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1. DESCRIPTION OF THE ISSUE ADDRESSED BY THE MODULE
1.1.

WHAT IS IT ABOUT

Effectively communicating with others is an important personal skill of everyday life, being
also essential for the functioning of the group and community. The lack of communication
competences among low qualified adults is a factor impacting negatively in the well-being of
this population group by increasing their risk of being in a situation of social exclusion. This is
confirmed by the findings of a questionnaire survey carried out at the beginning of the project
DECENT, which showed that, although not as severe as in other areas, respondents had
serious problems with some aspects related to communication. For instance, in the case of
Spain, 50% of respondents admitted that they did not always use body language while
communicating with people and that they have problems communicating what they want to
say.

Bearing this in mind, the main goal of this Module is to provide a series of tools that will
enable adult educators to raise the necessary basic skills related to “effective communication”
among low qualified adults who are at risk of social exclusion (e.g. long term unemployed or
at risk of poverty). These basic skills include how to express our needs and feelings in a way
that is understandable for the person that is listening, how to effectively use verbal and nonverbal communication, how to communicate assertively or how to engage in active listening.
This Module does not specifically address communication skills such as public speaking or
media communication. Instead, it is geared towards raising basic skills that allow lowqualified adults to function properly in the context of a small community and in their
everyday interpersonal relationships.
To sum up, throughout this Module adult educators and low skilled adults will reflect about
the importance of communication as a channel through which people have a possibility to
connect with each other’s and create meaning.

1.2.

TRAINEES NEEDS ANALYSES/ INITIAL TESTS

Before the workshop delivery, facilitators should carry out an initial “test” to find out the
base-line level of participants, as well as their specific needs. This will ensure that the
activities are adapted to each group and hence, the quality and effectiveness of the training
material will be increased. The tests will be also useful to compare the differences in
knowledge and skills of participants at the beginning and at the end of the training. The
template of the test is available in Annex 1. It comprises open and closed questions related to
the four sections of the Module and the approximate time required to fill it is fifteen minutes.
By the end of this Module, participants should be able to:

1. Be acquainted with the basics of effective communication.
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LEARNING OUTCOMES
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1.3.

•
•

Understand how the basic process of communication works.
Pay attention to the context when communicating and adapt the necessary
elements of the communication process to each situation.
• Identify communication barriers and implement strategies to overcome them.
2. Understand how to use verbal and non-verbal communication to convey the right
message.
• Have a better understanding of the differences between verbal and non-verbal
communication.
• Be aware of the importance of non-verbal communication.
• Use their body language skills more effectively, as well as their ability to read
other’s non-verbal cues.
3. Recognize each communication style in their everyday situations.
• Learn to adapt their communication style to each situation in order to be
successful communicators.
• Put in practice assertive communication skills
4. Understand the importance of listening and increase their ability to put it into
practice.
• Become acquainted with the practice of active listening.
• Know the basic techniques of active listening and how to apply them.

2. THEORETICAL BACKGROUND

Module 4 “Let’s help each other: effective communication in a small community” is divided in
four different sections. Although each section aims to address a specific topic of effective
communication, all of them are connected and reinforce each other. Section 1 is an
introductory section, as it aims to present the basic elements of effective communication and
make participants think about communication in a different way. Section 2 is concerned with
the two main types of communication: verbal and non-verbal. Its main goal is to reflect about
the important role that verbal and non-verbal communication play in our interactions with
others. Section 3 introduces the four widely used communication styles and allows
participants to reflect about their own communication patterns. Finally, section 4 aims to
enhance an essential communicative competence: active listening. After the theoretical part,
this Module also provides a list of practical exercises that trainers can use in order to improve
the issues addressed and a set of practical recommendations to deliver the training.
As social well-beings, communication is present in every aspect of our lives. In fact, research
shows that we spend around 70% of our time engaging in some kind of communication.
Although communicating could be simply described as the act of transferring information,
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Understanding how communication works.
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2.1.

decades of extensive research show that communicating is a complex process involving
multiple actors and elements. Figure 1 illustrates the basic communication model, which is
useful to understand how any type communication works. Although this process can take
many forms, being familiar with its core aspects is the first step to develop effective
communication skills.
Figure 1. The interaction model of communication

Encoding

SENDER

Noise

Decoding

Channel
Message = Hello!

RECEIVER

Noise
Adapted from the book “A Primer on Communication Studies”. Creative commons. Available at:
https://2012books.lardbucket.org/books/a-primer-on-communication-studies/index.html

For this communication process to be successful it is required to have 1) a sender, who is the
person that is sharing the specific information; 2) a recipient, who is the one that is receiving
the information; 3) a message, which contains the content being transferred; and 4) the
channel, which is the medium or sensory route on which the message travels (A Primer on
Communication Studies, 2012). Examples of communication channels are the telephone, a
blog, a letter or face-to face conversation.
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However, there are some cases where the message is not effectively received, even if it is
properly coded by the other participant. This happens due to the existence of noise.
Communication noise refers to all those elements present in a communication encounter that
impede the communication process to be effective. The concept of noise is related to the idea
of “communication barriers”. As barriers can distort or prevent communication, being aware

5

In order to call this kind of transfer “communication”, the information that is being
transferred must be properly sent and understood by the receiver, which occurs through the
mental processes of coding and decoding. For instance, you may realize you are thirsty and
encode the following message to your friend “I’m thirsty, do you want to go to a cafeteria and
drink something?”. We can say that this exchange is successful if the meaning that both
participants assign to the message is similar. In this sense, basic communication competences
are key to ensure that all these elements work in synergy for the communication process to be
effective.

of their presence and being able to identify them is essential to minimize their impact. Below,
there is a list showing the most common types of communication barriers:
o Environmental barriers are those that can hinder the smooth flow of oral
communication (e.g. when you are having dinner, but the restaurant is crowded)
o Physical barriers are those related to the natural condition in which the
communication encounter takes place. (e.g. distance, heat).

o Language or semantic barriers refer to those connected with the different use of
words and other symbols. (e.g. when the sender and the receiver do not speak the
same language, the use of technical jargons).

o Cultural barriers arise from the different patterns of communication and meanings
associated to words in each culture (e.g. some cultures place more emphasis on the
context while others in the verbal message conveyed).

o Attitudinal barriers are related to the individual's position, behaviour and feelings
towards other person’s behaviour or opinions (e.g. stereotyping, expectations,
prejudices, overgeneralizing etc.).

o Psychological barriers are connected to our mental state (e.g. emotions or lack of
attention).

The extent to which these communication barriers are present in our conversations depends
on multiple factors around us like the other participants, our personal situation, or the
environment. That is, on the specific context. In this section, we differentiate three levels of
context that frame our communication encounters.
First of all, the social context involves the basic set of rules that apply to communication in a
given community. It includes norms and conventions such as not lying or answering when
someone greets you. It is possible to learn these norms by observing and practicing.

The second type is the relational context, which has to do with our interpersonal relation and
history with the person we are communicating with. In this regard, the relational context
informs us about the different behaviours we should engage in when communicating with
people like our boss or our family.
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Effectively and appropriately adapting the message, channel and other elements to the three
types of context is one of the most important skills of an effective communicator. Thorough
this Module, we will take a look at several techniques that will enable participants to deal with
these barriers and to enhance their capability to effectively communicate with others.
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Finally, the cultural context is related to broader categories such as languages, meanings, and
beliefs. In order to communicate well in different cultural contexts, we should be open minded
and avoid making assumptions.

2.2.

Verbal and non-verbal communication

The main objective of this section is to provide an overview of the two main “types” of
communication: verbal and non-verbal. Verbal communication involves communicating a
message through words, either written or spoken. Meanwhile, non-verbal communication
generates meaning in an unspoken or unwritten way and it includes body language, rhythm
or intonation. The following table shows the different forms that verbal and non-verbal
communication can take.

Vocal

Non-vocal

Table 1. Verbal and non-verbal communication
Verbal

Spoken words
Writing
Sign language

Non-verbal

Pitch, volume, speaking rate, rhythm
Body language (gestures, facial
expressions, eye contact, distance,
touching)

Source: Adapted from Owen Hargie, Skilled interpersonal Interaction: Research, theory and practice
(London: Routledge, 2011), 45.

Although they work as part of the same system, both types of communication differ in terms
of content and structure. In this sense, nonverbal communication tends to do the work of
communicating emotions and interpersonal information more than verbal (A Primer on
Communication Studies, 2012). Moreover, it is often more involuntary or subconscious, as
non-verbal communication is innate in our behaviours. In terms of structure, verbal
communication is governed by grammar but there are not clear or specific rules governing
the way we convey meaning through our body language, making it more ambiguous and
difficult to read.
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Apart of reading other’s non-verbal messages, it is important to reflect also about our own
body language and how we generate meaning through it. This is not an easy task, as most of
the times our non-verbal messages are unintentionally delivered and thus, controlling them is
a great endeavour. On the positive flip-side, these are more credible, and we can rely on them
when communicating. Although there is not a universal and generalizable way of achieving
perfect skills regarding non-verbal communication, there are some tips that can help.
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While verbal communication is important, research shows that it only represents a small
percentage of our overall message. In fact, 55% of our message comes from body language,
38% of our message comes from tone of voice and only 7% of our message is conveyed by the
words we use (Mehrabian, 2007). These findings reveal that learning how to read non-verbal
messages in other people is an important skill, as it can tell us a lot of what is going on in a
specific situation. Moreover, it makes the communication process more ambiguous because,
surprisingly, what is not said is more important that what is said.

o Pay attention to your voice tone and volume. Changing your tone can completely
modify the meaning of your message. Let’s take as an example the sentence “I did not
break your glasses”. Emphasizing the personal pronoun “I did not break your glasses”
implies that someone else did. Instead, saying “I did not break your glasses” suggests
that I broke something else.
o Be aware of your facial expressions, as they are a mirror of your emotions. We humans
can produce thousands of facial expressions, which means that even without saying a
word we are able to communicate our emotional state.
o Try to make eye contact to show that you are engaging in the conversation. This is
seen as a sign of honesty and respect in some countries. However, bear in mind that
this depends on cultural differences.
o Mirror the other person, paraphrase, ask questions and offer feedback. These are some
techniques to enhance the quality of conversations.
o Consider your distance in relation with the other person. Like in the case of eye
contact, distance and touching in communication vary depending on the cultural
context.

Moreover, it is also interesting to think about how our verbal and non-verbal communication
interact with each other. In this sense, they can reinforce each other, substitute or even
contradict. Ideally, they should be consistent and reinforce each other in order to increase the
quality of our communication. In practice, there are numerous barriers limiting this and
causing misinterpretation, as shown in the previous section.

2.3.

What is my communication style?

A communication style represents the different patterns that individuals use to communicate.
There is no specific style that fits everyone. Therefore, each of us should find the one that
works effectively and naturally with our personalities. For instance, one person can speak
loud and enthusiastic while other is quiet and clear. However, if they communicate properly,
both of them can be heard equally.

2. Passive. Passive communicators tend to avoid expressing their opinions, needs and
feelings. When facing situations of anger, passive communicators usually evade
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1. Aggressive. In this communication style, individuals express themselves in a way that
violates the rights of others. They usually display low tolerance, interrupt and are not
good listeners.
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Although there are many categories and types of communication styles, this section is focused
in four, which are the most widely used within communication literature. It is normal to
realize that we do not use just one, but a mix of them. Knowing how to identify each type is
interesting in order to reflect about the style that is most predominant in our communication
encounters. This, in turn, will help us to increase our ability to adapt our styles to the way
other people communicate.

confrontation and allow annoyances to mount. As a consequence, they are prone to
emotional outbursts once their tolerance level is trespassed.

3. Passive aggressive. Passive aggressive communicators appear passive on the surface,
but they actually use different mechanisms such as silence or sarcasm to mask their
real feelings and opinions.

4. Assertive. Assertive people communicate their feelings, opinions and needs in a direct,
honest and appropriate manner, respecting themselves and the rights of others.

Page

o Using I statements. In this way, your message is focused on your feelings instead of the
thoughts that the speaker attributes to the other person. For instance, saying “I see
things differently” instead of “you are wrong”.
o Listening, which will be the topic of the next section.
o Being empathic or able to understand the feelings of the other.
o Be confident about expressing your needs and feelings and have a strong sense of
yourself and your values.
o Use the right body language. It is not just what you say, but how you say it. In this
sense, it is important to speak clearly and with confidence, stand straight or
maintaining eye contact.
o Learning to say no. It is perfectly acceptable to say no sometimes, especially when it is
concerned with our own needs and feelings.
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Obviously, assertive communication is the best style to communicate effectively, being also an
essential communication skill. Assertiveness has to do with being able to communicate
appropriately, clearly and honestly. At the same time, assertiveness is considered a personal
skill because it is related to the personal relationship we have with ourselves. In this regard,
assertive communication means standing up for yourself and respecting your rights, but in a
way that does not violate the rights of others. It involves finding balance between
aggressiveness and passive behaviours. Some questions you can ask yourself in order to test
your level of assertiveness are: do you have the confidence to ask for what is rightfully yours?
Can you communicate your needs, feelings and emotions? Are you able to accept criticism
without being defensive? Can you express negative thoughts about other people without
using aggressive or abusive language? Of course, communicating assertively is a difficult skill
and takes a lot of practice. It is important in all your interactions with other people and in
different scenarios, whether at home or at work. Finally, communicating assertively is
important because it will help you to achieve your personal and group goals. In this section,
we will introduce some techniques that will help to enhance your assertive skills, explained
below.

2.4.

Active listening

Listening is one of the most relevant skills we need to communicate due to several reasons.
First of all, we spend a great part of our time engaging in this activity and it is necessary to
receive and interpret messages, as we saw in Section 1. Secondly, it is especially important to
nurture our interpersonal relationships, as it is a powerful tool to connect with other people.
Thirdly, listening also has a positive impact in ourselves. In this sense, putting into practice
our listening skills will help us to have more confidence and self-esteem and as a
consequence, we will notice an increase in our well-being.

The semiotician Roland Barthes distinguishes listening and hearing in the sense that “hearing
is a physiological phenomenon, while listening is a psychological act” (Barthes, 1985).
Therefore, listening can be understood as an interpretative process through which each
person receives information and interprets it in order to respond. In the following table, there
is a list of the main purposes of listening according to the author Owen Hargie.
Table 2. The main purposes of listening

to focus on messages sent by other people or noises coming from our
surroundings
Purposes of
listening

to improve our understanding of other people’s communication
to critically evaluate other people’s messages
to monitor nonverbal signals

to indicate that we are interested or paying attention
to empathize with others and show we care for them

to dialogue, negotiate and successfully engage in other exchanges that
require understanding

Fully concentrate on what the speaker is saying.

Allow the speaker to express himself/herself.
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Active listening is a useful communication technique that can help us to increase our ability to
be good listeners. As its name indicates, it is an active and conscious process through which
we listen with all our senses and give full attention to the other person. Moreover, active
listeners show the speaker that they are listening using verbal (by questioning or
summarizing what is being said) and non-verbal cues (nodding, mirroring and other
techniques seen in Section 2). Other tips and don’ts to effectively engage in active listening
based on the work of Harper, A. & Harper, B. (1996) are:

10

Source: Adapted from Owen Hargie, Skilled interpersonal Interaction: Research, theory and practice
(London: Routledge, 2011).

Allow the speaker to control the conversation.

Accept the speaker’s opinion as valid, even if you do not agree.
Do not interrupt or finish the speaker’s sentences.

Do not anticipate what the other person is going to say.

Try not to get distracted.

3. EXERCISES AND QUIZZES

The proposed training delivery is based in a non-formal and learner-centred approach. This
implies that the exercises may be changed and adapted to each group, according to their
specific needs. Moreover, during the training session trainers act more like facilitators than
“teachers” and learning occurs in a horizontal way. Especially important is the debriefing of
each activity, as it is when participants reflect from a critical perspective and, therefore, when
the learning process occurs. Below there is a presentation and an explanation of several
exercises that can be used for improving the specific issue addressed, that is, effective
communication.

3.1 Practical exercises.
Origami

This is an easy activity that works also as an ice breaker. It shows participants how by
communicating the same message people get different information and meanings, as they
differ in the ways of decoding information.

This is a funny and also introductory activity that will help participants to understand that,
although the message and words are important, they should consider other elements of the
context while communicating. In order to do this activity, it is important to be in a wide space.
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Word chain
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The proposed way to carry out the exercise is as follows: give each participant a piece of A4
paper. Tell them to close their eyes and follow your instructions. Moreover, state that it is not
possible to talk or ask questions. Give instructions such as these: “1. fold the paper; 2. rip the
corners of the paper; 3. fold it again” and so on. Then, ask them to open their eyes and unfold
the paper in order to compare it with the rest. They will all have sheets of paper with different
shapes and forms. Some questions for the debriefing of the activity could include: “why do you
think that the papers look so different if the instructions given were the same?” “do you think
that if some elements of the context were changed (e.g. doing it with their eyes open or
allowing them to ask questions) the result would change?”. Trainers can repeat the activity a
second time, allowing participants to see and to ask questions in order to see how results
change.

The proposed way to carry out the exercise is as follows: participants are split in two lines, in
a way that one person is always facing another participant. Tell participants of one line to say
a word. Then, the participant facing him/her must reply with another word starting with the
last letter of the previous one, as in the famous game. Every time they say a word, they must
step backwards so that the distance between them progressively becomes wider and wider.
Once both lines are quite far away there will be a lot of noise and participants will be really
focused on hearing the words of the other person. In that moment, the trainer can walk
through the line doing something funny. After that, tell participants to stop and ask them if
they saw anything. The funny part of this exercise is that, as people were focused on the
verbal message, most of them would not notice the person walking in front of them. An advice
is that, if there are two trainers, one can record the scene where the other walks between both
lines in order to show participants who did not notice him/her.
Forum theatre

This type of theatre, developed by Augusto Boal and inspired by the critical pedagogy of Paulo
Freire, represents a powerful tool through which participants can increase their ability to
minimize communication barriers. Forum theatre can be executed in several ways; thus,
trainers should adapt it to the needs of participants and the specific situation of the training
(time, space etc.). Bear in mind that debriefing is an important part of this exercise. Moreover,
this activity can bring up difficult situations among participants. For this reason, it is essential
for trainers to be familiar with the methodology.

The proposed way to carry out the exercise is as follows: participants are divided in groups of
5. In their groups, participants will share a personal experience involving a communication
encounter that was not successful due to the presence of one or more communication barriers
explained in the Module. Then, each group should choose one of these situations and
represent the scene in front of the rest. After that, the group represents the scene again but
this time other participants can stop the play whenever they want just clapping. The person
who clapped can enter in the scene and play the role of one of the characters with the
objective to minimize the communication barriers. The scene can be represented as many
times as the group or the trainer decides. This exercise is very straightforward because it
requires participants to think and directly participate in situations of difficulties when
communicating.

The proposed way to carry out the exercise is as follows: participants are split by pairs and sit
“back-to-back”, so they do not see each other. It can be on chairs, but also on the floor as far as
they have a surface to write. While one person is given a template with a figure, the other has
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This activity is useful to make participants put into practice several skills in the field of verbal
communication such as the ability to make clear questions or to convey the right information
in an effective way. It is also useful as a team builder activity.
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Back to back communication

a blank sheet. The first one should describe what he/she sees on the paper and based on this
description, the second much draw it. After giving a detailed description, both of them
compare their papers. There are two versions of this activity. In the first one, the drawer is
not allowed to ask questions. In the second one, he/she can. The activity can be executed
twice using both versions to see how the results change or changing the role of the
participants. Depending of the needs of participants, trainers can increase the level of
difficulty of the activity by changing the template provided. In the debriefing, the trainer
should foster a discussion about the things that were most difficult, easy or what they learned
about communication.
Source: The Ohio State University. (1 de october de 2018)
Frozen

This is an activity that will make participants to reflect about body language and to learn how
to read non-verbal cues in other people.

The proposed way to carry out the exercise is as follows: before starting the session, suddenly
tell participants to stay frozen and not to move, no matter what they are doing. Then ask them
to look at other participants’ gestures, position, spacing or face expressions in order to grasp
what they might be feeling or communicating. Ask them “do they look interested? Bored?
Happy? How can you tell?”
Let’s be assertive

Through this activity, participants will be able to put into practice the tips to communicate
assertively presented in Section 3.

The proposed way to carry out the exercise is as follows: ask participants to think of a real
situation where they could not be assertive. Give participants enough time to think about
their personal examples and bear in mind that personal issues of participants may arise and
that these should be treated carefully. It can be a time when they wanted to say no but they
did not dare. It can also be a situation where they wanted to say something that bothered
them, but they remained quiet. Ask them to find a partner and go to a safe and comfortable
space for them. Then, give them some time to share their experiences with their partners.
After this, they should represent that situation with their partners, but this time they should
give an assertive answer.
The fist

o

Person A’s instructions are: Person B will make a fist. You MUST get that fist open.
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The proposed way to carry out the exercise is as follows: split the group into pairs. Give half of
the participants one set of instructions (Person A). Then, give their pairs a different set of
instructions (Person B).
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This exercise is intended to help people draw the line between assertiveness and aggression.

o

Person B’s instructions are: make a fist. Person A is going to attempt to get you to
open your fist. You must NOT open your fist unless he/she asks you politely and
assertively.

Tell the participants to do the exercise and observe what happens in order to correctly debrief
the exercise. In the discussion, reflect about the communication strategies used and connect
them with the importance of assertiveness. Some questions you can ask are: what
communication style did you use? Was it effective? What other options did you have? Why did
you choose that one as the first? You can allow some participants taking the role of person B
to talk in order to spot the possible differences.
Source: Work Smart. (28 de september de 2018).
Facts and feelings

This exercise connects active listening with section 2, about verbal and non-verbal
communication.

The proposed way to carry out the exercise is as follows: split participants in groups of three
and assign a role to each of them. The roles are 1) speaker 2) listener of facts and 3) listener of
feelings. Ask the speakers to think about a topic interesting for them, as they will have to
speak about it for three minutes more or less. The discussions will be confidential between
the groups. While the speaker talks without interruption, listeners will try to put into practice
active listening. Listener of facts and feelings will pay particular attention to the facts and
feelings expressed in the speech, respectively. The roles can be switched, and the exercise can
be repeated several times exchanging roles. In the debriefing, facilitators can ask how did you
feel in each of your roles? What was it like? Was it easy to listen for the facts? And for the
feelings?
Are you listening?
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The proposed way to carry out the exercise is as follows: split the team in two groups (A and
B). Ask A’s to go out of the room where the trainer will explain that they will be paired with a
member of the other team. Their job is not to speak in any moment and show the other
person that they are not listening. After some time, the trainer will clap loudly, and at this
point, they will change their behaviour and start to listen actively. Then, tell the B’s to think
about the most amazing day or experience of their lives. Explain that they will have to tell a
member of the other team all the details of this experience, but they will not talk, just listen.
Ask the A’s to go back to the room and find a member of the other team. When the activity
finishes, ask questions such as: how did participants feel when they realized the other person
was ignoring them? How did listeners feel? How did they show they were not listening? What
happened when they engaged in active listening?
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The main intention of this exercise is to make participants practice the technique of active
listening while paying attention to their body language.

4. CURRICULUM OUTLINE
Materials

10 minutes

• Origami

15 minutes

• Word chain

60 minutes

• Forum theatre

25 minutes

• Back to back communication

15 minutes

• Frozen

Depending on the
number of
participants, half of
them will need
blank sheets of
paper and the
other half a
template with the
same figure. Pens
and a surface
where participants
can write.
None

30 minutes

• Let’s be assertive

None

15 minutes

• The fist

A sheet of paper
with the printed
instructions,
depending on the
number of
participants.

One paper A4 per
each participant
and pens/pencils.

None. However,
this activity should
be carried out in a
wide space.
None

Resource
-Section 1
-Annex 2
(slides 3 to
7)
-Section 1
-Annex 2
(slides 3 to
7)
-Annex 2
-Book
referenced
in ‘Further
reading’
-Section 2
-Annex 2
(Slides 8
and 9)

-Section 2
-Annex 2
(Slides 7 to
11)
-Section 3
-Annex 2
(Slides 11
to 13)
-Section 3
-Annex 2
(Slides 11
to 13)
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Learning Activities
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Recommended
Time

Recommended
Time

Learning Activities

Materials

20 minutes

• Facts and feelings

None

20 minutes

• Are you listening?

None

Assessment (to verify the increase of knowledge):

Resource
-Sections 3
and 4
-Annex 2
(Slides 14
to 16)
-Section 4
-Annex 2
(Slides 14
to 16)

Trainers can ask participants to fill the test presented in Annex 1, which was answered
before the workshop. Comparing both tests is a useful and straightforward way to assess
the increase of knowledge and communication skills of participants.
Feedback of participants:

Trainers can draw a tree in a flipchart and ask participants to write in post-it’s from
different colours:
1.
2.
3.
4.

The aspects of the training they liked the most
The things that should be eliminated
What should be improved and how
What they are taking from the workshop/what they have learnt

Give them time to think, to write and to post the papers on the tree. The negative aspects
could represent the leaves that fall from the tree; the positive things will be the roots of
the tree; the knowledge acquired is represented on the leaves and the suggestions of
improvement in the trunk. Then, briefly discuss all the points in order to fully
understand them and allow participants to provide direct feedback.

•
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Annexes
ERASMUS+ - KA2: Strategic Partnership | Adult Education

MODULE 4 – ANNEX 1. INITIAL TEST/NEEDS ASSESSMENT
Exercise 1. This is a simple exercise to check your initial knowledge about communication

skills. Please, answer each statement honestly and thinking about your behaviour. This
information is confidential and will not be shared with anyone or used for other purposes
rather than this workshop.

Before I communicate, I think about
what the other person needs to
know in order to understand my
message.

Not at
all

Rarely

Sometimes

Often

Very
Often

When I communicate, I adapt my
message to the context and think
about the best way to transmit it
(face to face, e-mail, phone etc.).
I ask clear questions when I do not
understand the other person.
When I communicate, I pay
attention to body language (both,
mine and the other person).

My friends, family members and
other people around me generally
understand the meaning of my
messages.
I have the confidence to ask for
what is rightfully mine.

Page

I try to hear not just other people’s
words, but the complete message
the other person is trying to

1

I can explain negative feelings and
opinions about other people and
their behaviours without using
abusive language.

communicate.

When I am listening, I am totally
focused in what the other person is
saying.
I let the other person know that I am
listening to her/him.

Exercise 2. Please, indicate if you are familiar with these concepts crossing “YES”, “NO” or “A
BIT” and if so, write how would you define them.
1. Communication skills.

©YES

NO

A BIT

___________________________________________________________________________________________
2. Non-verbal communication.
YES
NO
A BIT
___________________________________________________________________________________________

3. Assertiveness.

YES

NO

A BIT

4. Active listening.

YES

NO

A BIT

5. Empathy.

YES

NO

A BIT

___________________________________________________________________________________________
___________________________________________________________________________________________
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Module 4. “Let’s help each other:
effective communication in a small
community”
Developed by FyG Consultores
Section 1: Understanding how communication works
Section 2: Verbal and non-verbal communication
Section 3: Which is my communication style?
Section 4: Active listening

Learning outcomes
• Be acquainted with the basics of effective communication.

• Understand how to use verbal and non-verbal communication
to convey the right message.
• Recognize each communication style in everyday situations.
• Put in practice assertive communication skills.

• Understand the importance of listening and increase their
ability to put it into practice.

Section 1: understanding how
communication works
Communicating could be simply described as
the act of transferring information…BUT it is a
complex process!

Elements of the communication process
•
•
•
•
•
•

Sender
Shares the information
Receiver
Receives the information
Message
Content being communicated
Channel
Medium through which the message travels
Coding and decoding
Mental processes
Noise
Elements in the context that impede information
being transferred properly

Barriers to effective communication
1. Environmental barriers
2. Physical barriers
3. Language barriers
4. Cultural barriers
5. Attitudinal barriers
6. Psychological barriers

What is the context of my message?
Relational context - Social context - Cultural context

Effectively and appropriately adapting the message, channel and other
elements to the context is one of the most important skills of an effective
communicator.

Section 2: Verbal and non-verbal
communication
Verbal communication involves communicating a message through
words, either written or spoken.

Non-verbal communication generates meaning in an unspoken or
unwritten way.
Verbal

Non-verbal

Vocal

Spoken words

Pitch, volume, speaking rate, rhythm

Non-vocal

Writing
Sign language

Body language (gestures, facial expressions,
eye contact, distance, touching)

Differences between
verbal and non-verbal
communication
• Non-verbal communication tends to do the work of communicating emotions and
interpersonal information more than verbal.
• Non-verbal communication is often more involuntary or subconscious.

• Verbal communication is governed by grammar while non-verbal communication is
more ambiguous.
• Verbal communication only represents a small percentage of what we say, while
non-verbal communication transmits most of our message.

Tips to effectively communicate using
non-verbal communication
• Pay attention to your voice tone and
volume
• Be aware of your facial expressions.

• Try to make eye contact to show that you
are engaging in the conversation.
• Mirror the other person, paraphrase, ask
questions and offer feedback.
• Consider your distance in relation with
the other person.

Section 3: What is my communication style?

•
•
•

•

A communication style represents the different patterns that individuals
use to communicate.

Aggressive: individuals express themselves in a way that violates the rights of others.
They usually display low tolerance, interrupt and are not good listeners.
Passive: Passive communicators tend to avoid expressing their opinions, needs and
feelings.

Passive-aggressive: Passive aggressive communicators appear passive on the surface,
but they actually use different mechanisms (silence, sarcasm etc.) to mask their real
feelings and opinions.

Assertive: Assertive people communicate their feelings, opinions and needs in a direct,
honest and appropriate manner, respecting yourself and the rights of others.

Assertiveness: an essential communication
skill
• Personal and interpersonal skill, closely related with the way we communicate
with other people.

• Based on balance between passivity and aggression. It requires having a strong
sense of yourself and your values; being honest about your wants, needs and
emotions, while still considering the rights, needs and wants of others.

Techniques to enhance your assertiveness
skills
• Using I statements. For instance, saying “I see things differently”
instead of “you are wrong”.

• Listening to the other person.

• Being empathic or able to understand the feelings of the other.
• Be confident about expressing your needs and feelings
• Use the right body language.
• Learning to say no.

Section 4: active listening
Listening can be understood as an interpretative process through which each
person receives information and interprets it in order to respond.

It is one of the most important
communication skills because…

• It helps us to nurture our interpersonal
relations

• It is a powerful tool to connect with
people

• It has a positive impact on ourselves

Purposes of listening

ACTIVE listening
Active listening is an active and conscious process through which we listen with
all our senses and give full attention to the other person.

How to practice active listening:

• Allow the speaker to control the conversation
• Accept the speaker’s opinion as valid, even if you do not agree
• Fully concentrate on what the
speaker is saying
• Allow the speaker to express
himself/herself
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