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AGENDA outline

1. Opening and desired learning outcomes – brief overview of materials and intro to small group practice you’ll use now and what you’ll take away with you.  Gather context from participants who chose this segment – types of scenarios/community settings they are working in now.

2. Instructions to triads – your own groups three for this segment, diads okay if necessary given numbers of players (this will be a 1-page handout I will have 50 copies with me with prompts on it for all participants to use as a guide)
3. Practice/Do it (in your small groups, preferably standing -- except observer may sit to write)

4. Switch roles & get (written, not verbal) observer notes (this will be on index cards – will need about 150 cards)
5. Practice/Do it again until each of the group members has been an observer
6. Large group reflection, parting thoughts, session evaluation (assuming you have your own evaluation method)
*Don’t forget

· play but please don’t overplay your role (important to achieve learning objectives)

· use at least one disarming or frame-shifting question

·  Offer what you consider really great, positive, useful peer coaching via written coaching card

Take-Away/Background Materials from Nedra Chandler 
In addition to the (dated but still useful) Good Soil article, here are some foundations and source nuggets you can use to help you recognize the potential for using powerful questions and active listening.  This builds good soil for community agreement seeking and decision making.

1) Conflict can be the irritant that creates the pearl.  Conflict often drives needed change -- creating the conditions for successful citizen engagement and problem solving – “good governance.”

2) There are at least five main modes of responding to conflict (source:  Thomas-Kilmann Conflict Mode Instrument).  Most people have one or two modes they tend to use most often dictated by things such as personal temperament and practice.  Each is appropriate in certain situations and dysfunctional in others.   Most effective communicators are capable of using all five modes appropriately and consciously.
	Mode
	Qualities of this Mode

	Competing
	Assertive and uncooperative, win-lose, pursue own interests at expense of others.

	Accommodating
	Unassertive and cooperative, not pursuing own interest or those of another.  Can be lose-lose.

	Avoiding
	Unassertive and uncooperative, not pursuing own interest or those of another.  Can be lose-lose.

	Collaborating
	Assertive and cooperative.  Attempt to work with others to find solutions, behaviors that satisfy interests of all parties with a stake.  Can be win-win (not always), expand pie, invent new or “package” solutions.

	Compromising
	Intermediate to assertiveness and cooperativeness.  Attempt to satisfy interests of parties.  Can be “fixed pie” – often less inventive than collaborating (above), but often quicker than collaborating.


3) Deborah Tannen’s research suggests that approximately 85% of all communication is transmitted non-verbally.  In addition, humans forget an estimated 50% of what they receive verbally within 8 hours.

4) Almost very human interaction (brief and ‘insignificant’ to long-term and important) tends to increase mutual trust or decrease it.  There isn’t much that’s ‘neutral’ in this regard, communicators are tending to either build trust or erode it, even when the interaction is mostly or all nonverbal.

5) Humans almost always need three main types of satisfaction in their interactions:  substantive, procedural, relational (source:  Chris Moore, The Mediation Process)

….What Kind of Satisfaction?


The diagram at left depicts the three types of satisfaction.  These are interdependent types of satisfaction people need – not just want, but need.

Substantive:  the content things people are grappling with and/or making decisions about.  This is important.  Tip of the iceberg though…

Procedural:  how people/governments talk or get access to information about these things, with whom, how and when.  The process that is followed.

Emotional:  how people feel about things.

6) Some Notes on Trust

A working “trust is the belief, at the moment, that the other person is going to be accepting, non-judgmental and honest; that they will do what they say they will do and you can count on them to follow-up and follow-through.  You don’t have to like each other, but you believe the person’s word is good and that their behaviors match up with what they say” (taken from Community Health Association of Mountain Plains States information packet see www.champsonline.org)

7) Some Notes on Listening

Even with the best intentions, you may be sending signals that you aren’t listening. CCL's Michael Hoppe, author of Active Listening: Improve Your Ability to Listen and Lead, suggests brushing up on your listening skills if any of these behaviors describe you:

· I communicate by my gestures that I am not fully attentive. 

· I have a hard time concentrating on what is being said. 

· I am annoyed when someone slows me down. 

· I think about what I want to say next rather than about what the speaker is saying. 

· I don’t like it when someone questions my ideas or actions. 

· I interrupt or show signs of impatience as I wait for the person to finish talking. 

· I give advice too soon; I suggest courses of action or solutions to problems before the other person has fully explained his or her perspective. 

· I tell people not to feel the way they do. 

· I tend to talk significantly more than the other person talks. 

· I become uncomfortable and don’t know what to do if the speaker expresses emotions. 

To boost your listening skills, try these tips from Hoppe:

· Limit Distractions. Silence technology and move away from distraction so that you can pay full attention to the other person. 

· Focus on the moment. Pay attention to what is being said, not what you want to say. Set a goal of being able to repeat the last sentence the other person says. This keeps your attention on each statement. 

· Clarify your purpose. What is your role? This makes it easier to listen without jumping in with your view too quickly. 

· Be okay with silence. You don't have to always reply or have a comment. Count to ten or twenty before replying. The other person may continue after a pause; another person in the room may contribute if given the break. 

· Ask Questions. Use open-ended, clarifying and probing questions – clarify together. 

· Reconnect. If you find you've missed a key point or connection, ask for clarification. "I've missed a connection somewhere; can you go back to ..." Or "I'm not ready to move on. To clarify, can you explain ..." 

· Notice the Unspoken. Pay attention to tone of voice, body language, emotion and what isn't being said. 

This was adapted from Active Listening: Improve Your Ability to Listen and Lead, by Michael H. Hoppe (CCL Press, 2006).
H = Hear  O = Orient N = Notice O = Offer  R = Respect
HONOR yourself and your partner(s) in dialog.
*end of source materials*[image: image1.png]
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