
Sector Employability Toolkit
Two Week Training Programme

better skills
better jobs
better health



 

 1

Sector Employability Toolkit 
 

Materials and Resources 
 

 
 

Section 3 
 

Two Week Training Programme 
 

 
 
 

Table of Contents 
 

Page 
 
Training Programme Timetable       2 
 
Training Programme Accompanying Notes      12 
 
A Collection of Ice Breakers        17 
 
Detailed Session Plans and Materials 
 Day One         19 
 Day Two         28 
 Day Three         35 
 Day Four         46 
 Day Five         59 
 Day Six         69 
 Day Seven         80 
 Day Eight         93 
 Day Nine         102 
 Day Ten         108 
Resources  

Handouts         112 
Presentation Slides        192 

 
 
 

NB For guidance on how to plan a training programme that meets the needs of your 
Local Employment Partnership (LEP) please see 
Sector Employability Toolkit Guidance Notes



 

 2

Sector Employability Toolkit 
Training Programme Timetable 

 
 

Day 1 
 
Session 1 
 
9.15 – 9.45 

Welcome 
Introductions within the group 
Ice breaker 

 
 
9.45 – 10.30 
 
 

Introduction to the Training Programme 
Domestic arrangements 
Establish ground rules 

 
 
10.30 – 10.45  Break 
 
 
10.45 – 11.15 
 
 
 

Introduction to the Training Programme 
Expectations of group 
Completion of relevant paperwork 
Questions and answers 

 
 
11.15 – 12.00 
 

The Training Programme 
Outline of 2 week training programme  
Job role and work activities 
Role of employer and 3 week work trial 
Support for learners 
Questions and answers 

 
 
12.00 – 12.30   Lunch 
 
Session 2 
 
12.30 – 2.00 
 

How we learn 
Previous learning experiences 
How do we learn? 
Different learning styles 
 

 
2.00 – 2.15    Break 
 
 
2.15 – 3.15 

How we learn 
Preferred learning styles 
Identifying skills and personal qualities 

 
 
3.15 – 3.30 
 
 

Review of the day 
Outline of next day’s activities/start time      
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Day 2 
 
Session 1 
 
9.00 – 9.15 
 

Outline of day 
Recap day 1 

 
9.15 – 10.30 

Manual Handling 
 

1/2 day external or training by Trust  

 
10.30 – 10.45   Break 

 
10.45 – 12.00 
 

Manual Handling 
 

1/2 day external or training by Trust 
 

 
12.15 – 12.45                         Lunch 
 

Session 2 
 
12.45 – 2.00 
 

Planning your time and setting goals 
Planning 
Taking personal responsibility 
Setting goals  
 

 
2.00 – 2.15   Break 
 

 
2.15 – 3.15 

Planning your time and setting goals 
Organising your time 
Prioritising what needs to be done 
 

 
3.15 – 3.30 
 
 

Review of the day 
Outline of next day’s activities/start time      
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Day 3 
 

Session 1 
 
9.00 – 9.15 

Outline of day 
Recap day 2 
 
 

9.15 – 10.30 
 

Staying Safe and Healthy 
What is health and safety at work? 
Everyday hazards 
Causes of risk 

 
10.30 – 10.45   Break 

 
 
10.45 – 12.00 

Staying Safe and Healthy 
Security at work: Why is it important 
Safety precautions 
Aggression and violence (reasons for and 
signs to look out for) 

 
 
12.00 – 12.30   Lunch 
 
Session 2 
12.30 – 1.00 
 

Preparing for Employer visit 
Questions to ask 
Individual and group questions                    

 
 

 
1.00 – 2.00 
 

Employer Guest Visit 
 

Working in the health sector 
Organisation mission and values 
Opportunities/Skills Escalation 
NHS Knowledge and Skills Framework 
Questions from group 

 
2.00 – 2.15 

 
Break 
 

 
2.15 – 3.15 

What is meant by quality? 
What are standards? 
Quality standards in job roles 

 
3.15 – 3.30 

Review of the day 
Outline of next day’s activities/start time 
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Day 4 
 
Session 1 
9.00 – 9.15 

Outline of day 
Recap day 3 

 
 
9.15 – 9.45 

What is Communication? 
What is meant by communication? 
Good communication skills  
Formal and informal language 
 

 
9.45 – 10.30   Break 
 
 
10.30 – 12.00 

What is Communication? 
Understanding body language 
Developing a conversation 
Communicating in everyday situations 

 
12.00 – 12.30   Lunch 
 
Session 2 
12.30 – 2.00 
 

Teamwork 
Groups participants belong to 
Why form groups? 
Differences between groups and teams 
Advantages and disadvantages of team 
working 

 
 
2.00 – 2.15   Break 
 
 
2.15 – 3.15 

Teamwork 
Working as a team 
What makes an effective team? 
Teamwork and the jobs people do 
Team exercise 

 
3.15 – 3.30 Review of the day 

Outline of next day’s activities/start 
time 
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Day 5 
 
Session 1 
9.00 – 9.45  
 

Outline of day 
Recap day 4 
 

 
9.45 – 10.30 
 

Listening skills 
Why are good listening skills are 
important? 
What is ‘active’ listening? 
 

 
10.30 – 10.45   Break 
 
 
10.45 – 12.00 
 

Overcoming barriers to communication 
Barriers to good communication 
Using the telephone 
Taking messages and passing on 
information 

 
12.00 – 12.30   Lunch 
 
Session 2 
12.30 – 1.15 

You, your job, your buddy 
Who is your ‘buddy’? 
Supporting me in my job 

 
1.15 – 2.00 Visiting buddies/mentors 

 
Questions from group 

 
 
2.00 – 2.15   Break 
 
 
2.15 – 3.15 
 

Review of the first week  
 

feelings and reactions 
content 
pace of delivery 
levels of confidence 
issues to address 
areas to concentrate on 
1-1interviews as required 
Questionnaire on work completed so far 

 
3.15 – 3.30 Review of the day 

Outline of next week’s activities/start 
times 
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Day 6 
 
Session 1 
9.00 – 9.15 
 

Recap on last week 
 

Looking forward to the week ahead 
 

 
9.15 – 10.30 
 

Staying safe and healthy 
Risk assessment – the principles 
Risk assessment – examples 

 
 
10.30 – 10.45    Break 
 
 
10.45 – 12.00 
 

Staying safe and healthy 
Signs and standard symbols 
Health and safety audit 
Risk assessment – group activity 

 
 
12.00 – 12.30    Lunch 
 
Session 2 
12.30 – 2.00 
 

Personal development 
Lifelong learning in the workplace 
Building a portfolio of evidence 
Skills, strengths and opportunities 
 

 
2.00 – 2.15   Break 
 
 
2.30 – 3.15 
 

Personal development 
Learning at work 
Benefits of staff appraisal 
Personal Development Plans 

 
 
3.15 – 3.30 
 

Review of the day 
 

Outline of next day’s activities/start time 
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Day 7 
 
Session 1 
9.00 – 9.15 

Outline of day 
Recap day 6 

 
 
9.15 – 10.30 
 

Equality and diversity 
 

Introduction to respect 
What is your culture? 
Introduction to stereotyping and prejudice 

 
 
10.30 -10.45    Break 
 
 
10.45 – 12.00 
 

Equality and Diversity 
 

Meeting the needs of people from 
different cultures 
Confidentiality 
 

 
12.00 – 12.30    Lunch 
 
Session 2 
12.30 –  1.15 
 
 
 

Planning for Work trial   
What are your expectations? 
What employers expect of you 
Tasks to complete during the work trial 
Work trial checklist 

 
 
1.15 – 1.30    Break 
 
 
1.30 – 2.15 
 

Service Improvement 
 

Identifying home and work based 
problems 
An approach to problem solving 
Coming up with ideas 

 
2.15 – 2.30     Break 
 
 
2.30 – 3.30 
 

Service Improvement 
Problems you can solve, problems you 
can’t and who can help 
Learning from complaints 
Excellence in customer service 
Personal benefits of giving a good service
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Day 8 
 
Session1 
9.00 – 9.15 
 

Outline of day 
Recap day 7 
 

 
9.15 – 10.30  
 

Applying for a job 
Skills checklist 
Where to look for jobs 
Dos and don’ts of form filling 

 
 
10.30 – 10.45    Break 
 
10.45 – 12.00 Applying for a job 

Personal pen picture 
Completing a job application form 

 
 
12.00 – 12.30    Lunch 
 
Session 2 
12.30 – 2.00 
 

Communicating with your customers 
Who are my customers? 
What makes good customer care? 
Why is it important? 

 
 
2.00 – 2.15    Break 
 
 
2.15 – 3.15  
 

Communicating with your customers 
Responding positively to requests and 
complaints 
Being assertive 
Presenting a positive image of self and 
organisation 

 
 
 
3.15 – 3.30 
 

Review of the day 
 

Outline of next day’s activities/start time 
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Day 9 
 
Session 1 
9.00 – 9.15 
 

Outline of day 
Recap day 8 

 
 
9.15 – 10.30 

Infection Control 
 
See Guidance notes 
 

 
10.30 – 10.45    Break 
 
 
10.45 – 12.00 
 

Infection Control 
 
See Guidance notes 
 
 

 
12.00 – 12.30    Lunch 
 
Session 2 
12.30 – 2.00 
 

Preparing for interview 
 

What makes a good interview? 
Preparing for interviews 
First impressions 

 
 
2.00 – 2.15    Break 
 
 
2.15 – 3.15 
 

Preparing for interview 
 

Questions you might be asked 
Questions to ask at interview 
Top tips for a successful interview 

 
 
3.15 – 3.30 
 

Review of the day 
 

Outline of next day’s activities/start time 
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Day 10 
 
Session 1 
9.00 – 9.15 
 

Outline of day 
Recap day 9 

 
 
9.15 – 10.15 

Work trial checklist 
 

Emergency contacts 
post work trial contacts 
1-2-1s 

 
 
10.15 – 10.30     Break 
 
 
10.30 – 12.00 

Review of programme 
 

things enjoy 
things disliked 
achievements 
things learned  
things to learn 
 

Post work trial contacts 
 
Presentations 
 

 
12.00 – 12.30     Lunch 
 
Session 2 
12.30 – 1.00 
 

Final questions, concerns and arrangements 

 
1.00 – 3.30 
 

Work trial visit and interview 
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Sector Employability Toolkit  
Two Week Training Programme 

 
Accompanying notes  

 
Introduction 
 
The sessions are presented in sequence for ease of reference and have been developed 
as a generic programme. Information is provided on key aspects of work life, some of 
which are specific to NHS based employment. (Where this does not apply, tutors may wish 
to tailor content of sessions to reflect the needs of the group.) 
 
 
The session content can relate to the following frameworks: 

 NHS Knowledge and Skills Framework (KSF) (see page 2) 

 National Standards for Adult Literacy and Numeracy 

 National Occupational Standards (NOS) NVQ Level 2 Health Award 

 National Occupational Standards (NOS) NVQ Level 2 Support Services 

 

For example, Day 4, session 1, (What are Good Communication Skills?).  

See table below. 
 
 
 

NHS KFS 

 

NOS NVQ Level 2 Support 
Services 

NOS NVQ Level 2 
Health Award 

 

Adult Core 
Curricula 

 

Core 1:  
1a 
1b 
1e 
2b 

ICS9 HSC 21c 
 

SLc/E3.1 
SLc/E3.2 
SLc/E3.3 
SLc/L1.1 
SLc/L1.3 
SLc/L2.1 
SLc/L2.3 
SLlr/E3.1 
SLlr/L1.3 
SLlr/L1.5 
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The NHS Knowledge and Skills Framework 

The NHS Knowledge and Skills Framework (KSF) is designed to form the basis of a 
development review process. This is an ongoing cycle of review, planning, 
development and evaluation for all staff in the NHS.  

 
The NHS KSF and the personal development review process (PDR) benefits 
individuals by: 

 enabling them to be clear about the knowledge and skills that they need to 
apply in their posts 

 enabling them to access appropriate learning and development 

 showing how their work relates to the work of others, both in their immediate 
team and beyond 

 identifying the knowledge and skills they need to learn and develop throughout 
their careers 

 providing a structure and process for the NHS to invest in individuals’ learning 
and development throughout their working life in the NHS 

 
It offers a way of recognising the skills and knowledge that a person needs to apply 
in order to be effective in a particular NHS post. It applies across all NHS posts to 
ensure better links between education and development, and career and pay 
progression.  
 
The KSF has as its basis six core dimensions which describe behaviours, knowledge and  
skills required in relation to a job role. They are briefly summarised in the table, along with 
a description and explanation of the first two of the four levels. 
 
This 2 week training programme covers aspects of all six core dimensions of the 
KSF    See table below. 

 

 

The NHS KSF Core Dimensions 

Dimension 1: Communication – a key aspect of all jobs in the NHS. This core dimension 
underpins all the other dimensions of the KSF. 

Level 1: Communicate with a 
limited range of people on day-
to-day matters. 

Level 2: Communicate with a 
range of people on a range of 
matters. 

Description 
This dimension relates to effective communication in 
whatever form it takes place. Effective communication is 
a two-way process. It involves identifying what others 
are communicating (e.g. through listening) as well as 
communicating oneself, and the development of 
effective relationships. 
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Dimension 2: Personal and people development – a key aspect of all jobs as everyone 
needs to develop themselves in order for services to continue to meet the needs of 
patients, clients and the public. 

Level 1: Contribute to own 
personal development. 

Level 2: Develop own skills 
and knowledge and provide 
information to others to help 
their development. 

Description 
This dimension is about helping oneself using a variety 
of means and contributing to the development of others 
during ongoing work activities. This might be through 
structured approaches (e.g. the NHS KSF development 
review process, appraisal, mentoring (Level 3), 
professional/clinical supervision) or informal and ad hoc 
methods (such as enabling people to solve problems 
when they arise). 

Dimension 3: Health, safety and security – a key aspect of all jobs as it is vital that 
everyone takes responsibility for promoting the health, safety and security of patients and 
clients, the public, colleagues and themselves. 

Level 1: Assist in maintaining 
own and others’ health, safety 
and security. 

Level 2: Monitor and maintain 
health, safety and security of 
self and others. 

Description 
This dimension focuses on maintaining and promoting 
the health, safety and security of everyone in the 
organisation or anyone who comes into contact with it. It 
includes tasks that are carried out as a routine part of 
one’s work, such as moving and handling. 

Those who come into contact with the organisation will 
include anyone who interacts with an employee of the 
organisation or who is affected by the actions of the 
organisation. 

Dimension 4: Service improvement – a key aspect of all jobs as everybody has a role in 
implementing policies and strategies and in improving services for users and the public. 

Level 1: Make changes in own 
practice and offer suggestions 
for improving services. 

Level 2: Contribute to 
improvement of services. 

Description 
This dimension is about improving services in the 
interests of the users of those services and the public as 
a whole. The services might be services for the public 
(patients, clients and carers) or services that support the 
smooth running of the organisation (such as finance, 
estates). The services might be single- or multi-agency 
or uni- or multi-professional. 

Improvements may be small scale, relating to specific 
aspects of a service or programme, or may be on a 
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larger scale, affecting the whole of an organisation or 
service. 

Dimension 5: Quality – a key aspect of all jobs as everyone is responsible for the quality 
of their own work. It underpins all the other dimensions in the NHS KSF. 

Level 1: Maintain the quality of 
own work. 

Level 2: Maintain quality in 
own work and encourage 
others to do so. 

Description 
This dimension relates to maintaining a high level of 
quality in all areas of work and practice, including the 
important aspect of effective team-working. Quality can 
be supported using a number of approaches, including 
codes of conduct and practice, evidence-based practice, 
guidelines, legislation, protocols, procedures, policies, 
standards and systems. 

This dimension supports the governance function in 
organisations: clinical, corporate, financial, information, 
staff etc. 

Dimension 6: Equality and diversity – a key aspect of all jobs and of everything that 
everyone does. It underpins all dimensions in the NHS KSF. 

Level 1: Act in ways that 
support equality and value 
diversity. 

Level 2: Support equality and 
value diversity. 

Description 
It is the responsibility of every person to act in ways that 
support equality and diversity. Equality and diversity is 
related to the actions and responsibilities of everyone: 
users of services including patients, clients and carers; 
work colleagues; employees; people in other 
organisations; the public in general. 

Successful organisations are ones that reflect the 
richness of diversity that exists in society and will include 
people of different:  

 abilities 

 ages 

 bodily appearances 

 castes 

 creeds 

 cultures 

 genders 

 geographical localities 

 health, relationship, mental health, social and 
economic statuses 
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 places of origin 

 political beliefs 

 races 

 religions 

 sexual orientations. 

There will also be those both with and without 
responsibilities for dependents. 

Where diversity and equality are not integral to an 
organisation, discrimination may occur. 
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Two week Training Programme 
A Collection of Ice Breakers 

 
 
The first part of a training activity is usually spent in getting acquainted and establishing 
goals. ‘Icebreakers’ can be used when a group first comes together to involve participants 
from the start and help reduce any possible tension and anxiety. It is important to consider 
how it may impact on trainees, particularly those who may have specific needs or a 
physical or sensory impairment.  
Here are some ideas for icebreakers. 
 
Introduce myself 
Participants introduce themselves to the group and say why they are there. Variations: 
Participants tell where they first heard about the programme, what they hope to get out of 
the programme, their home town, favourite television programmes, etc. 
 
Introduce another  
Divide the participants into pairs. Each person talks about himself or herself to the other 
person, sometimes with a specific brief to share a certain piece of information, such as the 
one thing that they are particularly proud of. After five minutes, the participants introduce 
the other person to the rest of the group. 
 
Character descriptions  
Participants write down (or get someone to write for them) one or two adjectives describing 
themselves. Put these on a stick-on label. Have participants find someone else with similar 
or opposite adjectives and talk for five minutes with the other person. 
I’ve done something you haven’t done  
 
Each participant introduces himself or herself and then states something they have done 
that they think no other participant or tutor has done. If someone else has also done it, the 
participant should state something else until he or she finds something that no one else has 
done. 
 
Find someone  
Each participant writes on a blank card one or two statements, such as favourite colour, 
interest, hobby, film or book. Pass out cards so everyone gets someone else’s card. Have 
that person find the person with their card and introduce himself/herself. 
 
 
Memory name 
Arrange the participants in a circle. The first trainee introduces himself/himself – just their 
first name. The person next to them introduces himself/herself, then repeats first person’s 
name: ‘This is . . .’. The next person introduces himself/herself, then repeats the second 
and then first person’s name. Continue around the group. Make sure that one of the tutors 
is last, so that he or she will be repeating everyone’s name! It’s fun and people laugh, but 
it’s also an excellent way of remembering names. It can be adapted in a number of way 
(e.g. by introducing first name and then personal hobby or interest, such as ‘Alan Angling’). 
 
How do you feel?  
Ask the participants to write down words or phrases that describe their feelings at the 
moment. List the responses on a flipchart. Then ask them to write down what they think  
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that you, the trainer, are feeling at that moment. List them on the flipchart in a second  
column and note the parallels. Briefly comment on your feelings and then discuss the joint 
participant/trainer responsibilities for learning on the programme. 
 
Personal bingo  
The tutor will need to do a little homework before the meeting to find out a few things about 
each participant (favourite hobbies, books, number of children, favourite foods, etc.). 
Prepare a bingo card with one ‘titbit’ for each square, duplicate the card so that all 
participants have a copy, and get them to mingle with each other to identify the person for 
each square. As the information is uncovered, they ask the participant to mark their 
corresponding square. Keep moving among the participants until all squares are filled. 
Rules: only open-ended questions may be used. 
 
Say cheese, please 
As each participant arrives, take their picture with a Polaroid or digital camera and hang 
their photos in pairs on a large piece of paper on the wall. Use your creativity and decorate 
the easel paper to extend a warm welcome and set the tone of the meeting. Once all 
participants have arrived, ask them to find their partner from the photo display and spend 
about five or ten minutes getting to know the person. Then have them introduce their 
partner to the rest of the group and share something they discovered that they have in 
common. 
 
Birthday partner 
Get participants to mingle in the group and identify the person whose birthday month and 
date is closest to their own. They should then find out two things that they have in common.
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Sector Employability Toolkit 
Two Week Training Programme 

 
 

Introduction to the 2 Week Training Programme 
Day 1 session 1 
Objectives for this session 

 

By the end of this session trainees should be able to: 

 name other trainees on the programme 

 provide an overview of the programme 

 name and understand the support systems available on the programme 

 understand what the programme will and won't be able to provide 

 understand the paperwork required 
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Activity focus Description of activity  Trainee handouts 
and other resources 

Day 1 session 1 

Welcome 

15 minutes 

 

Greet trainees as they arrive and encourage interaction. 

Welcome trainees to programme and introduce self. Provide a very broad summary of the 2 
week programme and then cover the following: 

 Arrival and leaving times 

 Meal and refreshment breaks 

 Toilet location 

 Fire exits and procedures 

Distribute name badges. Ask a few simple questions to put group at ease. Keep tone warm, 
supportive and open. 

Name badges 

 

Getting to know each 
other 

35–45 minutes 

 

Ask trainees to work in pairs and introduce themselves. It may be helpful to give prompt 
questions such as "Why do you want to do this work?" or "Tell me something which you have 
done which you are proud of." Get each partner to introduce the other to the rest of the 
group. 

Ask trainees if they think they will remember everyone’s names. (The answer will probably 
be ‘no’.) Introduce the next exercise as a memory jogger. 

 

What’s in a name? Start by modelling this yourself: tell group something about your name. 
Who chose it? Does it have a special meaning? Do you like your name or is there another 
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you would have preferred? Do you have a nickname? How did you get it? How do you feel 
about people using it? 

 

Ask trainees to work in groups of three or four to talk about their names. Feedback one or 
more ‘name stories’ from each group. Keep the tone light, warm and friendly. This is a good 
activity for fostering inclusivity. 

 

Expectations 

35 minutes 

 

Ask group to get into pairs or 3s to discuss what they want to get from the programme and 
what they think they will be doing during the programme and the work trial. 

Flipchart "What I expect to get from the programme". Go around the room making sure 
everyone contributes their thoughts. Thank trainees for their contributions but do not discuss 
expectations further until all feedback is received and noted on flipchart. 

Address each of the points and thoughts suggested, explaining and expanding on key points 
and go through the programme, providing an overview of each of the sessions. Invite trainees 
to ask further questions. 

 

 

Ground rules 

10 minutes 

Flipchart Ground rules. Ask trainees if they agree with these and if they have any others they 
wish to add. Explain the importance of respecting others and contributing to group activities. 

Ground rules 
slide/flipchart (see 
Handout 1) 

Completion and Show diagram of how trainees will progress through the programme and indicate the Note: Relevant 
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review of necessary 
paperwork 

45 minutes 

paperwork required at each stage. Give out copies of each of the relevant forms for trainees 
to complete. Circulate and assist as necessary. 

 

paperwork and 
diagram of 
progression chart to 
be developed by local 
provider 

People Bingo 

(an opportunity to 
speak to others in the 
group) 

15-25 minutes 

Hand out People Bingo (Handout 2). Trainees circulate and try to fill in all spaces with a 
person’s name. Tutor to join in. (Note: Boxes can be adapted according to the group.) 

The purpose of the exercise is to finish off the morning with an activity and to enable 
interaction prior to trainees going for lunch. Note if any trainee is having problems with 
participation. A small prize can be awarded (e.g. bar of chocolate) to the winner. 

 

People Bingo (Handout 
2) 
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How We Learn 
Day 1 session 2 
Objectives for this session 

 

By the end of this session trainees should be able to: 

 
 reflect on, and review, their learning 

 recognise different ways of learning and different personal learning styles 

 recognise the need to take personal responsibility for their learning and have ideas about how to do this 

 have an awareness of the concept of ‘lifelong learning’ 

 consider future learning needs and objectives in the context of the workplace 
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Activity focus Description of activity  
 

Trainee handouts 
and other resources 

 

Ask trainees to think about a couple of times when something ‘good’ happened to them. What 
made it good? Why did they think it was good? Note the ideas on the flipchart, focusing on 
what makes ‘good’ good. There is no need at this stage to be clear about ‘good’ or to set 
boundaries. 

 
In pairs, ask group to think about a time when they came into contact with a healthcare setting 
as a user or when accompanying a friend or someone from their family. It could be hospital, 
care home, GP etc. 

 
Ask trainees to describe the experience briefly to their partner and then note on Handout 3 
what was ‘good’ and what was ‘not so good’ about these experiences. There is no need to try 
to define ‘good’ or ‘not so good’. 
 
It might be helpful at this stage to model the exercise on the flipchart. As you speak, note 
down a good experience and what made it good, using shortened sentences, abbreviations, 
arrows to link ideas and diagrams to represent common themes. Explain how these tips can 
help trainees to record ideas and take notes. 
 
Ask trainees for their ideas and add points to the earlier flipchart. Have a brief discussion 
about the longer term effects that a good (positive) experience can have on people – for 
example riding a bike: if you don’t do it for 20 years you may wobble a bit at first, but you 
remember - you retain the skill! 

 
 
 
 
 

Handout 3 

Learning 
experiences 

 

In the group, ask trainees to think about their good and bad experiences of learning. Discuss 
questions with the group such as: What did you enjoy about your school days? Were you 
better at a particular subject? Why do you think this was? Have you learnt any new skills, 
done any sort of learning or training since you left school? 
 
Draw out informal or everyday learning/skill development (for example learning to drive, how 
to cook, DIY, using the video recorder). Everyone is likely to have done something – draw on 
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these and lead into how we continue to learn throughout our lives (‘lifelong learning’). 
 
Record these experiences on a flipchart. Compare with the good and bad experiences of 
healthcare settings. Look for similar patterns and try to tease out what makes for good 
experiences – trainees could note these on the handout. 
 
After the discussion, ask pairs of trainees to consider what helps them learn, and what stops 
them from learning. Make notes on Handout 4. 

 
 
Handout 4 

Learning on this 
programme 
20 minutes 
 

Ask the trainees in small groups to look at the questions in Handout 5, which is about learning 
on this programme. This activity may be best kept to the individual, or for personal discussion 
with the tutor. 
At the end of the activity, ask the trainees to consider other learning opportunities they may 
be interested in. Make a note of this and refer back to it when you are talking about the 
Individual Learning Plan. It may also be that a trade union learning representative could help 
to signpost trainees with learning and development requirements. 

Handout 5 

Discuss with the group: some of the reasons that we learn, barriers to learning, and benefits. 
 
A good starting point is to focus on this programme; reflect on Handout 5. Ask trainees to 
reflect on why they joined the programme, their motivations and any barriers they found. 
‘What do you think you will gain from doing this programme?’ ‘What barriers have you 
overcome to join this programme?’ (These could be simple, such as living a long way away, 
or needing to change buses three times; or more complex like having dependents or a 
disability, or having to overcome uncertainty about attending a training programme.) 
 
Record ideas on the flipchart. Trainees can write down notes from the flipchart. 

 
 
Handout 5 

Understanding learning styles can help those who feel that they learn differently from 
everyone else to realise that actually everybody learns differently! Identifying preferred 
learning styles can also help trainees with literacy difficulties to identify suitable strategies. For 
example, more confident spellers could suggest strategies they have used for spelling and the 
class could identify them as being visual, auditory or tactile methods and deduce from that 
whether they are worth trying themselves. 
Handout 6 considers different styles of learning – visual, auditory and tactile. The aim is to get 

 
 
 
 
Handout 6 
 
Presentation Slide A 
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the group thinking about learning, not any in-depth analysis of learning styles. 
 
Start by discussing the terms ‘visual’, ‘auditory’ and ‘tactile’ – perhaps organise a short ‘quiz’ 
and get trainees to come up with ideas for what each term may mean (use Presentation Slide 
A) 
 
Then read through the information on the handout with the group; clarify any difficulties. 
 
Use lots of personal examples to encourage the group to start thinking about how they learn 
best, and which learning styles suit them. Complete the second part of Handout 6 (also 
Presentation Slide B) as a group. 

 
 
 
Presentation Slide B 
 

Preferred 
learning style 

Handout 7 helps trainees to determine their learning style. Read the words in the left hand 
column and then read the questions in the other three columns. Ask trainees to circle the 
question that most represents them (some trainees may need help with this activity). It is 
likely that trainees will circle answers in all three columns, but also likely that one column will 
contain most answers. The dominant column indicates their preferred learning style - visual, 
auditory or tactile. 
Get trainees to reflect on their answers: does this really describe me? Stress that no particular 
learning style is better than another. 

Handout 7 
 

Taking 
responsibility for 
your learning 

 

Handout 8 provides tips and ideas for taking responsibility for your own learning, ways of 
using feedback and ways of finding out things. 
 
Ask group what they would put into a list called: ‘The top five tips for taking responsibility for 
my own learning’. Record ideas on flipchart. 
 
Encourage a group discussion by asking trainees to acknowledge the contributions of others 
even if they do not agree with their suggestions, taking turns and encouraging everyone to 
join in. 
 

Handout 8 
 
 
 
 
 
 

This activity focuses on personal qualities and skills; asking trainees to look at the personal 
qualities needed to carry out their role at their work trial, and which of these personal qualities 
they believe they possess. 
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Review 

10 minutes 

So that trainees end the first day feeling good about themselves and the programme, 
encourage the group to reflect on the day's activities. Provide a general overview of the day, 
invite any questions and outline the next day's activities and start times. 

 

 
 

 
Remind group that everyday tasks involve a range of skills and that these skills are 
transferable to the workplace. 
 
Start with a group discussion on what the terms ‘personal qualities’ and ‘skills’ mean and what 
sort of personal qualities and skills people have. Record ideas on a flipchart. 
 
Get the trainees, in pairs, to work through Handout 9. Get feedback from the group, focusing 
particularly upon the relevance of these skills for their work trial and for their likely future jobs. 
 
Get the trainees, in pairs, to work through Handout 10.  
Handout 11 encourages trainees to think about skills they need in their work trial. This could 
be used as an individual activity, small-group activity, or as a quiz (perhaps as a set of cards 
that can be sorted). 
Summarise the previous two activities and lead in to how these personal skills could be used 
in the health sector; in the trainees’ likely future jobs. The aim is to help the trainees realise 
just how many useful skills they have, in order to build confidence. 

 
 
 
Handout 9 
 

Handout 10 

Handout 11 
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Manual Handling - external or provided by placement provider 
Day 2 session 1 
Objectives for this session 

 
By the end of this session trainees should be able to: 

 have an awareness of lifting and handling issues and problems within their workplace 

 lift and handle objects, equipment, and related items in the correct and safe manner 

 lift and handle patients/clients/the deceased in the correct and safe manner and preserving dignity (where applicable to work role) 

 use appropriate lifting and handling equipment, aids and methods relevant to work role 

 work in a manner which conforms to Health and Safety guidelines and employers policies and procedures (this may require 
discussion with employer to establish specific requirements) 
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Activity focus Description of activity Trainee handouts 
and other resources 

Day 2 session 1 
This session on manual handling will likely be delivered by an external, 
 approved trainer(s), or provided by the placement provider. 
This should cover: 

 The law and how this applies to lifting and handling 

 Principles of lifting and handling 

 Basic ergonomics 

 Health and Safety guidelines 

 The right and wrong ways to lift 

 Assessing the risk 

 Minimising risk to self and others 

 Use of lifting equipment, aids and methods 

 Specific work related lifting techniques 

 Practical demonstration and application of equipment, aids and methods under 
supervision 

 Demonstration and practice of lifting a variety of objects (including different shapes and 
sizes), both as an individual and with colleagues 
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 If work role includes assisting with the lifting and moving of patients, clients or the 
deceased, then specialist equipment, aids and methods may be included 

 Assessment of skills 

 Assessment of knowledge 
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Setting Goals and Managing Your Time  
Day 2 session 2 
Objectives for this session 

By the end of this session trainees should be able to: 

 explain the benefits of taking personal responsibility in the workplace 

 set straightforward personal goals and work towards these 

 prioritise activities and goals to help meet deadlines 

 work positively with ‘customers’ and colleagues in the workplace 
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Activity focus Description of activity  
 

Trainee handouts 
and other resources 

Recap of Day 1 
and outline of Day 
2 
15 minutes 

This is an opportunity to ask trainees what they remember from the previous day, to clarify 
any points raised and to give them an overview of Day 2. 
This can be done as a brainstorming session, or by getting trainees into 3s and asking them 
to note key points on a flipchart. 

 

Taking personal 
responsibility 
25–45 minutes 
 

Hold a short group discussion about the benefits of taking personal responsibility for your own 
actions. You could link to the session How we learn, Day 1 session 2, about taking 
responsibility for your own learning. Focus the discussion in on taking personal responsibility 
for seeking to achieve a good balance between work and life; for example: 
In what kind of ways might a new job have a good effect on your personal/home life? Are 
there likely to be any not-so-good effects? 
Have you discovered any useful ways in the past of getting a good balance between the time 
you spend at work and the time you spend at home? (i.e. work/life balance) 
You could use Handout 12 to trigger further discussion, perhaps getting pairs of trainees to 
read the handout and discuss the relevance of the ideas to them now and in their likely future 
jobs. What do trainees find works for them to help get their work/life balance right? 
Group discussion about examples gained from personal experience of situations where no-
one is willing to take responsibility and the consequences of allowing matters to drift. If 
necessary, you could introduce a situation such as ‘no-one at home is willing to do the 
washing up’. Who does it in the end? What are the consequences? What if that person didn’t 
do it? What solutions are possible? 
 

 

 

 

 

 

 

 

 

Handout 12 
 

Setting objectives 
30–40 minutes 
 

Discuss the importance of planning what to do. Introduce the idea that this is about ‘setting 
objectives’. Look for examples of setting objectives that the trainees have come across in 
everyday life, with family and friends, or in relation to their work trials. 
 
Ask trainees to look at the example noted in Handout 13. Discuss the example and how this 
type of objective can help guide/steer actions. 
 

 
 
 

Handout 13 
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Ask trainees to look at the rest of the situations noted in Handout 13. Agree an example from 
everyday life. It is best if the group can come up with something, but in case not, one 
possibility is: ‘The living room is in need of decorating. You have put it off for six months but 
decide that you have to do something about it.’ Get pairs or threes to complete Handout 13 
and the other examples. 
 
Get feedback from the group and look for relevance to work trials and likely future jobs. 
 

Organising your 
time 
25–35 minutes 
 

Introduce the importance of organising your time, both in everyday life and in work. What are 
some of the issues? 
 
Handout 14 asks trainees to think about three situations and how they would organise their 
time in each of these – they are about ‘time management’, a term that you could introduce 
here. Ask trainees to look at these situations individually for a few minutes and then to 
discuss with a partner. Feed back ideas to the group – look for similarities and differences. 
Note key points on the flipchart. 
 
See if it is possible for the group to draw up any good ideas for time management that can be 
used in a variety of jobs and situations (home or work). These should arise naturally from the 
discussion above. Trainees could note them on Handout 14. 
You could perhaps use this activity to cover understanding of the 24-hour clock and promote 
discussion about filling in timesheets. 

 
 
Handout 14 
 

Prioritising what 
needs to be done 
35–45 minutes 
 

Introduce the term ‘prioritise’ – ask the group what it means to them. Spend a few minutes 
discussing with the group the benefits of prioritising tasks within their ‘working day’. Start with 
this programme, or home life, and move the ideas onto their work trial or future jobs. Even if 
they are not able to prioritise at work at the moment, they may be able to in the future, even if 
only in a limited way. In everyday life almost everybody makes priorities, even if they don’t 
think they’re doing it! 
 
Consider the differences between ‘must do’, ‘should do’, ‘could do’ and ‘not essential’. 
 
Give out Handout 15 and ask trainees to complete the ‘priority table’ for the following week. 

 
 
 
 
 

Handout 15 
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Think about tasks at home, on this programme and at their work trial. Discuss as whole 
group. 
 
Very often, prioritising your time depends on other people – their needs and their priorities! 
When working in any service organisation like the health service, it is particularly important 
that the ‘customer’ (patient or service user) is considered to be at the centre of 'everything we 
do’. 
What could this mean for the priorities of an individual member of staff? Draw on one or two 
of the work-related tasks that will have been noted by trainees when they completed Handout 
15 and explore these in terms of ‘putting the patient or service user at the centre of everything 
we do’. Discuss how they might respond to a patient or service user who has turned to them 
for help, even if this isn’t one of their priorities. 

Review  
Provide a general overview of the day, invite any questions and outline the next day's 
activities and start times, encouraging self reflection. 
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Staying Safe and Healthy (1) 
Day 3 session 1 

 

Objectives for this session 

By the end of this session trainees should be able to: 

 explain the concept of health and safety at home and work  

 give examples of procedures for safeguarding property and personal security at work 

 identify health and safety risks in any healthcare setting 

 describe ways of dealing with anger and aggression 

 explain what risk assessment is and give practical examples 

 identify basic procedures for reporting an incident 

 describe why it’s important to promote health and safety awareness 
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Activity focus and approximate 
time 

Description of activity Trainee handouts and 
other resources 

Recap of Day 2 and outline of 
Day 3 
15 minutes 

This is an opportunity to ask trainees what they remember from the previous 
day, to clarify any points raised and to give them an overview of Day 3. 
This can be done as a brainstorming session, or by getting trainees into 3s and 
asking them to write down what they remember on a flipchart. 

 

What is health and safety at 
work? 

30–35 minutes 

Introduce the session and the importance of staying safe and healthy at work. 
Emphasise that just because they are in a healthcare setting, do not assume that 
it is safe! Give a couple of examples (eg gas cylinders, electrical wires) Also 
highlight that not only is this a workplace; it is one which is used by 
people/patients who are very vulnerable so everyone has to be extra aware of 
potential hazards. 

 

Distribute small pieces of card. Check that trainees understand the word ‘hazard’, 
(something with the potential to cause harm). Write the definition on flipchart if 
necessary. 

 

 Ask trainees to write down quickly the name of one hazard they might find in a 
healthcare setting and find other people who have written the same or a similar 
word. See which word most people have chosen and discuss dangers. (Words 
chosen will often be pills, medicines, needles, medical equipment.) 

  

What else presents a hazard? Open the box of everyday items and distribute one 

Small pieces of card 

Flipchart 

Box containing items 
found at work, such as 
electric kettle and flex 
(potential scalds), 
bottle of bleach (burns, 
ingestion, eyes), an 
unrolled bandage (if 
used – contamination; 
if not yet used – not 
sterile), sandwich (food 
contamination; allergy), 
a plastic ‘polypocket’ 
(can cause slips if on 
floor) 
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item for two or three trainees. Ask trainees to think of one or more potential 
hazards connected with this item. Feed back from trainees to whole group. 
Discuss the fact that both the home and the working environment are full of 
dangers if not managed properly. 

Everyday hazards 

25–30 minutes 

Trainees read Handout 16 and circle the hazards on the diagram or make a note 
of them below. Get trainees to compare ideas with someone else in the group, 
looking particularly for differences and adding anything new.  

Show the Presentation Slide of the same picture and elicit responses from 
trainees.  

 

Handout 16  

Presentation Slide of 
16 

Causes of risk 

25–35 minutes 

Discuss which of the hazards in the picture are caused by the position or 
condition of objects, and which are caused by things people are doing wrong. 

Ask trainees to think of hazards in their home, or in a healthcare setting (maybe 
one which they have visited, or their work trial location), or in the building where 
the programme is being held.  

Think of a potential hazard caused by faulty equipment and one caused by 
carelessness. Get trainees to write answers on Handout 17. Then, in pairs, think 
of one or two more examples. 

Discuss and note any key points on the flipchart, in particular reasons and 
possible solutions. 

 

 

 

 

Handout 17 

 

Security at work: Why is it 
important? 

What is the difference between ‘safety’ and ‘security’? Hold a short discussion, 
perhaps a mini-quiz or collect ideas on the flipchart. You could get trainees to 
think about safety and security in the home. 

Flipchart 
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20 minutes 
Why are some healthcare settings (e.g. hospitals, care homes) such a security 
risk? What could happen? Who is at risk? Discuss with the group.  

Write ideas on the flipchart under three categories:  

 ‘reasons’,  

 ‘possible risks’,  

 ‘people at risk’.  

Ideas could include: open 24 hours, 7 days per week; multiple access points; 
open to public; drugs; personal belongings and valuable equipment in the 
buildings; frail people. (Examples of safety and security risks could be drawn from 
recent newspaper or magazine articles.) 

 

What are the possible risks? Ideas could include vandalism, arson, bomb threats, 
terrorism, theft, drug-taking, sabotage, kidnap, aggressive behaviour. 

 

Who is at risk? Patients? Carers? Visitors? Staff? You? Discuss and note on the 
flipchart. 

Safety precautions 

30 minutes 

Ask trainees to think about safety precautions, first in their everyday life or 
community, and then in their workplace or the building where the training is being 
held. Get them to write down on Handout 18 any safety precautions that they 
know about. These may include name badges, security staff, cameras, entry 
management systems (such as entry by using a keypad), lockers for staff and 
patients, safes, procedures for workers on their own, fire detection systems.  

 

Questions on the handout ask trainees to think about their own responsibilities. 

Handout 18 
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Suggest that they work in pairs or in small groups. 

 

Aggression and violence 
(reasons and signs to look out 
for) 

20 minutes 

 

 

Talk about aggression and ask for examples of where and how aggression 
occurs in daily life. Examples may be a person In a shop or a drunk, or someone 
frustrated in traffic. Ask group for reasons for anger in people in a healthcare 
setting. What may cause someone in that setting to become angry or 
aggressive? Write up ideas on flipchart.  

 

Exercise: Get pairs of trainees to approach one another slowly. Stop when they 
feel that their personal space has been ‘invaded’. How do they feel? Keep 
discussion light-hearted. Experiment by using aggressive types of body 
language. 

 

How can you tell when anger might escalate into violence? Ask trainees to think 
of something that makes them angry (they don’t have to say what it is) and 
concentrate hard on it. What can they feel in their facial muscles and other 
physical responses or observe in other members of the group? (Possible 
answers might be narrowing of the eyes, frowning, grimacing, drumming fingers, 
increased heart rate, faster breathing, tense muscles, clenched fist, glaring eyes). 
Mimic this yourself and exaggerate – and keep it light-hearted! 

 

Encourage trainees to think about other signs of potential violence, such as 
jabbing or poking with fingers, invasion of someone’s personal space, raising the 
voice (or, conversely, sudden silence), repetition, racist or other abusive 
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language. Get them to suggest others. Write suggestions up on the flipchart.  

 

How can you deal with this and prevent violence? Lead a group discussion and 
note ideas on the flipchart. Ask questions such "What could you do in this 
situation?" 

 

Handout 19. Do this in pairs. Feedback results in a group. Handout answer sheet 
and pick up on any further points raised. Encourage trainees to consider ways of 
improving some of the ‘wrong’ answers. 

 

 

 

 

Handout 19 and 
answer sheet 
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Quality and Standards 
Day 3 session 2 

Objectives of the session 
By the end of the session the trainees should be able to: 

 understand what is meant by the term ‘quality’ 

 recognise the importance of quality standards in everyday life and in healthcare settings 

 appreciate that jobs have their own quality standards 

 identify quality standards in their own work 

 understand how quality can be measured both qualitatively and quantitatively 

 appreciate the practicalities of working in a health setting 
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Activity focus and 
approximate time 

Description of activities Trainee handouts and 
other resources 

Day 3 session 2 

What is meant by 
quality? 

30–35 minutes  

Introduce session by talking about how we need to have a service that is of high quality. 
What kind of service would they want when their parent, family or friends went into a 
health environment? Is second best good enough? 
 
Emphasise that quality and maintaining and improving standards of healthcare and its 
supporting roles is vital for all concerned.  
 
Introduce the concept of quality and how we have standards that allow us to monitor and 
improve. 
 
Give trainees Handout 20. This activity uses everyday situations and asks trainees to think 
about what providing a quality service entails. Take them through the handout to make 
sure everyone understands what to do. 
 
Divide trainees into groups of three or four and ask them to choose two or three services 
that they have used recently. Ask groups to discuss these, thinking about what they would 
expect from each service. (For example, we may want our dentist to have a clean surgery, 
to have expert knowledge, keep appointments on time, high standards, and have standard 
prices.) Suggest that groups make a note of key points from discussion.  

Discuss as a group. Draw out that different quality standards apply for different quality 
purposes – we have different expectations from different services. Quality has to be ‘fit for 
purpose’ and specific to role. Try to work towards definitions of quality. 

 

 

 

 

 

 

 
Handout 20 
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Use this activity to introduce the idea that different services are covered by laws and 
regulations. For example, the dentist must be able to demonstrate that his or her practice 
is up to date and meets the required standards, and has to undertake new learning every 
year to achieve registration. All service providers must know that there are consequences 
if they fail to meet quality standards. 

What are standards? 

25–30 minutes 

This activity builds on the quality exercise and moves from the general model towards 
quality in the healthcare sector. 

 

Why standards? Ask trainees to think about everyday life and things that go wrong or 
times when they have been let down. The simpler the better – things like a bus turning up 
late, a shop that is always running out of milk or an organisation you can never get through 
to on the phone.  

 

Allow five to ten minutes for trainees to write down examples. Ask trainees to discuss in 
pairs for a few minutes. 

 

Note feedback on flipchart. Collect examples and link them to standards. 

Ask the group:  

 Is it a good idea to have standards? 

 Who should know what the standards are? 

 Should standards be raised all the time? Sometimes?  

 Are there problems in trying to raise standards? 

 



 

  44

The collected examples will generate areas where performance standards should or could 
exist. Encourage the trainees to think particularly about health environments, as well as in 
their personal or everyday life.  
 
Remind them that they not only have customers, they are themselves the customer in 
many situations, and that quality and standards are always important. 
 
Summarise the key points on flipchart. 

What are the key 
elements of a standard  

30–35 minutes  

This activity asks the group to explore the key elements that go into making up a standard: 
 
‘If I were in charge!’ Divide trainees into groups of two or three and ask them to look at the 
everyday examples which they have just thought about of things going wrong. Ask them to 
imagine what would happen if they were in charge of setting standards in each of the 
areas mentioned. 
 
Give out Handout 21. Ask the small groups to discuss standard setting for each of the 
three examples. (Hints: Should you talk to the people who have to do the work? Some 
things can be easily measured but might not mean very much or be very relevant.) 
 

After about 15 minutes bring the group together for a discussion and note any key points 
on flipchart. 

 

 

 

 

 

Handout 21 

 

Quality standards in job 
roles 

Use Handout 22 with groups of two or three. Ask trainees to work through the example of 
Sally. (Ideas include: having the right ingredients, meals matched to patients' needs, clean 
kitchen and equipment, number of hot meals delivered on time.) 

Handout 22 
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35 minutes 
 
Now get the groups to focus on one or two of the tasks that they will carry out in their work 
trial (or any other work they do or have done). Discuss the tasks with the group. Get 
groups to agree two tasks and then identify one or two ‘quality standards’ for each of 
these. 
 
Get feedback from the groups. Discuss the importance of quality standards for improving 
and checking the quality of service provision in healthcare settings. Mention that all 
employers (and their staff) have quality standards to meet.  

Bring out the differences between quality standards and those which can easily be 
measured (quantitative) and those which are less easy to measure (qualitative).  

Visiting speaker 

Approx 45 minutes 

Invite a speaker, who works in a healthcare setting, to talk about their role, standards they 
have to achieve and how these enhance the experience and perception of the service for 
patients, visitors, and staff. 

 

Review 
Provide a general overview of the day, invite any questions and outline the next day's 
activities and start times, encouraging self reflection. 
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What are Good Communication Skills? 
Day 4 session1 

Objectives of the session 
By the end of the session the trainees should be able to: 

 state the importance of quality communication 

 communicate basic information to other group members in a clear and straightforward way 

 understand and give examples of what is meant by ‘body language’ 

 describe some of the characteristics of formal and informal speech 

 communicate in ways which build confidence and trust 
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Activity focus and 
approximate time 

Description of activities Learner handouts and 
other resources 

Recap of Day 3 and 
outline of Day 4 
15 minutes 

This is an opportunity to ask trainees what they remember from the previous day, to clarify 
any points raised and to give them an overview of Day 4. 
This can be done as a brainstorming session, or by getting trainees into 3s and asking them 
to asking them to note key points on a flipchart. 

 

Different kinds of 
conversations 
40 minutes 

Collect ideas on a flipchart about different ways in which we communicate. Examples could 
include: face-to-face and telephone conversation, body language (including eye contact), 
touch, letter, note, fax, text message, sign language. Encourage, value and write up all 
contributions. 
 

Now ask the group to consider why it is useful to have good communication skills. Examples 
could include: forging good relationships; maintaining harmony; or even on a selfish level, 
getting your own way! Summarise by emphasising the importance of good communication in 
the home, in the workplace – everywhere! 
 

Emphasise that conversations are an important way in which we communicate. Give out 
Handout 23. Ask trainees to work with a different partner this time and think of examples of 
recent conversations they have had, including telephone conversations. Reassure them that 
they do not have to give details of anything private.  

With the whole group, explore what kinds of conversations people have had. Draw up two 

 

 

 

 

 

 

 

Handout 23 
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columns on the flipchart, with one heading ‘family/friends’ and the other ‘other people’. See if 
any common patterns have emerged (e.g. did most learners have a conversation with a 
partner, their child, a neighbour? Was it about food, money, household tasks, or the 
weather?) 
Ask trainees if they’ve noticed that they speak to different people in different ways? Using 
the examples they have given, ask why that might be. Feedback might include the person 
being spoken to, the subject of the conversation, the mood of both speakers, any difficulties 
(e.g. background noise or issues relating to impairments, such as someone with a hearing 
impairment). 

Formal and informal 
language  

30 minutes  

Focus attention on the idea of the person being spoken to. What happens to the way we 
speak when we speak to people we don’t know very well?  

 

Present some situations/scenarios. For example, what would you say if you were offering a 
cup of tea to a close friend/family member dropping in after work, and what to the prime 
minister on a visit to his constituents? Would the words and voice alter?  

 

As well as choosing more formal words, trainees might notice that their voice changes too, 
becoming ‘posher’, closer to ‘received pronunciation’ (a form of pronunciation of the English 
language, usually called ‘BBC English’).  

 

Now ask group if they would use informal language with the prime minister and the formal 
language with their friend. Why/why not? What would happen?  

 

Show Presentation Slide C and introduce the terms ‘formal’ and ‘informal’. Draw attention to 
tone and register of voice. When is it appropriate to use formal/informal language? When 
would it be inappropriate? Does it matter how we choose to speak? Allow the discussion to 

 

 

 

 

 

 

 

 

 

 

Presentation Slide C 
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flow freely. 

 

Give out Handout 24. Do this as a pub-style team quiz. Ask trainees to say if the remarks on 
the handout are formal or informal and to guess who said them. Give 2 marks for a correct 
answer and a bonus point if they can guess who the speaker is. (See tutor information sheet 
24). Emphasise that this is not a test! 

 

Discuss and summarise the key features of formal and informal English.  

 Formal English: more ‘wordy’, uses complete sentences, words such as ‘would’ 
and ‘could’ and ‘I’m afraid’. 

 Informal English: incomplete sentences and idiom (slang) and short or shortened 
words. Write up brief notes about this on flipchart.  

 

 

Handout 24 

 

Keeping a 
conversation going 

30 minutes 

Play a game – ‘keeping the ball in the air’. Give out topic cards to trainees in pairs. All the 
topics should be uncontroversial and inherently dull. The trainees’ challenge is to keep a 
conversation going on the topic they have been allocated for at least one minute. Possible 
topics: umbrellas, walks, weather.  

 

Make sure the activity is stopped before trainees run out of steam, however short a time this 
is, and tell them when their minute is up. Congratulate on doing so well with such 
unpromising material! Work in pairs to complete task on Handout 25. 

 

Feedback. What kind of techniques do we use to keep a conversation going? Write up 
answers on the flipchart. End the session by asking the group to think of situations at home 
and at work when it would it be useful to be able to keep the conversation going.  

Handout 25 

Topic cards  
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Body language 

25 minutes 

Ask if trainees have heard of the term ‘body language’ and note examples. Define it as 
‘speaking’ by using our face, our eyes, and the way in which we gesture, sit and stand. If 
necessary, mime some of this, using exaggerated facial expressions and body movements 
to convey emotions and information. 

 

Give out Handout 26 and Handout 27. In pairs ask trainees to identify facial expressions in 
(a) and the body language in (b). 

 

Those who finish quickly could also write in speech bubbles to guess what the person in the 
photo is saying. Feedback as a whole group. Stress that body language can either support 
what we say or imply something different. This can be modelled, for example, by saying 
‘That’s great’ while looking enthusiastic, or the same phrase while looking bored and 
disinterested.  

 

Point out that body language varies across countries and cultures. Ask group if they can 
think of any examples of this. For example, making eye contact with a work ‘superior’ is seen 
as disrespectful in many cultures, whereas in the UK lack of eye contact may be seen as 
'shifty' behaviour. 

 

 

 

Handouts 26 and 27 

 

Communicating what 
you intend 

20 minutes 

Introduce trainees to the terms ‘expression’ and ‘intonation’ and ask what they understand 
by these terms. Point out that these are features of speaking which help effective 
communication.  

 

Hand out the cards with words that describe particular expressions such as ‘angrily’, 
‘surprised’, ‘questioningly’, ‘joyfully’, ‘fearfully’ etc. Ask for volunteers to demonstrate 

 

 

 

Cards with words  
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expression, by acting out the expression on their card. See if other members of the group 
can guess what was on the card. 

 

Now introduce the use of a stress on different words in the sentence (e.g. ‘YOUR 
appointment is on Thursday (but hers isn’t).’ ‘Your appointment IS on Thursday (but you 
thought it wasn’t).’) 

 

Using the flipchart, present trainees with a scenario. They must communicate something to a 
patient/service user suggesting there will be a delay (e.g. telling someone that they will have 
to wait about an hour for their ambulance to take them home). Ask group to work in pairs. 
Then ask them to work out positive and negative ways of presenting the message, including 
expression and body language.  

 

Come together to discuss examples to make the main list (you may need to present a 
couple of examples). List only the positive examples on the flipchart so that this is what 
remains most vividly with the trainees. 

 

Making the message 
clear/giving straight 
forward information 

10 minutes  

Ask group to work in pairs, giving each other instructions on something they can do quite 
well (e.g. cooking a particular recipe, changing a car wheel, gardening, repairing a bicycle 
puncture). 

 

Ask the information recipients to try to retell the information they were given. Was it difficult? 
What would have made it easier? Did their partner speak too quickly? Was the language 
used appropriate? Maybe there was just too much information to take in at one go.  
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Ask trainees to contribute ideas for a checklist for getting a message across. Remind them 
to think about the knowledge they have gained from the previous activities in the session.  

 

Examples may include: plan what to say, check you have listener’s attention, speak clearly 
and simply, maintain eye contact, check that listener understands, confirm.  

Building good 
relationships, 
building trust 

10 minutes 

On the flipchart write the title of the session. Ask trainees to say how many of them knew 
each other before they came on this programme (probably not many). Tell them that they 
are about to get to know each other better. 

 

‘Getting to know each other – what have we got in common?’ In pairs, with trainees working 
with someone they do not know very well, ask them to try to find as many things as possible 
that they have in common in three minutes and note them down. The ‘winning’ pair is the 
one which has found the greatest number of things in common. Feedback to the group. 

 

Point out that asking questions, as they have just been doing, helps to develop a 
conversation. Being able to develop conversations effectively is an important part of 
developing trust and building relationships. Asking the right questions and conveying 
messages simply and clearly are key skills, both in our personal lives and also at work.  

 

Ask group to think about how this might be helpful in their relationships with patients, service 
users, co-workers and with managers. Examples might include demonstrating concern, 
building teamwork, fostering good working relationships, dealing with others honestly, 
dealing with issues sensitively, etc.  
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This cross-over sequence of activities facilitates trainees moving from the personal to the 
work-related. At this stage, since few trainees will have much idea of what they are moving 
on to at work, it is important to keep a light touch. 

 

List ideas on the flipchart and discuss. 
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Team Working 
Day 4 session 2 

Objectives of the session 
By the end of the session the trainees should be able to: 

 state what is meant by ‘group’ and ‘team’ 

 state some of the advantages and disadvantages of working as a team 

 describe possible roles of individuals in a team 

 describe some of the factors which help teams operate effectively 

 describe the importance of team working and its relationship to quality outputs  

 appreciate how a quality service can be provided through effective team-working 
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Activity focus and  
approximate time 

Description of activities Trainee handouts and 
other resources 

What groups do trainees 
belong to? 

20–25 minutes 

Introduce the topic of team working and how we can be more effective when we work 
together towards a common goal.  
 
What groups do trainees belong to (or used to belong to) outside of work. Note them on 
the flipchart. (Examples could include being a member of a football team, religious 
groups, clubs/associations.) This can be treated as a light-hearted introduction to the 
session. 
 
Develop discussion around ‘What are the common features of these groups?’  

(Note: The identified groups should not be associated with work topics.) 

 

Why form groups? 

15–20 minutes 

Working in groups of three or four, get the trainees to discuss ‘Why do groups form?’ and 
‘Why do we become involved in groups? 
 
Get groups to contribute their ideas, and note them on the flipchart. Discuss as 
appropriate. 

 

Differentiating between 
groups and teams  
15 minutes 

Invite ideas on ‘What is a team?’ and ‘What helps make a team work well?’  

Note them on the flipchart; discuss briefly and try to reach a consensus.  

Refer to Handout 28. 

Handout 28 
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Advantages and 
disadvantages of team 
working  

20 minutes 

Prepare a flipchart headed ‘Team-working’ followed by two columns: ‘Advantages’ and 
‘Disadvantages’.  

 

Working in small groups, get trainees to discuss and note down their views. Seek 
feedback and summarise ideas on flipchart.  

 

Emphasise the advantages of working in teams; explain ideas for overcoming or 
minimising any disadvantages noted. 

 

Working as a team 

20 minutes 

This activity changes the emphasis from thinking about teams in general, to working 
together as part of a team.  

 

The task is described in Handout 29. Groups of three or four trainees to select well-
known personalities in various fields for sending information about in a space probe.  

 

The actual group of personalities selected is of less importance than the experience of 
working as a team. In the discussion you lead at the end of the activity this should be 
emphasised. What is it like to work as a team? 

 

Each group’s selection should be noted on the flipchart – this can make entertaining 
reading! 

 

 

Handout 29 

 

Team work and the jobs 
people do 

This activity explores the need for team working in a range of jobs likely to be reasonably 
familiar to the group. Give out Handout 30 and ask the trainees, working in small groups, 
to consider how teamwork might be important in a range of jobs.  

Handout 30 
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20 minutes 
 

Compare and contrast the answers from the different groups, noting down on a flipchart 
the major points brought out in the discussions. Although this may not be immediately 
apparent, all the jobs require effective teamwork for success – a matter well worth 
reminding trainees about at the end of the session. 

 

The activity invites identification of more occupations than the ones specified. There is 
considerable value in asking trainees to state in what ways team working will be 
necessary in their own future jobs or in their work trials. 

What makes an effective 
team 

15 minutes 

Write on flipchart ‘What makes an effective sports team?’ and write down responses. 
Note that no particular sport is mentioned. Point out that this is not so much a discussion 
on the relative merits of particular sports or teams, but rather about teams in general. 

 

Highlight and discuss the most important items. These might include team leadership, 
communication, training, clarity of task for each team member. 

 

Draw the discussion to a close by reminding the trainees that these ideas apply to teams 
in everyday life and work too. Use the list on the flipchart to illustrate one or two 
examples.  

 

Effective teams: an 
example 

15 minutes 

Handout 31. This illustrates the characteristics of an effective team, in this case a boat 
race team. Take the trainees through this, linking the statements with illustrations from 
working life in the health sector.  

 

Handout 31 
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Remind trainees that effective teams provide quality results – in this case, winning races! 

Team exercise 

25 minutes 

 

 

Get the group into teams of 4. Provide them with a stack of newspapers each and 
sellotape. 

 

Task is to work as a team and build the longest unsupported bridge between 2 tables 
that they can. Allow 15 minutes. 

 

Take feedback on how they worked as a team, positives, negatives, how they could 
improve the teamwork. 

 

Newspapers and 
sellotape 

Review 
Provide a general overview of the day, invite any questions and outline the next day's 
activities and start times, encouraging self reflection. 
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Communication - Listening and Passing on Information 
Day 5 session 1 

Objectives of the session 
By the end of the session the trainees should be able to: 

 recognise what good listening skills are 

 use active listening techniques 

 understand what barriers to communication are and how they can be overcome 

 answer the telephone and take messages 

 pass on messages and information accurately and in a timely way 
 



 

  60

 

Activity focus and  
approximate time 

Description of activities 

 

Trainee handouts and 
other resources 

Recap of Day 4 and 
outline of Day 5 
15 minutes 

This is an opportunity to ask trainees what they remember from the previous day, to clarify 
any points raised and to give them an overview of Day 5. 
This can be done as a brainstorming session, or by getting trainees into 3s and asking them 
to note key points on a flipchart. 

 

Introduction  

10–15 minutes 

Reiterate the messages from the first session: that effective communication depends on 
skills in both speaking (i.e. appropriate choice of language for the situation, intonation and 
expression) and body language. Point out that an important part of being an effective 
communicator is being an effective listener. 

 

 

To listen or not to 
listen 

30 minutes 

Ask trainees to work in pairs for a minute or two; one talks about something interesting or 
exciting that has happened to them, the other will just sit and not listen attentively.  
 
Come back as a group after only a minute or two and ask the speakers to share how it made 
them feel. 
 
Ask trainees to try again in the same roles and this time the listener will listen attentively and 
begin to join in by asking some questions to develop the role-play into a conversation, using 
strategies discussed earlier in the programme. 

 

As a whole group, share outcomes and discuss strategies that partners used. 
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Ask group: ‘What makes for a good listener?’ Note ideas on the flipchart.  

Barriers to 
communication 

30–35 minutes 

What are some of the things that get in the way of effective communication? Why is it 
sometimes difficult to have a conversation with a GP, for example? Ideas may include: lack 
of time, embarrassment, lack of understanding – on either side.) 

 

If you were elderly or had only limited English, how would this affect your communication 
with the GP? 

 

Explain that we’re going to look at barriers to communication and divide them into three 
categories. Show Presentation Slide D. 

 

Identify and discuss the first barrier, keeping the others masked. In pairs, ask trainees to 
think of examples of possible physical barriers. (These could include a noisy or 
uncomfortable environment or lack of privacy.)  

 

Repeat the procedure with speaker barriers. (These could include a speaker who is not clear 
about the message or uses technical language.)  

Repeat again with listener barriers. (These could include a listener who has his/her mind on 
other things or finds the message too difficult, embarrassing.) 

 

 

 

 

 

Presentation Slide D 

 

Identifying three 
types of barrier to 
communication 

Give out Handout 32. 

Ask group to work individually or in pairs. Share outcomes and discuss. 

Handout 32 
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20–25 minutes 

Listening skills: the 
telephone 

30–40 minutes  

How is the telephone different from face-to-face communication? Write up ideas on flipchart. 
(Ideas could include lack of face and body language messages, distractions close by, 
possibly harder to hear.) 

 

Planning strategies for making and receiving telephone calls: compare work and social calls 
and the importance of getting the message right at work. Why is it important to use the 
phone effectively in a work setting and specifically in a healthcare setting? Discuss this with 
the group. 

 

Receiving a phone call and taking a message: distribute Handout 33 and read the message 
aloud. Ask trainees to fill in the second part.  

 

Alternatively, group can work in pairs, one trainee reading the text while the other takes 
notes (the text could be folded so that the information to be requested is not visible). Then 
bring the group together to discuss the process. 

Why is it sometimes difficult to get information during a phone call? What strategies can be 
used to make it easier? (Examples: being clear about what you need to know, blocking out 
extraneous information, making notes.) 

Other points to make: check that you have the caller’s name and number if you need to ring 
back. Check with the caller that you have the correct information by repeating the key facts. 
Also note the date and time if you have to pass a message on to someone else. 

 

 

 

 

 

 

Handout 33 
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 Note these and any other tips on flipchart.  If time, 'Chinese Whispers' can demonstrate how 
messages can easily become distorted and how important it is to check and record accurate 
information. 
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You, your job and your 'buddy' 

Day 5 session 2 

Objectives of the session 
By the end of the session, trainees should be able to: 

 describe what makes a person valuable to others – the personal qualities or attributes 

 describe the benefits of having a ‘buddy’ 

 appreciate how a ‘buddy’ in the workplace can provide support 
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Activity focus and 
approximate time 

Description of activities Trainee handouts and 
other resources 

What makes a 
person valuable to 
others? 

30 minutes 

Introduce this session as looking at the value of having a work 'buddy' and how this can 
assist the trainee to gain maximum benefit from their work trial. 

 

Divide the group into pairs and ask them to make a note of what qualities may be expected 
of them at home or in their jobs over and above their role in someone’s life or team (for 
example willingness to change, or doing that bit extra without being asked).  

 

Begin by asking what they have to do in their personal lives to be good neighbours, or good 
friends. 

 

Allow ten minutes for pairs to discuss; then add an additional question: ‘Would the same 
qualities apply to them in their work?’ 

 

Bring the group together for feedback and ask each pair to give one example of a personal 
quality that would translate equally effectively to a work situation.  

 

Use the flipchart to collect ideas (e.g. flexibility; adaptability; good at listening; willing to make 
suggestions for doing something differently; open to new ideas; and, should this come up 
naturally from a trainee, telling your' buddy', union learning representative or 
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manager/supervisor about something which needs to be improved, and taking responsibility 
for what you do).  

Who is your 
'buddy'? 

20 minutes 

Introduce this activity by checking with trainees if they have already been introduced to the 
concept of a 'buddy'. If they have, ask them to give a definition, reinforcing their previous 
learning. Explain that a 'buddy' is a friend at work who is not to be seen as a threat, but who 
is there to give support. This might be a colleague, trade union learning representative 
(ULR), the programme tutor, or an individual from a ‘formal’ buddying system. If you know 
what system of support the employer for this group uses, this might be a good point to tell 
the trainees about it or to invite a speaker to talk to them about it, if it is appropriate for the 
group. 

 

Ask trainees what qualities they would look for in a friend (e.g. being trustworthy, supportive, 
offering advice). Would these be the same qualities for support that they might look for in a 
work environment? 

 

Note down the qualities of the friend on the flipchart. Compare these with the personal 
qualities noted in the previous activity. 

 



 

  67

Supporting me in 
my job  

30 minutes 

Begin by asking the trainees what kind of support they think they might need in a new job. 
Note their ideas on flipchart. Examples could include how to do the job, who to ask for help 
and advice, dress code, etc.  

 

Point out that people new to a job require support to be effective. Summarise using the 
responses from the trainees. This may also be an opportunity to remind them of the 
importance of teamwork (i.e. we all need support to be effective in our jobs).  

 

Summarise the session by emphasising that in addition to being able to do the job there are 
a number of other qualities and aspects that are essential for improving the quality of the 
service, and that supporting each other is important. 

 

Visiting 
buddy/mentor 

40 minutes 

This is an informal session where it would be useful for a visiting 'buddy' to talk about their 
experience of the role and to demonstrate the kind of issues they can help with. It would also 
be helpful at this stage to begin to provide contact details of those who are able to provide 
support for trainees when they are on work trial and in employment. 

 

Finish session with an opportunity for questions and answers. 
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Review of the week 

 

50 - 60 minutes 

 

 

 

 

 

 

 

 

 

Write titles of main sessions from Week 1 on series of flipcharts displayed around the room. 
Divide group into 2s or 3s and ask each group to visit each flipchart and record what they 
remember from the session (i.e. key phrases or points).  

 

Each group to spend around 2 or 3 minutes at each flipchart and then move on to the next 
one. Everyone should get the chance to add to each flipchart. 

 

When completed, take each one in turn, asking for detail and providing clarification, 
expansion and emphasising relevant points. This provides an opportunity for group feedback 
and questions and answers on Week 1 of the programme. 

 

It should be followed by an opportunity for a 1-1 discussion with the tutor to ensure that 
everyone has had the opportunity for any concerns and questions to be addressed. 
Outcomes are recorded on Individual Learning Plans. 

 

Outline of Day 6 and reminder of start times. 
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Week 2 

 

Staying Safe and Healthy (2) 

Day 6 session 1 

Objectives for this session 

 

By the end of this session trainees should be able to: 

 identify the knowledge they gained during earlier parts of the course 

 understand the principles of risk assessment 

 have an understanding of standard health and safety symbols and signs 

 undertake a dynamic risk assessment of their workplace environment within context of organisational risk assessments 

 evaluate the topic as a whole 

 identify areas for future personal development 
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Activity focus and 
approximate time 

Description of activity Trainee handouts and 
other resources 

Recap of Week 1 and 
outline of Week 2 and 
Day 6 
25 minutes 

This is an opportunity to ask trainees what they remember from the previous week, to 
clarify any points raised, remind them of the programme overall and to give them an 
overview of Day 6. 
This can be done as a ‘brainstorming’ session, or by getting trainees into 3s and asking 
them to note key points on a flipchart. 

 

Risk assessment 

25–35 minutes 

Introduce this session as an extension of Day 3 Staying Safe and Healthy (1). This session 
will show how to assess danger and risk and what measures to put in place to prevent 
accidents. 

 

Give trainees the photos or drawings of people engaged in different activities, one set of 
about six pictures per group of three or four trainees.  

 

Ask the groups to organise the pictures in a line, ranking them in order of how dangerous 
they are.  

 

Ask trainees to explain how they made their choices and what factors they took into 
account when assessing the risks. Break down into steps, the hazard, the harm; the risk 
(how likely is it to happen?). 

 

Give other examples: 

 

 

Pictures (perhaps from 
magazines or 
newspapers) of people 
engaged in various 
activities – could 
include doing the 
ironing, cooking, 
bungee jumping, 
travelling by plane, by 
car) 
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Ask trainees to think about driving a car and turning right onto a main road. What is the risk 
assessment? Why might you decide to turn left instead and go a longer way round?  

You’re at the seaside with small children who want to go swimming. How would you 
assess the risk? How likely is it that someone would get hurt? What do you need to 
consider? What is the actual source of danger? How severe is the possible result? 
Discuss.  

On the flipchart draw three columns headed ‘Hazard’, ‘Risk (High? Medium? Low?)’ and 
‘Harm (What could the result be?)’. Under ‘Hazard’ write ‘the sea’. Ask trainees what to 
write in the other columns. 

Risk assessment: 
examples 

25–35 minutes 

Discuss the need for assessing risks, both at home and at work (e.g. in shops, social 
venues, work trials). 

 

Ask trainees in pairs to fill in the simplified risk assessment chart (Handout 34). Discuss 
their answers. 

 

The person in their kitchen needs to ensure that no-one (e.g. children) goes in; identify the 
spillage if possible; wear gloves and dispose of all contaminated waste. 

 

The porter may need to use moving equipment. At the very least he or she needs to work 
with a colleague and follow the guidelines on manual handling and lifting that he or she has 
been or will be taught. Risks can be to patients/service users and to the member of staff. 

 

 

Handout 34 

 

Signs 
Give out the first quiz (Handout 35) on health and safety signs. Go through it to make sure 

Handout 35 
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30–35 minutes  
everyone understands what it is asking. Can anyone fill parts of it in now? Trainees are 
given 10 mins to walk around the main areas of the building they are in and fill in the quiz. 
This can be done in small groups (two or three).  

Discuss findings with whole group. 

 

Standard symbols 

 

30 minutes 

It would be useful to supply health and safety signs and symbols as well as coloured card, 
scissors and coloured pens. 

 

The shape, colour, size and symbols on safety signs have been standardised and are regulated 
by the Health and Safety (Safety Signs and Signals) Regulations 1996. 

 

Use the safety signs and posters in the building you are in as well as trainees’ own 
knowledge to identify these.  

 A red circle and diagonal line on a white background indicates ‘do not’. 

 A red rectangle with white symbol indicates ‘fire fighting equipment’. 

 A yellow triangle with a black symbol indicates ‘danger/warning’. 

 A blue circle with a white symbol indicates ‘you must’. 

 A green rectangle with a white symbol indicates ‘safe this way’. 

 

Extra information is written on rectangular signs in the appropriate colour. 

Look at www.firesafe.org.uk/html/fsequip/firesign.htm for more information. 

 

Check whether the groups using Handout 35 have come to similar conclusions, then 
discuss the significance of the shapes, colours and symbols. Give trainees a selection of 
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signs; ask them to sort them into categories.  

 

Ask small groups of trainees to create their own health and safety signs, using colour and 
shape and symbols in the correct manner, to illustrate potential hazards etc. in the 
classroom or in their place of work. This could be a light-hearted and fun activity to 
reinforce a serious subject. 

 

Ask small groups to compare and evaluate a selection of safety signs and notices, how 
easy they are to understand, and whether they stand out so people will notice them. 

Promoting health, 
safety and security for 
myself and for/with 
others 

30–40 minutes 

Safety audit. 

Get trainees to walk around a defined area of the site/training area and "hazard spot". Give 
them approx 15 - 20 mins to gather as many examples of good/bad practice as they can. 

Feedback to main group and a small prize is awarded to the person/pair with the most 
examples. 
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Personal Development 
Day 6 session 2 
 
By the end of the session the trainees should be able to: 
 

 describe the concept of lifelong learning in the workplace 
 
 understand the benefits of staff appraisal at work 

 
 describe the benefits of a ‘buddy’ system 

 
 consider how they might progress at work 
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Activity focus Description of activity  

 
Trainee handouts 
and other resources 

Change 
20 minutes 
 
 
 
 
 
 
 
 
 
 

This session focuses on how people can learn at work. We are living in a world that is 
constantly changing.  

 

This applies both to our home lives and to our working lives. In both the home and the workplace 
we experience new developments that change how we do things. This is why there is a need to 
continue learning, so that we can take on board and understand how to use new technologies, 
deal with new situations, or do things in a different way. 

 

Discuss with the group things that they do now that they didn’t do about ten years ago. Why are 
these different? What effect has it had on our lives? This should be a fun activity! (Examples 
may include: buying many things from supermarkets rather than different small shops; using 
mobile phones; viewing DVDs instead of videos; using a computer/emails/e-bay). 

 

Discuss with the group things that they don’t do now that they did about 10 years ago. Why don’t 
they now do these? What effect has it had on our lives? This could also be a fun activity! 
(Examples may include: buying many things from different small shops rather than 
supermarkets; using public transport in different ways; using public telephone boxes more). 

 
Are these changes ‘good’? Should we learn to adapt or stick to our old ways? What happens if 
we refuse to learn how to do things in new ways?  
 
Try to draw out the need for constant learning and re-learning (lifelong learning). Record ideas 
on the flipchart. 

 
Flipchart and marker 
pens 
 
 
 
 
 
 
 
 
 
 
 
 
 

Lifelong Learning 
20minutes 

Re-cap on term ‘lifelong learning’; do trainees like this terminology? Can they suggest any other 
terms to describe the idea? How is lifelong learning going to help them in their future jobs? 

Presentation Slide E 
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 What needs might they have in the future and how can they be met? It is worth considering 
both job-related learning and more personal learning. 
 
Refer to the Individual Learning Plans (ILPs/trainee records) that each trainee should have, and 
how these can help focus on learning needs and opportunities and can help keep track of 
learning undertaken. 

Building a 
portfolio 
20 minutes 

Another way of keeping track of learning is to keep a record or portfolio of what they have been 
learning on the programme e.g. handouts, 1-1 reviews etc. in case they need to refer to them 
again. 
 
Point out that they may need to use their record of what they have done on the course as 
evidence at interview or on work trial. 
 
Discuss the benefits of keeping a portfolio of evidence e.g. to remind them of what they have 
done, what they are capable of doing and of their experience, strengths and skills. It can also 
help them to see which skills they want to develop and to plan what to do next. Record benefits 
on flipchart. 
 
 
If appropriate, take a few minutes to discuss tips for organising the portfolio so that information 
can be easily found. 
 
Explain that they have started to build a personal portfolio, similar to portfolios used for NVQs 
(National Vocational Qualifications) and that the evidence collected can also be used at 
appraisal/personal development review. 

Flipchart and marker 
pens 
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Identifying skills 
30 minutes 

Ask trainees to form pairs and discuss one example of something they really like doing and do 
well. This could be in everyday life, and/or at work or a mixture of both. Ask them to think about 
the skills needed to carry this out. Use gardening as an example. 
 
Using Handout 36 ask each trainee to write down one task they may do on an everyday basis. 
List the skills needed to carry out that task on handout.  
 
From previous handout, ask trainees to write down five statements about what they do well. 
 
Ask group for feedback. Emphasise they all have skills and strengths that were not recognised 
before. 

 
 

Handout 36 
 
 
 
 

Strengths and 
opportunities to 
improve 

25 minutes 
 

Ask trainees to fill in Handout 37. This time to identify what they are good at doing, but also what 
they are not so good at doing and opportunities for them to improve. Remind them that once 
they identify a skills need, they are on the way to being able to address it! 

 

Consider one or two of the things they would like to do: How could they achieve this? Who could 
help? What are they actually going to do to achieve it? Discuss with group. They may need your 
assistance. 
Handouts can be filed in portfolios for future reference.  
 

Handout 37 
 
 
 
Handout 38 

Skills for Life and 
Work 

10 minutes 

This is a good opportunity to talk about Skills for Life – Literacy, Language and Numeracy - and 
to remind the group that the skills of reading and writing, speaking and listening and number 
underpin all competences and qualifications and provide a firm foundation for improving skills in 
the workplace. 

 

Check that they have had the opportunity for an initial assessment prior to starting on the course 
and explain the value of National Certificates in Literacy and Numeracy as a way of brushing up 
skills and gaining an up-to-date nationally recognised qualification. 
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Refer trainees to the Move On website (www.move-on.org.uk) for further information and 
practice tests. 

 
Learning at work 
20 minutes 
 

Get small groups to discuss the questions on Handout 39, noting their answers if they wish to. 
 
In discussion, focus on how people can learn at work in different ways. Ask for examples of how 
trainees think they will learn on work trial and how they have learnt in other work situations. 
Summarise these on the flipchart. 
 
Ideas may include: learning from others; participating in tasks; reflecting on what they have 
done; undertaking organised learning (perhaps leading to qualifications); talking with a buddy; 
coaching; staff appraisal. 
Consider what are the advantages and disadvantages of learning at work, and how lifelong 
learning might help the trainees to progress in their future jobs. 

Flipchart and marker 
pens 
Handout 39 

'Buddy' systems 
 
10 minutes 
 

Refer back to Day 5 session 2 regarding 'buddy' systems. 
 
What are the benefits and limitations? 
 
You may like to provide a couple of situations where a' buddy' could be useful, such as: 
'You have seen a new job advertised internally. You really want it but are not sure whether you 
should apply.’ 
 
'There are so many different departments, locations and people where you are working. You 
want to find out more about where everything is and who does what. There doesn’t seem to be 
any easy way to find out.’ 
 
Focus on the opportunities that a 'buddy' can provide for helping people with their jobs and 
allowing them to move on. 
 
Trainees can record their thoughts on Handout 40, which also gives the basic information about 

 
 
 
 
 
 
 
 
 
Handout 40 
Presentation Slide F 
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'buddies'.  
Staff appraisal 
20 minutes 
 
 
 
 
 
 
 
 
 
 
 
 

 
Good staff appraisal systems can really help people progress. This activity focuses on what 
staff appraisal means, what individuals can gain from it, and how it may be carried out. 
 
Trainees are likely to have an annual appraisal or personal development review, if working for 
the NHS. Explain that an appraisal is a meeting with their line manager to discuss their learning 
and development needs against the requirements of the job, from which a personal 
development plan, which provides a ‘map’ for personal learning and development, is produced. 
 
If relevant to group, introduce the NHS Knowledge and Skills Framework, which identifies the 
knowledge and skills that individuals need for their jobs. It has six core dimensions which apply 
to every post in the NHS: Communication, People and Personal Development, Health, Safety 
and Security, Service Improvement, Quality and Equality and Diversity. 
 
Trainees might feel that the staff appraisal seems somewhat intimidating, and should be 
reassured that it is an opportunity for two-way discussion – it can really benefit them. This 
should only be a very brief introduction to appraisal, to raise awareness and help dispel any 
‘myths’. 
 
Discuss with the trainees some of the aims of staff appraisal – focus on the benefits from the 
point of view of the trainees in their likely future jobs. 

Handout 41 

Review Provide a general overview of the day, invite any questions and outline the next day's activities 
and start times, encouraging self reflection. 
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Equality and Diversity in the Workplace 

Day 7 session 1 

Objectives of the session 
By the end of the session the trainees should be able to: 

 explain the importance of respect and diversity 

 explain the value of their own and other people’s cultures 

 describe how their own attitudes and beliefs impact on others and on their future jobs 

 identify stereotyping and prejudice in a variety of settings 

 explain ways in which they can contribute to an inclusive culture and good practice in the healthcare sector. 

 explain what confidentiality means and how it can be maintained 
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Activity focus and  
approximate time 

Description of activities Trainee handouts and 
other resources 

Recap of Day 6 and 
outline of Day 7 
15 minutes 

This is an opportunity to ask trainees what they remember from the previous day, to 
clarify any points raised and to give them an overview of Day 7. 
 
This can be either done as a ‘brainstorming’ session, or by getting trainees into 3s and 
asking them to asking them to note key points on a flipchart. 

 

Introduction to respect 

35–45 minutes 

Discuss the aims of the session on Equality and Diversity. Clarify any questions that 
trainees may have. 

 

Ask the group what the word ‘respect’ means to them. Record ideas on the flipchart. Try 
to tease out both ‘my respect for other people’ and ‘other people’s respect for me’ – the 
aim is to work towards a shared understanding of the term ‘respect’. 

 

Ask trainees to think of a situation where they were respected by another person or 
group of people – maybe when they were not expecting to be respected. 

 

Ask trainees to work individually to think of a situation where they feel that have not been 
respected by another person or group. There could be some trainees who have been in very 
difficult situations, so be sensitive to individual needs and feelings. 

Ask trainees to think about the questions on Handout 42 

 

 

 

 

 

 

 

 

 

 

Handout 42 
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When this task is completed, get the trainees back together in the group and discuss each 
others’ situations and how they could have been improved with different behaviour or 
actions. Ask trainees to write up some of the issues under headings:  

 Why were you picked on?  

 How did it make you feel?  

 How would you have liked to have been treated? 

 

Discuss as whole group; reflect on the different responses, and focus on the importance 
of respecting others and how it feels not to be respected. 

 

The word ‘respect’ will have come up several times, along with other related words and 
phrases. This can then lead to a discussion on how the same respect needs to be 
extended to fellow workers and to patients/service users. 

 

What is your culture?  

30 minutes  

As a group, discuss the term ‘culture’. What does it mean? Collect ideas on flipchart, 
seeking to identify some of the factors which make up an individual’s culture. (see 
Handout 43 for examples)  

 

You may wish to begin by asking people what are the things that matter in their lives, 
beginning with how important their name is to their identity. Ask the trainees to consider 
the order in which we use people’s names (e.g. first name followed by father’s name – 
this is not the same in all cultures, explore). Asking someone their Christian name would 
also not always be appropriate – so what is culture? 

 

Handout 43 
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Ask trainees to write down the factors they feel contribute to their own culture – 
preferably working in pairs. 

 

Ask trainees to pick two things that are important to them and to share them with the 
whole group if they want to. 

Introduction to 
stereotyping and 
prejudice 

20–30 minutes 

Give out Handout 44 for trainees to see the pictures (e.g. Nigerian doctor, grandmother, 
person in a wheel-chair, woman in suit, young pregnant woman and immigrant care 
worker). 

 

Divide trainees into groups of three or four and ask them to discuss the people in the 
pictures – focus on common stereotypes made about these people and how we may be 
prejudiced against them. 

 

Ask trainees to share some of their ideas. Focus on how stereotypes are often formed 
and the damage which can result from prejudice. 

Handout 44 

Meeting needs of people 
from different cultures 

35–45 minutes 

Write heading on a blank flipchart page: ‘How could you meet the needs of people from 
different cultures?’ 

 

Reflect back to previous activities and trainees’ notes to encourage reflection and 
discussion. 

 

It will be helpful if trainees can be encouraged to think of specific instances where being 
aware of cultural differences or of a personal need is particularly important. (For 
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example: How do you communicate with someone who is partially hearing impaired? 

Why might a person look very uneasy when you get within a metre or so of their 
‘personal space’? Why do Muslim patients booked in to the Friday lunchtime clinic never 
turn up?) You can use the case studies on Handout 45 to facilitate the group, and the 
notes on Handout 46 as a summary after discussion. 

 

Write responses on the flipchart and draw out learning points; relate to the trainees’ life 
experience, work-trials and potential future jobs. Help trainees feel empowered to deal 
with the situations/needs they may meet in their jobs. 

 

Handouts 45 and 46 

 

Confidentiality 

20 mins 

Using Handout 47, ask trainees to consider where and how confidentiality could be 
breached. Group feedback and lead into further discussion on aspects of confidentiality, 
and how this can be addressed. 

Handout 47 
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Planning for Work Trial 

Day 7 session 2 (1) 

Objectives of the session 
By the end of the session the trainees should be able to: 

 explain what qualities and abilities an employer would wish to have in an employee  

 have an understanding of how to demonstrate or evidence these qualities and abilities 

 present themselves in a positive manner to their work trial supervisor 
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Activity focus and 
approximate time 

Description of activities Trainee handouts and 
other resources 

What employers are 
looking for 

30 minutes 

Put trainees into groups of 3 or 4 and ask them to consider what they would be looking for 
in an employee, if they were an employer (e.g. punctuality, good time-keeping, smart 
appearance, reliability – see employability checklist). Focus this on the individual work 
trials the trainees will be undertaking. Take group feedback and discuss how an employer 
might find out how you have these qualities at an interview and in a work trial. 

 

Get trainees to make notes on how they are going to show their own qualities and abilities 
when they undertake their work trial.  

 

Get trainees to make notes on questions they may want to ask their work trial 
supervisor/manager when they visit later this session. 

 

Work trials 

20 minutes 

Have an open discussion on any aspects of workplace visit. Give ideas on what can be 
asked, what they might want to see, how they can prepare etc.  
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Service improvement 

Day 7 session 2 (2) 

Objectives of the session 
By the end of the session the trainees should be able to: 

 explain what is meant by ‘improvement of services’ 

 describe some ways of improving services 

 identify everyday and work-based problems 

 be able to apply logical processes to solving these problems 

 identify the kinds of problems that they are likely to encounter in their job 

 identify the nature of complaints 

 identify processes for dealing with complaints 

 describe the role of the complaints process in service improvement 
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Activity focus and 
approximate time 

Description of activities Trainee handouts and 
other resources 

Problem-solving 

Identifying home or work-
based problems  

15 minutes  

Ask trainees to identify some simple ‘everyday’ problems (e.g. ‘I live at 48 
Greenway Road and I receive mail for 48 Greenway Street. What should I do?’) 

 

Write ‘Problems at home or at work’ at the top of the flipchart. 

 

Working as a whole group, ask trainees:  

 to state problems they have recently come across at home or at work 

 whether these were resolved  

 if so, how they were resolved. 

Limit the problems identified to just four or five, and focus in particular on a 
successful resolution/solution. 

 

Outline the wide-ranging aspects of problems identified and their complexity. 
Identify a few ways in which they are complex (e.g. problems whose resolutions 
rely on others to do their part, problems that make special demands on you 
personally, sensitive issues, issues that can be solved by a simple action and 
problems that require a series of actions by both you and others). Encourage 
creative thinking about what each problem requires in terms of time and effort to 
resolve it. 
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An approach to problem-
solving  

15–20 minutes 

Choose one of the examples provided by the trainees in the previous activity and 
discuss ways of solving it. Show Presentation Slide G and discuss briefly. Use the 
stages to discuss approaches to solving the problem.  

 

Most problems that trainees are likely to encounter will probably fit the approach, but 
tutors may like to have a relevant example of their own just in case.  

 

The last stage in the process, checking that it worked, could be translated into 
‘How would you check that it worked’ for this discussion. Reinforce: ‘If you are not 
sure what to do, ask!’ 

Presentation Slide G 

 

Using a logical approach to 
problem-solving 

20 minutes 

Show Presentation Slide G again. 

 

Divide the trainees into pairs, each pair to identify one problem either at home, at 
work or in their personal life. Attempt to apply the steps in Presentation Slide G. 
(Move around the pairs to give help and assistance. If anyone is dealing with a 
particularly large or difficult problem, encourage them to consider a simpler one or 
to break the problem down into smaller steps.) 

 

If any of the pairs are keen to share with the whole group what they have been 
working on, they should be encouraged to do so; otherwise you can make general 
comments about the activity, based on views formed from your observations. Draw 
attention especially to the way larger problems can usually be resolved by being 
broken up into smaller steps.

Presentation Slide G 
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If trainees come up with their own examples, it is probably worth drawing to their 
attention that when things happen at work there will probably be a procedure (e.g. 
health and safety) to cover it.  

'Brainstorming' to generate 
ideas  

20 minutes  

Work as a full group of trainees for all this activity. Show Presentation Slide H and 
take the trainees through it step by step. Practise the 'brainstorming' process using 

the question ‘How many uses can you think of for a clothes peg or paper clip?’ 
Note all the ideas on the flipchart. Conclude this warm-up activity rapidly. 

 

Trainees will be familiar with this Information gathering 'brainstorming' process, as 
they will have used it previously on this programme. However, the purpose of this 
activity is to draw attention to the process as one that people can usefully use in 
problem-solving and improving service. 

 

Repeat the activity using one of the following questions (or any particular other 
question that you consider appropriate): 

 ‘How could we reduce graffiti sprayed on city centre premises?’ 

 ‘How can we stop wasting money that could be used for the service users? 
For example . . .’  

 

Round up the session by asking for the top three ideas, which represent the start of 
further stages in the problem-solving process. Draw attention to the way in which 
''brainstorming” was a useful part of the process. 

Presentation Slide H 
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Problems you can solve, 
problems you can’t and who 
can help  

15 minutes 

This is the first of a series of activities based around the idea that success in life 
and in a job often, if not always, is based on linkages with other people. Perhaps a 
home example too? 

 

Read out each of the problems in Handout 48. Ask the whole group to decide 
which of these could be solved by the individual, and which would better be solved 
by someone else, giving reasons for their decision. If someone else, who might it 
be, and how might their help be sought? 

 

 

 
Handout 48  

 

Trainee’s personal experience 
of complaints  

15 minutes 

Ask trainees to work in pairs to complete Handout 49. With some groups you may 
need to take them through the exercise carefully. 

 

In the full group, ask for examples and facilitate discussion around the examples 
offered by the trainees.  

 

Pay particular attention to complaints noted by trainees about services rather than 
products, even though these may not be well represented in the examples 
provided.  

 

Note down on the flipchart examples of why trainees didn’t make a complaint. 
Discuss these. (Reasons may include: too much trouble; not worthwhile; past 
experience shows I’ll get nowhere; I’ll not be welcome there or I’ll be treated badly if 
I go again.) 

Handout 49 
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The links in the chain 

20 minutes 

Get trainees into groups of three or four and ask them to think about a train journey 
and note down the number of different organisations and people required to get the 
train from A to B. What could happen to the quality of your journey if part of the 
chain breaks down?  

 

Ask for feedback after about 10 or 15 minutes. 

 

Discuss and point out that supplying support services in many organisations can be 
seen as a series of links in chain, all working together. If the chain is weak, or 
breaks, the quality is very likely to suffer. 

 

As a whole group list reasons why a link in a chain may become weak or damaged. 
(The responses could include: lack of proper training, lack of a clear understanding 
of what is expected of them, not working together as a team, conflict with other 
links.)  

 

Where may complaints come 
from at work 

10 minutes 

Ask trainees to think of a range of complaints which may occur in their work setting. 
Talk about who is likely to complain and what they are likely to complain about. Try 
to elicit a broad range of answers; record on flipchart. Presentation Slide J 
summarises the likely key points. 

 

Presentation Slide J 
 

Review 
Provide a general overview of the day, invite any questions and outline the next 
day's activities and start times, encouraging self reflection. 
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Applying for a Job 

Day 8 session 1 

Objectives of the session 
By the end of the session the trainees should be able to: 

 know where to look for jobs 

 produce a list of their personal skills and experience 

 know how to fill in an application form 

 present themselves in a positive manner in an application form 
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Activity focus and  
approximate time 

Description of activities Trainee handouts and 
other resources 

Recap of Day 7 and outline 
of Day 8 
15 minutes 

This is an opportunity to ask trainees what they remember from the previous day, to 
clarify any points raised and to give them an overview of Day 8. 
This can be done as a ‘brainstorming’ session, or by getting trainees into 3s and 
asking them to asking them to note key points on a flipchart. 
. 

 

Where to look for jobs 
30 minutes 
 

Talk generally about jobs and how to apply. This should then lead into some general 
discussion around where they might look for jobs, what kind of jobs they may look for and 
the kinds of information that would be useful to know about the job before they apply for it. 
 
Groups of 2 or 3 can then collect ideas on where they might look for jobs. Use Handout 
50 which they can use for future reference. 

 

Get feedback from groups and emphasise that they should tell people what they are 
looking for as other people may see something they don’t. 

 

Discuss what information they require to see whether it is suitable for them and 
particularly note hours of work, pay rate, travel involved, tasks involved, shift 
arrangements, working conditions etc. Use examples to emphasise why this Is 
necessary.  

 
 
 
Handout 50 

Skills Checklist 

30 minutes 

Get trainees to list all the skills they have and experience using Handout 51 Handout 51 
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Dos and don’ts of form 
filling 

15 minutes 

Using Handout 52, talk through, using examples and discuss the points raised and 
how to overcome them. Allow opportunity for trainees to express and difficulties, or 
experiences of form filling and particularly application forms! 

Handout 52  
 

Application forms - 
presenting yourself well 

30 minutes 

Trainees in small groups of 2 or 3 to compile 2 lists:  
 
What not to say on an application form (e.g. 'I am rubbish at timekeeping', 'I have a bad 
temper' etc') 
and…..  
 
What would be a good thing to say on an application form? 
Discuss answers with the rest of the group and draw on bad as well as good examples, 
highlighting what impression it would make on an employer. 
 
This is also a good time to give useful hints and tips on how to present oneself positively 
and also how to overcome perceived deficiencies (e.g. rather than say 'I can't cook' they 
might say ' I am willing to learn new skills and I learn quickly') 
 
Conclude this part by explaining that when filling in an application form, you should match 
yourself against what is in the job description and give details of how you are able to meet 
the requirement (e.g. if an employer wants someone to work in a stressed environment, 
you could give details of another circumstance where you worked under pressure. This 
may also include for instance, getting 3 small children ready for school every morning or 
where you helped with the local football team, organising things at short notice). 

 

Practice at completing an 
application form 

45 minutes 

Obtain some local examples of application forms related to the trainees' preferred work.  
Support trainees to complete an application form. If necessary, trainees can do preparation 
for this in pairs and then complete their individual forms. 
 
If sufficient time trainees may wish to swop forms with each other and get feedback from 
other people. 

Sample application 
forms related to 
trainees preferred work 
role 
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Communicating with Your Customers 

Day 8 session 2 

Objectives of the session 
By the end of the session the trainees should be able to: 

 know who their customers are 

 what makes good customer care 

 why it is important to give good customer care 

 respond positively to complaints and requests 

 be assertive 

 present a positive image of self and the organisation 
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Activity focus and  
approximate time 

Description of activities Trainee handouts and 
other resources 

Defining customers 

20 minutes 

Explain that the skills required for communicating effectively with customers can be 
helpful in a variety of situations in the workplace and beyond. Throughout this session 
trainees will need the opportunity to relate these skills to their own situations, especially if 
they are not likely to work directly with customers in current work trials or future work. 

 

Identify a broad definition of a ‘customer’ as someone who receives a service of any 
kind (e.g. someone who purchases goods, hires a service, is a patient at a GP’s surgery 
or at the dentist’s). Add other examples from the particular contexts appropriate to the 
group.  

 

Write the following statement on the flipchart to confirm the broad definition of customer 
care which will support learners in relating the session to their own experience: 
‘Everyone has the chance every day to do something for someone and to do it 
willingly or unwillingly.’ 

 

Ask trainees to identify who their customers are likely to be. Include both internal and 
external customers. Lists should include patients, service users, clients, relatives, other 
agencies, work colleagues, suppliers etc. 

 

Good customer care Explain that the following activity will show that everyone has experience as a customer 
and will enable the group to share common experiences.  

Large sheets of paper 
and marker pens 
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30–40 minutes As a group, list what helps make for good customer care. What are the features? Write 
them up on the flipchart.  

 

Ask trainees for examples of a good experience they have had as a customer; this 
could be anywhere, but try to encourage at least some from health settings.  

 

Ask trainees to work in groups of three or four and consider what features of good 
customer care they can identify from the shared examples and their own experiences 
to add to the list on the flipchart. 

 

Give out large sheets of paper and marker pens and ask them to draw up a list of 
features. If they want to, they could use illustrations/pictures. 

 

Feedback can be taken as a group, trainees can display their lists and compare. Note 
the similarities and discuss the most common points.  

 

Poor customer care  

20–25 minutes 

Work again in the same small groups and ask trainees to share some poor 
experiences they have had as a customer. 

 

Repeat the flipchart feedback, as in the previous activity. Be sure to identify some 
common themes and points as before. 

 

Ask: Why do you think this happens? 

 

Flipchart and marker 
pens 

 



 

  99

Discuss the reasons why people give poor customer care. Reasons could include 
problems outside of work, poor communication skills etc. 

Requests and complaints 
in the workplace 

Responding to requests and complaints. Give out Handout 53. Discuss in groups of 
three or four. Ask each group to concentrate on one situation only; if a group finishes 
quickly, they could discuss a second situation.  

 

Collect feedback from all groups – include both requests and complaints. If any 
trainees feel prepared to role-play the situations, encourage them to do so. 

 

The general message should be that the worker should treat the request or complaint 
seriously, reassure the patient/service user and where necessary find the appropriate 
person to deal with it. 

Handout 53 

 

Understanding 
assertiveness 

30–40 minutes 

Ask group to work in pairs and to think of one situation each when they were unable to 
express feelings in a way that stated their needs.  

 

It may help if you prepare a story of your own in which you failed to assert your needs – 
make sure that this is a minor rather than a major incident since trainees may not wish 
to share some types of issue.  

 

Keep discussion sympathetic and fairly light-hearted as some people may feel that their 
own lack of assertiveness has held them back in life.  
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Ask the pairs to reflect on the two situations and begin to suggest ways in which the 
person speaking could have operated more effectively. 

 

Come back as a group to take feedback, first looking at the example situations, then turn to 
sharing some of the ways in which the speaker could have been more effective. 

 

Make a list of points to improve the effectiveness of the speaker. 

Assertiveness and 
aggression 

12–25 minutes 

 

 

 

 

 

 

 

 

What is the difference between assertiveness and aggression? Quickly ask for ideas 
and write up on flipchart; discuss, moving towards a definition of each. 

 

Using Handout 54 (assertion self analysis), get trainees to complete questionnaire and 
discuss in the group. Differentiate between the ways people react and promote the 
process of being assertive as not always getting your own way but feeling that you 
have at least made your views known and understood. 

 

Encourage discussion about when it might be appropriate to be assertive at home and 
at work.  

 

If sufficient time, use examples from questionnaire and get trainees to think of the 
actual words they might use in those situations. 

 

 

 

Handout 54 
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Review Provide a general overview of the day, invite any questions and outline the next day's 
activities and start times, encouraging self reflection. 
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Infection control - external or provided by employer 

Day 9 session 1 
Objectives for this session 

 

By the end of this session trainees should be able to: 

 have an awareness of infection control and issues within their workplace 

 use appropriate infection control methods and systems in the correct and safe manner 

 use appropriate infection control materials, aids and methods relevant to work role 

 work in a manner which conforms to Health and Safety guidelines and employers policies and procedures (this may require 
discussion with employer to establish specific requirements)  
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Activity focus and 
approximate time 

Description of activities Trainee handouts and 
other resources 

Recap of Day 8 and 
outline of Day 9  
15 minutes 

This is an opportunity to ask trainees what they remember from the previous day, to clarify 
any points raised and to give them an overview of Day 9. 
This can be done as a ‘brainstorming’ session, or by getting trainees into 3s and asking 
them to asking them to note key points on a flipchart. 
 

 

Why infection 
control? 

 

This session can be introduced in a fun way. Bring a small container of fine greeting card 
glitter and discretely place an amount on his/her hand. Without telling trainees what he/she 
is doing, invite a trainee up to shake their hand. Ask trainee to shake someone else’s hand 
and they do the same. When everyone has been 'greeted' in this way, ask everyone to look 
at their hands. 

It is inevitable that everyone will have at least a few specs of glitter on their hands, or in 
some cases, their faces etc. 

This can be used to illustrate how easily bacteria / infection can be passed around and sets 
the scene for the infection control session. 
This session on infection control Is likely to be delivered by an external, approved trainer(s), 
or provided by the placement provider. 
NOTE: This session may also be provided by accessing approved IT based resources, for 
which registration may be required. Trainer should check with employer to discuss most 
appropriate method of delivering this session. 
As a minimum this should include: 

 The law and how this applies to infection control  

Small container of fine 
greeting card glitter 
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 Principles of infection control  

 Basic systems and methods 

 Health and Safety guidelines 

 The right and wrong ways to prevent infection spreading 

 Assessing the risk 

 Minimising risk to self and others 

 Use of infection control materials, aids and methods 

 Specific work related infection control techniques 

 Practical demonstration and application of systems, materials, aids and methods 
under supervision 

 Assessment of infection control skills 

 Assessment of knowledge 
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Interview preparation 

Day 9 session 2 
Objectives for this session 

 

By the end of this session trainees should be able to: 

 know what makes a good interview 

 how to prepare for an interview 

 make a good first impression 

 know how to answer questions in a positive way 

 ask appropriate questions 
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Activity focus and 
approximate time 

Description of activities Trainee handouts and 
other resources 

What makes a good 
interview? 

45 minutes 

Introduce session as being how to get the most from an interview and to present oneself in 
the best way. Emphasise that it is a two way process, so the employer can see if you are the 
person they want and also for you to see if this is the job that you want. Emphasise this last 
point as it means that trainee needs to prepare as well as the employer. 
Trainees to get into pairs or 3s and ‘brainstorm’ what you should and shouldn’t do at an 
interview. Feedback to the main group. 
This can be a fun activity and all answers can be used as a learning point. 
Expand on points raised and add anything not covered. In particular include points such as 
arriving in good time, personal appearance, knowing something about the organisation, 
preparing questions to ask. 

 

 

 

 

Preparing for an 
interview 

40 minutes 

Using Handout 55 ask trainees to answer the questions and also to think about any other 
difficult questions they have been asked in the past at interviews. 
Discuss answers in the full group and get trainees to make notes. 
Ask group what they might want to ask the interviewer either during or at the end of the 
interview. Include what opportunities there are for progression/taking qualifications, structure 
of the team, when the job may commence etc. 

Handout 55 

 

At the interview 

45 minutes 

Pairs of trainees to list what might be thought of as positive and negative body language. 
Feedback and discussion in main group. 
Highlight issues such as eye contact, body position, tone of voice, facial expression etc. 
Give out Handout 56 on body language and talk through using examples. 
Ask trainees to demonstrate different feelings using Handout 57. 
Get some feedback on how you can be misunderstood and how someone else can interpret 
your state of mind. 
Finish off session by asking trainees how they would want to be perceived at an interview. 

Handout 56 

 

Handout 57 

 



 

  107

Activity focus and 
approximate time 

Description of activities Trainee handouts and 
other resources 

Review 

10 minutes 

Provide a general overview of the day, invite any questions and outline the next day's 
activities and start times, encouraging self reflection.  
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Placement checklists, review and presentations 

Day 10 session 1 
Objectives for this session 

 

By the end of this session trainees should be able to: 

 know what is expected of them in the work trial 

 be confident in their ability to succeed 

 understand the paperwork required for work trial 

 



 

Activity focus and 
approximate time 

Description of activities Trainee handouts and 
other resources 

Recap of Day 9 and 
outline of Day 10 
15 minutes 

This is an opportunity to ask trainees what they remember from the previous day, to clarify 
any points raised and to give them an overview of Day 10. 
This can be either done as a ‘brainstorming’ session or by asking them to note key points on 
a flipchart. 
 

 

Work trial checklist 

50 minutes 

 

This session will focus on the relevant documentation required during the work trial, 
including the work trial checklist. 
Further information will also be given regarding contact names and numbers, including 
Information, Advice and Guidance Advisers, and any other information trainees may require 
following the 2 week training programme,  
Trainees will also be offered the opportunity to have short 1-1 meetings with trainers.  

 

Review of programme 

60 minutes 

Groups of 3 trainees to be given 5 pieces of flipchart paper and to write on top of pages: 

 Things we enjoyed 

 Things we disliked 

 Achievements 

 Things learned 

 Things to learn 
Trainees to collect ideas under these headings and feedback to main group. 
 

 

Presentations 

20 minutes

Trainees to be presented with Certificates of Achievement on successful completion of the 
training programme. This should be used as an opportunity to congratulate trainees on their 
success and to promote a confident approach to their work trial. 
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Day 10 session 2 
Objectives for this session 

 

By the end of this session trainees should be able to: 

 successfully and confidently participate in their work trial interview 

 have a good understanding of the workplace they will be working in 

 name the relevant contacts they may need 
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Activity focus and 
approximate time 

Description of activities Trainee handouts and 
other resources 

Final questions 
Discuss final questions, concerns and arrangements with the group. 
Trainees may wish to use this time to prepare for their interview or may need to use the time 
to travel to the work trial location. 

 

Work trial interview 
and visit 

Work trial visit and interview 
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Handout 1 
Ground rules 

 
 Listen actively -- respect others when they are 

talking.  
 
 Speak from your own experience instead of 

generalising ("I" instead of "they," "we," and "you").  
 

 Practice timely attendance, and at breaks too! 
 
 Do not be afraid to respectfully challenge one 

another by asking questions, but refrain from 
personal attacks -- focus on ideas.  

 
 Participate to the fullest of your ability - JOIN IN! 

 
 Share your own story and experience.  

 
 The goal is not to agree -- it is about hearing and 

exploring different perspectives.  
 
 Be aware of your body language and nonverbal 

responses -- they can be as disrespectful as words. 
 

 Have FUN! 
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Handout 2 
People Bingo 
 
Find someone who: 
Can juggle Is wearing something 

with a logo on it 
 
 

Drinks wine 

Enjoys comedy films Is grumpy in the 
morning 
 
 
 

Has an unusual talent 

Has met someone 
famous 

Can hum an advert Stays up late at night 
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Handout 3 

Good and not so good experiences 
 
Think about a few times when you came into contact with the healthcare 
service. This could be as a user or when accompanying a friend or someone 
from your family.  
Write down what was ‘good’ and what was ‘not so good’ (bad) about these 
experiences. (Some may be all good, others not so good and others could be 
a mixture of both.) 
 

Experiences: what was good 

 

Experiences: what was not so good 

 

  

  

  

 

After the group discussion, you may like to write some of the things that help 
make experiences ‘good’: 
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Handout 4  

Learning experiences 
 
In almost every situation there can be good or bad experiences. This is also 
true about ‘learning experiences’.  
Good learning experiences can motivate you to want to go on learning. 
Sometimes not-so-good, or bad, learning experiences, or when you think you 
have ‘failed’, can put you off learning for a long time.  
Bad experiences may affect how you feel about yourself and lower your 
confidence. 
After your group discussion, spend a few minutes thinking about the two 
questions in the table below:  

What helps me learn well?  

 

 

 

 

 

 

 

 

What stops me from 
learning? 
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Learning and me 
 

How do I feel about learning on this course?  
 
 
 
What do I feel about learning? (e.g. positive, worried, I have 
to do it) 
 
 
 
How do my family (or friends) feel about me learning? 
 
 
 
Does learning fit in with the rest of my life, or have I had to 
make changes? 
 
 
 
How will the learning help me in the future? 
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Styles of learning 
 
People prefer to learn in different ways. There are many ways of describing 
how people learn –their preferred ‘learning style’.  
 
One way is to divide learning styles into: 

 learning through seeing – ‘visual learning’ 

 learning through listening – ‘auditory learning’ 

 learning through doing, moving and touching – ‘tactile learning’. 

  
Knowing your preferred learning style will help you see how you learn ‘best’, 
building on your strengths.  
 
 
 

Learning style What it means 

Learning through 
seeing 

(‘visual learning’) 

Example: watching 
television 

Visual learners: 

 need to see body language and facial expression to 
fully understand the content 

 tend to prefer sitting at the front of the room to avoid 
visual blockages (e.g. people’s heads) 

 may think in pictures and learn best from seeing 
diagrams, illustrated text books, overhead 
transparencies, videos, flipcharts and handouts 

 often prefer to take detailed notes during 
discussions. 

Learning through 
listening  

(‘auditory learning’) 

Example: listening 
to a programme on 
the radio 

Auditory learners: 

 learn best through discussions, talking about things 
and listening to what others have to say 

 understand things through listening to tone of voice, 
pitch, speed and other factors 

 may not understand written information too well until 
it is heard 

 often benefit from reading text aloud or using a 
recording. 

Learning through Tactile learners: 
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doing, moving and 
touching 

(‘tactile learning’) 

Example: feeling 
the texture of a 
fabric 

 learn best through a hands-on approach, by doing 
things, feeling things, movement 

 may find it hard to sit still for long periods and may 
become distracted by their need for activity and 
doing things. 

 

 
Some examples of how you might learn in these different ways are shown in 
the table below; can you add in any more? 
 

Learning style Examples of learning in this way 

Learning through 
seeing 

(‘visual learning’) 

 

Watching television 

Seeing an advertisement on a bus 

 

 

Learning through 
listening  

(‘auditory learning’) 

 

Listening to the news on the radio 

Talking something through with another person 

 

 

Learning through 
doing, moving and 
touching 

(‘tactile learning’) 

Feeling the texture of a fabric 

Practising dancing 
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Identifying your preferred learning style 
 
This chart helps you to determine your learning style.  
 
Read the words in the left-hand column and then read the questions in the 
other three columns. Circle the question that most closely describes ‘you’.  
 
 
 
 

When you . . . 

 

 

Spell 

 

Do you try to see 
the word in your 
head? 

 

Do you sound out 
the word? 

 

Do you write the 
word down to find 
out if it feels right? 

 

Talk  

 

Do you talk a lot 
and dislike 
listening?  

 

Do you enjoy 
listening but keep 
wanting to talk?  

 

Do you move your 
hands and arms 
around when you 
talk?  

 

Concentrate 

 

Are you easily put 
off by untidiness or 
movement? 

 

Are you easily put 
off by noises? 

 

Are you easily put 
off by things around 
you? 

 

Meet 
someone 
again 

 

Do you forget 
names but 
remember faces or 
remember where 
you met someone? 

 

Do you forget faces 
but remember 
names or remember 
what you talked 
about? 

 

Do you remember 
best what you did 
together? 

 

Do Does it help to see Do you prefer Do you prefer to 
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something 
new  

 

demonstrations, 
diagrams, slides 
and posters? 

verbal instructions 
or talking about it 
with someone else? 

jump right in and try 
it out? 

 

Put 
something 
together 

 

Do you seek out 
pictures or 
diagrams to see 
how it is supposed 
to go? 

 

Do you ask 
someone to help? 

 

Do you keep trying 
to do it in your own 
way? 

 

 
Mainly learning 
through seeing  
(visual) 

 

Mainly learning 
through listening 
(auditory) 

 

Mainly learning 
through doing, 
moving and 
touching 
(tactile) 

 

 
You will probably have circled answers in all three columns. But it is likely that 
one column will have most of your answers. This column shows your 
preferred learning style. 
 



 

  121 
 

Handout 8  

Taking responsibility for your learning 

 Identify your strengths and learning needs. 

 Ask for feedback from colleagues. 

 Ask your line manager, buddy or trade union representative if they 
know of any courses that will help you develop and improve at work. 

 Ask your line manager, buddy or trade union representative about any 
courses that may be available to meet your learning needs. 

 Follow through any learning activity you undertake. 

 Are any in-house courses relevant to your needs? 

 
As a group, discuss what you would put into a list called: ‘The top five tips for 
taking responsibility for my own learning’ 
 
You might want to write down your top five: 
 
 

Top five tips for taking responsibility for my own learning 

1 

 

 

 

 

2 

 

 

 

 

3 

 

 

 

 

4 
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5 
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Personal qualities and skills  
 
Both everyday life and all jobs require a mixture of skills, knowledge and 
personal qualities. Many skills that we learn at home or in one particular job 
can be useful in a different job. These are known as ‘transferable skills’.  
 
Look at the descriptions below. Think about the types of skills that these 
people would have got through their experience that they could use at work if 
they had a job in the health sector:  
 

 
Case studies Skills 

1 

 

Woman returning to work 

She has managed the family 
budget, brought up two children, 
got children to school on time  

 

2 

 

Man who has just left the army 

He has worked as a soldier in a 
platoon, travelled with the army, 
become independent 

 

3 

 

Previously homeless 

This person left home aged 16, and 
spent much of his life living on the 
street and sleeping rough; never 
had a paid job 

 

4 

 

A classroom assistant 

She has worked with children at 
primary school, supported the 
teacher, spent time with children 
who need extra help 
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5 

 

Man made redundant  

He worked for 25 years in the 
shipyard, where he had been 
promoted over time to the position 
of supervisor 

 



 

  125 
 

Handout 10  

Personal qualities 
 
Vocabulary: Match the qualities with the people who have them to check you 
know what they mean. 
 

Using initiative 

 

Sujith is always on time, never off sick. 
If he says he’ll do something you know 
he won’t let you down. 

 

  

Reliability 

 

Chloe can take care of herself. She’s 
very independent.  

 

  

Loyalty 

 

Jed can work on his own. If he has a 
problem he will think of the right thing 
to do. 

 

  

Being respectful to others 

 

Sali is very good at making decisions. 

 

  

Being decisive 

 

Grace enjoys taking part in training and 
trying new things. 
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Self-reliance 

 

Reza is always kind and polite to other 
people. 

 

  

Taking responsibility 

 

Mo is a good friend and a good 
employee. You know he will keep his 
word and not give away secrets. 

 

  

Perseverance 

 

Olya will make sure her team gets the 
job done.  She’ll do it herself if she has 
to. 

 

  

Willingness to learn 

 

Chris always finishes the job; he never  
gives up even if it’s difficult. 
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Personal qualities needed 
 
Different jobs look for different personal qualities.  
 
Look at the following list and decide if each is ‘essential’, ‘quite important’ or 
‘not so important’ for what you do in your work trial. Put a tick in the 
appropriate boxes.  
 
If you can think of any more, please add these to the list. 
 

Personal qualities Essential Quite 
important 

Not so 
important 

Using my own initiative 

 

   

Reliability  

 

   

Loyalty 

 

   

Being respectful to others 

 

   

Being decisive 

 

   

Self-reliance 

 

   

Taking responsibility 
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Perseverance 

 

   

Willingness to learn 
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Balance between work-life and personal-life 
 
One area of personal responsibility you need to consider is the balance between 
work and life, particularly when you are starting a new job. Here are ten simple 
tips that can help to get the balance between life and work right: 

1 Look after yourself: be aware of any signs of stress or illness 

2 Do some exercise 

3 Be careful about what you eat and drink: eat at regular times of the day, 
and try to drink water regularly 

4 Be positive: don’t keep thinking about negative things, think about what you 
achieved 

5 Make time for relaxation; do something you enjoy doing 

6 Leave work pressures behind when you leave work 

7 Make time for friends and relationships 

8 Give yourself ‘rewards’ occasionally (and don’t feel guilty!); have things to 
look forward to 

9 Be able to express feelings and emotions – and laugh! 

10 Have enough sleep. 

 
Can you think of other ways to help yourself to get a good balance between life 
and work? What works for you? 
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Objectives and targets 
 
Objectives are about what you want to achieve and how you are going to 
achieve it.  
 
Targets are about knowing when the objective will be achieved. 
 
Setting objectives and achieving them can be thought of very simply: 
 

 Decide what needs doing and by when (objective and target). 

 Do it. 

 Check that it worked. 

Activity 
 
Look at the following situations. Work with someone else and write an objective 
and target for each one (the first is completed as an example):  
 

Situation Objective Target 

You have decided that you 
need to lose half a stone in 
weight to become healthier. 

 

I will diet and do more 
exercise so I lose half a 
stone. 

 

My weight will be half a 
stone less in four months’ 
time. 

 

Another situation from 
everyday life. 
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Visitors have asked for 
drinking water to be 
available in the reception 
area. 

 

 

  

The queue in the canteen 
needs to be reduced during 
the next month. At the 
moment it spills into the 
corridor. This could lead to 
problems. 
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Organising your time 
 
In some jobs (either at home or at work) it is easier to organise your time than 
in others. For example, if you have a list of things that have to be done at 
particular times, then you know what you need to do and when.  
 
 
Think about how you go about organising your time in the following situations: 

Situation 1 
Having your clothes washed and ready so that you can leave the house in the 
morning. 

Situation 2: 
Planning a journey into town. 

Situation 3: 
Getting the household tasks done so that you can watch a programme on 
television. 
 



 

  133 
 

Handout 15  

Prioritising your time 
 
Every day we prioritise. We do this at home, on this course and in our work 
trial. Sometimes we don’t even realise we are prioritising things.  
Often, prioritising things might be fairly straightforward, such as: 

 what to eat for lunch 

 which television programme to watch. 
Sometimes prioritising can be more difficult. For example, how do you make 
decisions about which of these is more important? 

 To go on holiday or to decorate the living room? 

 To catch up with writing thank you letters or go and see a friend? 
The same is usually true at work: some things are easy to prioritise (e.g. when 
you are told exactly what to do and when!); some things are harder to 
prioritise (e.g. when you have choice). 
Think about what you are likely to be doing next week. This probably involves 
things at home, things on this course and things in your work trial.  
Look at the table below and try to prioritise some of the things you need to do. 
: 

Activity next week Must 
do 

Should 
do 

Could 
do 

Not 
essential
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A busy office 
Look at the picture. Either circle on the picture what you think 
the hazards are, or write them in the space below. 

 
 
 

 
 

Hazards 
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Hazards and possible risks  
    
Some hazards are caused by faulty equipment. Some are caused by things that 
are in the wrong place, for example too much furniture in a room or not enough 
space to open a door or a drawer properly. Other hazards are caused by people 
doing things wrongly, too quickly or carelessly, or forgetting to put things away. 
Think of possible hazards in your home, or in a health or social care setting 
(maybe one you have visited, or your work trial), or in the building where this 
course is being held. First, think of a piece of equipment that might be faulty or 
broken. What dangers might there be as a result? How could you prevent these? 
Write examples in the table (the first line is an example). 
 
Equipment Fault Possible risk 
Wheelchair  Brakes don’t work 

properly 
Patient might fall when 
getting in or out 
 

 
 
 

  

 
 
 

  

 
 
 

  

 
Now think about people doing things wrongly or carelessly. 
What dangers might there be as a result? Write examples in the table (the first 
line is an example). 
 
Equipment (or activity) Mistake Possible risk 
Kettle Filled too full Someone might get 

scalded 
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Safety at work         

 
 

Many offices, buildings and health and social care settings are places of high 
risk. For example, there are many entrances; people go in and out all day and 
night. 
 
What can we do to make it safer? 
 
Think about your place of work, or the building where this course is being held. 
Write down any safety precautions that you know about: 
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Write brief answers to these questions: 
 
 
1 What could you do to keep your property safe while at work or on this 
course? 
 
 
 
 
 
 
2 What could you do to reduce the risks if you have to walk across a car 
park alone late at night? 
 
 
 
 
 
 
3 Will you have any responsibility for other people’s belongings? If you do, 
how could you keep them safe and secure? 
 
 
 
 
 
 
4 Briefly describe two fire notices, in your workplace, or the building where 
you are now, or in a shop you know. 
 
 
 
 
 
 
5 What other ideas do you have that could help to make your workplace or 
this building, or a shop you know, safer? 
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Handling aggression 
How do you deal with aggressive behaviour? Do this quiz by circling what you 
think is the best answer. Then compare answers with somebody else. (If you 
don’t agree with your partner, please don’t get angry!) 
 
1You are in a queue in a late-night shop on a busy Saturday evening waiting to 
be served. Someone pushes in front of you, behaving very aggressively. What do 
you say? 
 
a) ‘That’s not fair, I’ve been waiting longer than you, get to the back of the 
queue.’ 
b) Nothing. 
c) ‘Were you at the back of the queue when they gave out manners?’ 
d) ‘I’m going to call the manager if you don’t clear off!’ 
 
2A patient shouts at you, ‘I’ve been waiting nearly two hours and I don’t think you 
people are doing your jobs properly.’ What do you say? 
 
a) ‘I’m sorry you’ve had such a long wait. If you could just sit down again, I’m 
sure it won’t take much longer.’ 
b) ‘Calm down, you won’t get anywhere by shouting.’ 
c) ‘I’m sorry you’ve had such a long wait. Could you give me your name and I’ll 
try to find out what’s happening?’ 
d) ‘I’d like to see you do my job!’ 
 
3You are a patient escort. You arrive at the home of an elderly patient, Mrs 
Edwards, on 9 June but are met at the door by her son who is very angry. He 
says you have arrived a day late and his mother waited all day for you yesterday. 
You check your diary and Mrs Edwards is clearly marked down for 9 not 8 June. 
What do you say? 
 
a) ‘Don’t shout at me like that or I’ll go straight back.’ 
b) ‘They probably told you 8 June on the phone, they’re always making mistakes 
like that.’ 
c) ‘I’m sorry there’s been a misunderstanding, but is it OK if I come in and then 
take your mother to the clinic today?’ 
d) ‘Oh, you’ve got the date wrong, I’m afraid.’ 
 
When you have chosen your answers, compare notes with a partner and 
discuss. Can you think of any other possible answers? 
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Handling aggression    Answers to quiz 
 
 
When somebody is very angry, it’s often difficult to know what to do and say. 
Anger is infectious. When people shout at you, you often want to shout back, but 
that’s usually the worst thing you can do. 
 
 
Here are three things to remember. 

 Try to calm the situation by using a quiet voice and thinking about what 
you say. 

 Listen. Show that you understand. Concentrate on the problem that the 
speaker is telling you about, not on their anger. 

 Think about what you can do to make the situation better for the angry 
person. 

 
 
 
Now let’s look at the quiz you did and the different choices. 
 

Situation 1 
 
a) ‘That’s not fair, I’ve been waiting 
longer than you, get to the back of 
the queue. 

This response will probably not stop the 
aggression. It might make it worse. 
 

b) Nothing. Probably a good response as it doesn’t 
make the situation worse and one 
queue jumper doesn’t cause too many 
problems.

c) ‘Were you at the back of the queue 
when they gave out manners?’

It is not a good idea to make jokes or 
laugh at an angry person. 

d) ‘I’m going to call the manager if you 
don’t clear off!’ 
 

This might make things worse because 
it is an angry response. However, you 
may need to think about getting help if 
there is a possibility of violence. 

 
Situation 2 
 
a) ‘I’m sorry you’ve had such a long 
wait. If you could just sit down again, 
I’m sure it won’t take much longer’

This response might help the angry 
patient to feel better for a short time but 
it does not change the situation. 

b) ‘Calm down, you won’t get anywhere 
by shouting.’ 

This is not a good response. Telling 
people to calm down often makes them 
even angrier than before. 
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c) ‘I’m sorry you’ve had such a long 
wait. Could you give me your name 
and I’ll try to find out what’s 
happening?’ 

This is a good response because it 
gives a possible solution. However, you 
must make sure that you actually do 
what you have said you will do. 

d) ‘I’d like to see you do my job!’ This response might make you feel 
better but it will not help the service 
user.

 
Situation 3 
 
a) ‘Don’t shout at me like that or I’ll go 
straight back.’ 
 

This response will not stop Mr Edwards 
from being angry. However, if you are 
working alone, it may be safer not to go 
into the house. You may need to leave 
or get help if Mr Edwards is very 
aggressive.

b) ‘They probably told you 8 June on 
the phone, they’re always making 
mistakes like that.’

It is not good practice to blame other 
people in your organisation. 

c) ‘I’m sorry there’s been a 
misunderstanding, but is it OK if I come 
in then take your mother to the clinic 
today?’ 
 

This is a good response. Asking  
permission to come in should  
encourage Mr Edwards to give a politer 
response, but (see a) above) you must 
also think about your own safety. 

d) ‘Oh, you’ve got the date wrong, I’m 
afraid.’ 

This may be true, but you are not 
thinking enough about Mr Edward's 
feelings. 
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Thinking about quality      
Look at the list below and choose two or three services that you have used 
recently. Write down what you would expect in terms of getting a good service 
from: 

 a check-up at the dentist 

 having your car repaired in a garage 

 ordering a meal for four people in a pub or restaurant 

 asking advice when buying a plant in a garden centre 

 asking the chemist for a relief for hay fever  

 buying insurance on the telephone 

 booking a holiday in a travel agency. 

  

Service: What I would expect: 
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If I were in charge!  

      
What would you do if you were in charge of . . .?  
What standards would you set for each of these?  
How would you make sure that the standards were kept to and followed? (e.g. 
by talking to the people who do the job) 

1 Toilets in motorway service areas 

Standards: How to make sure that they are kept: 

  

 

2 School dinners 

Standards: How to make sure that they are kept: 
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3 Doctors’ surgeries 

Standards: How to make sure that they are kept: 
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What are my standards? 
 
Sally works as a catering assistant in a care home. 
 
Her main tasks are: 

1. preparing balanced meals for patients 
2. forward-planning for buying food  
3. maintaining good standards of hygiene 
4. making sure that meals are served on time. 

 
Think about one quality standard for each of the four tasks. Some 
of these may be easily measured (e.g. ‘meals served on time’); 
others may be less easy to measure but just as important (e.g. 
‘making sure that the patients get the food they like’). 
 
Now think about one or two of the tasks you carry out in your work 
trial (or any other work you do or have done). Discuss the tasks 
with the group. Focus on two of the tasks within your group.  
 
Can you identify one or two quality standards for each of the 
tasks? 
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Conversations 
 
Who have you had conversations with over the past week 
and in what sorts of situation? Examples might be with 
your friend over a cup of coffee, or with your children at 
breakfast. 
 
Try to include two examples of conversation with friends or 
family, and two with other people you know less well, such 
as the person who came to read your electricity meter, or 
a teacher at school, or someone working in a shop. 
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Formal and informal conversation 
 
Have a look at the sentences below. 
 
Tick the boxes to say whether you think they are ‘formal’ or ‘informal’. 
 
Guess who said them from this list: the ward sister, the nurse, the paramedic, 
the receptionist, the visitor. 
 

Statement Formal? Informal? Who said it? 

1 Please could you write your 
name and address on this 
form?  

   

2 Hey, got your umbrella? It’s 
chucking it down. 

 

   

3 Excuse me, could you park 
over there? This side is for 
ambulances. Thanks very 
much. 

   

4 I would like to remind new 
members of staff that the 
hospital has a strictly non-
smoking policy. 

   

5 What do you mean ‘cheer 
up’? We lost four nil at home 
yesterday! 

   

6 My mum has an allergy to 
dairy foods. 
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7 Would you like to take a seat? 
Your name will be called when 
the doctor is ready.  

   

8 How’s your dad feeling after 
his ‘op’? 
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Trainer information sheet 
 
The ‘who said it’ parts of this quiz are not to be taken too seriously as there is 
not enough information for the learners to predict the answer. The ‘bonus 
point’ is just there for fun. 
 

Statement Formal? Informal? Who said it? 

1 Please could you write 
your name and address 
on this form? 

 

3 

 

 
receptionist 

 

2 Hey, got your umbrella? 
It’s chucking it down. 

 

 
3 

 

nurse 

 

3 Excuse me, could you 
park over there? This 
side is for ambulances. 
Thanks very much. 

 

3 

 

 
ambulance 
man 

 

4 I would like to remind 
new members of staff 
that the hospital has a 
strictly non-smoking 
policy. 

 

3 

 

 
ward sister 

 

5 What do you mean 
‘cheer up’? We lost four 
nil at home yesterday! 

 

 
3 

 

ambulance 
man 
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6 My mum has an allergy 
to dairy foods. 

 

3 

 

 
visitor 

 

7 Would you like to take a 
seat? Your name will be 
called when the doctor 
is ready.  

 

3 

 

 
receptionist 

 

8 How’s your dad feeling 
after his ‘op’? 

 

 
3 

 

visitor 
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What’s wrong with this conversation? 
 
A conversation between two people: Jo and George 
 
Jo: Hi. Where are you from? 
George: Manchester. 
Jo: Oh, I love Manchester, it’s a great place! What are 
you doing in London? 
George: Studying. 
Jo: Oh, what are you studying? 
George: Hairdressing. 
Jo: That sounds interesting. Are you staying with 
friends? 
George: No. 
Jo: Oh. 
 
Work with a partner and try to improve the 
conversation. 
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Facial expressions 
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Body language 
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What is a team?     
 
A team is a group of people who: 
 

 share a common goal, task or purpose  

 need to work together to achieve their aim 

 have regular and frequent purposeful interactions 

 have their activities coordinated. 
 
 

Effective teams 
 
To be effective, the team’s members should: 
 

 avoid blaming each other (or anyone else!) 
 
 give each other the benefit of the doubt 

 
 stay objective and focused on their task 
 
 recognise each other’s interests. 
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A team activity – selecting personalities  
 
Do you know what a time capsule is?  
Some spacecraft carry capsules into space which contain 
information about life on Earth.  
 
Your team is going to choose the names of about six famous 
people to go into a space capsule. The people can be alive or 
dead. 
 
Who will they be? What is special about them? Why did you 
choose them? 
 
You must all agree on the names you choose – no voting is 
allowed.  
 
Here are some examples of areas in which people become 
famous: 

 film and television 
 music 
 politics 
 science (including health and medicine) 
 sport 

 

Good luck with your choice! 
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Team-working in real jobs   
Look at the list of the jobs below. Decide whether teamwork is an important 
part of that job, and if so, why.  
As you are working on the list, think of some other jobs to add to the list. 

Job Important? 

Y / N 

Why? 

 

Football team captain 

 

  

Police officer 

 

  

Chef in a large restaurant 

 

  

Estate agent 

 

  

Owner of corner 
newsagents with paper 
delivery rounds 

 

  

Owner/manager of a car 
repair and maintenance 
garage 

 

  

Senior nurse in Accident 
and Emergency in a large 
hospital 

 

  



 

  156 
 

Social worker 

 

  

Catering supervisor in a 
large hospital kitchen 
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The successful boat race team: 
 

 is properly trained 
 
 trains regularly 

 
 all pulls together 

 
 is steered by a helmsman who knows the direction in which 

the team is heading 
 

 is properly equipped 
 

 is aware of each other’s abilities 
 

 is respectful of differences between team members 
 

 has quality communication with each other. 
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Barriers to communication  
 
What’s causing the problem? Is it the speaker, the listener or something 
outside? Tick the appropriate box to indicate if each barrier is due to a 
physical reason or to the speaker or listener: 
 
 

Barrier to communication Physical Speaker Listener 

The message is being given to someone 
who is using a vacuum cleaner. 

 

   

The message is being given whilst the 
television is on. 

 

   

The message is being given by someone 
who is rushing to get to another meeting. 

 

   

The message is being given to someone 
who’s just been given a verbal warning by 
their manager. 

 

   

The message is being given whilst both 
people are walking through a busy car park. 

 

   

The message uses a lot of technical terms 
and is being given to a trainee. 

 

   

The message is being given by someone 
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who the listener doesn’t like. 

 

The message contains six different bits of 
information. 

 

   

The message is being given whilst both 
people are running to get out of the rain. 

 

   

 



 

  160 
 

Handout 33  

Listening skills – the telephone 
 
Mary has telephoned the care home where her elderly father Harry lives.  
It is his 90th birthday in three weeks and she wants to organise a party.  
 
The staff at the care home need to know how many adults and children will be 
coming and what the family needs for afternoon tea. 
 
Mary telephones the home. This is what she says: 
 
‘I’d like him to be with his family on his day. My brother, his wife and 
two grown-up children will be coming. There’s me and my husband 
John and our three children and the two great grandchildren. My 
sister and her family are in Australia – it’s a shame they are too far 
away to come and join in. 
 
‘We want to bring him a cake, my neighbour works at the baker’s. We 
would like you to make him his favourite ham sandwiches, and trifle 
without the cream – he likes ice cream instead. 
 
‘We can book the pianist who plays at our community centre, he 
knows the old tunes. We want him to hear some of his favourites.’ 
 
 
Have you listened for the following detail about the birthday party? 
 

How many adults? 

 

 

How many small children? 

 

 

What will be on the menu 
for tea? 
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Risk assessment      
 
Many everyday activities have some risk in them, even washing-up or 
ironing. We often don’t think much about these risks.  
At work we think more about assessing risks because we have to think 
about the safety of the service users and our colleagues, as well as our 
own safety.  
All the situations below involve some kind of risk. Fill in the risk 
assessment form: 

 What is the hazard? 

 What harm could come? 

 Is the risk of injury high, medium or low? 

 What could reduce the risk? 
The first form is completed as an example. 

Example: 
When you go into your elderly relative’s house, you notice that her stair 
carpet is loose on the top step.  

Hazard Harm Risk:high, medium, low 

Loose stair carpet. 

 

Your relative could trip 
and fall. So could you. 

High (for your relative 
because she is old and 
has bad eyesight). 

What could reduce the risk? 

Warn her about the dangers. Arrange to have the carpet nailed down. 

 

Situation 1 
You have just gone into your kitchen. You notice something has been spilt 
on the floor. You don’t know what it is but you think it could be bleach. 

Hazard Harm Risk 
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What could reduce the risk? 

 

 

Situation 2 
You are a hospital porter. You need to move a very heavy man from his bed 
and on to the trolley to take him down to theatre. 

Hazard Harm Risk 

   

What could reduce the risk? 

 

 

Situation 3 
Now do a similar risk assessment for a procedure you may do in your work 
trial (or that you expect to do in the future as part of your job). 

Hazard Harm Risk 

   

What could reduce the risk? 

 

At work, managers must do a careful risk assessment of all the procedures. 
Health and safety staff check the things we do and fill in risk assessment 
forms. Usually, we do not have to do these ‘formal’ risk assessments, but we 
do have to consider what we do and what other people do and decide if they 
are safe. If not, what could you do about it? 
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Identifying and recognising work-based signs and 

symbols for health and safety     

  
Signs about health and safety are in all buildings open to the public (e.g. 
shops, offices, the town hall, hospitals, this building).  
Look for them in the building you are doing this course in. Copy the symbol. 
Say what colour it is. What do you think it means? 

Symbol Colour What it means 

   

   

   

 

Do the same for notices in your work trial. You may be able to do some of this 
now, but may need to do the rest next time you are at work: 
 

Symbol Colour What it means 
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You will be able to give feedback to the rest of the group about what you 
discovered at a future session. 
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Handout 36 
 

 
List the skills necessary to………………………………………….. 
 
1 

2 

3 

4 

5 

6 

7 

8 



 

  166 
 

Handout 37  

What am I good at doing? What could I do better? 
 

 What am I good at (my strengths)? 

 What am I not so good at (my skills needs)? 

 What opportunities are there for me to do things better? 

 
What I am good at doing 

 

 

 

What I am not so good at doing 

 

 

 

Opportunities for me to do things better 

 

 

 

It can be useful to think about these questions at regular intervals, for example 
when you complete each module in this course.  
 
Your strengths will develop and change over time, and being able to show how 
you have progressed will be evidence that helps you move on. 
 
As you progress in everyday life and at work, there will be new opportunities for 
you to improve.  
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My learning needs 

Thinking about those areas where you feel you could improve, complete the following:  

Opportunity How could I achieve this? Who (or what) could help 
me? 

What am I going to do? 
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Learning at work 
 
Discuss these questions in small groups. You might want to make a few notes in 
the spaces provided. 
 

 How do you think getting involved in doing something helps you learn? 
 
 
 
 
 

 How do you think you can learn from people you work with? 
 
 
 
 
 
 

 How do you think you will learn things in your work trial? 
 
 
 
 
 

 What are the benefits of thinking back (reflecting) on a day’s work, or on 
what you have achieved at the end of the week? 

 

 

 

 



 

  169 
 

Handout 40  

Buddying 
 
A ‘buddy’ is someone in the workplace who has more experience in the job 
than you. Your buddy is there to help you, to be someone you can ask 
questions of.  

What is a buddy? 
 
Your buddy might be someone who: 

 you can talk with about things at work  

 is more experienced than you  

 can help explain things about your work 

 knows where to go or who to see when you need something 

 can help you solve problems. 
 
What help do you think a buddy could be to you? 
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What is staff appraisal? 
 
Most organisations have staff appraisal systems in place. You will find out more 
about appraisal systems once you start your job. 

What is a staff appraisal? 

It gives you the opportunity to: 

 have a two-way structured discussion with your manager 

 make sure that your manager knows about your achievements 

 discuss areas in which you would like to develop 

 discuss any problems you have and to explore how you might solve these 

 discuss and agree any training needs you have 

 assess your performance, looking at objectives, goals and your job 
description. 

 

It gives the organisation a chance to: 

 help find ways of improving and extending the performance of staff 

 identify training needs 

 help prepare staff for possible promotion by identifying longer-term 
development needs 

 ensure that there are enough people available at all levels to meet the 
needs of the organisation, both now and in any future developments. 

 
Some organisations place employees on ‘probation’ when they start work. This is 
often for three or six months. During this time you are likely to meet with your 
manager several times. At the end of the period, you are likely to discuss how 
you have settled into the organisation. It will usually be an opportunity to identify 
aspects of the work that are going well, and those that are not going so well. 
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Respect       
 
On your own, think of a situation where you were not respected by 
another person or group of people. Think about the following 
questions: 

 What was the situation? 

 How did you feel? 

 How would you have liked to have been treated? 

 What happened as a result of this situation? 
 
Pair with another member of the group. Describe and discuss each 
other’s situations.  
 
Now with the whole group, try to agree how each situation could 
have been improved with different behaviour or actions.  
 
If you want to make notes as you discuss, please use the space 
below. 
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Culture        
 
‘Culture’ describes the beliefs, values, behaviour, language and 
way of life of a particular group of people at a particular time.  
 
Humans are able to create patterns of behaviour and are able to 
pass these from person to person and down generations. 
 
There are many factors which may form part of a culture, for 
example social class.  
 
Examples of ‘culture’ include: 
 

 age 
 art 
 ceremonies 
 customs or traditions 
 dress 
 education 
 food and drink 
 gender 
 health and care 
 inventions 
 language or accent 
 music 
 occupation 
 race 
 religious beliefs 
 sexual orientation 
 social class 
 sport 
 technology 
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Stereotyping     
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  175 
 

Handout 45 

Meeting the needs of people from different cultures 
       

 

Situation 1 
 

A new person starts working with you. They tell you that they are a Jehovah’s 
Witness. 

 

1 How could you find out more about your colleague’s culture? 

2 Make a list of things you may need to think about whilst working with 
 this person. 

 

Situation 2 
 

A Sikh patient/service user has been admitted onto your work area.  

 

1 Make a list of the things you may need to do to meet the patient’s 
 needs. 

2 How will you find out about this patient’s needs? 

3 Who can you go to for support and advice? 
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Meeting the needs of people from different cultures 
       
Ways of meeting the needs of people from different cultures 
include: 
 

 being aware of different cultures and remaining sensitive 
 
 finding out more about the culture (e.g. from leaflets and 

books or on the Internet) 
 

 maintaining an open and friendly approach with all 
 

 not being afraid to ask for advice  
 

 asking people from different cultures how you can help 
 

 attending training 
 

 taking into account other people’s needs and beliefs 
 

 considering the way you address people 
 

 respecting people’s choices about personal care and diet 
 

 consideration (e.g. what channel the communal TV is tuned to) 
 

 offering choice 
 

 respecting others. 
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Confidentiality 
 
Some types of information should always remain confidential (that is, should not 
be passed on to someone who doesn’t have a right to know it). 
 
In your future work you will need to be sure that you handle some information 
confidentially (for example health and care records). 
 
This means that only the people who need to see these records are able to do 
so. 
 
The Data Protection Act is the law which protects this right. It is sometimes too 
easy to break confidentiality. 
 
For each of the situations listed below, think how confidentiality could be broken. 
 
1 Within your family or group of friends 
 
 
 
2 In a ward or care home 
 
 
 
 
3 In an office 
 
 
 
 
4 On the telephone 
 
 
 
 
5 Talk at home about something/someone at  work 
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Some problems 

Problem Best solved by: 

the 
individual 

someone 
else 

1 The water in the kitchen sink does not run away 
when the plug is taken out. 

 

  

2 Someone has parked their car on the pavement 
and broken a manhole cover. In a skip near the 
maintenance department you work in, you can 
see a piece of thick plywood that would just fit 
over the hole. 

 

  

3 You see a large length of metal piping near the lift 
entrance.  

 

  

4 You are on your way to carry out a cleaning job, 
and someone comes out of the café and spills a 
cup of coffee on the floor. 

 

  

5 You have finished work for the day and are on 
your way home when you come across some 
toxic-smelling liquid in the lift. 

 

  

6 You deliver post to the main reception. One day 
you see an electrical lead that could easily trip 
anyone going into the staff area behind the desk. 
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Complaints, complaints, complaints! 
 
At one time or another, we have all complained about poor service. Here’s your 
chance to ‘let off steam’ and think about them – particularly where your complaint 
led to something good happening; some positive change! 
 
With your partner, discuss one or two examples of poor service you have 
received. Examples may include: at the dry cleaners, or the garage, or when 
buying something.  
 
Make a short note of the complaint.  
 
Were you satisfied with the result of making the complaint? 
 

Complaints you made: Were you satisfied? 

 

 

 

 

 

 

 

 

 

 

 

 

 

Now think about one or two times when you thought about making a complaint, 
but didn’t. Discuss with your partner. Say why you didn’t make a complaint. 
 



 

  180 
 

Handout 50 
 
Job search 
 
 
Name 6 places where you might look for jobs. 
 
Example: Your local free newspaper 
 
 
 
 
 
 
 
 
Think about your friends, relatives and other people you know. 
Make your own list of people you might want to ask, to keep their 
ears and eyes open for any jobs they think might be suitable for 
you. Remember: They may spot an opportunity you are not aware 
of! 
 
 
 
 
 
 
 
 
 
 
When looking at a job opportunity, what information do you need to 
ask for to see whether it is suitable for you? 
e.g. hours of work, shift times 
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Name 
 
 
Address 
 
 
 
Previous jobs / work experience (include any voluntary work 
 
 
 
 
 
 
 
 
 
 
 
Skills I have  
 
Think about what you are good at. This may be looking after 
people, being good with money, physically fit etc). List anything 
even if it does not seem to directly relate to a job you might apply 
for e.g. I am a good listener. 
 
If you find this hard, then imagine what your friends, family, partner 
might say about you if asked ‘what do you do really well?’ 
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Have a look at the list below and see which ones you think 
describe you. If yes, then add these also to your skill list: 

 I can communicate clearly and effectively with a wide range 
of people  

 I can use the telephone and am good at taking messages 
and passing on information 

 I treat people with dignity and respect 

 I respect people’s confidentiality 

 I remain calm in stressful situations  

 I always ask or check before I take a decision when required 

 I’m good at taking and giving feedback in a positive way 

 I can plan and manage my own work time and don’t waste 
things 

 I prioritise tasks when necessary  

 I like to make a good job of anything I start 

 I am clean and tidy in my appearance 

 I take pride in doing a job well 

 I’m happy to try new things and do things differently in order 
to do a good job 

 I’m good with people 

 I’m a good timekeeper 

 I can be flexible in my approach to work 

 I am confident in my ability to do a good job 

 I am honest and learn from experience 

 I can work on my own 

 I can work in a team 
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Form Filling – A Guide     
 

We all have to fill in forms at sometime.   

 

Forms can be difficult to complete for many reasons, 
below are some: 

 

 Form is set out badly 
 Not enough room to write details 
 Instructions like are in small print and easily missed 
 You are not a confident speller 
 You have poor handwriting 
 You are not sure of what to write 

 

Below are some tips for successful form filling: 

 

 Read the form right through before trying to complete 
it and check both sides 

 Look out for any special instructions eg “use black 
ink” 

 Draft out any statements you have to write to avoid 
making mistakes on the form 

 Sign and date the form 
 Keep a copy for yourself 
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Dealing with requests and complaints 
How would you deal with these situations? What would you say? 

Situation 1 (a request) 
You are in the staff car park just about to get into your car. A woman stops you 
and asks if she can park here as she can’t find the visitors’ car park. 

Situation 2 (a request) 
You work in the canteen. A man asks you something about food that you do 
not understand as he has very little English. When you ask him to repeat it, he 
says that he wants some food but he does not eat meat. 

Situation 3 (a request) 
You are a porter just about to go off duty at 8 p.m. A very distressed visitor 
stops you and asks for the Coronary Care Unit. She explains that she’s not 
local and got lost trying to find the hospital. She wanted to visit her brother but 
is afraid she will not be allowed in as visiting ends at 8 p.m. 

Situation 4 (a request) 
You are a domestic assistant in Accident and Emergency. An old lady has spilt 
her cup of tea on the floor. She notices you cleaning at the other end of the 
room and mentions the spilt tea to you but is very embarrassed and apologetic 
about it.   

Situation 5 (a complaint) 
You work in a care home. One of the elderly residents says he cannot sleep 
because the resident in the room next door always has his TV turned up loud 
very late at night. 

Situation 6 (a complaint) 
You work in the canteen. A customer has purchased a cream cake but she 
says the cream has a funny taste and might be ‘off’. 

Situation 7 (a complaint) 
You are just walking through the main reception area on your way to Supplies 
where you work, when an angry patient stops you and says he has been 
waiting for more than an hour and nobody has called his name. 
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Assertiveness handout 
Assertion Self Analysis 

To test your assertiveness there are some typical situations below. Be completely 
honest with yourself and write down how you would naturally react in each situation. 
On a piece of paper, number from 1 to 6. Write your choice a, b, or c after each number.  
 
1. You are in a restaurant and order a steak medium-rare, but it is served to you 
well-done. You would:  
 

a. Accept it without comment because you sometimes like it well-done anyway.  
b. Angrily refuse the steak and insist on seeing the manager to complain about the 

poor service.  
c. Call the waiter and indicate you ordered your steak medium-rare and would like 

another steak cooked to your requirements.  
 
2. You are a customer waiting in queue to be served in your busy lunch hour. 
Suddenly, a frail old lady steps in line ahead of you and claims that she is in a 
hurry. You would:  
 

a. Let her stay in front of you since she is already in line and it would be rude to 
speak out.  

b. Pull her out of line and, in a loud and angry manner make her go to the back.  
c. Calmly indicate to her that you are also in a hurry and have queued, then point 

out where it begins.  
 
3. After walking out of a store where you purchased some items you discover you 
were short-changed by £3. You would:  
 

a. Let it go since you are already out of the store and have no proof you were short-
changed. After all it’s only £3.  

b. Go to the manager and argue that you were cheated by the assistant, then 
demand the proper change.  

c. Return to the clerk and inform him/her of the error.  
 
4. You are in a group discussion at work which includes your boss. A colleague 
asks you a question about your work, but you don't know the answer. You would:  

 
a. Give your colleague a false, but plausible answer so your boss will think you are 

on top of things.  
b. Do not answer, but attack your colleague by asking a question you know he/she 

could not answer.  
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c. Indicate to your colleague you are unsure just now, but offer to give him/her the 
information later.  

 
5. You are in the middle of watching your favourite television program when your 
partner comes in and asks you for a non urgent favour which could mean missing 
the rest of the show. You would:  
 

a. Do the favour as quickly as possible, then return to the program to finish 
watching what is left of it.  

b. Say "No way, I’m not missing this. You should have asked me earlier." then finish 
watching your program.  

c. Ask if it can wait until the program is over and, if so, do it then.  
 
6. A friend drops into your office to say hello and catch up on the latest office 
gossip, but is staying too long, preventing you from finishing an important 
project. Your friend is unaware that he is interrupting your work. You would:  
 

a. Let him stay because you don’t want to upset him. Then you would finish your 
work at home that evening.  

b. Tell the person to stop bothering you and to get out.  
c. Explain your need to finish your work and request he/she visit another time.  

 
SCORE INTERPRETATION KEY 
 
In general, there are three broad styles of interpersonal behaviour. These are: a) 
Passive, b) Aggressive, and c) Assertive.  
The "a" choices in the quiz are representative of the Passive style. Thus, the more "a" 
choices you made, the more passive you are. 
The "b" choices in the quiz are representative of the Aggressive style. Thus, the more 
"b" choices you made, the more aggressive you are. 
The "c" choices in the quiz are representative of the Assertive style. Thus, the more "c" 
choices you made, the more assertive you are. 
 
a) The Passive style of interpersonal behaviour is characterised by inaction and 
indecision. People using this style tend to be easy to get along with and pleasant, but 
unwilling to stand up for their rights, for fear of offending others. They are very 
uncomfortable expressing anger and usually deny or suppress this feeling should it 
occur. As a result, resentment can easily build under the surface producing stress and 
tension.  
 
b) The Aggressive style is characterised by intrusiveness. People who use this style 
tend to go after what they want, but are unconcerned about how this will effect others. 
Their angry, dominating manner tends to alienate people who, in time, may seek to 
oppose them. Aggressive individuals are usually suspicious of others and are often on 
the look out for infractions or violations of their rights. Thus, the Aggressive style 
produces stress and prohibits the development of close, trusting, and caring 
interpersonal relationships.  
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c) The Assertive style is characterised by both fairness and strength. Assertive 
individuals are able to stand up for their rights, but remain sensitive to the rights of 
others. People who choose this style are usually relaxed and easy going, but are honest 
about their feelings. This is the best style for minimising stress and maintaining long-
standing intimate relationships.  
 
Assertiveness is one of the essential skills in the modern working environment. There 
are many benefits of being assertive such as; better time management, increased self 
esteem and the ability to negotiate more effectively. Assertion means standing up for 
what you want. It means expressing opposition. It means confrontation. It takes 
courage. Some find it harder than others because of their natural easy-going style and 
therefore more practice is required. However, the aim should not be just to gain a win. 
The aim should be to solve the problem and get the best result. 
 
Look at the "c" answers again. If you move your everyday behaviour closer to the "c" 
style of response, you will likely experience an increase in feelings of self-esteem and a 
decrease in feelings of stress. 
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Interview questions 
 
1. Why do you want to work in a Support Services Worker role in the health 

sector? 
 
2. In what ways do you think you would suit this type of work? 
 
3. How can you convince us that you have the commitment to do this type of 

work? 
 
4. What are the important things to remember when dealing with people? 

(e.g. colleagues, general public, patients and their relatives) 
 
5.    Why is it important to work as a team? What makes you a good team 
        player? 
 
6. Can you give us any examples of where you have had to work under 

pressure? 

 
7. Can you give us any examples of where you had to keep a confidence? 
 
8. Is there anything that would prevent you from doing the full range of 

activities in this post? 
 
9. How do you feel about working shifts? 
 
10. How do you feel about further learning and development? 
 

11. What are your good points? 
 

12. What are your bad points? 
 

13. Is there anything else you would like to tell us about yourself?  
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Body Language 

 
Body language is an important part of communication and often a 
way we can tell how someone is feeling when we are talking to them.   

 
If you watch people talking and watch their body language, you will 
note that it does not always match.  For example, a new student may 
sound confident in the way that he/she speaks to you but if you look 
at the way they are standing and what they are doing with their 
hands, you may realize that they are not as confident as they are 
trying to sound. 
 
People can use the following to convey feelings: 

 

 Eyes and eyebrows 
 Facial expressions 
 Hands       
 Arms 
 Whole-body movements 
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Some of the non-verbal cues that everyone can use to show that we 
are uncomfortable are: 
 
Feeling anxious:  blinking 
     licking lips 
  clearing throat 
     fiddling with hands   
     shuffling feet 
     covering mouth 
     fidgeting 
     hunching shoulders 
 
Feeling defensive:   avoiding eye-contact 
 clenching hands 
 crossing arms 
 moving backwards    

   
 
Feeling aggressive staring 
 grinning 

raising eyebrows 
frowning 

 pointing and jabbing with fingers 
 leaning forwards 

striding around 
 refusing to sit down 
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Feelings 
 
With your partner, randomly pick one of the feelings listed 
below and demonstrate to them how you would look if you 
felt this way. Partner has to guess which one. 
 
 
Defensive 
 
Aggressive 
 
Frightened 
 
Shy 
 
Bored 
 
Happy 
 
Tense 
 
Interested 
 
Distracted 
 
Friendly 
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Learning styles 

 
 
Visual: Learning through seeing 
Auditory: Learning through listening 
Tactile: Learning through doing, 

moving and touching 
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Learning styles 

Learning style 
 

Examples of learning in this way
 

Learning through 
seeing 

(‘visual learning’) 

 Watching television 
 Seeing an advertisement on a 

bus 
 
 

Learning through 
listening  

(‘auditory 
learning’) 

 Listening to the news on the 
radio 

 Talking something through 
with another person 

 
 

Learning through 
doing, moving and 
touching 

(‘tactile learning’) 
 

 Feeling the texture of a fabric 
     Practising dancing 
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Formal and informal 

These three sentences have the same meaning but 
they are very different. When would you use each of 
them? 
 
o Excuse me – I wonder if I could possibly borrow 

your pen for a moment? 
 

 
o Is it OK if I borrow your pen for a minute? 
 

 
o Hey, give us your pen.  
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Barriers to effective communication 

 
Barriers produced by the physical environment: 
(Easiest to spot and easiest to fix.) 
Examples: 
 
Barriers created by the speaker: 
(Harder to spot and harder to fix.) 
Examples: 
 
Barriers presented by the listener: 
(Hardest to spot and hardest to fix.) 
Examples: 
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Lifelong learning 
 

 Learning ‘cradle to grave’ 
 
 Using learner’s own experiences 

 
 Access to opportunities and knowledge 

 
 Learning new skills 

 
 Informal learning 

 
 Online and distance learning 

 
 Family learning 
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Positive buddying 
 

 Someone who is there to help you. 
 
 Advice and encouragement. 

 
 Not feeling alone at work. 

 
 Helps newcomers settle in more quickly. 

 
 Trust and confidentiality. 

 
 Developing skills in the workplace. 

 
 Sharing ideas, hearing other opinions and solving 

problems (rather than just complaining about them). 
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An approach to problem-solving 
 

 Set out the (real) problem. 
 

 Plan a solution. 
 

 Carry out the plan. 
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‘Brainstorming’ 
 

 Think of as many ideas as you can. 
 

 Call them out so that they can be written down. 
 

 Don’t think about whether the idea is any good. 
 

 If your idea isn’t noted down, call it out again. 
 

 Don’t throw out ideas that seem silly – they could be the 
best ones! 
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Where may complaints come from at work? 
 

 Fellow workers in your team. 
 Other teams in the same section. 
 Other sections. 
 Supervisors and managers. 
 Patients and visitors. 
 External service providers (e.g. contractors, 

suppliers). 
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