THE STUDENT

AS A

LEARNER

IF YOU ARE PLANNING FOR A YEAR, PLANT RICE

IF YOU ARE PLANNING FOR A DECADE, PLANT TREES

IF YOU ARE PLANNING FOR A LIFETIME, EDUCATE A PERSON

CHINESE PROVERB

DIFFERENCE  BETWEEN  YOUNG  ADULT  STUDENT  AND 

ADULT  STUDENT  LEARNERS
	Young  Adults
	Adults

	Rely on others to decide what is important to be learned
	Decide for themselves what will be learned

	Accept the information being presented at face value
	Need to validate the information based not their beliefs and experiences

	Expect what they are learning to be useful in the long term
	Expect what they are learning to be immediately useful

	Have little or no experience upon which to draw-are a relatively clean slate
	Have much past experience upon which to draw-may have fixed viewpoints

	Little ability to serve as a knowledgeable resource to teacher or fellow classmate
	Significant ability to serve as a knowledgeable resource to the trainer and fellow learners


LEARNING  STYLES
Each person you come into contact with is made up of a variety of characteristics that make him/her different from others.  The differences control leisure time activities, living environments, eating preferences and how a person likes to be seen by others.  Differences are also evident in how individuals prefer to learn, whether in school or in the community, alone, or in a group.

Learning is influenced by environment and inherited biological characteristics.  These influences may include: the learning environment, maturity, aptitudes, culture, readiness, family support, socio-economic background, temperament, sensory strengths and weaknesses, unique physical needs, concrete or abstract reasoning abilities, reflective or active processing preferences, the brain’s make-up and learning styles.  It is important to understand that each of us has a different type of learning style.  Creating an environment for learning that has some structure is non-threatening and where the trainers convey a positive feeling is essential for learning.

The following definitions are types of learning styles.  The test on the following page will help identify an individual’s learning style.  Young adults will usually have a predominant of distinct learning style preference while life long learners (adults) tend to have the same range of scores in more than one learning style.

	Auditory Learner
	A person that learns best by listening/hearing

	Visual Learner
	A person that learns best by observation and watching

	Textbook/Theory Learner
	A person that needs to read the instruction or information before tackling the hands-on experience

	Hands-on Learner
	A person that learns best by doing and working with their hands

	Self-Paced Learner
	A person that works well alone, can set goals and can complete the task


WHAT IS YOUR LEARNING STYLE?

The following inventory measures to what degree you are a visual learner, auditory learner or kinesthetic learner.  Circle the letter listed on the same line as the statement that applies to you.

1.
On an evening when I don’t have anything to do I like to watch TV.



a

2.
On an evening when I don’t have anything to do I like to listen to music.



b

3.
I like to exercise.









c

4.
I use visual images to remember names.






a

5.
To remember a person’s name I repeat it to myself over and over again.



b

6.
When blindfolded I can easily distinguish items by touch.





c

7.
I like to read books and magazines.







a

8.
I enjoy long conversations.








b

9.
When there is music on, I can’t help but tap my feet.





c

10.
I prefer to get written instructions from my boss rather than oral.




a

11.
I prefer to have my boss explain something to me orally rather than in a memo.


b

12.
I am an outdoors person.








c

13.
I write lists to myself of things I have to do.






a

14.
I like talk shows and interview shows on radio and TV.





b

15.
I am well coordinated.









c

16.
I follow recipes closely when I am cooking.






a

17.
I use rhyming words to help me remember






b

18.
I have a tendency to gain weight.







c

19.
I can easily put together models and toys if I have written instructions.



a

20.
I prefer to keep up with the news by listening to the radio rather than reading.


b

21.
I buy some clothes because I like the way the material feels.




c

22.
When it comes to games I like word games like Scrabble or Password



a

23.
I talk to myself a lot.









b

24.
I like to pet animals.









c

25.
I am very concerned about the way I look.






a

26.
I prefer to listen to a cassette tape of some material rather than read it.



b

27.
I touch people when I am talking to them.






c

28.
I like to go to art exhibits and museum displays.






a

29.
I feel bad when my car sounds funny (has knocks, pings, etc.)




b

30.
I was held a lot when I was a child.







c

31.
I like to keep a diary or written record of what I have been doing.




a

32.
I can tell a lot about a person by the sound of his/her voice.




b

33.
I learned the touch system quite easily when learning to type.




c

34.
I often admire photographs and artwork in advertisements.




a

35.
I buy a lot of CDs and pre-recorded videotapes.






b

36.
I enjoy playing sports more than watching them.






c

37.
I review for a test by writing down a summary of all pertinent points.



a

38.
I review for a test by reading my notes aloud or by talking to other people.



b

39.
I like taking a hot bath at the end of the day.






c

40.
I can find my way around a new city easily if I have a map.




a

41.
I would rather give a talk than write a paper on the same subject.




b

42.
I really enjoy getting a massage.








c

43.
I like to keep my house very neat looking.






a

44.
I enjoy going to concerts or musical events.






b

45.
I belong to a gym or health spa.








c

46.
I see two or more films each month.







a

47.
People sometimes accuse me of talking too mush.





b

48.
I am a good dancer.









c

49.
I think less highly of a person if he or she does not dress nicely.




a

50.
When I am in a strange city I like to stop at a gas station to get directions.



b

51.
I like to get up and stretch frequently.







c

52.
I like to watch people.









a

53.
I talk to my dog or cat.









b

54.
I can tell a lot about a person by the way he or she shakes hands.



c

55.
I always get scratches or dents on my car repaired quickly.




a

56.
I talk aloud to myself when I am solving a problem.





b

57.
If I’ve had a bad day, my body gets very tense.






c

58.
I think fresh flowers really brighten up a home or office.





a

59.
I am a good listener.









b

60.
I enjoy crafts, handiwork and/or building things.






c

Scoring the Learning Style Test

After completing questionnaire, total number of As, Bs and Cs.

Total (a) ________ Visual

Total (b) ________ Auditory

Total (c) _________ Kinesthetic

WHAT THE RESULTS INDICATE FOR LEARNING STYLES TEST

This material and the Learning Style Test are adapted from the Learning Style Inventory.

For more information, write to Dr, Gary Price, Price Systems, Inc., Box 3067, Lawrence,

Kansas  66044.

AUDITORY LEARNERS LEARN BEST BY HEARING

If they answered True to 4 or 5 these questions:  1, 6, 12, 16, 21

What this means

They would rather learn by hearing.  They like to be told things.  Reading the same

material in silence, on the other hand, may leave them cold.

How to study


Have them study with someone else and stop occasionally to talk over information.  If they do study alone, and when they are taking a test in class, they will do better if they imagine hearing the words.  Ask them to listen to their “mind’s ear” when they read.

VISUAL LEARNERS LEARN BEST BY SEEING

If they answered True to 4 or 5 of these questions:  2, 7, 11, 17, 22

What this means

They absorb new material best by reading it.  (If they scored high as a listener too, they have both strengths.)  They prefer printed handouts and more examples on the board, something they can relate to visually.  Have them ask the teachers for this.  The teachers will be more receptive than expected.

How to study

If they are in a lecture class, have them take notes; have them ask to have things

diagramed, and have them seek out films, books or articles on areas they didn’t quite grasp in class.

KINESTHETIC LEARNERS LEARN BEST BY MOVING – SITTERS/MOVERS

Movers would have answered True to questions 9, 14, and 19, and 

False to questions 4 and 24.

What this means: MOVERS

If they scored a 4 or a 5, they are probably miserable sitting in the library or at their desk for a long time.

Movers study best:

They need breaks – if only to stretch – every half hour or so.  Have them listen to their bodies and take those breaks.

If they are confined to their desks, have them use this exercise:  Inhale deeply and imagine the air flowing down through their chest, stomach, legs, and right to their toes.  

Then exhale, drawing the air back up through their toes, legs, torso and out of their mouth.  Have them relax their jaw since that is where tension seems to build.  A few deep breaths may satisfy the urge to wander.  

The need to move around often goes with the desire to eat while working.  Both are distractions, but to many students they are important ones.

What this means: SITTERS


Sitters score 0 to 2 points.  Moving around is a useless distraction for them.

Sitters study best:

Sitting still, often in an uncluttered environment allows them to absorb material without losing their train of thought.  Have them study when and where there are only interruptions that they choose.

MULTI-SENSORY LEARNERS

If they answered true to only 1 or 2 questions in both the hearing and seeing areas, they probably prefer multi-sensory instruction.  

What this means:

Hands-on learning works best for them.  They prefer to see, hear and touch something for it to make sense to them.

How to study

If possible, have them do their work on computers or typewriters.  Watch films of the information being learned.  Have them take language labs that can use both recorded and visual materials.

LEARNERS WHO WORK WELL ON THEIR OWN

They scored a point for each True answer to questions 8, 19, and 23.  They answered False to 3 and 13.

What does this mean?

If they scored 4 or 5 points, they can handle a research project or paper on their own.  They tend to be high achievers, at least in areas that interest them.  They don’t need a lot of feedback while they are working, but definitely seek recognition when they are done.

If they scored 1 or 2 points, they work best on short assignments, even if they must do more of them.  Long text may be less motivating and rewarding to them than workbooks, which break material down into bite-sized segments followed by short quizzes.  They may need more feedback while working.

Students may want to examine their feelings about being told what to do separate from the learning challenge that confronts them.  Often, a student who is hostile toward authority figures may appear to be lazy or irresponsible when, in fact, this is not the case at all.

OBSERVATION SUMMARY – HOW TO IDENTIFY THE MAIN TYPES OF LEARNERS






VISUAL LEARNERS

	AREA OBSERVED
	WHAT TO LOOK FOR

	Learning style
	Learns by seeing; watching demonstrations

	Reading
	Likes description; sometimes stops reading to stare into space and imagine scene; intense concentration

	Spelling
	Recognizes words by sight; relies on configuration of words

	Handwriting
	Tends to be good, particularly when young; spacing and size are good; appearance is important

	Memory
	Remembers faces, forgets names; writes things down, takes notes

	Imagery
	Vivid imagination; thinks in pictures, visualizes in detail visual disorder or movement

	Distractibility
	Generally unaware of sounds; distracted by visual disorder or movement

	Problem Solving
	Deliberate; plans in advance; organizes thoughts by writing them; lists problems

	Response to Period of Inactivity
	Stares; doodles; finds something to watch

	Response to New Situations
	Looks around; examines structure

	Emotionally
	Somewhat repressed; stares when angry; cries easily; beams when happy; facial expression a good index of emotion

	Communication
	Quiet; does not talk at length; becomes impatient when extensive listening is required; may use word clumsily; describes without embellishment; uses word such as see, look, etc.

	General Appearance
	Neat, meticulous, likes order; may choose not to vary appearance

	Response to Arts
	Not particularly responsive to music, prefers the visual arts; tends not to voice appreciation of art of any kind, but can be deeply affected by visual displays; focuses on details and components rather than the works as a whole


AUDITORY LEARNER

	AREA OBSERVED
	WHAT TO LOOK FOR

	Learning style
	Learns through verbal instruction from others or self

	Reading
	Enjoys dialogue, plays; avoids lengthy description, unaware of illustrations; moves lips

	Spelling
	Uses a phonics approach; has auditory word attack skills

	Handwriting
	Has more difficulty learning in initial stages; tends to write lightly; says strokes when writing

	Memory
	Remembers names, forgets faces; remembers by auditory repetition

	Imagery
	Subvocalizes, thinks in sound; details lose importance

	Distractibility
	Easily distracted by sound

	Problem Solving
	Talks problem out; tries solutions verbally, subvocally; talks self through problem

	Response to periods of inactivity
	Hums, talks to self or others

	Response to New Situations
	Talks about situations, pros and cons, what to do

	Emotionally
	Shouts with joy or anger; blows up verbally, but soon calms down; expresses emotion verbally and through changes in tone, volume, pitch of voice

	Communication
	Enjoys listening, but cannot wait to talk; descriptions are long but repetitive; likes hearing self and others talk; uses words such as listen, hear

	General Appearance
	Matching clothes not so important, can explain choices of clothes

	Response to the Arts
	Favors music; finds less appeal in visual art, but is readily apt to discuss it; misses significant detail, but appreciates the work as a whole; is able to develop verbal association for all art forms; spends more time talking about pieces than looking at them


KINSTHETIC LEARNER

	AREA OBSERVED
	WHAT TO LOOK FOR

	Learning style
	Learns by doing; direct involvement

	Reading
	Prefers stories where action occurs easily; fidgets when reading, handling books; not an avid reader

	Spelling
	Often is a poor speller; writes words to determine if they “feel” right

	Handwriting
	Good initially; deteriorates when space becomes smaller; pushes harder on writing instrument

	Memory
	Remembers best what was done, not what was seen or talked about

	Imagery
	Imagery not important; images that do occur are accompanied by movement

	Distractibility
	Not attentive to visual or auditory presentation, so seems distractible

	Problem Solving
	Attacks problems physically; impulsive; often selects solutions involving greatest activity

	Response to Period of Inactivity
	Fidgets, finds reason to move; holds up hand

	Response to New Situations
	Tries thing out; touches, feels, manipulates

	Emotionally
	Jumps for joy; hugs, tugs and pulls when happy; stamps, jumps and pounds when angry, stomps off; general body tone is good index of emotion

	Communication
	Gestures when speaking; does not listen well; stands close when speaking of listening; quickly loses interest in detailed verbal discourse; uses words such as get, take, etc.

	General Appearance
	Neat, but soon becomes wrinkled through activity

	Response to the Arts
	Responds to music, physical movement; prefers sculpture; touches statues and paintings; at exhibits, stops only at those on which s/he can become physically involved; comments very little on any art form


WHAT AFFECTS LEARNERS
IMPORTANT TO LEARNERS

· Feeling good about themselves

· Having the opportunity to learn, earn and excel

· Feeling a sense of accomplishment

· Being treated with respect

· Having future choices and the opportunity to progress and advance

· Being challenged

· Having incremental success

· Applying what they learn

MOTIVATES LEARNERS

· Recognition and expressions of encouragement

· Clear, understandable objective

· Timely, accurate, meaningful feedback

· Tangible projects and results

· Growth and discernible progress

· High levels of interaction

· Achievement

· Having a good instructor

IN THE LEARNING PROCESS, LEARNERS WILL:

· Make assumptions based on past experience

· Have different interpretations

· Fill in the gaps if they are missing

· Not learn well, if distracted

· Think you are out to get them if level of trust is not developed

· Freeze if you say “Are you sure you want to do that?”

BARRIERS THAT KEEP LEARNERS FROM LEARNING

· Self-concept

· Previous failures

· No support systems

· Lack of role models

· Limited opportunities

· Unrealistic expectations

· Lack of self-control

· Impatience

· Financial hardship

· Peer pressure

LEARNING EXERCISES

Think of the beast and worst experiences you’ve had.  Can you think of more than those listed below?


BEST





WORST

Hands-on learning



   Humiliation

Participative (not just lectures)

   Teacher didn’t listen to student

Learner made to feel important

   Power/control used against student

Variety of teaching methods

   Unfair practices

(group work, lectures, tours, hands-on)      No hands-on

Learner was appreciated


   Only lecture

Praise





   Marked on a bell curve

Teacher dared to be different

Instruction affected all students

Yourself as a new learner

What have you learned recently that was not work related?

Was it completely new?

Did you understand the terminology?

Was it easier to learn when it involved practice or hands-on experiences?  How?

SELF ESTEEM AND THE LEARNER

You might have noticed in the previous sections that how the students feel about themselves affects their learning.  Students often possess shaky self-esteem.  Communication methods that help to maintain self esteem include:


AVOID CONTENT AND TONE THAT ARE JUDGMENTAL IN NATURE


Use statements of fact that carry no judgment with them


AVOID THE USE OF “WHY AND YOU” IN COMBINATION


This puts the receiver on the defensive


Use statements where the “I” message is clear, such as “I am not 


sure.....”


AVOID STATEMENTS WITH AN EMPHASIS ON YOU


Use statements that avoid blame, instead of statement such as “ You just don’t get it, do you?”


AVOID STATEMENTS THAT ARE DESTRUCTIVE OR CONDESCENDING


Use statements that are constructive, focused on the situation issue or behavior and not the person


AVOID ABSOLUTES, SUCH AS NEVER, ALWAYS, CONSTANTLY


Use statements that accurately portray the picture


USE QUESTIONS, OPEN OR CLOSED-ENDED THAT SINCERELY SEEK INPUT FROM THE OTHER PARTY

[image: image1.emf]
SELF ESTEEM EXERCISE

As mentioned before, students possess shaky self-esteem.  Check those statements below that you feel would tend to destroy/damage self-esteem.  Think about the times you received such messages and how you felt receiving them.

Place a check mark next to each statement you feel would tend to destroy/damage self-esteem.

___
1.
I don’t think you’re ready for the job but give it a try.

___
2.
You just don’t seem to understand.

___
3.
You should know better than to say that.

___
4.
What are your ideas on how to prevent that happening again?

___
5.
You are 10% over budget.

___
6.
I thought you would have a greater sense of pride in your work.

___
7.
Your report was 5 days late.

___
8.
If you would listen, you would understand.

___
9.
You can’t be serious about that suggestion!

___
10.
The budget does not permit additional help.

___
11.
Don’t you think there’s a better way than the way you handled it?

___
12.
This is the safest way to do it.

___
13.
I hope you’re smart enough to know that.

___
14.
I’m surprised to hear that from someone with your experience.

___
15.
What led you to that conclusion?

___
16.
How do you feel about the way you handled it?

___
17.
When you are as experienced as I am, then you will understand.

___
18.
I really thought you knew more than you do about this.

___
19.
Your below average score suggests that you need more practice on this



exercise.

___
20.
I just don’t know how you can say that!

___
21.
Of course, you’re right!

___
22.
What gave you that idea?

___
23.
What do I have to do to get you to understand?

___
24.
You’ll understand when you grow up.

___
25.
Don’t you get it?

___
26.
I am not sure you understand.

___
27.
I feel that there is a better way to do it.

___
28.
You just don’t get it, do you?

___
29.
How can I help you to understand?

___
30.
What do you think?

___
31.
How many times do I have to tell you?

___
32.
Why do I even talk to you?

___
33.
Do you have a better idea?





WHAT I HEARD AND WHAT HE MEANT

I had a next day deadline to get a proposal in to the state to receive $800,000 for our summer program.  My son had an accident that required surgery the day before.  I rushed to doctor and hospital.  Needless to say, I was stressed out.  I stayed with him at the hospital overnight, and worked on the proposal until 4:00 in the morning.  When I presented the proposal to the head of my department early the next day, “I don’t care what you wrote.”  As my heart sank to my stomach, I related what I went through to get this proposal done, and that my feelings were hurt by what he said.  He then said, “You’ve done these so often and I haven’t had to change them, so I trust what you wrote.  I don’t have to review it before it goes in.”  He knew what he meant by the first statement, but I heard something else.  This experience could have hurt my self-esteem if I hadn’t discussed it further.  Students may not always stick up for themselves and ask for clarification on a statement that seems negative to them.

                        COMMUNICATING WITH A STUDENT LEARNER

The way we communicate to students affects the way they feel about themselves, their motivation and how they learn.

Communication is an ongoing process in which there is an exchange of information, thoughts, feelings, ideas and attitudes.  Even when silent, your face and body conveys messages to others.

PURPOSES OF COMMUNICATION


Exchange Information



Explain an idea



Clarify a difficult point



Illustrate with examples



Extend and refine ideas


Be Understood



Establish personal relationships



Present new viewpoints



Encourage open communication


Move Others to Action



Appeal to emotions



Motivate through persuasion



Reason with logic



Present evidence



Describe through personal experience


Solve Problems



Identify problems



Specify causes



Consider alternatives



Propose and select solutions

COMMUNICATIONS FILTERS


Assumptions


Beliefs


Attitudes


Values


Life Experiences


Education


Perceptions


Verbal Behaviors


Non-verbal Behaviors

LISTENING

Communication is an active process.  A listener is actively involved in the communication process: therefore the listener’s mind is stimulated to remember and process details.  The listener and the speaker have a partnership in the communication process.  The following suggestions can help you to improve your listening skills and become a more active participant in any communication interaction.  Most important to listening: stop talking!!!

	LISTENING TECHNIQUE
	PURPOSE
	EXAMPLE

	Restating or Paraphrasing
	Determines if understanding of the message is correct
	“As I understand it, you think…”

	Summarizing
	Identifies/clarifies the specific actions or agreement of discussion
	“Okay, now we’ve agreed that I will…”

	Reflecting
	Indicates awareness and understanding of other person’s feelings without indicating agreement
	“I get the sense that you are frustrated.”

	Encouraging
	Encourages speaker to continue and to elicit additional information
	“Hmmm”   “Really?”       “I see”        “Uh huh”

	Avoid Distractions
	Keeps focused on the purpose of communica-ting; acknowledges importance of what speaker is saying
	“Hold all my calls please.”

	Pausing
	Gives speaker time to think and formulate thoughts
	

	Non-verbals
	Shows concern and creates non-judgmental atmosphere
	Mirror feelings expressed by speaker’s face or body language

	Focus on Speaker
	Reduces distractions and reinforces that you are paying attention
	Make eye contact with speaker when possible

	Avoid Interrupting the Speaker
	Shows the speaker that what they have to say is important
	

	Take in the Whole Picture
	Promotes understanding of topic rather than getting bogged down with specific details
	“As I understand it, all of these problems are a result of poor directions.”

	Be genuine
	Maintains trust with the

 speaker
	


QUESTIONING SKILLS

Questions elicit information and understanding regarding ideas, degrees of learning, feelings, thoughts and attitudes.  How we ask the questions can determine how the other person will answer.  There are two basic ways to ask questions, open-ended and closed.


Open-ended questions



Gets the person thinking and talking – an open invitation



Encourages students to explore themselves and their concerns



Communicates to the student a willingness and sincerity to listen



Helps begin a conversation

Helps student give more information about a point (“Could you tell me more about…”)

Helps focus on feelings of student

Does not use “Why”


Closed questions



Often emphasizes factual content as opposed to feelings



Demonstrates a lack of interest in what the student has to say



Frequently keeps student in their place



Can be answered by a few words, or yes or no



Gets precise facts



Tests commitment






SAMPLES

	Open-ended Question
	Closed Question

	“How do you feel about your youth apprenticeship class?”

“What did you learn in the youth apprenticeship class today?”

“What are the best parts of the class?”
	“Do you like your youth apprenticeship class?”

“Did you learn anything in class today?”

“Did you go to class today?”

	“You seem upset.  Can you tell me more about how you are feeling right now?”
	“Do you always get this upset when things don’t go your way?”

	“What new things did you learn at work today?”

“Tell me about the new machine you used today.”

I know you were starting a new procedure today.  Tell me how this one was different from the last one.”

“Tell me how far you got.”
	“How was work today?”

“Did you learn anything new at work?”
“What’s the name of that new machine you used today?”

	“What will need to happen to get this done by Friday?”

“What do the results of this testing indicate?”
	“Will you finish that by Friday?”

“When will the testing be complete?”


NON-VERBAL COMMUNICATION

Non-verbal communication is a powerful communication tool that communicates to the listener the way the speaker feels about the topic, themselves and their audience.

	How would you interpret?

	

	Yawn

	Smirk

	Rolling eyes

	Clenched fist

	Crossed arms

	Hands on hips

	Hand gestures

	Bad eye contact

	Half closed eyes

	Looking skyward

	Raised eyebrows

	Wringing of hands

	Stooped shoulders

	Constant movement

	Intense look showing whites of the eyes




FEEDBACK FROM STUDENT

Feedback is a response to a message and can be verbal or non-verbal.  Mentor or trainers often give instructions or explanations to students, never receiving feedback on whether they understand or not.  Students may not understand the need for feedback or do not want to admit they do not understand.  If you are not getting nod of the head, verbal feedback or any other indication of understanding you may want to:

· Explain what you mean by feedback

· Explain the need for you to have feedback and why (“I don’t know if you understand all of what I am saying or part or none of it.  You need to let me know, so I know which points to review”)
· Make sure the student understands that it’s OK to make comments

· Have the student explain something technical to you that they know and you don’t.  Do not give any verbal or non-verbal feedback.  Ask the student if they think you understood and how they will get you to understand.

· Do not ask “Do you understand?”  Most students will say yes in order to save face, even if they don’t understand.

FEEDBACK TO STUDENT

Feedback increases performance.  A person cannot be expected to care about their performance on the job or the results of his or her behavior if they are not given feedback.  Feedback:


Encourages people to set goals


Tells workers how well they are progressing toward those goals



Positive feedback acts to reinforce



Constructive/negative feedback results in increase effort


Conveys that others care how a person is doing

Serves as a form of recognition that can motivate a person to higher levels of performance

Positive feedback differs from praise; Positive feedback simply provides information about results or effects that the student is likely to or should feel good about.  Praise is when the mentor adds his/her own judgments to the feedback or expresses his own feelings of pleasure or approval about the results

	Feedback
	"I just got the latest defect report back.  We had the lowest defect rate in the plat - 0.7%, which is half of our standard

	Feedback with judgment
	"This is the third week in a row that our division had the best defect rate and I think that reflects well on the effort you've all put in"

	Judgment and praise
	"You've done a great job and I appreciate it"


It is very important to recognize that positive feedback and praise should not be limited to outstanding or unusual achievements.  People need to know what they have done adequately, when they have met standards, when they've exceeded them.  Effective leaders "catch someone doing something right" every day.  On the other hand it is just as important not to overdo it.

Constructive/negative feedback

Three rules of constructive/negative feedback:

· It must be specific

· It must be immediate

· The method is more important than the length

Actions steps for constructive/negative feedback:

· State the reason for the feedback

· Describe specifically what you are seeing

· Describe only the behavior, do not make inferences

· Behavior descriptions should be objective, not judgmental

· Avoid absolutes, such as never and always

· Avoid profanity

· State your reactions

· Wait for a response

· Agree on action

· Conclude feedback with a positive statement

STUDENTS INTERPRET CRITICISM AS "YELLING"
NO MATTER WHAT WORDS, TONE OR VOLUME IS USED

HINTS FOR GIVING CONSTRUCTIVE FEEDBACK


Describe what happened and comment on what a person can change; don't judge the person according to whom or what you think they are.  Focus on the behavior rather than on the person.


Share your ideas and explore alternatives rather than giving advice.


Comment or talk about what the person is doing now; don't talk about past actions or behaviors ("here and now" rather then "there and then".)


Explore a variety of procedures a person could follow; don't give the students answers or solutions.  Do not rescue unless there is a crisis.


Be sensitive to when it's appropriate to give feedback; don't follow your urge to say what you think any time and any place.


Focus on what is said; don't focus on why it is said.


The problem is the student's, not yours

THE EFFECTIVE USE OF POSITIVE AND CONSTRUCTIVE/NEGATIVE FEEDBACK BUILDS TRUST AND PROMOTES A STRONG WORKING RELATIONSHIP



CONSTRUCTIVE FEEDBACK EXAMPLES

	HINT
	POSITIVE EXAMPLES
	NEGATIVE EXAMPLES

	Describe the behavior clearly and specifically; focus on the behavior, not the problem
	“When you don’t wear safety glasses…”

“When you didn’t complete the job…”
	“When you don’t follow the rules…”

“When you goofed off…”

	Describe only the behavior; do not draw inferences
	“When you left the meeting this morning…”

“When you talked more than other members of the team, and didn’t allow them an opportunity to talk…”
	“When you left because you didn’t like what was said…”

“When all you did was talk and didn’t listen…”

	The behavior description should be an objective statement, not judgmental
	“When you said women do not make effective managers…”

“When you repeatedly talk more than other members of the team…”
	“When you acted like a sexist pig…”

“When your mouth is in overdrive and your brain is in reverse…”

	Avoid absolutes such as never, always and constantly
	“When you are late with your report…”

“When you interrupt when I am talking…”
	“When you never have that in on time…”

“When you always interrupt…”

	Avoid profane statements
	“When you don’t show up for meetings..”
	“When you drag your ass in late to these meetings…”

	Avoid hidden judgment words
	“When you don’t put the tools back where they belong…”

“When you go over budget…”
	“When you hide stuff instead of putting it back in the right place…”

“When you waste good money on unnecessary equipment…”



	Keep it short
	“When you come in late for meetings…”
	“When you get all caught up on the floor and forget about the meeting and then come in late when you remember it…”

	Make critical statements supportive
	I noticed this project seems to be bogging you down.  I have some suggestions that might make it go a little faster.”
	“Haven’t you finished that yet?  It can be done a lot faster.”

	Make positive feedback statements that are specific and appropriate to the circumstances
	“Jim, I see we got that order out on time.  Mary, the customer called me and said that shipment tested out fine.  I appreciate your stepping in and helping out.”
	“Thank you.”

“I appreciate what you did today.”

“We got a good comment from a customer today.”

	Make statements specific rather than vague
	“I need this portion completed by 2:00 this afternoon so that I can present it to the rest of the team when we meet at 2:30.”
	“I need you to finish that ASAP.”


DEALING WITH CONFLICT

Conflict is a struggle between at least two parties.  Dealing with conflict is easier when you understand its causes, your own reactions and how to find options for resolutions.

Many students do not feel empowered in conflict situations with others so they adopt negative responses and/or confrontational body language

Guidelines for dealing with conflict include:


(
Listen to the other person (see Listening section)


(
Acknowledge the situation as a problem for the other person, without 




assigning or accepting blame


(
Act positively and professionally.  Treat the problem as an opportunity


(
Look for the common goal


(
Provide time to think about the problem so that feelings can subside 




and energy can be directed toward a solution

	EXAMPLE

If two students are having a conflict with each other at the worksite, you may wish to listen to the two individually as to their perception of the problem.  Acknowledge that this is a problem for the worksite but the problem and solutions are theirs.  Tell the students that you will have a meeting with them together to resolve the problem.  Separately, ask each of the students what they want to have happen as a result of that meeting.  Ask each individual what they are willing to do to solve the problem.  Meet with the students together.  If the students do not come up with the idea that we all need to learn how to work with many types of people, bring it up.  State that this problem cannot continue and ask for suggestions.  If the students do not bring up what they said they were willing to do, remind them.

	


QUALITY AND THE STUDENT LEARNER

A quality product or service is one that meets customer requirements.  Total quality is defined as a commitment by everyone to meet or exceed customer requirements and expectations.  This is achieved through continuous improvement of all products, services, procedures, and processes.

Why is quality important?  In the current business environment quality is expected.  It is given to most customers.  Global competition has made quality the ante of the game.  This means that all suppliers must deliver acceptable and consistent quality and that the other aspects of doing business (i.e. service reliability) are increasingly used to differentiate one organization from another.

Employers play an important role instilling the concept of quality to students.  You can help the student(s) understand that companies do not make a profit without quality by:

(
Making the customer the number one priority

(
Making the customer requirements and expectations an integral and controlling part of the product or service

(
Working everyday to eliminate and prevent problems

(
Expecting perfection

(
Measuring and understanding the costs and consequences of not meeting quality requirements

(
Emphasize quality contributes to profit and profit keeps the company in business

(
Help student understand who the "customer(s)" are


IS 99% GOOD ENOUGH?

What is your quality standard?  Reality says that quality standards of 100% are never going to be obtained.  After all, nobody’s perfect.  The alternative to setting the standards at their highest possible level becomes clearer when you look at the consequences of “almost, but not quite.”

IF 99% IS GOOD ENOUGH, THEN…

In the next 60 seconds, 806 phone calls will be misrouted.

In the next two minutes 1,902 people will consume a meal that leads to a food borne illness.

In one hour more than 1000 ATM machines will dispense the wrong amount of cash.
In 24 hours 583,561 pieces of mail will be mishandled by the post office.

Tomorrow morning 2052 Wall Street Journals will be missing the front page or 3056 copies of the same publication will be missing an entire section.

12 newborns will be given to the wrong parents daily.

2 planes landing at Chicago’s O’Hare airport would crash daily.

In a week 21,367 books will be published with the wrong cover.
In the next year:

Footwear companies would ship out 114,500 mismatched pairs of shoes.

The IRS would lose two million documents and process incorrectly 103,260 income tax returns.

Doctors would write 20,000 incorrect drug prescriptions.

291 pacemaker operations would be performed incorrectly.

470 entries in the new Miriam Webster dictionary will be misspelled.

2.5 million books will be shipped with the wrong covers.

	STUDENT  EXPECTATIONS


	STUDENT
	MENTOR

	Have hands-on experience

To apply what they have learned
	Provide real and relevant experiences

For students to be ready to work and learn



	Understand the career field

Determine if this career is for them

Understand other learning options


	Create student interest in the industry

	Learn skills

Use their brains and their hands

Increase their employability


	Help students become a productive and skilled employee

For students to have good work habits and motivation

	Be treated with respect

To have worksite have confidence in them

To make their own decisions


	Help students grow and for young adult students to mature

	See the small picture whose space is mostly filled up by themselves


	Provide the "big picture", the broad perspective

	Success


	Success


WHAT YOUNG ADULT STUDENTS WANT EMPLOYERS TO KNOW

A work site coordinator gathered a group of 25 young adult students together, told them she was to explain to a group of mentors what students wanted employers to know.  The students came up with the following list.  You may notice that their comments fall into three categories: their inability to set boundaries for themselves, low or unsteady self-esteem and communication, themselves.

(
Give concrete time lines because I am not good at setting them myself

(
Let me finish one task before you start me on another

(
Be aware of my time commitments.  I will try to meet them by cutting back on sleep

(
Let me know how much or how little socialization is expected (phone calls)

(
Tell me what is considered an emergency

(
Explain confidentiality to me and what it means

(
I don't know what the limits are

(
Help me understand what the consequences are

(
Give me the large picture and how I fit in as I am pretty much ego-focused

(
Reinforce that I must finish high school.  I will cut back on school rather than on work.

(
When management is in conflict on my priorities, tell me who can clarify

(
Tell me who is available when I try to do problem solving

(
Discuss safety with me and don't think I know it already.  I think I'm invincible and nothing will happen to me.

(
Believe that I can be successful

(
Believe that I have work ethics

(
I want to please

(
Don't assume automatically that I am a slacker

(
I may be packaged like an adult, but I am not

(
My self-esteem is very shaky

(
Don't label me

(
Understand my need to be an individual

(
I will model whoever I think is cool in the work place

(
When you explain something to me, and then ask me to explain back, if you ask me "Do you understand?" I will save face and answer "Yes" even if I don't understand.

(
Don't talk down to me

(
Tone is significant

(
Don't shame me in public

(
Please listen to me

(
Don't try to match my language or slang as I will always be one up on you

(
If I screw up, don't yell, as I will tune you out.  Explain what I did wrong, the consequences and how to change.  Apply the consequences.

(
Use humor but maintain a firm line

(
When possible, ask me rather than tell me to do something

(
Be flexible

MENTOR-TRAINER COMPARISON

	
	MENTOR
	TRAINER

	DEFINITION
	A knowledgeable and dependable person who has a direct and personal interest in helping another person with life adjustment behavior
	One that teaches, imparts skill or knowledge to causes to learn by experience or example

	OTHER TITLES
	Coach, advocate, counselor, supporter, listener
	Instructor, teacher, educator, tutor

	ROLES THAT ARE THE SAME
	Set high expectations

Provide support, encouragement and direction

Serve as a role model

Build self confidence

Help students avoid problems and errors in work

	ROLES THAT ARE DIFFERENT
	Impart workplace culture

Plan rotations or sequence of experiences

Communicate with all partners

participate in evaluations

Suggest new training methods

Mediate between trainer supervisor and student

Provide alternative perspective to supervisor/trainer

Help student understand formal and informal organizational structures

Gain student trust

Develop personal and supportive relationship

Provide career guidance
	Provide theory and applied theory

Impart technical skills

Scaffold tasks

Counsel students in proper methods of producing work

Model problem solving (verbally and by demonstration)

Answer technical questions

Develop plan for training

Educate the student in workplace safety

Define and determine quality

Assess student progress



	QUALIFICATIONS THAT ARE THE SAME
	Accessibility

Patience

Good communications skills

Good work ethic

Always willing to explain

Being non-judgmental

	QUALIFICATIONS THAT ARE DIFFERENT
	Ability to maintain confidentiality

Have broad/global picture of the company

Ability to coordinate schedule and training

Being honest and direct
	Do quality work consistently

Possess specific skills/experiences

Ability to effectively explain, demonstrate and provide follow up to task

Ability to keep student focused


SUPERVISOR AS MENTOR

There are inherent contradictions between the role of supervisor and mentor.  A supervisor holds tremendous power and authority over a worker.  A supervisor's job is to discipline and ensure that work is being performed up to a standard.  A mentor, on the other hand, acts as an advocate and supporter for the student.  Strongest mentor relationships develop when a mentor remains supportive and caring through serious mistakes and setbacks.

STUDENT AND MENTOR RELATIONSHIP

Students may have a hard time distinguishing between functions of mentor, trainer, and supervisor.  When told they will have a mentor, they may feel this means they need special help or are deficient in some way.

Strong mentor relationships typically take at least 6 months to develop, while the trainer/student relation is immediate and may be short term.  Mentoring is a partnership based on mutual respect with both parties fully contributing to discussions as equals working together.  Mentors may have more experience, insight or wisdom but the relationship is one of sharing rather than one way.

During the initial stage, the student may view a mentor with more esteem and honor then is truly necessary.  This make is important that you help the student view the process realistically.  In addition, the student may feel extremely incompetent, awkward and may even refer to themselves in unflattering terms.  In the beginning, the student may be nervous and scared.  As a mentor/trainer, you need to be aware that this might happen and to reaffirm the student's positive traits and self-worth.  You and the student may fell that both are taking a chance that could expose the other to ridicule if the "correct answer" isn't always available.  You will need to reassure the student that no one, no matter who it is, has all the right answers.

Open and honest communication between mentor and trainee exist with mentor giving honest praise and criticism.  Confidentiality, integrity and trust are important aspects of the relationship allowing the mentor to provide encouragement as well as to identify strengths and weaknesses and to suggest improvements.  Mentors will need to schedule enough time together consistently.  In the beginning, 1/2 hour a week may be needed.

The meant will also need to initiate discussion regarding careers and the student’s future in the company as the student(s) might be hesitant to ask.

THE MENTOR HELPS BUT THE STUDENT DOES
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