Component 17/Unit 6
Application Activities

Activity 1
Student Instructions:

1. Ask a friend or colleague to talk about something important to them. 

2. Use active listening while they are talking to you.

3. Reflect on this experience and create a report (150 words) that demonstrates your ability to perform using active listening. How many of the key points of active listening were you able to incorporate in your discussion?  Which ones were more difficult to use?  Which were easy for you?  What was the reaction of your friend or colleague?

4. On a scale from 1 (low) to 10 (high), rate your own ability to perform as an active listener.  Why did you give yourself that rating?
Objective: Develop skills for clear communication and understanding of others. 

Expected Outcome: This activity could be conducted as a written exercise or a class discussion.
Activity 2
Student Instructions:

1. Ask a friend or colleague to “hear you out” while you express your feelings about something important. 

2. Use assertive communication to detail your feelings about the issue.

3. Reflect on this experience and create a report (150 words) that demonstrates your ability to perform using assertive communication.  How many of the key points of assertive communication were you able to incorporate in your discussion?  Which ones were more difficult to use?  Which were easy for you? What was the reaction of your friend or colleague?

4. On a scale from 1 (low) to 10 (high) rate your own ability to use assertive communication.  Why did you give yourself that rating?
Objective: Provide appropriate feedback to others.
Expected Outcome: This activity could be conducted as a written exercise or a class discussion.
Activity 3

Student Instructions:

1. Approach a friend or colleague with an issue you have regarding some behavior of theirs. 

2. Initiate the conversation by using a strong “I” statement (making sure to keep ownership of the issue).  

3. Reflect on this experience and create a report (150 words) that demonstrates your ability to use a strong “I” statement.  How difficult was it to formulate the statement?  How easy was it to deliver the statement?  What was the reaction of your friend or colleague?  How do you feel about the issue now?

4. One a scale from 1 (low) to 10 (high) rate your own ability to develop and deliver an “I” statement.  Why did you give yourself that rating?
Objective: Provide appropriate feedback to others.
Expected Outcome: This activity could be conducted as a written exercise or a class discussion.
Activity 4

Student Instructions:

In this exercise you are asked to provide feedback to someone regarding their performance on a specific task and to request feedback from someone regarding your own performance on a specific task. In providing feedback be sure to follow the principles described in this unit. When receiving feedback, place the information in the appropriate quadrant of the Johari Window.
Objective: Provide appropriate feedback to others.
Expected Outcome: Completed Johari Window.

	My Feedback to X: 

	

	

	

	My Feedback from X: 

	

	

	


Activity 5

Student Instructions: 

In this exercise, you will be asked to play two roles. In one role, you are asked provide feedforward —that is, to give someone else suggestions for the future and help as much as you can. In the second role, you are asked to accept feedforward—that is, to listen to the suggestions for the future and learn as much as you can. The exercise typically lasts for 10-15 minutes, and the average participant has 6-7 dialogue sessions. In the exercise participants are asked to:
1. Pick one behavior that they would like to change. Change in this behavior should make a significant, positive difference in their lives.

2. Describe this behavior to randomly selected fellow participants. This is done in one-on-one dialogues. It can be done quite simply, such as, "I want to be a better listener."

3. Ask for feedforward—for two suggestions for the future that might help them achieve a positive change in their selected behavior. If participants have worked together in the past, they are not allowed to give ANY feedback about the past. They are only allowed to give ideas for the future.

4. Listen attentively to the suggestions and take notes. Participants are not allowed to comment on the suggestions in any way. They are not allowed to critique the suggestions or even to make positive judgmental statements, such as, "That’s a good idea."

5. Thank the other participants for their suggestions.

6. Ask the other persons what they would like to change.

7. Provide feedforward - two suggestions aimed at helping them change.

8. Say, "You are welcome." when thanked for the suggestions. The entire process of both giving and receiving feedforward usually takes about two minutes.

Find another participant and keep repeating the process until the exercise is stopped.

Objective: Develop and deliver appropriate feedforward.
Expected Outcome:
When the exercise is finished, I ask participants to provide one word that best describes their reaction to this experience. I ask them to complete the sentence, "This exercise was …". The words provided are almost always extremely positive, such as "great", "energizing", "useful" or "helpful." The most common word mentioned is "fun!"
Activity 6: Community Physician’s Office:
Student Instructions: Read the scenario below, then provide feedback and feedforward for all three team members:

Scenario:

A community physician’s office has asked the office manager to procure and install an electronic patient record system that is appropriate for the size of practice that s/he has.  Current personnel: 1 ½ FTE for secretaries, 2 nurses, 1 physician, 1 office manager. The physician would like to convert all the patient’s records into electronic form.  
Team composition:
1 Office Manager (Team Leader)

1 Secretary

1 Nurse

 

This team of personnel will review all the software packages and return the top 3 for the physician to choose from.  The initial costs should be returned to the office over the next 5 years through increased efficiency of the physician and office personnel time, increased patient load, decreased billing turnaround time, decreased office supplies costs, and medical records storage costs. S/He would like to have the system installed within the next year. 
The physician has requested that the features of the system should include patient scheduling and reminder cards for maintenance procedures such as mammograms, and yearly physicals, electronic prescription writing, and prescription faxing or sending of prescriptions in other electronic methods to the patient’s preferred pharmacy (ePrescribing), electronic billing, electronic documentation, and scanned document capture.  The system should have enough capacity to store and retrieve patient’s records over the next 5 years with major hardware upgrades.

The requirements from the physician will drive the action plan for the team.

Team Member Behaviors:

Office Manager:
Is the leader for the team

Starts all meetings 10 min. late do to socializing.

Takes cell phone calls during the meeting.

Is very efficient in directing the team to the action plan.

Is pro-active in protecting the team members time for the meeting.

  

Secretary:
Is minute taker for the team meetings.

Is always on time for the meetings.

Is very quiet and doesn’t offer opinions until asked.

Doesn’t give a negative response to any suggestion.

Always brings snacks/candy to the meetings.

Speaks in a clear and thoughtful manner.

  

Nurse:
Is always 15 min. late for the meetings.

Is very opinionated about suggestions.

Talks in a clipped rushed manner.

Ideas are hard to understand (too many ideas at once).

Is supportive of other member’s ideas.

Just wants to be told what to do.

Objective: Provide appropriate feedback and feedforward to others.
Expected Outcome: 

Office Manager:
1. Suggest that the meetings start on time and if possible end a few minutes early for members to catch up.

2. Calmly state that the cell phone calls are distracting to the group and is there a way to delay in answering the call (barring an emergency).

3. State how positive the response to the action plan has been and thank the leader for keeping everyone on task.

4. State how effective the leader has been in protecting everyone’s meeting time so the team can meet.

Secretary:
1. State how clear and prompt the minutes are written.

2. Thank the member for being prompt to the meetings.

3. Ask the member if she has any ideas that she might not want to share with the group.

4. Ask the member is she has any feedback for other’s ideas that she might not want to share with the group.

5. Thank the member for bringing candy and snacks and ask if she would like to share that effort with someone.

6. Thank the member for her clear and thoughtful way of responding in the meetings.

Nurse:
1. Gently ask the member to try and attend the meeting on time. 

2. Gently ask the member if he/she could limit opinions about suggestions to the top two in his/her mind.

3. Ask member to pause before explaining idea and try to slow down speech since everyone would like to understand the idea.

4. Thank the member for being supportive of other member’s ideas. That it’s good to project a positive environment for the group. 
5. Gently ask the member what does he/she thinks needs to be done and ask if he/she is willing to do those tasks.
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