become a trainer in the Train the 
Competent program. In a short while you are going to conduct a training session on your own. First, 
here are some useful tips on how to handle problematic situations. It is important to know that you will 
experience problematic situations, so you be prepared. You may consider the following chapter like an 
encyclopedia and are hereby advised to use it diligently during your work as a trainer.     

7.1 Scenarios with possible solution 

Imagine this: 
On your first training day you may feel nervous and stressed. On top of that, your laptop has broken 
down. You have no presentation because you saved it only on your local drive. 

Here is what you can do:
When you prepare the training session, send the presentations and your plan to you own e-mail.  
Then you will have a back-up solution. You can also save it on Google drive or other Cloud-solutions.

Imagine this: 
You discover that the group is not arriving on time, 2-3 participants are stuck in a traffic jam. 

Here is what you can do: 
Start an introduction discussion with the present group in a good mood. Then in your head, reshape 
the timing. The time can be cut from the time planned for an ‘unexpected incident’.  When the late 
ones arrive, let them in on the discussion and end it in a good way and proceed to start from the 
beginning with the brainstorming activity. 

Imagine this: 
The group turns up on time, but the participants do not believe they can get anything out of the 
session. They have just been told to do the training and have not asked for it themselves. The 
motivation is lacking, and the interest is lacking.
  
Here is what you can do: 
You can prepare for the training sessions to contain fun activities with icebreakers, stories,  
eye-opening role plays, and a lot of exercises that bring out smiles and make them laugh.  
Slowly, you will get back on track and can start your topic.

Imagine this: 
Two or more of the participants are talking in the background. They are not focusing on the group’s work. 
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Here is what you can do: 
You may approach them and say: “Tell us your story, I am excited to hear your ideas.” There might not 
be a story to be shared. You let it go and they will hopefully realise the issue and start paying attention. 
In case they keep on chatting, you reorganise the group.

Imagine this: 
You have an expert participant who believes they know all the content better than you and all the others. 
You receive from this participant a comment or story in connection with every topic you present. 

Here is what you can do: 
Give the stage to the participant, with a definite content to drive. Then you ask the others for feedback.

7.2 Problematic situations and potential solutions

Problem: You ask a question but get no answer. 
In cases like this, you need to stop and think about how you phrased your question. Did you phrase it in 
accordance with the participant’s needs? Try rewording the question and give an example to get them 
on track. You may also address it person by person and ask if they understood. 

Another possibility is to break the group down into small groups and let them discuss the question 
together. For some groups, jokes and humour may work as a way to make the situation seem more 
harmless. For other groups however, jokes and humour may inflict discomfort and frustration.   

Problem: You ask a question but get too many answers.
In these cases, you should give credit for being engaged. Then you help them organise by asking them 
to raise their hands and wait their turn. Maybe some of the participants want to come up front and 
write on the board. Write down one answer at a time. Then you may ask the group to summarize or 
categorise the answers according to priority, and subsequently name the 3 most important answers. 

Problem: You ask a question but get extensive, inappropriate answer.
A trick here is to create and give a summary where you reword and say, “so you want to say briefly that 
...”. Or you can ask, “How would that sound briefly?” or “How would you sum it up in one sentence?” 
If this does not help you thank the participant for their input and move on.

Problem: You get speeches
Some people struggle to limit their answers. So, more or less intentionally, they go on and on, and 
never get to the point. The trouble is to interrupt without offending the participant. The trick in these 
cases will be to stay ahead of the problem. Talk to the participant after the session and explain that 
you need an agreement on what to do in those situations. Suggest that you can inform the participant 
about sufficient speaking time and in what way you will interrupt to inform that time is nearly up. To 
smoothly wrap up the speech you say, “Very good, write it down, don’t forget and we’ll get back to your 
questions afterwards.   
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Problem: Mobile usage
Prevention: Say at the beginning of session “Please turn off your phones”. If you see someone still 
using their phone, ask “Are you waiting for an important message, or something else?”.

To explain why phone usage is inappropriate, say “I’m sure it would bother you a lot if your phone rang, 
me too, so I’m asking you to turn it off.”.

Problem: Criticism or objection
When you experience criticism or objection from the participants your main concern will be not to 
engage in defensive discussion. Instead, you do your best to reframe the participant’s view and try 
to achieve a common understanding. This way the participant perceives you to be taking the subject 
seriously instead of dismissing it. When dealing with objections, you should meet the participant at the 
emotional level first. Act understanding and listen to what they say. Try to engage the group in finding 
solutions. To prevent objection, you can formulate your own objections and argue from different 
angles before any of the participants even get the chance. 

Problem: Taking control
Try humouring your way out of this. Be careful not to appear sarcastic and ask if the participant can 
step in and take over, say “I see you’re very experienced in it, can you please take over this part?”

Problem: Separation of cliques
Best advice is to rearrange the seating order with a playful task. Say, “We will continue the afternoon 
with everyone sitting where they haven’t been sitting or next to a participant they haven’t sat next to.” 
For instance, have them stand up and get organised according to height, hometown, pets (“All cat 
owners, come and stand over here!”).

Problem: Scapegoat
This can be prevented in the making of the common rules of the group, which is formulated early in 
session 1. Everyone can make a mistake, and it is not important who did it, but that the group reach 
common solutions. Please, remember: The Trainer is not the justice!

Problem: Potential mistake of the Trainer
Try to sort out if you in fact have made a mistake. If you have made mistake, apologise, and show 
them you learned from it. 

Problem: Active and passive participants
The passive participants may need you to ask them direct questions and maybe during small group 
tasks. There might be a good idea for you to pay extra attention to these participants during the 
breaks and make friendships with them in a 1:1 situation. During activities, you may give the passive 
participants special tasks like the ‘observer role’ for them to ease up to the challenge of participating 
in large group activities. Be careful to acknowledge the active participants but prevent them from 
overshadowing the passive ones. 
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Problem: Negative mood in the group
Ask yourself, why could that be? Consider if you have prepared correctly in accordance with the 
group’s motivation for joining. Why are they there? Engage an activity corelating with their motivation 
for being there. And later you can use the mood change as example in the training. Your participants 
will undoubtedly meet similar problems during co-training or peer supporting.   

Problem: Two people are or will get into a negative relationship
Rule number one: do not take sides. You need to remain neutral and support both parts the same 
amount. Disagreement can be a good way of making new perspectives. Try to use it for learning. 
Encourage the participants to take a break in discussing, and to pick it up again during the break. 
Hopefully, the rest of the session will make them forget or change their mind.    

Problem: Technical issues
Call ‘the guy’. You need to get the information in beforehand about who is ‘the guy’, namely, who to 
call when technology is failing you. Furthermore, you need to arrive early, so you have the time for an 
eventual crisis. But before you call ‘the guy’, try restarting the system. 

Congratulations, you have now completed reading this manual. You are now ready to put in practice 
the skills you’ve learnt. We wish you good luck and many wonderful encounters with participants who 
wish to become co-trainers or peer supporters. Keep in mind how extremely important and valuable 
your work is, and that it will positively affect the lives of many disabled people who may struggle in 
employability.

Thank you for all your hard work getting here. 


