

Communications Tune-up


Communications Tune-up 
	Course Length:   

	Three hours

	
	

	Audience:


	BWC employees

	
	

	Prerequisites/Prework:

	Whale Done! presentation

	
	

	Goals:




	Provide BWC employees with skills for promoting positive working relationships through the use of effective communication. 

	
	

	Performance objectives:
	Participants will be able to:

· Identify customers’ communication expectations and the elements of communication interactions;
· Explain the four levels of communication;
· Apply effective listening strategies;
· Identify the levels of conflict and a consensus process;
· List learning tools on the Learning Application Plan that can be implemented upon returning to the work environment.


	Welcome
	15 minutes


The presenter welcomes participants to the next phase in their new business model (NMB) training, Communications Tune-up. Participants are reminded of the NBM concepts of bringing together BWC resources in new ways to better serve our customers. Examples include injury management and employer management working together on teams, and office consolidations effectively utilizing resources and opportunities for working with remote team members, such as managed care organizations.  
The presenter provides the Communications Tune-up objectives.
	Whale Done! review
	15 minutes


The presenter discusses the Whale Done! presentation participants have taken prior to this class and reviews with the participants the main components from the Whale Done! video. The presenter asks the participants to identify the three components (building trust, accentuating the positive and redirection) of the Whale Done! approach.  
	Warm-up activity
	20 minutes


The instructor introduces the activity to engage participants, and to start them thinking about the importance of effective communication with team members and our customers. Participants work in table groups to discuss good and bad communication interactions they have experienced with others. Participants identify what was good about the positive experiences and what improvements could have been made to the negative experiences. Participants flip chart their communication interaction and share with the class.  
	Communication
	60 minutes


The presenter provides information regarding the communication process, and discusses what individuals want and need. The presenter will provide the elements of communication; discuss the barriers to communication and the different levels of communication. Participants identify and discuss any physical and psychological barriers in their work environment that may interfere with effective communication. 
In an interactive activity, participants work in table groups to identify their biggest communication barrier working with team members and/or customers as they prepare for the NBM transition. 
The presenter begins the listening section by introducing a story. Participants work in table groups to brainstorm a list of bad listening habits and good listening habits. 
The presenter explains the three types of listening (active, passive and paraphrasing) and how practicing each type leads to better understanding within the communication process. 
Participants refer back to the communication barrier their table group selected and discuss solutions to the communication break down. Table groups will share their solutions with the class. 
	Resolving differences
	60 minutes


This section focuses on the levels of conflict and the art of reaching consensus. Participants work in table groups and rate how they feel about situational statements dealing with consensus. The rules for reaching consensus are reviewed and participants are provided with guidelines for dealing with conflict. 
	Summary
	10 minutes


The instructor briefly reviews the key concepts of effective communication skills (removing barriers, communicating on the same level, actively listening and resolving differences) in creating a positive working relationship with one another and with our customers.  
Participants are asked to complete a session feedback form.
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