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skills-based training that was more sophisticated and 
in greater depth. We have recognised this and whilst it
is vital we continue to engage hard to reach customers,
it is also important to build on the skills and confidence
of our more experienced, confident and able
customers. We will therefore be introducing a follow-
on course that will aim to build on the skills 
of training participants who may be seeking further
development or challenges.

This programme has therefore further confirmed 
to us that training and development is necessary to
support the participation of our customers at all levels of
involvement in the organisation. Whilst this programme
has met the needs of our customers with lower levels of
confidence and communication skills, more
sophisticated training is needed to meet the needs of
other individuals who may wish to get involved in our
corporate level involvement activities that require
higher levels of commitment, input and skills.

We have identified that we provide different options
for involvement at different levels and we now need to
look towards providing more specialist training to
enable our customers to get involved at the highest
level within Look Ahead and play a genuine part in our
corporate governance. So for us as an organisation, 
we are confident that training programmes can
support and facilitate our customers - regardless
of their level of ability, confidence or motivation - to
get involved at a level that suits them. 
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INTRODUCTION
The purpose of this training manual is to provide other
organisations with the information and resources to
enable them to deliver the customer training
programme devised by Look Ahead to their 
own customers. 

The activities and resources are all based around
developing effective listening skills. They are not
specific to Look Ahead as an organisation or our
customers and therefore are flexible enough to be 
used by other organisations, who can then adapt the
materials to the needs of their own organisation or
customer groups.

This training manual should enable people who do not
necessarily have a training background to deliver a
similar programme of training to ourselves, for the
benefit of both their organisations and crucially
their customers.
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HOW TO USE THIS TRAINING MANUAL
The information within this training manual is divided
into six units, plus an introductory unit. Each unit covers
a separate topic: 

• Overview of the programme
• Listening skills
• Responding skills
• Body language
• Working safely
• Working with difference
• Personal development

Within each unit, you will find: 

• Overview of unit including aims and resources.
• Unit timetable outlining the content of the unit,

trainer notes and resources required.
• Learning resources including handouts, group

activities and guidance notes on how the trainer can
deliver the unit.

The training manual includes the units in the order we
have delivered them for our training programme.
However these units are designed so they can be

delivered as independent stand-alone modules. This
has the benefit  of allowing other organisations to pick
and mix the units and the order in which they deliver
them, depending on the skills they want to focus on,
the time they have available and of course the customer
group to which they are delivering. For example, for a
high needs or learning disabled training group, the
trainer may want to spend more time delivering just one
or two units at a slower pace. 

We have included an introductory unit which
introduces the programme and the range of
involvement initiatives that customers can get involved
with following the training. These should be tailored to
the activities available at your specific organisation.

The resources in the pages that follow are intended to
provide the trainer with the materials and structure
required to deliver each unit. 

The following key explains the three different types of
resources supplied and the icons that identify each
resource in the training manual.    

Overview: For the information of the trainer. This provides an overview of a possible
timetable, structure and guidance on resources required to deliver the training unit.

Handouts: These are materials that can be copied and given out to customers to
support the activities included in this unit. 

Activities: These are practical exercises that can be used by the trainer to encourage
the group to mix and work together as they work towards their learning outcomes.
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INTRODUCTORY UNIT

OVERVIEW OF THE PROGRAMME
NotesContent

Welcome to the Customer Training Programme (30 minutes)

Transferable skills (10 minutes)

Ground rules (10 minutes)

Closing circle (10 minutes)

Trainer introduces the aims of the course.

Purpose and background of the training.

Key customer involvement activities eg:

•Local involvement
•Staff recruitment
•Quality audits
•Newsletters
•Customer policy group
•Customer services committee

Trainer informs participants of dates and times 
of training.

Opportunity for trainer to answer any queries
regarding the training and clarify where needed.

Trainer gives an overview of the programme and
what the training will involve.

Each involvement activity is explained in detail.
Trainer responds to any queries and questions.
Participants discuss and explore what roles they 
may be interested in. Trainer explains how the skills
developed through the training have clear links to
participation in these involvement activities.

What skills are participants bringing to the course? Participants to brainstorm what skills they are
bringing into the programme. These may include an
understanding of issues of homelessness or personal
experience etc.

Ground rules need to be drawn up to cover the 
whole course.

Trainer works with the group to draw up a group
contract that they all agree to work with. Important
that this is led by the group, rather than the trainer.

The rules could include; Confidentiality, time
keeping, respect, participation, equal
opportunities, allowing everyone to participate.

Questions and answers Trainer invites participants to ask any questions they
have and clarifies any unclear areas.

COURSE OUTLINE (Duration 60 minutes)
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NotesContent

Welcome and Introductions (10 minutes)

Listening skills (20 minutes)

Blocks to Listening (30 minutes)

A good listener (20 minutes)

Trainer introduces the aims of the
session and a recap of
housekeeping and ground rules.

Opportunity for trainer to answer any queries
regarding the training and clarify where needed.

Trainer facilitates a listening
exercise: Listening &
remembering

Trainer reads poem: ‘Listen’

This activity highlights the importance of
listening as a communication skill and may also
highlight some blocks to listening. 

This poem powerfully portrays the importance of
listening. Trainer should emphasise that listening
is the most important communication skill.

Trainer facilitates activity to
highlight what gets in the way
of listening attentively: 
Blocks to Listening

Trainer should encourage participants to share
their ideas with the rest of the group. 
If appropriate a group member could write 
the ideas on the flipchart.

It is important for the trainer to acknowledge
that everyone has blocks to listening and we
can improve our listening skills by becoming
aware of them.

Trainer introduces final exercise to
enable participants to identify
what makes a good listener: 
A Good Listener

Trainer invites participants to ask any questions
they have and clarifies any unclear areas.

Resources

1.1 Aims and
objectives 
of unit 1

1.2 Activity:
Listening &
Remembering

1.3 Poem: ‘Listen’

1.4 Listening
Blocks

1.5 Blocks to
Listening

1.6 Activity: 
A Good Listener

Closing circle (10 minutes)

Reflecting on the first unit Trainer invites participants to close the session by sharing how they are
feeling and what they have learnt from the first unit. Trainer should maintain
time boundaries so that each participant gets the opportunity to share. 

Trainer recaps and reviews session to ensure aims have been met.

COURSE OUTLINE (Duration 90 minutes)
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Welcome

Introductions

Listening and remembering

Importance of listening

Blocks to listening

Skills and qualities of a good listener

Closing circle
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Aim: To introduce participants to each other. Participants listen
without interruption and feedback accurately.

Resources: None 

Method: In pairs each participant tells their partner their name and
one like and one dislike.

The listener must only listen and cannot interrupt or talk.

After three minutes the roles are swapped and the listener
becomes the talker.

Upon completion of the exercise each listener then
introduces his/her partner to the group.

Plenary: Discuss experience of listening without talking 
or interrupting.

Encourage participants to: 

• say how it felt to be listened to
• say how they felt listening without being able to interact
• say how easy it was to remember what the other person

had said.
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1.3 LISTEN...

When I ask you to listen to me and you give me advice, you have not
done what I asked.

When I ask you to listen to me and you begin to tell me why I shouldn’t
feel that way, you are trampling on my feelings.

When I ask you to listen to me and you feel you have to do something to
solve my problems, you have failed me, strange as that may seem.

Listen! All I asked was that you listen. Not talk or do – just hear me.
Advice is cheap. Look in any cheap newspaper and you will find several
different types of advice.

And I can do for myself; I’m not helpless.

When you do something for me that I can and need to do for myself you
contribute to my fear and weakness.

But when you accept as a simple fact that I do feel what I feel, no matter
how irrational, then I stop trying to convince you and can get about the
business of understanding what’s behind this irrational feeling.

And when that’s clear, the answers are obvious and I don’t need advice.

Irrational feelings make sense when we understand what’s behind them.

Perhaps that’s why prayer works, sometimes, for some people because
God is mute and doesn’t give advice or try to fix things. “They” just listen
and let you work it out for yourself.

So please listen and just hear me, and, if you want to talk, wait a minute
for your turn, and I’ll listen to you.

Anonymous



Look Ahead Housing and Care Customer Training Manual - UNIT 1

41LISTENING SKILLS

1.4 LISTENING BLOCKS

Aim: To enable participants to identify their personal blocks 
to listening.

Resources: Handout 1.5, Blocks to Listening.

Method: Group activity.

Trainer should write two headings on a flip chart; internal
blocks and external blocks to listening. 

Trainer introduces exercise by explaining that listening is
affected by things outside of ourselves, eg. noise,
temperature, interruption etc. and by things inside us eg.
personal feelings, hunger, boredom, preoccupation etc.

Participants are encouraged to identify as many internal
and external blocks as they can think of and trainer (or a
group member) writes them on the flip chart. Trainer can
begin with one example of each and can then encourage
and prompt participants to think of more.

Once completed, trainer gives out handout 1.5, Blocks 
to Listening and explains each one to the group, clarifying
as required.

Plenary: Trainer facilitates a discussion based on the group’s findings
from the exercise. Points for discussion could include:

• Do we listen differently in different situations and/or
with different people?

• Do we listen differently depending on how we feel?

• Does the environment we are in affect how we listen 
(privacy etc.)?
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1.5 BLOCKS TO LISTENING

Rehearsing
You focus all of your attention on preparing what you are going to say
when the person stops talking. You will look interested in the
conversation, but you're actually rehearsing your response. 

Comparing
You are constantly trying to assess who is smarter or more competent –
you or the other person. You don't hear much of what's said because
you're too busy seeing if you measure up. 

Mind Reading 
You don't pay much attention to what the person is saying; in fact you
don't believe anything you hear. You are constantly trying to guess out
what the person is really saying.

Judging 
You prejudge someone and thus you don't pay attention to what 
they say. It is best to make a judgment call after they have completed
their conversation. 

Dreaming 
Someone says something that triggers a chain of private conversations
and thoughts and you actually zone out for a minute or two. When you
return, the person speaking is done.

Identifying 
You must relate everything to your past experiences. You will begin
talking about your own personal situation before they have finished telling
you about theirs. 
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1.5 BLOCKS TO LISTENING (CONTINUED)

Advising
You are always perched and ready to solve everyone's problems. You don't wait for
the complete story before you jump in with advice. 

Being Right 
You do not listen to criticism, constructive or not. You must always be right and you
will go to any length to make sure you are. You find yourself shouting, making
excuses or accusations to avoid being wrong. 

Derailing 
When you are bored or uncomfortable with a topic, you will derail the train of the
conversation. This can be done in several ways but the two most common are a
change of subject or by joking. 

Placating
You are being nice and supportive. You want people to like you so you agree with
everything. You will listen enough to get the drift of what's being discussed, but you
are really not involved. 
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4.4 BOUNDARIES

Aim: To introduce participants to importance of clear
boundaries.

Resources: Flip chart and marker pens. 

Method: Participants brainstorm areas where boundaries may be
breached and these are written on the flip chart. Trainer
can choose scenarios appropriate to participant group. 

The whole group discuss the following scenarios. The aim
is to realise the consequences of breaching boundaries.

a. Lending money - You are facilitating a focus group and
lend some money to one of participants. What might
the negative consequences be?

b. You are attracted to a member of a focus group you are
facilitating and ask them out on a date. What might be
the negative consequences be?

c. You divulge some very personal information. What
might the negative consequences be?

d. You give someone a friendly hug. What might the
negative consequences be?

Plenary: Trainer to facilitate group discussion around opinions. 
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NotesContent

Welcome and Introductions (10 minutes)

Prejudice and Stereotypes (40 minutes)

Empathy (30 minutes)

Trainer introduces the aims of the
session and a recap of
housekeeping and ground rules.

Opportunity for trainer to answer any queries
regarding the training and clarify where needed.

Trainer explains handout Prejudice
and stereotypes

Trainer facilitates activity: 
How it feels to be judged

Trainer facilitates a short discussion on what
these terms mean.

Acknowledge that we all make judgements
and that the aim of the session is to become
more aware of the prejudices we have and the
judgements we make, so that we can move
past them. 

This can be a sensitive subject and needs to be
carefully facilitated. Allowing time for
participants to reflect and discuss their
thoughts and feelings.

Trainer explains what empathy is.

Trainer facilitates activity:
Communicating Empathy

It is very important to highlight the importance
of empathy and that we cannot empathise if we
are judging.

Empathy shows someone that they are
understood. Participants can improve their
empathic understanding by addressing their
stereotypes and prejudices.

Resources

5.1 Aims and
objectives 
of unit 5

5.2 Prejudice and
Stereotypes

5.3 Activity: 
How it Feels to
be Judged

5.4 Keys to
Empathy

5.5 Benefits of
becoming an
empathetic
listener

5.6 Activity:
Communicating
Empathy

5.7 What is
Empathy?

Closing Circle (10 minutes)

Reflecting on the unit Trainer invites participants to close the session by sharing how they are
feeling and what they have learnt from the unit. Trainer should maintain
time boundaries so that each participant gets the opportunity to share. 

Trainer recaps and reviews session to ensure aims have been met.

COURSE OUTLINE (Duration 90 minutes)
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5.1 AIMS AND OBJECTIVES OF UNIT 5

5.2 PREJUDICE AND STEREOTYPE

Welcome and opening circle

Recap and review

Stereotype and prejudice

Acceptance

Empathy

Closing circle

PREJUDICE

An unfavourable opinion formed against a person or group
based on a stereotype.

STEREOTYPE

A generalised image of a person or group, which does not 
acknowledge individual differences and which is often prejudicial to
that person or group.
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5.3 HOW IT FEELS TO BE JUDGED

Aim: To introduce participants to the importance of
acceptance in listening and helping roles.

Resources: Handout 5.2, Prejudice and stereotypes.

Flip chart.

Method: Group exercise.

Trainer initiates a discussion on why we judge, asking
participants to identify groups of people that tend to be
judged. Eg. race, religion, gender, sexuality, size, age,
disability etc.

Trainer gives a definition of prejudice and stereotypes
using handout 5.2, Prejudice and stereotypes. Trainer
then facilitates a question and answer session to clarify
and ensure that understanding is present.

In small groups participants share with each other about
a time they have been treated differently to everyone
else or a time they have been or have felt unfairly treated.

After the discussion, trainer asks participants to call out
their feelings when we feel judged or ‘different’ – these
are written on a flip chart. This exercise is repeated but
participants call out feelings associated with being
accepted and included, these are written on a separate
piece of flip chart.
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5.3 HOW IT FEELS TO BE JUDGED (CONTINUED)

Plenary: Trainer emphasises how important it is not to judge
someone in a listening session as it evokes the feelings
identified in the first part of the activity and will be a
barrier to honest and open communication.

Participants are asked to look at their own stereotypes
and judgements and invited to find ways of challenging
them and moving past them.

This can be a very highly emotive exercise and needs 
sensitive facilitation.
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5.4 KEYS TO EMPATHY

• Put yourself in the other person’s shoes. 

• Pay attention to what the person is feeling. Listen to the words, 
tone of voice and body language. 

• Put these feelings into words, keeping the focus on the other person. 

• Keep it simple, use your own words. 

• Avoid repeating things word for word. This is annoying, 
not empathetic.

• Give the person a chance to respond. Being exactly right is not as
important as listening closely and wanting to understand.
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5.5 BENEFITS OF BECOMING AN EMPATHETIC LISTENER

• Keeping the focus on the other person’s feelings encourages
him/her to open up.

• When you respond empathetically, you show the other person 
that you are paying attention and that you care.

• When a person is upset, being listened to and understood has a 
calming effect.

• Almost everyone’s point of view can be understood if you take 
the time to pay attention. 

• Your empathetic response can help the other person better
understand his/her own situation. 
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5.6 COMMUNICATING EMPATHY

Aim: To introduce participants to the quality of empathy.

Resources: Handout 5.4, Keys to empathy.
Handout 5.5, Benefits of empathy.
Handout 5.7, What is empathy? 

Method: Group exercise.

Trainer initiates a discussion on What is Empathy? This is
to check the knowledge and understanding present in the
group and to challenge misinformation and confusion.

Trainer gives a definition of empathy using handouts 5.4
and 5.5 and emphasises the importance and benefits in
listening and helping roles. Trainer then facilitates a
question and answer session to clarify and ensure that
learning has taken place.

In small groups, ask participants to complete 
exercise in 5.7.

Plenary: Group discussion on how it feels to be understood and
also how it feels when understanding is not present. 
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5.7 WHAT IS EMPATHY?

Empathy means recognising emotions in others. It is the capacity to put
yourself in another person’s shoes and understand how they view their
reality and how they feel about things. Empathy is more than just
listening; it is also responding. For example, your friend rushes up to
you laughing, and gives you a big hug… 

Empathetic response: You say, "You seem so excited and happy!" 
Other response: You ask, "What’s happening?" 

The second response is fine, but it is not an example of empathy. The
first response shows that you have paid attention to your friend’s
behaviour and included it in your response. He/she knows that you are
paying close attention to her.

Let’s look at another example: Your trainer comes into the room and sits
down in the chair next to you. She doesn’t look at you but stares down
at the paper she is holding, frowning. 

Empathetic response: You say, "You look very upset." 
Other response: You say, "Uh-oh, I must be in trouble." 

As before, the second response is fine, but it is not an example of
empathy. The first response shows that you have observed your trainer’s
behaviour. The focus is on his/her feelings. The response is not about
you; it is about her. An empathetic response concentrates on describing
the other person’s feelings. It doesn’t matter whether your response is
correct or incorrect; the important thing is that you are paying attention
and reflecting your observations back to the other person. 
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5.7 WHAT IS EMPATHY? (CONTINUED)

Why should I learn to be more empathetic? 

Being aware of our emotions and how they affect our actions is a key
component to a successful relationship. It is also a fundamental ability in
today’s people-intense world. People who are cut off from their
emotions are unable to connect with people. It’s as if they become
emotionally tone deaf. Because how these people affect others is not
well known, nobody wants to be around them. You have probably met a
few people who fit this description. 

How can I learn to be more empathetic? 

Almost any conversation offers an opportunity to be empathetic. Pay
attention to the emotional content of any interaction; you will probably
see a chance to respond empathetically. Here are a few examples:

Example 1
You are working in the backroom of the store where you work as an
assistant manager. A sales associate rushes in from the selling floor,
grabs her jacket, and goes back out. She doesn’t look at you, but she
seems very upset. What do you say or do when she returns to the store
30 minutes later? 

You could respond in many different ways. Which of the following is the
most empathetic response? 

a. "You seemed pretty upset a while ago. Are you okay?" 

b. "Do you want to talk about it?" 

c. "Let me know if you need to talk." 
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5.7 WHAT IS EMPATHY? (CONTINUED)

Example 2
You work in a nursery school and today has been a very busy day. Now it
is 5 pm and most of the children have been picked up. You look over at
Patti, a reliable assistant teacher, who said when she came in this
morning that she was getting a cold. She looks awful now. It is almost
time for her to leave. 

Which is the most empathetic response? 

a. "How are you feeling?" 
b. "You look like you need some rest." 
c. "Take good care of yourself tonight, okay?"

Example 3
Yesterday, your daughter Sara spent several hours at the computer
writing an essay. She was so proud of herself because it was the first
time she’d done a whole assignment like that without your help. Today,
she came home from school looking very disappointed. She said she
had answered the wrong questions and had to do the assignment again. 

Which is the most empathetic response? 

a. "What happened?" 
b. "It’s upsetting when your work is for nothing, isn’t it?" 
c. "Want to talk about it?" 

Keep in mind that your response doesn’t have to be perfect. If you
guess wrong about the other person’s feelings, he/she will tell you. 
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NotesContent

Welcome and Introductions (10 minutes)

Assertiveness (60 minutes)

Trainer introduces the aims of the
session and a recap of
housekeeping and ground rules.

Opportunity for trainer to answer any queries
regarding the training and clarify where needed.

Trainer introduces importance 
of assertiveness when working
with others.

Introduces four styles of
communication: Assertive,
Passive, Aggressive and Passive
Aggressive

Introduce and facilitate activity:
Assertiveness

Ensure participants are clear about the
different styles of communication.

Encourage them to share which of these styles
they use. Work with them to discover what
areas they find it difficult to be assertive in 
and explore ways of moving forward.

Resources

6.1 Aims and
objectives 
of unit 6

6.2 Assertiveness

6.3 Styles of
Communication

6.4 Activity: What
is Assertiveness

6.5 Assertive
Communication

Closing Circle (20 minutes)

Reflecting on the unit Trainer invites participants to close the unit by sharing how they are
feeling and what they have learnt.

Trainer asks each participant what they are taking away from the 
training as a whole and how they might use their new skills. 

Celebrate learning and achievement.

COURSE OUTLINE (Duration 90 minutes)
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6.1 AIMS AND OBJECTIVES OF UNIT 6

Welcome and opening circle

Recap and review

Assertiveness

Methods of communication 

End of course
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6.2 ASSERTIVENESS

Definition
Involves standing up for personal rights and expressing thoughts,
feelings and beliefs in direct, honest, and appropriate ways which do
not violate another person’s rights.

Purpose
To communicate ideas, feelings, and needs clearly without dominating,
degrading or humiliating the other person.

Characteristics
Confident, independent, honest, open. Evaluates the situation 
before acting on it.

Interactions with others
Respects others with whom she/he is in contact with, not out 
to win every conversation, fair to one’s self and others, willing 
to make compromises.

Feelings provoked in others
Respected, valued.

Consequence
May achieve desired goal. Ability to establish good relationships with
others. Continually gains in self-esteem and aids others to do likewise.
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6.3 STYLES OF COMMUNICATION

Passive Behaviour
Involves violating your own rights by failing to express honest feelings,
thoughts, and beliefs and consequently allowing others to also violate
your rights: or expressing your thoughts and feelings in such an
apologetic, timid manner that others can easily disregard them.

Wants to be liked and accepted by others. Avoids unpleasant and risky
situations. Avoids confrontation and conflict with others.

Puts oneself down. Allows others to choose for him/her to tell oneself
what to do, but then resents them for it. Her/his ideas, opinions, or
plans are easily influenced or changed by others. Gives in or withdraws
when conflict arises. Waits to be noticed before he/she speaks up.

Aggressive Behaviour Definition 
Involves directly standing up for personal rights and expressing
thoughts, feelings, and beliefs in a way, which is emotionally honest, but
usually inappropriate, and in violation of the rights of others.
Intimidating and loud.

To dominate or win in every situation by humiliating, degrading,
belittling or overpowering others. Express anger, bitterness, and
resentment. Increase self-esteem by putting others down. Rude,
obnoxious, loud, boisterous, domineering, and superior. Over-reacts to
situations with an outright attack.

Passive-Aggressive Behaviour 
Involves expressing your needs and feelings in an unclear and
confusing manner. Express oneself without having to state one’s
feelings openly. Get what one wants.

Manipulates to get what he/she wants or show how she/he feels by
pouting, playing the martyr, giving the silent treatment, withdrawing,
procrastinating, making empty promises, playing helpless, etc...
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6.4 WHAT IS ASSERTIVENESS?

Aim: To identify the assertive, passive, aggressive and passive
aggressive communication styles.

Resources: Handout 6.5, Assertive communication.

Method: Participants are given handout 6.5, which lists a series 
of situations and responses.

In pairs they work to decide which response is:

• Assertive
• Passive
• Aggressive
• Passive aggressive.

Plenary: The outcomes are shared and discussed in the 
main group.

Participants then look at the role plays on handout 6.5
and decide an appropriate assertive response.
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6.5 ASSERTIVE COMMUNICATION

Look at the following situations and decide which responses are
assertive, aggressive, passive aggressive or passive.

Five sample situations: 

Situation 1
Cousin Jessie, with whom you prefer not to spend much time, is on 
the phone. She says that she is planning to spend the next three 
weeks with you.

1. We'd love to have you come and stay as long as you like. 
2. We'd be happy to have you come for the weekend, but we cannot

invite you for longer. A short visit will be very nice for all of us. 
3. The weather down here has been terrible (not true), so you'd better

plan on going elsewhere.

Situation 2
You have bought a toaster at a local discount house, and it doesn't 
work properly.

1. I bought this toaster, and it doesn't work; I would like my money back. 
2. What right do you have selling me junk like this? 
3. You silently put it in the closet and buy another one.

Situation 3
One of your children has come in late consistently for the last three or
four days. 

1. I have noticed that for the last few days you have been a little late, and
I am concerned about that. 

2. The next time you are late, you are moving out. 
3. You mumble to yourself and give dirty looks, hoping she/he will be

on time tomorrow.
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6.5 ASSERTIVE COMMUNICATION (CONTINUED)

Situation 4
You are at the dinner table and someone starts smoking, which 
offends you. 

1. Hey, that smoke is terrible, get lost! 
2. You suffer the smoke in silence. 
3. I would appreciate it if you wouldn't smoke here.

Situation 5
You are across the room and someone is talking to you but not quite
loud enough for you to hear. 

1. You continue straining to hear but end up daydreaming. 
2. You yell out, ̀ Speak up! I can't hear you if you talk to yourself.'
3. You stop, get the person's attention, and say, ̀ `Would you mind

speaking a little louder, please?'

Role playing situations for assertion training: 

Each of these situations involves a need for assertive behaviour. Role
play each of these situations and decide upon an assertive response: 

a. You are facilitating a group and people are talking over each other.
b. You are talking to someone who is blowing smoke in your face. 
c. You arranged to be at a meeting and everyone is late.
d. You are at a restaurant and you ordered a steak that is tough; 
e. You and your friend are going on holiday. Your friend has booked the

flight for you; however, when you get to the airport you discover that
you aren't booked, and that there are no seats available. You then find
out that your friend forgot to book the flight. 

f. You have made a mistake and your boss/supervisor starts telling 
you off.
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