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	                                  LESSON TITLE:


	Communication Skills


	GROUP/CLASS:


	Initial Learning 

(PCDA/DHEP students)
	DURATION OF 
LESSON:


	 160 mins 


	LESSION AIM:


	To introduce learners to the elements that make communication effective and how to optimise an exchange




	OBJECTIVES: By the end of the lesson learners will be able to:


	ASSESSMENT ACTIVITIES
(linked to  objectives)



	1. Explain the importance of effective communication in policing

2. Identify the barriers to communication
3. Describe ways to overcome barriers to communication
4. Describe the essential elements of communication 
5. Explain how communication styles can be adapted for different audiences 
6. Identify the impact that different communication styles can have on individuals and their communication
7. Identify examples of cognitive dissonance
8. Identify the 7 elements of effective negotiations to help deal with differences and conflict
9. Identify ways to manage difficult conversations
	Objective 1: Activity 1, Q&A, 
Objective 2: Board blast 2, Q&A
Objective 3: Board blast 3, Q&A
Objective 4: Board blast 4, Activity 2, Q&A, 
Objective 5: Q&, discussion
Objective 6: Activity 3
Objective 7: Q&A
Objective 8: Discussion 
Objective 9: Discussion


	COLLEGE OF POLICING LEARNING OUTCOMES


	Communication Skills

1.1 Importance of communication within policing 

1.2 Essential elements of communication: 

• Verbal • Non-verbal • Active listening skills • Open and closed questions • Negotiation skills 

1.3 Importance of perception and understanding in communication 

1.4 Importance, when communicating, of understanding different viewpoints and priorities 

1.5 Risks to effective communication 
1.6 Impact of effective and ineffective communication 

1.7 Models of communication (e.g. voice, neutrality, trustworthiness and respect) in relation to procedural justice 
1.8 How to adapt communication styles for different audiences (e.g. young adults/children) 
1.9 Using assertiveness when necessary: 
• Taking control of a situation (Achieved in OST)

• Having difficult conversations (both internally and externally) 

• Recognising when assertiveness becomes aggression (Achieved in OST)

Conducting Investigations

2.5 Potential impact of language barriers upon communication at the scene of an incident (See also under 'Communication Skills')

4.3 Strategies for communicating with victims and witnesses



	Timing
	Session Content


	Resources

	
	Trainer Activities 

(including any specific questions asked e.g. for assessment purposes)


	Learner Activities

(including objectives met)
	

	0 - 5mins
	Maslow: Trainer to ensure that conditions such as light, heating and ventilation are adequate. Trainer also to ask whether there are any other needs within the group that can be catered for. Reasonable adjustments could be made such as forwarding copies of lesson materials.
Gestalt: Trainer to outline the aim and objectives for the lesson.


	· Listening
· Asking and answering questions

· Discussing


	PPT Slide 1


	5 - 10 mins
	Trainer to show PPT slide 2 and ask:

QTS:

Q. What do you see? Discuss.
Trainer to explain that we see and interpret things differently and this can complicate communication. Things aren’t always what they seem – this is important for a police officer!


	· Listening

· Asking and answering questions

· Discussing


	PPT Slide 2

	10 - 20 mins
	QTS:

Q. What are the 3 main methods we use to communicate? Verbal, non-verbal & written.

Board blast 1: 
Q. Can you give me some examples of verbal, non-verbal and written communication?  Discuss. 

Trainer to record answers on a white board or flipchart.
See PPT notes for further information

Trainer to explain the communication process.
Q. How does the organisation communicate?  Discuss. 

Trainer to record answers on a white board or flipchart.
See PPT notes for further information


	Board blast 1: 
· Listening

· Asking and answering questions

· Discussing

· Listening

· Asking and answering questions

· Discussing
	PPT Slide 3
White board
Flip chart paper

Pens

	20 - 30 mins
	Activity 1: Trainer to put students into pairs and show PPT slide 4.  Students to discuss statement.  
Q. What is right/wrong about this statement? Discuss.
Trainer to facilitate discussion around the impact of poor communication in policing. 

Q.  What dealings have you had with police officers/ staff? 
Q. Was the communication effective or not?
Q. Why is effective communication essential in policing?
	Activity 1: In pairs, students to discuss what is right and wrong with the statement.  Pairs to feedback thoughts to group.

· Listening

· Asking and answering questions

· Discussing

Objective 1
	PPT Slide 4


	30 - 45 mins


	Before showing PPT slide 5, trainer to explain what is meant by a ‘barrier’ to communication.

Board blast 2:
Q. What are some of the potential barriers to effective communication?  Discuss. Trainer to record student answers on white board or flip chart. 

Trainer to show PPT slide 5 and facilitate discussion around the 5 main barriers to communication.  (It is likely that the learners will have mentioned some of these already)  


	Board blast 2:
· Listening

· Asking and answering questions

· Discussing

Objective 2
	White board

Flip chart paper

Pens 
PPT Slide 5
Handout: Barriers to Communication

	45 - 55 mins
	Before showing PPT slide 6, trainer to facilitate board blast activity.

Board blast 3:
Q.  How do we overcome barriers when sending and receiving communications?  Discuss. Trainer to record student answers on white board or flip chart.
Trainer to explore the 5WHs and ‘active listening’ and how this can help remove barriers to communication.

QTS:
Q. What other things can we do to show that we are actively listening?
Q. Why is it important to actively listen?

	Board blast 3:
· Listening

· Asking and answering questions

· Discussing

Objective 3
· Listening

· Asking and answering questions

· Discussing
	PPT Slide 6

White board

Flip chart paper

Pens 



	55 – 65 mins
	Trainer to facilitate discussion on non-verbal communication (NVCs)

See PPT notes for further information

Board blast 4:
Q. Can you give examples of non-verbal communication? Discuss. Trainer to record student answers on white board or flip chart.
Q. So why is body language so important in communication?

	· Listening

· Asking and answering questions

· Discussing 

Board blast 4:
· Listening

· Asking and answering questions

· Discussing 


	PPT Slide 7

White board

Flip chart paper

Pens 



	65 - 85 mins
	Trainer to use PPT slide 8 to facilitate discussion about the other essential elements of communication i.e. 
· speaking clearly
· avoiding jargon 

· asking open questions

· intonation
See PPT notes for further information

QTS:

Q. What do we mean by ‘speak clearly’? Discuss
Q. What do we mean by ‘avoid jargon’? Discuss
QTS:

Q. Can you give me some examples of open and closed questions you might use as a police officer? Discuss.

Trainer to briefly mention the use of ‘TED’ in helping to frame open questions.

Activity 2:
Trainer to use worksheet ‘Activity 2’ to demonstrate how our intonation can change the meaning of what we are saying.  Trainer to read each sentence one at a time. 

See instructions on activity sheet.

	· Listening

· Asking and answering questions

· Discussing 

· Listening

· Asking and answering questions

· Discussing 

Activity 2:
Students to listen to each sentence and explain what the sentence means.

· Listening

· Asking and answering questions

· Discussing 
Objective 4


	PPT Slide 8

Worksheet: Activity 2 

	85 - 95 mins
	Trainer to show PPT slide 9 and use this to facilitate discussion around how we should adapt our communication style to suit our audience.

QTS:

Q. How would you communicate with each of the individuals in the photos in the same manner?  
Q. What factors influence how you communicate with them?

	· Listening

· Asking and answering questions
· Discussing
Objective 5
	PPT Slide 9

	95 – 110 mins
	Trainer to use PPT slide 10 to facilitate discussion about the 4 four basic communication styles.
Activity 3: Trainer to put students into 4 groups and give each group some flip chart paper and pens. 

Group 1: Passive

Group 2: Aggressive

Group 3: Passive-Aggressive

Group 4: Assertive
Trainer to discuss and de-brief.
See PPT notes for further information


	· Listening

· Asking and answering questions

· Discussing
Activity 3:  Each group to make a list of the potential impact that their given style of communication may have on individuals.
Each group to record answers on flip chart paper and feedback to other groups.

· Listening

· Asking and answering questions

· Discussing
Objective 6

	PPT Slide 10

Flip chart paper

Pens

	110 - 120 mins
	Trainer to use PPT slide 10 to introduce the theory of Cognitive Dissonance.
See PPT notes for further information

QTS:

Q. What other examples of cognitive dissonance can you think of?  Discuss.
See PPT notes for further information

Trainer to show PPT slide 11 and use diagram to show an example of how we deal with cognitive dissonance.


	· Listening

· Asking and answering questions

· Discussing

Objective 7

	PPT Slides 11 & 12

	120 - 135 mins
	Trainer to use PPT slide 12 to introduce the ‘Procedural Fairness Effect’

QTS:
Q. Do you think that how you are treated by police is more important than the outcome?  Discuss

Trainer to use diagram on PPT slide to explore the 4 key ingredients to ‘achieving fairness’.


	· Listening

· Asking and answering questions

· Discussing

Objective 1
	PPT Slide 13
Handout: Procedural Fairness

	 135-145 

mins
	Trainer to use PPT slide 13 explain how to we can use the ‘7 Elements of Effective Negotiations’ to help make them more effective.

See PPT notes for further information


	· Listening

· Asking and answering questions

· Discussing

Objective 8
	PPT Slide 14
Handout: Effective Negotiations

	145-155 mins
	Trainer to use PPT slide 14 to facilitate discuss about how to deal with difficult conversations – the do’s and don’ts
	· Listening

· Asking and answering questions

· Discussing

Objective 9
	PPT Slide 15
Handout: Having Difficult Conversations

	155–160 mins
	Any questions?

	· Listening

· Asking and answering questions

· Discussing


	PPT Slide 16



	EVALUATION OF LESSON:



	Level 4 question: Describe the process of communicating with persons during a conflict situation including the steps that police officers can take to minimise perceptual barriers or blocks and encourage effective communication. 

Answer could include:

•
Confrontation Handling

•
Betaris Box

•
Cross Cultural Issues

•
Mental illness

•
Effects of Drugs and Alcohol
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