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A New Worker Needs To Know        

 
Before you can convince an employer to hire you, you need to learn how to describe yourself 
to the employer. You need to be able to describe what skills and talents you bring to the 
workplace that would make you a better worker than the next person. 
 
Look at the following statements and write yes, no or don't know next to each to learn the 
skills and attitudes that you would bring to the workplace. Remember to write the word that 
best describes your skills and attitudes. 
 

EMPLOYABILITY SKILLS Yes/No/Don't Know 

Communication 
 
I can speak and write clearly so that others can 
understand 

 

I can read and understand information in words, charts, or 
graphs 

 

I can listen and ask questions to better understand 
instructions and other's ideas 

 

I am able to share information using voicemail, email and 
computers 

 

I can figure out when something needs to be measured or 
calculated 

 

Thinking 
 
I can figure out what's happening in a situation, identify 
problems and solutions 

 

 
I am not afraid to try new and creative things 

 

Learning 
 
I like to learn new things 

 

 

 
I like to set goals to improve myself 

 

 
I learn from my mistakes and the advice of others 
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EMPLOYABILITY SKILLS Yes/No/Don't Know 

Attitudes and Behaviors 
 
I am a confident person 

 

 
I am an honest person 

 

 
I am a responsible person 

 

 
I can adapt to changes and new information 

 

 
I plan and manage my time, money and other resources 
 
 
 
 

Resources 

 
 
 
 

 
I am motivated and have the energy to get the job done 

 

 
I respect the thoughts and ideas of others 

 

 
I do a good job of balancing work and home 

 

Working With Others 
 
I enjoy being on a team 
 

 

 
I like to contribute to common goals 

 

 

 
I try to understand the needs and styles of others 

 

 
I value and respect differences 

 

 
I take instructions and follow through 

 

 
I do whatever is needed to get the job done 
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Self-Awareness Test 
  
 
To determine your own level of awareness, read the items below and place a check mark 
() in the blank which you think describes how often you feel this way. 
 
 Always Frequently Sometimes Rarely Never 

 
I’m eager to learn 

     

 
I am excited about working 

     

 
I'm willing to listen with an open mind 

     

 
I constantly have new ideas 

     

 
I like taking direction from people 
who know something I don't 

     

 
I try to look at the world through the 
eyes of the other person 

     

 
I believe each person is unique 

     

 
When someone is talking to me  
I really listen 

     

 
I'm honest with others and myself 

     

 
I've thought about my own strengths 
and weaknesses 

     

 
I'm sensitive to other's needs 

     

 
I care for and am concerned about 
others 

     

 
I recognize that others may not always 
agree with me 

     

 
I adapt easily to new environments 
and situations 
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Having a good attitude and showing a good attitude are two different things. 
Some people are very positive about their jobs and are cheerful and energetic. 
Other people may say they have a good attitude, but complain about every task 
and show little or no energy to do the job. Below, list the traits that you think 
are ways to show an employer that you have a good attitude: 
 
 
 

Ways to show that you have a good attitude in the 
workplace: 
 
 
 
1. 
 
2.  
 
3.  
 
4.  
 
5.  
 
6.  
 
7. 
 
8. 
 
9. 
 
10. 
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Tips for Improving Positive Attitudes and Behaviors     
 

1. Affirm yourself: Learn to focus on your good qualities and all the 
positive things you do. 

 
2. Improve yourself: Continue your education, learn a new skill, read a 

book, take a course, join a health club, meet new people. Do something 
that will challenge you and help you feel as if you have accomplished 
something new. 

 
3. Assume responsibility for your own thoughts and actions:   It’s easy 

to blame others. Remember that we only have the power to control and 
change our own behavior. Responsibility can be interpreted as "the ability 
to choose your response". 

 
4. Set realistic goals: Sometimes our expectations of ourselves are so high 

that we can't achieve them. Be careful not to take on too much at once 
and end up not achieving anything. 

 
5. Behave according to your own good personal values and standards: 

Stand up for what you know is right. Remember that people treat you the 
way that you teach them to treat you. 

 
6. Maintain good health: Wellness is much more than physical health. 

Remember the mind, body, and spirit connection. Healthy behavior 
includes an optimistic outlook, and a good sense of humor. 

 
7. Plan your day as if it will be positive: Even if you know that you will 

face some challenging issues and/or people during your day, try to see 
yourself handling these situations in a positive manner. Try to see the 
glass as half full (not half empty). 

 
8. When replaying your day, focus on your accomplishments: Give 

yourself a break-our tendency is to focus on our mistakes and overlook 
our accomplishments. Focus on the positive things that happened during 
your day. 
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Professional Behavior Under Pressure        
 
One of the traits that you will have to develop in order to be successful in your 
new job is flexibility. You can demonstrate a professional attitude by being 
flexible when asked to do low level, and unpleasant tasks.  Adjusting to difficult 
situations, while maintaining a good attitude, is a way to demonstrate 
professional behavior under pressure. 
 
Think of some examples of how to maintain a professional attitude when 
doing unpleasant tasks: 
 
Example:  Cleaning the restrooms?  
 
Unpleasant Task   Your Professional Attitude 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 
 
 
 
 



8 
 

Five Foundations for Character         
 
Foundation #1: Trustworthiness 

 Be honest 
 Be reliable 
 Do what you say you will do 
 Have the courage to do the right thing 
 Build a good reputation 
 Be loyal 

 
Foundation #2: Respect 

 Treat others with respect 
 Respect differences 
 Be polite 
 Use appropriate language 
 Be considerate of the feelings of others 
 Deal peacefully with conflict and anger 

 
Foundation #3: Responsibility 

 Do what you are responsible for 
 Always do your best 
 Be self-disciplined 
 Think before you act 
 Consider the consequences of your actions 
 Be accountable for your choices 

 
Foundation #4: Fairness 

 Follow the rules 
 Be open-minded 
 Listen to others 
 Don't blame carelessly 

 
Foundation #5: Caring 

 Be considerate 
 Show that you care  
 Express gratitude  
 Help others 
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Dos And Don'ts for Building Character In the Workplace     
 
INTEGRITY:  

Do 
 Stand up for your beliefs-follow your conscience 
 Be honorable 
 Live by your principles 
 Have the courage to do what is right 
 Build and guard your reputation 
Don't 
 Do things that you know are wrong even if others are doing it 
 Lose your confidence if you fail 
 Promise things that you can't deliver 
 Let your team members down 

 
HONESTY:  

Do  
 Tell the truth 
 Be sincere 
 Be open to new ideas and ways of doing things 
 Come forward with information 
Don't 
 Lie 
 Cheat 
 Steal 
 Be sneaky or tricky 
 Work around policies 
 Forge information 

 
RELIABILITY:  

Do 
 Be on time 
 Keep your promises 
 Honor your word and commitments 
 Do what you are supposed to do 
 Return what you borrow 
 Pay you debts 
 Be dependable 
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Dos And Don'ts for Building Character In the Workplace (continued) 
 
RELIABILITY: 

Don't 
 Leave before you should 
 Blame others for your mistakes  
 Ignore deadlines 
 Leave your team/co-workers hanging 

 
LOYALTY:  

Do 
 Be a good employee 
 Keep the confidence of those who trust you 
Don't 
 Betray a trust 
 Let others down 
 Spread gossip 
 Ask others to break the rules 
 Do or say things just to get ahead 
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Exercise: Values and Workplace Ethics        
 
In your small group, read the following scenario and respond to the discussion 
questions. 
 
Scenario: 
You have been working for six months as a Patient Care Technician. You really 
enjoy this job and worked hard to get here. You feel that you are really good at 
your job and you are eager to do well. You just received new instructions by 
your supervisor for improving patient care, but your co-workers who are long 
term employees have told you not to follow the new policy and continue with 
the old. Your supervisor asked you to reassure patients that this new policy 
will improve the quality of their care. Your co-workers say that you should not 
change what you have been doing. What do you do? 
 
Discussion Questions:           
 
How would you respond? 

  
1. What does it mean to behave in a professional manner? What kinds of 

things are necessary to enhance and promote a professional image? 
 

2. We each bring to the workplace a wide variety of skills, experiences, 
abilities, needs, values, expectations and dreams. What are some of the 
challenges associated with working in an environment where your 
values and ethical behaviors do not match that of your co-workers? 

 
3. Think about how you want to be seen in a professional setting? What 

must you do to make sure that others see you as you see yourself? How 
do you close the gap? 

 
4. How does this scenario help us to understand what overall 

professionalism means? 
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Self-Motivation            
 

Taking the Initiative: 
 

1. Why is self-motivation important? 
 
  
 
  
 

2. What motivates you? 
 
  
 
  
 

3. Who is responsible for motivating you in the workplace? Your 
supervisor? Your peers? Yourself? 

 
  
 
  
 

4. What happens if you don't take responsibility for motivating yourself? 
 
  
 
  
 

5. Can you think of any situation in which you would take on extra work, 
even if you were not getting compensated for it? Why or why not? 
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Exercise: Taking Initiative          
 

Scenario: Read the following scenario. Discuss it in your small group. 
 
Margaret just got hired as a clerk in a medical laboratory. She is an extremely 
hard worker and is eager to prove herself to her new employer. After only a 
few weeks on the job she comes up with what she thinks is a better and more 
efficient way to process customer accounts. To impress her boss she comes in 
early one morning to implement her plan. Margaret's boss arrives at work, and 
is upset to find the office in a mess as she attempts to put her plan into action. 
 
 
Discussion Questions- 
 

1. Do you think that what Margaret did was wrong? Why or why not? 

2. What could she have done differently? 

3. How do you know your limitations at work? 

4. How does this scenario demonstrate the importance of knowing the 
difference between taking the initiative and knowing your limitations? 
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Using Communication Skills In The Workplace      
 
Any job that you get will require you to use good communication skills. It is 
one of the skills that employers seek the most. You may need to use good 
communication skills to: 
 

 Listen and say back the content of a message 

 Communicate clearly with words 

 Speak to individuals and groups 

 Present ideas in writing or verbally 

 Express your ideas, needs, opinions, wants and preferences while 
respecting the rights of others 
 
 

 Demonstrate good judgment 

 Describe objects or events accurately 

 Project a positive self-image to others 

 Work with a variety of computer programs 

 Teach a skill, concept or principle to others 

 Analyze the behavior of self and others in group situations 
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Benefits of Active Listening          
 

 It forces people to listen attentively to others. 
 It avoids misunderstandings as people confirm their understanding of 

what the other person has said. 
 It opens people up, to get them to say more. 
 In a conflict situation, people are less likely to act out in anger because 

they feel that their concerns and wants were heard. If both parties in a 
conflict use active listening, the chances of being able to develop a 
solution to their problem become much greater. 

 It reduces the number of mistakes that happen as a result of 
assumptions. 

 It helps improve the quality of work and service to customers. 
 

Listening Skills: 

1. Communicating that we are listening: 
 
-Non-verbal skills: Eye contact  

      Body language 
     Use of silence 

-Verbal skills:               Minimal encouragers 
 
  2. The art of questions: 
 

-Open questions:  how? what? could? would? 
-Closed questions:  is? are? do? did? 
-Why questions:  sometimes open, sometimes closed 

 
3. Focus-be aware that the conversation may take on a variety of 

focuses: 
 

-Speaker focus:  topic focus 
-Other(s) focus:  listener focus 
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Benefits of Active Listening (continued)  
 

4. Reflections: 
 

-Reinforce and support the speaker 
-Clarify the meaning of what was said 
-Reflect factual content 
-Reflect feeling content 

 
5. Summary: 

 
-Restate what was said for better understanding  
-Beginning discussion - remembering where we left off summarizing in  
  mid-discussion 
-Using "I" statements 
-Keeping the focus and avoiding "topic jumps" 
-Encouraging others to see themselves with clarity 
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Listening Skills: Exercise  #1          
 
Objective: 
The objective of this practice exercise is to give each person the opportunity to 
learn how to use verbal and non-verbal skills and become a better listener. 
 
Directions: 
The group will be divided into subgroups of three. There will be three roles in 
each subgroup: 
 

 Speaker 
 Listener 
 Observer 

 
Everyone will take each role once in this practice, so divide into your 
subgroups and decide who is going to take which role first. 
 
Directions for the speaker: 
Your task is to talk about something that is important to you: the job you want, 
your family, a decision, or a question.  This practice will be more helpful if you 
talk about something you really care about, although role-playing is possible. 
 
Directions for the listener: 
Your task is to practice good listening skills: eye contact, body language, 
silences, and encouragement. Don't panic! Just concentrate on following the 
speaker's train of thought. Try to limit your responses to the skills discussed in 
this session. 
 
Directions for the observer: 
Your task is to observe the listener's verbal and non-verbal skills. Observe and 
count only as many behaviors (eye contact, body posture, verbal 
encouragement, topic jumps) as you can manage and still be accurate. 
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Listening Skills: Exercise  #1 (continued) 
 
Procedure: 
 
The first speaker will talk with the listener for three or four minutes. The 
listener will then discuss the listening experience with the two other members 
of the subgroup. 
 
 
To the listener: What was comfortable?  What was difficult? Did you stay with 
the speaker? Then the speaker will share his or her feelings about the listener's 
listening. 
 
 
To the speaker: Did you feel listened to? Was it helpful? Did the listener have 
any habits you found distracting? The observer will then share observations. 
This sharing process should take about three or four minutes. 
 
 
Now everyone change places. Have the listener become the speaker, the 
speaker the observer, and the observer the listener. Go through the five 
minutes of talking and listening and five minutes of exchanging remarks twice 
more so that each person takes each role once.  The entire practice session 
should take about 25 minutes. 
 
 
When you are finished, return to the large group. Your facilitator will help you 
share your practice experiences. How are these skills important in the 
workplace? Where else would they be useful? Go around the group so that 
participants have a chance to share at least one thing they have learned about 
themselves in this practice session. 
 
 
 
 
 
 
 
Source: Interactive Skills Program: Helping Through Listening and Influencing, Hedlund and 
Freedman, Cornell University Cooperative Extension Service, 1981. 
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LISTENING SKILLS:  Exercise #2       

 
Questions, Reflections, Summarization: 
Form subgroups of three and practice using questions, to practice listening 
skills. Each member of your subgroup should take turns being the speaker, the 
listener (who practices the skill of questioning), and the observer. 
 
Directions for the speaker:  
In the speaker role, we ask you to share something that is a real concern to 
you. Obviously, we are not asking that you share anything that is very private 
or that might be embarrassing. Sharing a real part of your life will make this 
practice both interesting and useful. (And you might find it helpful to have 
someone carefully listen to your concerns). 
 
In addition to giving you practice as the speaker, the purpose of this exercise is 
to give the listener a chance to practice interactive skills. If you, as the speaker, 
take all of the practice time in talking about yourself, the listener will not have 
a chance to practice listening skills. So, be sure to pause often to encourage the 
listener to respond. Try to share information that allows the speaker to 
practice the skill of the session--the art of questioning. If you give the complete 
details of your concern, for example, it may be difficult for the listener to find 
anything to ask questions about. Or, if your story is completely factual and does 
not include your personal feelings or opinions, the listener may have difficulty 
asking questions with a speaker focus. As the speaker in the practice session, 
part of your job is to help your listener practice listening skills. 
 
 
Directions for the listener: 
In this session try to concentrate on asking questions, reflecting, and, at the 
end, summarizing even though this may seem difficult. You may use 
encouragement occasionally, as long as your primary responses are questions. 
Vary your responses between open and closed questions and vary the focus of 
your questions (i.e., on speaker, topic, or others). By using both open and 
closed questions you will also see how your question and its focus can 
determine the course of the conversation. 
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LISTENING SKILLS:  Exercise #2 (continued) 
 
Directions for the observer: 
Keep track of the listener's responses. Include the number of open and closed 
questions used by the listener and the focus of each question; note the use of 
feeling and factual reflection, and the effectiveness of the listener's summary. 
 
Procedure: 
The speaker and listener will have a conversation three or four minutes long. 
The observer can also time the conversation, saying, "stop" when the time is 
up. 
 
After the conversation, take a few minutes: first, the listener will share 
thoughts about how they used questions; second; the speaker will comment on 
his/her experience during the conversation and the listener's use of the skill; 
finally, the observer will share observations and comment on the conversation. 
 
Now trade roles and repeat the practice. 
 
Each listener practice should take eight to ten minutes: three or four minutes 
for the initial conversation and three or four minutes to review it--to share the 
listener's and the speaker's impressions and the observer's reactions (½ hour). 
 
When exchanging observations about a conversation, please give the listener 
accurate feedback about how he or she used the skills. If the listener is having 
difficulty asking open questions, reflecting, or summarizing, say so and help 
him/her learn how to do better. Remember that the purpose of practice is for 
the listener to learn the listening skill. Feedback and suggestions from both 
speaker and observer are important to the learning process. 
 
 
 
 
 
 
 
 
 
 
Source: Interactive Skills Program: Helping Through Listening and Influencing, Hedlund and 
Freedman, Cornell University Cooperative Extension Service, 1981. 
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Effective Confrontation:  Exercise #1       

 
Procedure: 
The group should break into sub-groups of four or five people. Go around the 
group, with each person taking time speaking about some personal concern for 
a few minutes. The next person in line is the listener, who responds to the 
speaker with a confrontation. 
 
The group can then discuss the listener response: 

 Was it a confrontation? 
 Was it effective? 
 What was the focus? 
 What are some alternative confrontations that could be made? 

 
 
After discussing the response, the listener becomes the next speaker. Move 
around the circle as time permits, hopefully allowing each person to practice 
responding with a confrontation. 
 
 
If there is time, discuss the use of confrontation as a skill of self-expression: 

 What are the possible risks in using this skill? 
 How might you use this skill in the workplace or daily life? 
 How could you improve your capacity for self-confrontation? 
 What are the benefits of confronting effectively? 
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Conflict Resolution Skills:  Exercise #2        
 
What are your feelings about conflict? 
 
What we have learned along the way about how to deal with conflict, along 
with our past experiences in dealing with conflict will have a great impact on 
shaping our ideas and attitudes in the workplace. 
 
Finish the following sentences: 
 

1. The way that we deal with conflict in our home is... 
2. When I was growing up, what I learned about conflict is... 
3. The way that my friends and family deal with conflict is too... 
4. When I'm involved in a conflict, I usually... 
5. When I see someone else involved in a conflict, I usually... 
6. When people make me angry, I... 
7. Conflicts are usually... 
8. I think that most people deal with conflict by... 
9. The best way to handle a conflict is to... 
10.I wish I could learn… 

 
Please respond to the following questions: 
 

1. How does conflict in the workplace affect the work that you need to do? 
 

2. What are some of your fears and concerns about dealing with conflict in 
the workplace? 
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Conflict Resolution Skills:  Exercise # 3   
 
 
Definition of Terms- 20 minutes     
 
What is workplace conflict? To answer this question, we need to break this 
question into two parts. First, what is conflict? Second, what defines the 
workplace? 
 
 
Procedure: 
 

1. Break into two groups (if there are more than 20 participants, break into 
four groups instead of two) 
 

2. For each group, identify a recorder and reporter 
 

3. Each group will have 20 minutes to create a working definition of either 
Conflict or The Workplace. 
 

4. Each group should spend time brainstorming ideas before trying to write 
their working definition 

 
5. Each group should come up with as many ideas as possible about these 

terms. 
 

6. Each group will have a chance to report out. Capture each definition on a 
flipchart. 

 
 
Basically conflict exists when there is a disagreement between two or more 
parties. It may result in harm or good. It may involve many or a very few. It 
may be result in a mutual resolution or require outside help to solve. Conflict 
may be legitimate or seem petty, misguided, and irrational. Whenever 
disagreement occurs, you have conflict. 
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The Workplace:            
 
A simple definition of the workplace is the setting in which work is performed. 
You may interpret that as the physical location at which people interact in the 
process of producing goods or services for an organizational purpose. Today's 
workplace is very complicated, because of technology you may have to work 
with others who are separated from the physical setting. Therefore a more 
accurate description is the various arrangements and mechanisms-
including physical location-through which work flow. 
 
 
Workplace Conflict: 
 
From this, we can define workplace conflict, as disagreements between two 
or more parties in the workplace-be it a common physical site or another 
medium through which work is performed. 
 
Discussion: 
 
Based on these definitions, disagreements may arise over a variety of matters 
and sometimes over issues not connected with work or the work site. People 
may react to conflicts at the emotional, attitudinal, and behavioral levels. These 
reactions can become very disruptive to the workflow and safety of people in 
the workplace. 
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Common Causes of Conflict in the Workplace:       
 
Most conflicts at work fall into one of three overlapping categories: interests, 
rights, and power. 
 
 

1. Interests: Conflict over interests concern disagreements that reflect 
what people want or need to receive in the workplace. These matters 
run from general treatment in the workplace to more specific 
concerns such as assignments, evaluation, scheduling, promotion, and 
pay. Conflicts over interests occur among and between employees at 
all levels across the organization. 

 
 

2. Rights: Today workers enjoy a host of legally protected rights. These 
rights result from a variety of sources: statues, regulations, and court 
decisions. In addition, organizations establish their own systems of 
internal rights, through policies, procedures, or contractual 
agreement. For example, policies regarding dismissal, the application 
of progressive discipline and the rights of employees who are being 
disciplined. 

 
 

3. Power: Many times in the workplace, conflicts involve a test of 
power.  Just the use of power can cause conflicts: 
a. Who has it? 
b. When should it be used? 
c. How should it be used? 
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The rights of employees under federal law come from a variety of labor 
protections, including: 
 
 
Title VII of the Civil Rights Act of 1964 (Title VII), which prohibits 
employment discrimination based on race, color, religion, sex, or national 
origin 

 
The Equal Pay Act of 1963 (EPA), which protects men and women who 
perform substantially equal work in the some establishment from sex-based 
wage discrimination 

 
The Age Discrimination in Employment Act of 1967 (ADEA), which 
protects individuals who are 40 years of age or older 

 
Title I and Title V of the Americans with Disabilities Act of 1990 (ADA), 
which prohibit employment discrimination against qualified individuals with 
disabilities in the private sector, and in state and local governments 

 
 Sections 501 and 505 of the Rehabilitation Act of 1973, which 

prohibit discrimination against qualified individuals with disabilities 
who work in the federal government; and 

 
 The Civil Rights Act of 1991, which, among other things, provides 

monetary damages in cases of intentional employment discrimination 
 

 The Family and Medical Leave Act of 1993 (FMLA), which became 
effective on August 5, 1993 and requires all employers of 50 or more 
employees within a 75 mile area to provide up to 12 weeks of unpaid, 
job-protected leave to "eligible" employees for certain family and 
medical reasons 

 
The U.S. Equal Employment Opportunity Commission (EEOC) enforces all of 
these laws. EEOC also provides oversight and coordination of all federal equal 
employment opportunity regulations, practices, and policies. 
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Tips For Resolving Conflicts With Others :       
 
When you are having conflict with someone, consider using the following 
strategy: 
 

1. Identify the problem. Identify the person you are having trouble with. 
Figure out the specific behavior or attitude that is bothering you and 
how frequently it occurs. 

 
2. Look at the relationships. Examine how the person interacts with 

others. Is it similar to the way s/he interacts with you? What makes 
him/her act that way? Figuring out the causes of someone's behavior 
helps point the way toward possible solutions. 

 
3. Determine the costs.  How does that behavior affect others? Does it 

cause people to lose morale? Does it affect productivity? Does it make 
everyone uncomfortable? If no one is affected by the person's behavior, 
the behavior should be ignored. 

 
4. Plan an approach. Once you identify that the person's behavior does 

affect you and others, you need to have a discussion with the person. 
Plan an approach that fits the nature of the problem, the personality of 
the person involved and your relationship with that person. 

 
5. Describe the behavior. When you do meet with that person describe 

the behavior in a non-accusatory manner and explain why it bothers you. 
Use "I" statements. For example, "Today during the meeting when I was 
talking about the budget and you interrupted me before I had finished 
my sentence, I felt really cut down." 

 
6. Describe the behavior you want. Next, be clear about what you want. "I 

hope that the next time I talk that I won't get interrupted". 
 

7. Seek agreement. Be sure the person understands and try to get 
commitment to change. "Do you see things the same way that I do?" 
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Conflict Resolution Role Plays:         
 
For each of the following situations, you will be asked to role-play using the 
skills that have been covered on conflict resolution. Each role-play provides a 
situation and a recommended solution. 
 
 

Role Play Situation #1: Dealing With The "Back-Stabber" 
 
Trey is determined to get ahead personally by “back stabbing" others. He 
gossips and spreads little tidbits about everything from your work habits to 
your personal life that are twisted versions of the truth or outright lies. To 
make matters worse, he smiles in your face, and is friendly and open, because 
he hopes you'll reveal some useful material about yourself. 
 
Suggested Solution: 
Do not go to his level-spreading negative rumors, as revenge about him will only 
lower people's opinion of you and your ability to deal with conflict. No one will 
remember who started the conflict; you both will be viewed as petty and 
untrustworthy. Prove the negative rumors wrong through your abilities and 
performance. Take the high ground even though it may seem hard in the 
beginning. 
 
Role Play Situation # 2: Dealing with a too friendly supervisor 
Your supervisor is too friendly and open with all the details of his private life, 
and expects you to do the same. Even when you seem uncomfortable hearing 
about the last fight with his ex or what his doctor said, you'll wind up sitting in 
his office way too long, listening to a lot of unwanted information. 
 
Suggested Solution: 
Recognize that you're not the one being inappropriate and don't feel you have 
to discuss any topics you feel are off-limits.  Don't encourage him to continue to 
share personal information by offering advice or asking for more information 
when he starts telling you personal things. You certainly are not required to 
answer personal questions. Sometimes a laugh or joke will get the point across. 
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Developing and Maintaining Good Working Relationships:  
 
To Form New Relationships:      
 

 Introduce yourself, so you know the person's name 
 Say hello and be friendly 
 Get to know the person before you ask personal questions or tell 

personal things about yourself 
 Respect people's personal space 

 
To Improve Relationships With Co-Workers or Team Members 
 

1. Make every effort to get to know your co-workers as individuals  
 

2. Spend time talking during breaks and after work 
 

3. Understand the importance of people having friends outside of work 

4. Never hang around when you are off and that person is still working 

5. Be proactive in your communication 

6. Follow through on what you promise 

7. Make every effort to resolve conflicts quickly and completely 

8. When people share information in confidence, keep it confidential! 

9. Be loyal to your team or work group 
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Being Assertive Not Aggressive:         
 
There is a big difference between aggressive and assertive behavior. A lot of 
confusion exists with respect to these two terms, but there is quite a difference. 
Aggressive behavior is behavior that includes intent to do harm or cause 
unnecessary damage to another person. Assertive behavior involves making 
one's presence felt without the intent of causing harm. Fair play, self-control, and 
rules are observed in assertive efforts. Clearly, to say someone is aggressive is 
not a compliment to that person's character. Aggressive behavior shows a lack 
of respect for rules and a lack of regard for the safety of others. Aggressive 
behavior should be displayed only in the defense of one's own or another's life, 
not in the workplace or as a means of solving conflicts. 
 
Being Assertive Not Passive:          
 
There is also a big difference between aggressive and passive behavior.  
Passive behavior is behavior that involves allowing others to cause emotional 
or physical harm to ourselves and letting others act toward us with disrespect.  
It is easy to let others take advantage of us if we do not have self-confidence or 
if they are in a position of authority, but using ASSERTIVE, not aggressive 
language and body language will communicate to others that you respect 
yourself and your rights, as well as theirs. 
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Tips For Being Assertive          
 

1. Eye Contact-Avoid harsh stares. Do not stare at people 100 percent of 
the time. 
 

2. Body Posture-Try to face the person. Stand or sit up tall, but don't be 
stiff as a board. 

 
3. Distance/Physical Contact-You should not be close enough to be in the 

person's face. Keep a comfortable distance. 
 

4. Gestures-Use hand gestures to add to what you are saying, but don't 
over-do it! 

 
5. Facial Expressions-Your face should match your emotion and what you 

are saying. Don't laugh when you are upset and don't frown when you 
are happy. A relaxed, pleasant face is best when you are happy. A serious 
face when you are upset. 

 
6. Voice Tone, Inflection, and Volume-When you are making an assertive 

message, you want to be heard. Pay attention to the tone of your voice, 
the inflection of your voice and the volume of your voice. Use a volume 
that is appropriate for inside, face-to-face conversation. 

 
7. Fluency-It is important to get your words out in an efficient manner. If a 

person stammers or rambles on, the listener will become bored. 
 

8. Timing-When you are expressing negative feeling or making a request of 
someone, this is especially important. Days later may be too late. Doing it 
when you are most upset is not the right time either. 

 
9. Listening-An important part of assertiveness. Give the other person a 

chance to respond. 
 
      10.Content-What a person says is one of the most important parts of the 
           assertive message. 
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Exercise #1 - Assertive Verbal Communication:       
   
 
Identify each communication style in the following examples: 
 
P = PASSIVE AS = ASSERTIVE  AG = AGGRESSIVE 
 
 
_______________ 

1. "That is the dumbest idea I've ever heard. Don't you ever 
think before speaking?" 

 
_______________ 2. "Let's reconsider this response." 

 
_______________ 3. "I will not be able to carpool with you. I sometimes work later 

than usual." 
 

_______________ 4. "I feel so uncomfortable when you are too hard on yourself. I 
wish you would be gentler with yourself." 

 
_______________ 5. "Gee, thank you for the invitation, but I really don't enjoy 

jazz." 
 

_______________ 6. "A disco! You've got to be kidding! We're both too old for that 
kind of foolishness." 

 
_______________ 7. "I know that you are busy, but do you mind if I bother you for 

a minute?" 
 

_______________ 8. "This is probably the wrong answer but...." 
 

_______________ 9. “It seems to me that you have a problem." 
 

_______________    10.   "Look, we can do it my way or not at all." 
 

 
_______________ 

    11.  "I have seen that particular movie, but I guess I could see it 
            again even though I really don't want to." 

 
 
_______________ 

    12. "I'll take care of that project. It's obvious that today is not one  
           of your best. You always seem so out of it. I think you should 
           seek some professional help." 
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Exercise #2 - Assertive Body Language:       

 
P = PASSIVE AS = ASSERTIVE AG = AGGRESSIVE 
 
_______________ 

 
1. Fists on hips. 

 
 

 

2. Touching someone's forearm as you speak with them. 

_______________ 
 

3. Shifting repeatedly from one foot to another while 
standing. 

_______________ 4. Constantly nodding head up and down while someone is 
speaking to you. 
 

_______________ 5. Leaning back, propping feet on desk, grasping hands 
behind head. 
 

_______________ 6. Looking down while speaking. 
 

_______________ 7. Voice rising at the end of a sentence or statement. 
 

_______________ 8. Unblinking glare or stare; tense look. 
 

_______________ 
 
_______________ 

9. Slumped shoulders.  
 

10.  Curt delivery when speaking. 
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Answers – Assertive Communication Exercises     
 
 
Exercise #1 
 

1. AG  2. AS  3. AS  4. AS  5. AS  6. AG   
 

7. P  8. P  9. AS  10. AG 11.P  12. AG 
 
 
 
Exercise #2 
 

1. AG  2. AS  3. P  4. P  5. AG  6. P   
 

7. P  8. P  9. AS   10. AG 
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Anger Management Skills:          
 
One aspect of demonstrating professionalism in the workplace is the ability to 
manage anger. Anger, sadness and frustration are not bad. It's okay to be 
angry, but is not okay to call people names, yell or hit others. You will be asked 
to keep track in your journal of your behavior when you are angry. You will be 
asked to recognize the signs of getting angry and pay attention to your 
behavior (raising your voice, pacing, head motions, etc.). You will learn that 
you always have the ability to choose your response. Anger is best managed at 
the trigger point, before it escalates. 
 
Anger Journal Exercise:          
 
For each section, check the information that best describes where you were, 
what made you angry, how you handled it, and if you think you acted in a 
professional manner. You may use this form or your journal to keep track of 
your responses. 
 

1. When? 
2. Date? 
3. Morning? Afternoon? Evening? 
4. Where? 

      Home_____ Work _____ Community_____ 
5. What happened? 
6. Somebody said something that... 
7. Somebody did something that... 
8. I did something that... 
9. Somebody bossed me.... 
10.What I did…. 

 Yelled_____ Cursed_____  Hit____ 
                                 Walked Away_____ Made an assertive statement ____ 

 
Comments: 
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Working With Others on a Team:  Self Management Skills    
 
Working with others on a team requires the following self-management skills: 
 

1. Emotional Self-Control: 
 

This is the ability to keep your impulsive feelings and emotions under 
control. It is being able to avoid negative actions when faced with conflict or 
hostility from others, or when working under pressure. 

 
The person who uses Emotional Self-Control: 
 

 Deals calmly with stress 
 Displays impulse control and restraint 
 Stays poised and positive, even in trying moments  

 
Personal Improvement Activities: 

 
 Make a list of all the things that cause you to "lose it" (your triggers). 

Create a strategy to prevent these triggers from causing you to lose your 
composure and your self-control. 

 Reduce your stress through physical activity or other types of conscious 
relaxation techniques (meditation, exercise, reading, etc.) 

 Read information on stress management 
 Read: Angry All the Time: An Emergency Guide to Anger Control, Ron 

Pottern-Efron, 1994. 
 

2. Trustworthiness. 
This can be described, as taking action that is consistent with what you say 
and value. It includes communicating intentions, ideas, and feelings openly 
and directly and welcoming openness and honesty in others. You show 
integrity and take responsibility for your own behavior and performance. 
You build trust through reliability and sincerity. 

 
The person who is trustworthy: 
 Is real ("what you see is what you get") 
 Sticks to their beliefs even if they are unpopular 
 Confronts unethical action in others 



37 
 

Personal Improvement Activities: 
 

 Spend some time thinking about the values and principles that you feel 
most strongly about. Write down the most important ones. Next to each 
one, place a check if your behavior is consistent with the value. Ask 
yourself what you would need to do differently in order to be true to 
your beliefs. 
 

 Consider the issues you are willing to stick to no matter what". Clarify for 
yourself what is and is not worth fighting for. If an opportunity comes up 
to act on something you believe in, take it! 
 

 Read: Principle-Centered Leadership, Stephen Covey, 1992.  
 

3. Conscientiousness: 
 
This is about taking responsibility for your personal performance. It reflects a 
drive for being reliable and delivering quality work. You work in a careful and 
organized manner, paying attention to detail, following through on 
commitments and promises, and building trust through reliability. 
 
The person who is conscientious: 

 Follows through on commitments 
 Is careful in his/her work 
 Shows attention to detail 

 
Personal Development Activities: 

 Keep a detailed filing system for all monthly bills: telephone, rent, heat, 
credit cards, etc. 

 Develop a calendar of activities. Build a check-off system into your 
calendar to make sure that you are sticking to deadlines. 

 Read: A Passion for Excellence, Tom Peters, 1986 
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Self Management Skills  (continued)  
 
4.Adaptability: 
This is the ability to be flexible and work effectively within a variety of 
changing situations and with various people and groups. People with this 
ability are willing to change their own ideas or perceptions when they get new 
information or evidence. They are flexible, and juggle multiple demands as 
required. 
The person who is adaptable: 

 Smoothly juggles multiple demands 
 Easily handles shifting priorities and rapid change 
 Adapts plans, behavior, or approaches to fit major changes in 

situations. 
 

Personal Development Activities: 
 

 Regularly review the progress you are making for the goals that you have 
set. What are the strengths and weaknesses of each? Is there a better, 
more efficient way of doing things? 

 
 When strategies are not working? Stop what you are doing, acknowledge 

that it is not working, and make the necessary adjustment to your plans, 
activities, objectives, or behavior. Be willing to make some changes or 
adjustments when things are not going well or when situations demand 
change. 

 
 Read: Strategies for Fast Growing Times, N. Booh, 1997. 

 
5. Optimism: 
This is about seeing the world as a glass that is "half-full" rather than "half-
empty. This is the ability to see good in others and in the situation at hand. 
Challenges are viewed as opportunities that can be acted upon and taken 
advantage of to achieve the best outcomes. 

 
The person who is optimistic: 

 Sees opportunities rather than threats 
 Usually have positive expectations about others 
 Hope that the future will be better than the past  
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Optimism (continued) 
 
Personal Development Activities: 
 
 For two or three days, make a list of all the bad breaks or setbacks you 

have. Keep a journal of how you have responded to them. Next write 
down the consequences of each your responses. For example, "I cursed all 
the way to home after I missed the bus to my appointment." Pay attention 
to when your responses are negative and the negative result on your 
activity and when they are positive, how positive energy flows. Try to 
change your "self-talk" from negative to positive. 
 

 Read: Learned Optimism, M. E. P. Seligman, 1990. 
 
 

6. Achievement Orientation: 
 

This shows a concern for working toward a standard of excellence. This 
standard may be a personal need to improve your performance over past 
accomplishments, to outperform others, or even to surpass the greatest 
accomplishment ever achieved. 
 
The person who is achievement orientated: 

 
 Anticipates obstacles to a goal 
 Takes appropriate risks 
 Sets measurable goals 

 
Personal Development Activities: 
 

 Try using some projects or activities that you are currently working on 
to practice Achievement Orientation. Create some goals that make you 
stretch. Regularly monitor your progress against your activities. Discuss 
your progress with another person, like a mentor. This will help you 
understand the patterns of your work and your accomplishments against 
your plans. 
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Achievement Orientation: (continued) 
 

 Keep a log of when you demonstrated the behaviors of Achievement 
Orientation. At the end of each day or week think about how well you 
thought about obstacles; decide if you took any risks during the course of 
your work, and if you made any progress toward your work/personal 
goals. 

 
 Read: The Leadership Challenge: How to Get Extraordinary Things Done in 

Organizations, J. M. Kouzes and B. Z. Poser, Jossey-Bass, 1987 
 

 
7. Initiative: 
 
This is the ability to identify a problem, obstacle, or opportunity and take 
action on it. People who show initiative are consistently trying to do better, 
to experience new challenges and opportunities, and to be held accountable 
for their actions and ideas. 

 
The person who shows initiative: 
 
 Acts rather than waits 
 Seeks information in unusual ways 
 Cuts through red tape and gets the job done!  

 
Personal Development Activities: 
 

 Volunteer to be a leader of some activity in your church or community. 
 Make a list of all the external factors that affect your success. Make a 

similar list of all the internal factors that affect your success. Looking at 
both lists, identify changes, opportunities or problems. Map out in detail 
the steps you need to take in order to take advantage of those 
opportunities or take actions to prevent more problems. 

 Read: The Art of the Long View, P. Schwartz, 1996. 
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Valuing and Respecting Differences:        
 
When the strengths of a diverse work force are fully utilized, an organization 
can more gain a more effective edge in today's competitive marketplace. 
Valuing and respecting differences makes for healthier working relationships 
that lead to better productivity. 
 
In the workplace, diversity refers to the differences we recognize in others, and 
ourselves such as: 
 

 Gender type 
 Culture 
 Race 
 Ethnicity 
 Age 
 Religion 
 Sexual orientation 
 Physical and mental abilities or challenges 

 
Diversity can also be used to describe differences relating to our workplace 
relationships, such as: 
 

 Management vs. non-management 
 Main office/headquarters vs. field/satellite offices 
 Technical vs. non-technical 
 Employees with families vs. single employees 

 
Valuing and respecting differences in the workplace begins with individual 
self-awareness. It is up to each of us to take a deep look into our feelings and 
beliefs so that we can understand how we can open our minds and change our 
behaviors to more effectively value the diversity around us. 
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Our Attitudes About Differences:         
 
During this time, you will be asked to think about your belief systems, and how 
they were formed. Try to think about how your family or others have 
influenced your attitudes about other cultures. Some of your beliefs may be 
based on how you were raised, or your own experiences. The following are 
examples of things that shape our attitudes about differences: 
 
Experiences that Shape Attitudes  

 Things that happened to you personally 
 Things that you personally observed 
 Things that you have heard from witnesses 
 Things that your have heard from somebody who heard it from 

somebody else (third hand). 
 
Family/Association Influences 

 Parents/grandparents 
 Siblings 
 Friends 
 School/work associates 
 Clubs/churches, etc. 

 
Environmental Influences 

 Movies, TV, video games 
 Newspapers, magazines 
 Books and studies 
 Political campaigns 

  



43 
 

 
 
 

 
 
 
 
 

Primary and Secondary Dimensions of Diversity – Marilyn Loden and J.B. Rosener Source:  
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Dimensions of Diversity         
Valuing and respecting differences in the workplace begins with individual 
self-awareness. It is up to each of us to take a deep look into our feelings and 
beliefs so that we can understand how we can open our minds and change our 
behaviors to more effectively value the diversity around us. 
 
Primary and Secondary Dimensions: 

 
Primary Dimensions of Diversity Include: (The Inner Circle) 
1. Age 
2. Ethnic heritage 
3. Gender 
4. Mental/physical abilities and characteristics 
5. Race 
6. Sexual orientation 
 
Secondary Dimensions of Diversity Include (The Outer Circle) 
1. Communication/Work Style 
2. Education 
3. Family Status 
4. First Language 
5. Geographic Location 
6. Income 
7. Military Experience 
8. Organizational Role and Level 
9. Work Experience & Work Style 
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Tips for Improving Relationships in a Diverse Workplace: 
 
Communication: Utilize all aspects of effective communication, including 
words, body language, and eye contact. Practice conscious self-talk to change 
old assumptions about differences. Key skills are openness, active listening and 
respectful language. 
 
Think before you speak: Be sensitive to others. If you accidentally offend 
someone, apologize immediately. Avoid generalizations. Key skills: avoid using 
words, images and situations that suggest that all or most members of a 
particular group are the same. 
 
Listen more: When people feel that they are being heard, it increases their 
self-esteem and confidence. Listening encourages people to be less defensive 
and talk through concerns or problems. People are more likely to cooperate 
with the person who listens. 
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Coping With Change And Other Challenges:       
 
Adapting to change and being flexible are required skills for success in the 
workplace. A person who is rigid and closed in his or her thinking will have a 
difficult time adapting to change and moving ahead in the workplace. 
 
Attitudes About Change         
You may have to make many changes in your ideas, attitudes and behaviors to 
get and keep a job. Change is not easy, but it is possible for anyone who really 
wants to do it. Real change requires commitment, energy, effort and courage. 
The thing that you have the most control over changing is YOU! Actually 
change starts with you. Don't try to change the past, or the things that you 
cannot control. Start with changing you, and you will be surprised how quickly 
those other things start to disappear. 
 
Discussion Exercise: 
 
Directions: 
 
In your small groups, discuss the following question. Write your answers down 
and be prepared to report out to the large group: 
 

 
What is the difference between an optimist and a pessimist? 
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Discussion Exercise:  Adapting to Change in The Workplace   
   
You will be asked to think about some examples of how things may have to 
change once you start a job. List as many examples as you can in the time 
allowed. 
 
Example: 
 

 You have been hired as a greeter in a restaurant and have been asked 
to clean tables. 

 
Discussion Questions:            
 

1. How do you think you would feel if you had to make a change in your 
routine? 

2. Everyone has to go through changes in their job routines; how can you 
use a change in your routine to your advantage? 

3. What role should the supervisor play in helping an employee adapt to a 
change at work? 

.  
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What We Know About Change:         
 
Change is a "Process," not an event. 

 It occurs over a period time and it requires ongoing management in 
order to last. 
 

 Change in human behavior involves stages, each one harder than the one 
before. 
 

 Change is a highly personal experience. 
 

 Change involves developmental growth. 
 
 
Tips for Embracing Change: 
 

 Be a change agent- Be willing to change yourself first 
 

 Practice continuous improvement 
 

 Practice self-motivation  
 

 Keep a positive attitude  
 

 Have the necessary skills 
 

 Manage your own morale 
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Coping With Change and Unexpected Events:       
 
A very important part of responsibility is making and keeping commitments. It 
is impossible to be taken seriously if you don't keep and honor your 
commitments. Commitment is a serious promise to press on, to get up, no 
matter how many times challenges and life may knock us down. 
 
Making and Keeping Commitments Exercise: 
 
Directions:  In your small group, determine the commitments that are 
necessary to make each of the environments listed below function effectively: 
 
Home: 
 
 
 
 
 
 
Work:  
 
 
 
 
 
 
 

Community: 
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Discussion Questions: 
 

1. How might a person feel differently if she/he is committed rather than 
apathetic? Why? 
 

2. How does our decision to be committed or apathetic make a difference in 
the lives of others whom we live with? Work with? Share the community 
with? 

 
 
Case Examples: Please use the following case examples to test your level of 
commitment and responsibility: 
 

1. You are taking your child to daycare on your way to work. Once you get 
to the daycare provider you find that they are closed: 

 
Options: 
A. Call immediately to speak to the charge nurse to let her know that you 

will attempt to secure childcare. You inform her that you will call her 
back when you find someone to watch your child. 

B. Call your supervisor and tell him/her that you are on your way to work 
and that you have your baby with you. You are arranging for someone to 
pick your child up from the hospital. 

C. Call the charge nurse and tell her you are not coming in today. 
 
 

2. It is the routine in your Hotel, for staff to switch a scheduled workday 
with another employee. What would you do if you work on Saturday for 
Jane and Jane was supposed to work on Sunday for you; however, Jane 
never came to work! 

 

Options: 
A. Tell them they need to call Jane because she switched with you 
B. Call Jane and try to find her 
C. Come into work and make a note not to switch with Jane again. 
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Case Examples (continued) 
 

3. The charge nurse asks you to perform a duty on a patient that is not 
assigned to you. You already have a full patient load and you know 
performing this duty will cause you to be late performing on your other 
task, what do you do? 

 
Options: 
A. Tell the nurse that is not my patient, and tell her who's patient it is so 

she can ask them to perform the task 
B. Tell the nurse you are too busy 
C. Explain to the nurse what you have on your plate and ask her how 

should you prioritize your tasks? 
 

4. You are new employee at a construction company; you have been there 
for only a week. A site supervisor who has been there for 22 years is 
orienting you. You both observe a construction worker performing an act 
that is in direct violation of the work site safety codes. What do you do? 
 

Options: 
A. Point out the violation to Supervisor who has been there 22 years? 
B. Nothing, because the supervisor saw it and he did not say anything 
C. Discuss it with others over lunch? 

 
 

Key Points: 
Being responsible and demonstrating commitment is not easy, just like the 
road to success. It's easy to get discouraged sometimes. It's easy to think the 
road is too hard, or it's taking too much time, or just not worth all the effort. 
Commitment is well worth the price in the long run. Not only will your 
relationships improve in all the areas of your life, but people will notice that 
you have what it takes to succeed. If you are true to your values and committed 
to success, people will be drawn to you. 
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Responding To Feedback:          
 
Giving Feedback:  
 
DO'S 

1. Describe the person's behavior which bothers you. It bothers me when 
you finish my sentences for me. 

 
2. Talk to the person right when things come up.  

 

3. Use "I" messages. Own your feelings. I feel bad when you finish my 
sentences for me. 

 
4. Check for clarity. Do you understand what I mean when I say that? 

 
5. Give consequences if behavior continues. If you keep interrupting me, I 

most likely won't want to spend time talking with you in the future. 
 

6. Only bring up behaviors that the person can do something about. 
 

7. Be ready to listen to the other person's point of view.  
 
DON'TS 
 

1. Don't accuse the person. You always interrupt me. 

2. Don't bring in third parties. John says that you interrupt a lot. 

3. Don't take for granted that the person understands what you are saying. 

4. Don't give vague consequences. That kind of behavior is going to get you 
in trouble. 
 

5. Don't bring up behaviors that the person can't help. The way you breathe 
really bothers me. 
 

6. Don't deny the other person's feelings. 
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Receiving Feedback: 

Tips on receiving feedback... 
 

1. Listen to the feedback without getting defensive. 

2. Do not blindly accept what you are told as the ultimate truth. 

3. Paraphrase the feedback to make sure that you understand correctly 
what is being said to you. 
 

4. Remember that all feedback is helpful, because it gives you a chance to 
see how others view your work. 
 

5. Follow through on the areas of improvement that are discussed. 
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Accepting Criticism: Role Play         
 
Directions: Two volunteers will act out the following scenario. Follow along 
with your copy and be prepared to offer comments and observations in the 
discussion that follows: 
 
 
Background/Set-Up: The team leader enters the room with a booklet in her 
hand. The employee is waiting in a chair and looks up at the team leader, with 
a startled look on her face. 
 
Scenario 1: 
 
Team Leader: 
 
"Is this the report that you gave me to review?" 
 
Employee: 
 
"Yes, I put it on your chair before I left yesterday. Have you had a chance to 
read it?" 
 
Team Leader: 
 
"I can't believe that you gave me this report! First I couldn't read it because of 
all of the typos, and secondly you didn't follow any of my directions! This is the 
worst report that I have ever received in my ten years in this hospital! I need 
you to redo this thing before you leave today!” 
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Scenario 2: 
 
Take the same scenario and act it out with the changes that your instructor will 
provide. 
 
Group Discussion 
 

1. How would you react to the criticism provided in each scenario? What do 
you think is the right way to handle the situation? 

 
2. How might the criticism each person received affect the way they felt 

about themselves? 
 

3. How might the team leader's tone and body language- affect your 
response? (even though the message may have been the same) 

 
4. How is asking someone to do something different than telling someone 

to do something? Which do you prefer? 
 

5. What are some of the factors that affect how you feel about taking 
directions from others? Factors like their age, race, seniority, personality, 
etc.? 

 
6. Notice that in the first scenario the team leader did not tell the employee 

what to change? How was she supposed to know what to fix? What was 
needed to close the feedback loop? 

 
7. In general, when is it appropriate to try to figure something out for 

yourself and when is it appropriate to ask questions? Who do you ask? 
Are you afraid of asking a question that you think is stupid? Do you think 
that asking too many questions might make you look bad? 
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Managing Time Effectively: How Well Do I Save Time? 
 
Give yourself 2 points for each of the following habits you have. 
 

1. I take advantage of my learning style. I know the strategies that help me 
to learn best and I use them 

 
2. I have a monthly calendar to help me keep track of my activities and 

responsibilities. 
 

3. I have a weekly calendar to help me keep track of my activities and 
responsibilities. 

 
4. Every morning I write down a list of the things I have to do. 

 
5. Any time I feel that there are too many things I have to do, I take a few 

minutes to sit down and organize myself. 
 

6. When I first get to work, I take a few minutes to figure out the things I 
have to do throughout the day. 

 
7. I have all of my phone numbers in one place. 

 
8. I have stacks of papers, which represent things I have to do. 

 
9. I use self-stick notepapers to remind me of the things I have to do. 

 
10.I carry a calculator, so I can do math faster. 

 
11.I am not afraid to ask people for information that I need. 

 
12.I choose to do my work at times when I'm most alert. 
 
13. I try to schedule the tasks I don't like to do between the tasks that I like, 
which encourages me to work faster on the things I don't like to do in order 
to get to the tasks I enjoy. 

 
14. I do two tasks at the same time when one of them requires waiting. 
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Managing Time Effectively: How Well Do I Save Time?  (continued) 
 
15. I make a budget to manage my money. I know how much money to put  
       in the bank and what bills to pay off right when I get paid. 

 
16. I know my environmental preferences and make sure I work under 
       those conditions whenever possible. 

 
17. I get enough sleep, exercise and eat good food. I am in good health. 

 
18. I often review my future goals and obligations. 

 
 
TOTAL POINTS  PART ONE  __________ 
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Part Two: Do I Throw Time Away?  
Give yourself 2 points for each of the following habits you have. 
 

1. I am often sleepy at work. I'm more of a night owl than a morning 
person. 

 
2. I get to work and get busy. I don't have time to think of my daily 

obligations or to plan ahead. 
 

3. I like to do just one thing at a time. When the laundry is going, I take a 
rest. 

 
4. I watch TV at least 3 hours a day. 

 
5. When I have a personal or professional problem, it occupies my mind. I 

can spend hours worrying about something. 
 

6. I'm not the most organized person in the world. My drawers are a 
disaster area and it seems that I spend a lot of time hunting around for 
things. 

 
7. I don't use a calendar to schedule my time. 

 
8. (If you smoke or drink coffee) I usually spend a good five minutes 

relaxing with my cigarette or cup of coffee every time I get a chance. 
 

9. I often take personal calls at work. 
 

10.When someone wants to meet with me, I often agree, only to find out 
later that I am busy at that time. Then I have to call up and reschedule.  

 
TOTAL POINTS, PART TWO: _______  

FINAL SCORE: 
            Part One Points:  ________ 
            Part Two Points: ________  
(Subtract Part Two from Part One) 
   
Total:  ___________ 
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What your final score means:         
 
If you score between 30 and 36 you are excellent at managing your time. Feel 
free to offer suggestions to others! 
 
If you score between 22 and 28 you are like most people. Look at the 
suggestions in part one to improve your time management skills. 
 
If you score below 20 you really need to focus on improving your time 
management skills. You seem to waste a lot of time. Chances are that you are 
not as organized as you could be. Being disorganized can really work against 
you on a job and in many other situations. 
 
  



60 
 

Preparing for Emergencies & Unexpected Events (Scenario 1)    
 
Good news. Beth's cousin, Toni, has found a job opportunity for her. The 
receptionist at her dentist's office quit and they need to hire someone 
immediately. Toni told her dentist what an organized and enthusiastic person 
Beth is, and that she'd be great for the job. The dentist said that if she can come 
in for an interview on Thursday with a list of references, they would consider 
her for the job. Today is Monday. 
 
Some facts about Beth: 

 She has a three-year-old son; 
 She lives four miles from the dentist's office; 
 She has never had a job before; and 
 She is a volunteer at the Neighborhood Networks center and her church. 

 
To make sure that Beth doesn't forget any details of preparing for the 
interview, think only about what does she need? Think about everything she 
will need for herself and for her family in order to get to the interview, as well 
as everything she will need during the interview. 
 
When you think you have covered everything necessary to be ready for the 
interview, look at your community asset map and list for where Beth can find 
help in preparing for the interview. 
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What must Beth do to be 
ready for an interview on 

Thursday? 

Community resources 
Beth can use 
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Preparing for Emergencies d Unexpected Events (Scenario 2):    

 
Congratulations! Beth got the job. Can you believe they need her to start 
working on Monday? That leaves her only three days to find reliable and 
affordable childcare for her three-year-old son. 5he has called a few day care 
centers and made two disheartening discoveries: (1) her son does not have all 
the immunizations needed to attend a licensed day care; and (2) the day care 
centers require payment after the first two weeks- but she won't get paid and 
have enough money for four weeks. What can Beth do? 
 

What does Beth needs to 
accomplish before she can begin 

her new job? 

 
Community resources  

Beth can use 
 
 

 
 
 

 

 
 
 

 

 
 
 

 

 
 
 

 

 
 
 

 

 
 
 

 

 
Are there any emergency situations for which Beth should make plans? 
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Preparing for Emergencies d Unexpected Events (Scenario 3):    
 
Beth has been working as a receptionist in the dental office for six months now. 
She is good at her job, but she doesn't find it very challenging. 5he would prefer 
to be one of the dental hygienists, as it seems more interesting and she knows 
that she could make more money as a hygienist. Unfortunately, Beth is 
concerned that she does not have the time or money for the required training. 
What can Beth do? 
 

What does Beth need to do to 
explore and pursue a new 

career? 

Community resources Beth  
can use 

  

  

  

  

  

  

  

  

  

 
Did you discover any new resources or uses of the resources during this 
exercise? If so, write them here. 
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Using Good Judgment:           

A very important part of acting responsibly on the job is using good judgment. 
Sometimes using good judgment will require you to make decisions in tough 
situations. Sometimes it will be just a matter of using common sense. Many 
employers worry that employees cannot use good judgment and make 
decisions that are appropriate for the workplace. And finally, sometimes using 
good judgment will require strength and courage on your part, to press on, to 
get up, no matter how many times challenges and life may knock you down. 
 
Using Good Judgment Exercise:         
 
Case Examples: 
 
Please use the following case examples to determine your ability to use good 
judgment: 
 

1. You are taking your child to daycare on your way to work. Once you get 
to the daycare provider you find that they are closed: 

 
A. Call immediately to speak to the charge nurse to let her know that you 

will attempt to see childcare. You inform her that you will call her back 
when you find someone to watch your child.   

B. Call the job and tell them you are on your way to work and that you have 
your baby with you. You are arranging for someone to pick your child up 
from the hospital. 

C. Call the charge nurse and tell her you are not coming in today. 
 

2. It is the routine in your hospital to switch a scheduled workday with 
another employee. What would you do if you work on Saturday for Jane 
and Jane was supposed to work on Sunday for you; however, Jane never 
came to work! 

 
A. Tell them they need to call Jane because she switched with you. 
B. Call Jane and try to find her. 
C. Come into work and make a note not to switch with Jane again. 
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Using Good Judgment Exercise: (continued) 
 

3. The charge nurse asks you to perform a duty on a patient that is not 
assigned to you. You already have a full patient load and you know 
performing this duty will cause you to be late performing on your other 
task, what do you do? 
A. Tell the nurse that is not my patient, and tell her who's patient it is so 

she can ask them to perform the task 
B. Tell the nurse you are too busy 
C. Explain to the nurse what you have on your plate and ask her how 

should you prioritize your tasks? 
 

4.You are a new employee at a construction company. You have been there 
for only a week. A site foreman who has been there for 22 years is orienting 
you. You both observe an employee performing an act that is in direct 
violation of the site safety policies. What do you do? 

A. Discuss what you saw with the site foreman since he is in charge? 
B. Nothing, because the site foreman saw it and he did not say anything? 
C. Tell everyone at lunch what you saw? 

 
5.You have lots of things going on with your family. As a result, family 
members are always dropping in on your job, so you 
A. Decide that there is nothing that you can do if a family member needs 

to visit you at work. 
B. Talk to your supervisor, tell them about your situation and get 

permission from her to deal with the emergency and let her know of 
your plan to fix the problem. 

C. Take 30 minutes every time someone shows up. 
 

Key Points:    Knowing the right thing to do and using good judgment is not 
easy, just like the road to success. It’s easy to get discouraged sometimes. It's 
easy to think the road is too hard, or the challenges are too great. The more 
practice you get using logic instead of emotions to solve problems, the more 
flexible and creative you will become. It is well worth the effort in the long run. 
Not only will you be able to fix things so that they don't keep coming up, but 
people will notice that you have what it takes to succeed. If you learn to think 
on your feet and work things out, people will notice! 
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Overcoming Obstacles: 

 
Things to remember when overcoming obstacles: 
 

 It is common for an employee to come across a situation in the 
workplace without knowing the best way to handle it. 

 Sometimes we are assigned a task that seems too difficult for us to 
perform. Or, we may be assigned more work than can reasonably get 
accomplished. We may have to establish some boundaries. 

 To be successful in the workplace, an individual must be flexible and 
must be able to think "outside the box" to develop solutions. These are 
critical skills that will enable you to solve problems at home and at work. 
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Seven Step Model For Decision-Making: 
 
There are many complicated situations that will come up in the workplace. It is 
helpful to use a clearly defined decision-making process to make sure that you 
carefully consider all of the possibilities, as well as the consequences of each 
action. 
 
Steps in the Process Include: 
 

1. STOP AND THINK: 
 
One of the most important steps to better decisions is the oldest advice 
in the world: think ahead. This may take discipline, but it may keep you 
from acting too soon. 
 
People often make foolish decisions when they are under both tired and 
under pressure. When we are in a hurry or under pressure, we easily 
ignore important facts.  
 
Stopping to think prevents foolish decisions. It prepares us for a more 
thoughtful process. And it can allow us to develop discipline. 

 
2. CLARIFY GOALS: 

 
Before you choose, clarify your short and long term goals. Determine 
what is important to you tong term and short term. Sometimes a quick 
fix will fill immediate wants and needs but more headaches are down the 
road. 
 

3. DETERMINE FACTS: 
 

Be sure you have enough information to support an intelligent decision. 
You can't make good decisions if you don't know the facts. 

 
To determine the facts, first determine what you know and, then, what 
you need to know. Be prepared to get additional information and to 
verify assumptions and other uncertain information.  Part of making 
good decisions involves making good judgments as to who and what to 
believe. 
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Seven Step Model For Decision-Making: (continued) 
 

Here are some guidelines: 
 Consider the reliability and credibility of the people providing the facts. 
 Consider the basis of the supposed facts. If the person giving you the 

information says he or she personally heard or saw something, evaluate 
that person in terms of honesty, accuracy and memory. 

 Remember that assumptions, gossip and hearsay are not the same as 
facts. 

 Consider all sides, but be careful to consider whether the source of the 
information has values different than yours or has a personal interest 
that could affect their perception of the facts. 

 Where possible seek out the opinions of people whose judgment and 
character you respect. 

 Finally, evaluate the information you have in terms of completeness and 
reliability so you have a sense of the strength of your decision. 

 
4. DEVELOP OPTIONS 
 

Now that you know what you want to achieve and have made your best 
judgment as to the facts, make a list of options, a set of actions you can 
take to accomplish your goals. If this is a really important decision, talk 
to someone you trust so you can broaden your perspective and think of 
new choices. If you can think of only one or two choices, you're probably 
not thinking hard enough. 

 
5. CONSIDER CONSEQUENCES  
 

Two techniques help reveal the potential on sequences. 
 Filter your choices through each of the Foundations of Character: 

trustworthiness, respect, responsibility, fairness, caring and citizenship. 
Will the action go against any of your core ethical principles? For 
instance, does it involve lying or breaking a promise; is it disrespectful to 
anyone; is it irresponsible, unfair or uncaring; does it involve breaking 
laws or rules? Eliminate unethical options. 

 Identify how the decision is likely to affect other important people. 
Consider your choices from the point of view of those people. 
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Seven Step Model For Decision-Making: (continued) 

6.CHOOSE It's time to make your decision. If the choice is not immediately 

dear, see if any of the following ideas help: 

Talk to people whose judgment you respect. Seek out friends and mentors, 
but remember, once you've gathered opinions and advice, the ultimate 
decision is still yours. 
 
What would the most ethical person you know do? Think of the person you 
know or know of (in real life or fiction) who has the strongest character and 
best ethical judgment. Then ask yourself: what would that person do in your 
situation? Think of that person as your decision-making role model and try to 
behave the way he or she would. 

 What would you do if you were sure everyone would know? If 
everyone found out about your decision, would you be proud and 
comfortable? Choices that only look good if no one knows are always bad 
choices. Good choices build good reputations. It's been said that 
character is revealed by how we behave when we think no one is looking 
and strengthened when we act as if everyone is looking. 

 Golden Rule: Do unto to others, as you would have them do unto you. 
The Golden Rule is one of the oldest and best guides to ethical decision-
making. If we treat people the way we want to be treated we are likely to 
live up to the Foundations of Character. We want others to treat us with 
respect, so we should treat others respectfully. 

 
7.MONITOR AND MODIFY 
Since hardest decisions use "best effort" guesses, some of them will be wrong. 
Monitor the effects of your choices. If they are not turning out like expected or 
are causing additional unintended and undesirable results, then reassess the 
situation and make new decisions. 

 Just do it. 
Once you have made your decision, get going on it. Do not start worrying 
and second guessing yourself. Remember, you usually have the option of 
changing your mind later. 

 Review how it is going. 
At some point, check to see if the outcomes are what you expected. You 
may need to make some adjustments. do you have enough information? 
What else do you need to know? You can usually change your mind. 
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Decision Making Scenarios: 
 
Scenario 1: 
Katie has been working at CBA, Inc. for one year. Because of her proven 
efficiency and high quality work, her managers have been giving her a lot of 
work. Every day the piles continue to build up on her desk. Unfortunately, it 
has gotten to the point that it is no longer manageable for Katie to complete all 
of the work on her own. Jim, her colleague, does much of the same work that 
Katie does, but he does not seem to be consistently busy like Katie. The only 
way for Katie to complete her responsibilities is to stay late at least two nights 
per week. This is a problem for Katie because she does not have anyone to care 
for her children if she is late. What should Katie do? 
 
Talking points for Scenario 1: 
 

 Katie has been given too much work and needs to decide how to 
approach the situation in a professional manner. 

 
 Some alternatives include telling her boss that she cannot keep up with 

all of her work, finding alternative daycare until she can get caught up, 
and asking Jim to take on some of her workload. What are the pros and 
cons of each choice? 
 

 How should Katie choose between the options? Consider the 
consequences of each option, including the financial impact of additional 
daycare as well as the impact of each option on Katie's career 
development. 

 
 Which decision is the most realistic? If you were in this situation, what 

would you choose to do? 
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Scenario 2: 
Anthony is a 23-year-old ex-offender. When he was 19, he was a member of a 
gang and committed armed robbery. He served one year in jail and was 
released on good behavior. While in jail, he began to turn his life around. He 
started by getting his GED, as well as taking courses offered by a local college 
program. Now that he has been released from prison, he is about to join the 
workforce. However, he must declare on all his job applications that he has 
served time. Anthony has applied for five different positions, but has yet to 
make it to the face-to-face interview to explain how he has turned his life 
around. What can he do? 
 

 Talking points for Scenario 2: 
 

 All employers have the legal right to ask an applicant if they have been 
convicted of a crime. And it is the legal obligation of the applicant to 
answer the question honestly. 

 
 Unfortunately, when a candidate does answer yes, it may cause the 

employer to think twice before interviewing the candidate for a position. 
 

 In the eyes of the employer, Anthony may be viewed as dangerous, 
dishonest, or a threat to others (because of his past behavior). 

 
 Therefore, Anthony must "sell himself" to the employer on the 

application. It is important for Anthony to stress all special skills and 
experiences that make him a perfect candidate for the position. Anthony 
must also point out how he has changed, what he has learned from the 
experience, and how this all relates to him being a good match for the 
company. 

 
 Anthony has made a mistake, but from each mistake a lesson is learned. 

Anthony has suffered the consequences and now is ready to start his life 
over. 

 
 It is important that the ex-offender highlights his/her selling points and 

can genuinely answer what they have learned from this experience 
(instead of ignoring it or trying to hide it.) 
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Scenario 3: 
Susan is a 25-year-old single mother of two. The children range in age range 
from 14 months to two years. She has been working for the same employer for 
three months, has not missed a day of work, and has consistently been on time. 
Her children are not old enough for school yet, so Susan must wake up extra 
early to bring her children to daycare. To reduce the costs of daycare, Susan's 
mother baby-sits the children twice a week. However, Susan's mother has been 
sick with a cold for the past week. Unknown to Susan or her mother, the 
children have caught the cold. Susan's mother is too weak to care for the sick 
children and the daycare provider will not allow sick children in their care. 
Susan is expected to attend a meeting at work, so it is important for her to be 
there on time. How should Susan handle this unexpected turn of events? 
 
Talking points for scenario 3: 
 

 List the possible solutions to this problem. Make sure all answers are 
realistic. 

 
 Some possible alternatives for child care: 

 Another family member or close relative 
 A trustworthy neighbor 
 A friend that is a stay-at-home mom or that works an afternoon or 

evening shift 
 

 Other alternatives include rescheduling the meeting or perhaps working 
from home (and participating in the meeting through a conference call). 
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Telephone Etiquette Test:          
 
Circle the letter for the correct answer to these questions. 
 

1. How long do you get to make a good first impression on the telephone? 
a. 4-6 seconds 
b. 30-45 seconds 
c. 1-4 minutes 

 
2. What are buffer words? 

a. Words that add polish to your conversation 
b. Words that have no specific meaning 
c. First words of the greeting used in answering a phone call? 

 
3. What percent of business calls get completed on the first try? 

a. 74 percent 
b. 43 percent 
c. 25 percent 

 
4. When is a smile most important when handling a telephone call? 

a. When you greet the caller 
b. When you state your company name 
c. Before you pick up the phone 
 

5. When is the customer right? 
a. When the complaint is legitimate 
b. Always 
c. Whenever he or she thinks so 

 
6. When is it okay to hang up or a caller? 

a. When he or she is rude 
b. When you know you don' t want the caller's business 
c. Never 

 
7. When can you hear a smile? 

a. Never 
b. Always 
c. On your birthday 
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Telephone Etiquette Test: (continued) 
 
8.When should you offer help on the phone? 

a. Only when it's about your department 
b. Always 
c. Only if you have time to service the call 

 
 

8. When is it okay to lie to a caller? 
a. Never 
b. When your boss tells you to 
c. When you don't know the answer 

 
     10.If you call a client and get voice mail, you should' 

a. Hang up immediately 
b. Leave your name, then hang up 
c. Give your name, phone number and a detailed message of why you're 

calling 
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Test Answers 

 
 
Here are the correct answers. 
 

1. a.   4-6 seconds.  The first indication of a company's excellence is how the 
phone is answered. It's entirely possible to "turn off" a prospective 
customer merely by answering the phone tardily, or in a rude or 
unfriendly fashion. 

 
 

2. c.  First words of the greeting used in answering a phone call. Buffer 
words set up the most important part of any conversation, and are 
particularly effective when the phone is first answered. Use "Good 
morning" or "Thanks for calling" before you state your company or 
department name. Using a friendly buffer makes the caller feel welcome. 
 

 
3. c. Only 25 percent of all business calls get completed on the first try. Find 

out the best times to reach the person. Make sure to leave a complete 
message if the party you're calling is unavailable, or use voice mail to 
leave a personal message. 

 
 

4. c.   Before you pick up the phone. Don't wait to be friendly until you 
realize it's an important caller on the line. Oftentimes that's too late. If 
you smile before you pick up the phone, you can be sure every caller will 
get the same warm welcome. 
 

5. c.   Whenever he or she thinks so. Perception is everything. Customers 
always think they're right. You'll never win an argument with a 
customer. 

 
6. c.   It’s never okay to hang up on a caller. If you're having difficulty with a 

caller, ask if they're able to hold and get some assistance. Remember, 
when you hang up on a person, you label yourself as rude. 
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Test Answers  (continued) 
 

 
7. b.  The customer can always hear a smile. 

 
 

8. b.  Always offer to assist the caller. Even if you're not personally able to 
assist, you can always give the name and the telephone number of the 
person who can help. 

 
9. a.  There is never a situation when lying to a caller is appropriate. 

 

10  c.   Leave your name, phone number (repeat it, in fact), and a detailed 
message of why you're calling. If possible, state a deadline for when you 
need to be called back. Also, don't forget that most voice mail systems 
default to an operator. If you prefer, press 0 and see if someone else can 
help you. 
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What Bugs You On The Telephone  
 

1. What personally bugs you in telephone calls? 
 

2. Name three things you can do to eliminate the things that bug you? 
 

3. How does putting yourself in the customers place help you to be more 
effective on the telephone? 

 
 
Dealing With Angry Callers:  
 
You may get a job that involves taking calls from unhappy callers; you've got 
your work cut out for you. Many of us are the victims of outbursts from 
customers or associates who may be dissatisfied with a product or service, or 
perhaps experiencing a disaster or other stressful situation. Handling these 
calls takes time and training, but it can be accomplished effectively. You can't 
control all the reasons for caller complaints, but there is one critical way you 
can reduce the number of complaints:  Simply listen more closely. Poor 
handling of relatively routine requests triggers a number of complaints. This 
can often be avoided by simply listening more closely to be sure that you 
understand specifically what information the customer wants, and then 
answer. Here are some additional techniques for turning unhappy callers into 
satisfied customers. 
 
Get Off On the Right Foot 
 
Realize that an angry customer is not unhappy with you, but with the situation. 
Don't take the caller's hostility personally. You're the lightning rod, not the 
target. 
 
You can do a great deal to diffuse a caller's anger before you even pick up the 
phone. How? By smiling before you answer that call. A smile really can be 
heard in your voice over the phone. Your caller will find it more difficult to be 
rude to someone who's warm and friendly. 
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Use the ASAP Technique: 
There are four basic steps to handling an irate caller. We call them the ASAP 
technique: 
 

1. Apologize and acknowledge the caller’s feelings 
 
You'll probably spend about 80 percent of your time soothing the caller 
and about 20 percent actually working on the problem. Acknowledge 
feelings are the key: I'm sorry the information was incorrect. No wonder 
you're upset." 

 
2. Sympathize with the caller-empathize!  

 
Put yourself in the caller's position; imagine how you'd feel if you were 
calling with this complaint or problem. You can show your interest in the 
situation by making statements such as "I don't blame you for being upset. 
That's got to be very frustrating." 

 
3. Accept the responsibility 

 
When you answer the telephone on your job, you've accepted 100 
percent responsibility for the call. You can say, "Let's see how I can help. 
My name is Mary. I'm (offer your name) And I'm speaking with...?" Always 
introduce yourself, and if you have a title, now is the time to use it to 
create credibility.  

 
4. Prepare to help 

 
Be sincere. Let the customer know that you sincerely care about their 
problem. And be sure to use the caller's name. That usually helps to 
lessen the anger. Once you've done this, begin to draw out what 
happened. Then begin to ask questions. "Thanks, Mr. Tones Again my 
name is Mary. Let's see how I can help you." 
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Use the ASAP Technique: (continued) 
 
Don’t Make Excuses 
 
Don't make excuses to a complaining caller! No one wants to hear, "The 
computer is down" or "I'm the only one in the office." That's your 
problem, not the caller's. When you give an excuse, what the caller hears 
is, "I'm not going to help you now." 

 
Avoid Transferring the Call 

 
Sometimes you won't be able to solve the problem on the spot. Often 
you'll need more information from another department, or the call may 
have to be handled by another person. Although these are real issues, 
they will usually upset the caller again. 

 
When you need more information, tell the caller. Then ask if they're "able 
to hold" while you get that information, or if they would prefer to have 
you call back. Avoid using untrue phrases such as "Hold on a sec." 
Nothing takes a second. 

 
If you need to transfer the caller, tell him or her the name of the person 
to whom they will be speaking to. Explain why you're bringing in that 
person. " Mrs. Smith in our claims department,  is the real expert in this 
area. Let me transfer you directly to her. In case we get disconnected, her 
extension is 431." 

 
When you contact the person who will handle the problem, be sure to 
explain it completely. That keeps the caller's having to tell it all over 
again, and perhaps getting even angrier. 
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Making A Good First Impression: 
 
Your customer experience with you from the first contact will determine the 
result -a good or bad first impression. As the old saying goes, "There's no 
second chance for making a good first impression!" 
 
In this age of voice mail, the telephone experience of customers doesn't seem to 
get much thought, a major mistake! Whether by personal contact or by voice 
mail, that experience of your customer should leave a lasting positive first 
impression. It is important that everyone who has contact with a customer has 
the proper training, especially if you are the receptionist or telephone 
operator. 
 
Use the following tips to ensure that you make a positive first impression: 
 

1. Smile before you answer the telephone. It will help to put you in a 
positive frame of mind, which is communicated to the customer in the 
tone of your voice 

 
2. Answer on the second ring. You need to smile and get to the telephone. 

On the second ring, your company is "Johnny on the spot!" After the third 
ring, customer is wondering if anyone is at work in your business. 

 
3. If the customer is calling directly to your line, answer in this sequence: 

"Good morning/afternoon, (department name), this is (your first name, 
last name)." 99% of the time this will get the customer to give his or her 
name in return. Do not ask for the customer's name. 
 
"Good morning/afternoon" communicates good social graces and gives the 
customer a moment to prepare for your real response. The name of the 
company communicates he or she has reached the right place. "This is" 
tells the customer that your name is coming, Giving your first and last 
name helps the customer know to offer their first and last name as a 
response. 
 
If the call is being transferred to you, you may answer, "Good 
morning/afternoon, this is (your first name, last name)." 
Listen attentively. 
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Making A Good First Impression: (continued) 
 
 

4. If the customer asks for another team member and the team member is 
available, respond, "Thanks so much for calling. I am connecting you to 
(give the team member's extension in case you are disconnected). You 
might also give the entire number as the customer may have been 
transferred several times before reaching you. 

 
If the customer has told you they are upset about a problem, let the team 
member know before transferring the call. 

 
If the customer asks for a team member who isn't available, respond, "   
is with someone right now. Is there some way I or another team member 
can help you?" Do not say the team member is in a meeting. If not, "Shall 
I transfer you to voice mail, or would you like me to take a message?" If 
to voice mail, "Thanks so much for calling. I'll put you straight through." 
If a message, "Let me have some details, so I can help." 

 
If you have voice mail or an answering machine, your message is also 
important. Most customers will also appreciate being given the option of 
skipping the message. 
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Effective Telephone Techniques: 
The following nine telephone techniques cover all of the basics for developing 
the proper telephone skills for speaking to customers and making a great first 
impression; 
 
Technique 1: TELEPHONE BASICS 
 

 Answer the telephone promptly 
 If you must place the caller on hold, ask permission and wait for an 

answer 
 Make sure the caller is on hold before discussing the caller's situation 

with a coworker 
 Take messages accurately 
 If it is necessary to transfer the call, give the caller an explanation and 

complete dialing information in case you are disconnected 
 Never eat or drink while talking on the telephone 

 
Technique 2: TAKE ACCURATE MESSAGES 
 

 Keep a note or message pad handy 
 Ask the caller for: 

o Name (be sure to get the correct spelling) 
o Department/Company, if applicable 
o Telephone number 
o Convenient time to call back 
o A short message 
o Also note the date and time of the call 

 Before hanging up, repeat the information back to the caller to ensure 
accuracy 

 Use your best voice 
o Tone of voice accounts for 86% of what listeners hear and 

remember 
o Words account for only 14% of what listeners hear and remember 

 Smile when you speak; the caller will hear the positive tone in your voice 
 Speak at a normal pace, clearly and audibly 
 Vary tone and inflection to maintain energy  
 Communicate interest and acceptance 
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Technique 3: ANSWER THE TELEPHONE 
 

 Answer in 4 or fewer rings and use the four courtesies: 
 

o "Hello/good morning/good afternoon" 
o "Social Security Administration (fit/ in the name of your  

 department)" 
o "This is (fill in your name)" 
o "How may I help you?" 

 
Technique 4: USE EFFECTIVE QUESTIONS 
 

 Use open questions: 
o To get more detail and discuss the issue with the caller 
o To understand the request for information 
o To manage the conversation 
o To obtain agreement 

 
 Open questions are often phrased as statements and begin with words 

such as describe, explain, discuss, why, how, tell me about... 
 

 Use closed questions: 
 

o When you need a yes/no or specific response 
o To gain better control of the call and a talkative caller 
o To shorten calls 
o To confirm understanding or agreement 

 
 Closed questions are phrased as short inquiries and usually contain 

words like when, where, how many, how long, to whom... 
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Technique 5:  FOCUS ON THE CALLER’S CONCERNS  
 

 Listen to what the caller says 
 Address concerns and questions quickly 
 Address issues quickly and courteously 
 Respond in clear and positive terms 
 Offer only relevant and useful information 

 
 If you ignore concerns, the caller will either: 

o Stop you and repeat the concern or question 
o Say nothing, but feel dissatisfied 

 
 
Technique 6 :  NEGOTIATE SOLUTIONS 
 

 Negotiating involves: 
o Recognizing the needs of the caller 
o Comparing needs against your ability to deliver what is required 
o Reaching a satisfactory solution 

 
 Some tips: 

o Question to determine the full scope of the problem 
o Select a course of action. Be direct and specific in your statements 
o Remain positive and service oriented 

 
 
Technique 7:  SOFTEN BAD NEWS 
 

 Provide an explanation 
 Be courteous 
 Be honest. Don't mislead the customer just to be nice 
 Suggest an alternative 
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Technique 8:  CLOSE THE CALL 
 

 Thank the person for calling 
 Outline any next steps 
 Provide assurance that promises to follow-up will be honored (and do 

follow up!) 
 Let the caller hang up first. This simple courtesy gives the caller a final 

chance to add something 
 Leave the caller with a positive impression of you and the 

organization 
 
 
Technique 9:  FOLLOW THROUGH 
 

 If you are unable to assist the caller at the time of the original call: 
o Review the specific question(s) and the information needed 
o Give the caller a time frame for providing requested information 
o Make a commitment to call at an agreed-upon time (and keep the 

promise!) 
 

 Make the follow-up call: 
o Plan what you are going to say 
o Greet the caller in a friendly manner 
o Introduce yourself and your department 
o State the purpose of your call 
o Ask if it is convenient for the caller to talk 
o Deliver your message in a friendly, clear and 

professional manner, leaving room for questions 
o Ensure that the caller's original question/concern has been 

addressed 
 
  



86 
 

Role Play Exercises: What Would You Do: 
  

1. When a well-known chronic complainer calls late in the afternoon: 
This person is an employee of the organization (internal client) who 
always finds something wrong with the procedures in your office, or the 
delivery of services. 

 
Skills: 

 
 
 
 

2. When you've been on the line for 25 minutes with a customer who thinks he 
knows a lot more about your services than you do. He suggests impossible 
solutions to the problems that he has outlined and is making 
unreasonable demands. 

 
Skills: 

 
 
 
 

3. When you must calm an angry supervisor. Despite your best efforts, this 
person remains dissatisfied and becomes verbally abusive. 

 
Skills: 
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Dealing With Dissatisfied Customers:        
 
Role Play Activity #1: 
 
Based on the experiences that you have had with bad customer service, briefly 
describe a situation when you were a dissatisfied customer. Then, write what 
you would say to clarify and confirm your understanding of the problem. 
 
Situation involving customer dissatisfaction: program/service performance 
problem 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
What would you say? 
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Role Play Activity #2: 
 
Situation involving customer dissatisfaction:  
A client with an unrealistic expectation that can’t be met 
 
Write what you would say to acknowledge the dissatisfaction. 
 
 
 
 
 
 
 
 
 
 
 
 
 
What would you say? 
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Role Play Activity #3: 
 
Situation involving customer dissatisfaction: customer has been transferred 
three times and disconnected once. The problem is urgent and unresolved. 
Write what you would say to show your sincere understanding to the 
customer. 
 
 
 
 
 
 
 
 
 
 
 
 
 
What would you say? 
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Role Play Activity #4: 
 
Situation involving customer dissatisfaction: customer misunderstands 
previously communicated information. 
 
 
 
 
 
 
 
 
 
 
 
 
What would you say? 
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Getting Ahead and Keep Your Job 

 

Congratulations!  You should now have the knowledge and tools to be a 

valuable employee in your next job.  Some next steps to continue your 

development and stay employed once you start your new job, may include: 

 

1. Find a person at work that seems to be a good performer and use 

him/her as a role model to practice their behaviors on the job. 

 

2. Be sure to take an active role in discussions with your new supervisor, 

asking how you can continue to increase your job performance. 

 

3. Find potential learning experiences at work that you feel you would 

enjoy and have the skills to perform in a future role. Develop the skills 

that would prepare you for that job if necessary. 

 

4. Use any opportunity to work with others in a team and take an active 

role in working with your peers.   

 

5. Ask for new responsibilities once you’ve mastered your primary job 

duties. Be creative in identifying problems that need to be solved and 

how you can make a difference and value to the company. 

 


