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COURSE PURPOSE 

The purpose of the course is to enable participants to demonstrate effective interviewing techniques and to obtain and convey information.

COURSE OBJECTIVES

The objectives of this course are to enable the participants to:

· Define, plan, and structure an interview.

· Use open-ended and closed-ended questions to elicit information.

· Recall information accurately by using listening skills.

TARGET AUDIENCE

The target audience for this training includes all disaster field office staff who conduct face-to-face interviews.

APPROXIMATE TIME

2 hours

CONTENTS

This course includes the following:

· Course Overview and Introductory Activity

· Definition of an Interview

· Planning for a Successful Interview

· Structure of an Interview

· Effective Questioning

· Effective Listening

· Optional Activities:
Understanding Filters

Pre-Existing Mindsets

· Activity:  Effective Listening

· Activity:  Recall With and Without Notetaking

· Analyzing the Interview

· Course Summary and Evaluation

PREPARING

Use the following checklist to help you prepare for this course:

Supplies and Equipment

· Visuals 1 through 21 (See Visual Masters section of this document.  Prepare the visuals if necessary.)

· Overhead projector with screen

· Masking tape

· Chart paper, easels, and markers

· Thirty name cards of famous persons or characters (See list on Page 3.)

· Pens, pencils, and note paper

Handout Materials (See Handout Masters section of this document.)

· Interviewing Skills Summary (2 or 3 visuals per page plus note space)

· Interview Types

· Nonverbal Cues

· Listening Skills Self-Assessment

· End-of-Course Evaluation Form

NUMBER OF INSTRUCTORS

One or two instructors may be used to teach this course.

INSTRUCTOR QUALIFICATIONS

Instructors should have training experience, as well as previous experience working at a DFO.  Instructors with previous disaster field experience should teach this course.  If you are inexperienced, request an experienced instructor to co-instruct with you.

COURSE OVERVIEW
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As each participant enters the room, he or she is given a card with the name of a famous person or character who is or was known as part of a pair:

· Romeo and Juliet

· Dale Evans and Roy Rogers

· Fred Astaire and Ginger Rogers

· Abbott and Costello

· Tom and Jerry

· Humphrey Bogart and Lauren Bacall

· Katherine Hepburn and Spencer Tracy

· Laurel and Hardy

· Simon and Garfunkle

· Lucy and Ricky

· Ozzie and Harriett

· Anthony and Cleopatra

· Captain and Tenille

· Cagney and Lacy

· Butch Cassidy and The Sundance Kid

Visual 1
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Display the following visual.
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Distribute the handout titled, “Interviewing Skills Summary.”  Tell the participants that they can use this handout to take notes and follow along.  
(A master copy of this handout appears at the end of these course materials.)

COURSE OVERVIEW
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20 minutes
Introductory Activity

Conduct this activity as follows:

1. Ask the following questions:

[image: image6.wmf]
How many of you have been to a seminar or training session before?





Did you start off by going around the room to introduce yourself to the group?


Note that the class will do something a little bit different to get this course started.


2. Explain that when the participants entered the room, they were given a card with the name of half of a famous pair.  Someone else in the room has a card with the name of the other half of that pair.  For example, if the participant’s card reads “Romeo,” someone else in this room has a card with the name “Juliet” written on it.  


3. Give the participants 3 minutes to locate, and seat themselves with their pair partners.  Assist those needing help to locate their pair partners.  


4. After everyone has found his or her partner, ask the participants to take about 2 to 3 minutes to ask their pair partners some questions about him or herself.  Instruct them to take notes if necessary.  Explain that when all have finished, each participant will introduce his or her pair partner to the group.


5. Give the participants about 5 to 6 minutes to question each other, then go around the room asking each person to introduce his or her pair partner to the group.  
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INSTRUCTOR NOTE:  With a small group, ask each participant to relate two or three interesting facts about his or her pair partner.  With a larger group, ask each participant to relate one interesting fact about his or her pair partner.

COURSE OVERVIEW
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Open the course training by noting that the introductory activity was, in fact, a mini interview.  Note that:

· The activity had an objective—getting information about each participant’s pair partner to be able to introduce him or her to the larger group.

· The activity required some logistical planning, that is rearranging seating, and getting close enough to each pair partner to have a good environment for sharing the information.

· To do well, participants had to ask good questions and listen carefully to their partners’ answers.

· Participants had to analyze the information that they gathered in order to determine what to share with the larger group.

Point out that the famous pairs activity helps to illustrate how interviewing is an art, requiring effective techniques to be successful.  Stress that this course is intended to enable the participants to demonstrate good interviewing techniques in getting and giving information.


Tell the participants that most of us can remember examples of particularly skillful interviewers who involved us through their words, attitudes, and behaviors.  We remember the interview as a positive experience, and the interviewer as someone who was genuinely interested in helping us understand; someone who wanted to help us improve our performance, and someone who really made us feel comfortable in sharing information.
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Tell the participants to think of a famous interviewer (Barbara Walters, Ed Bradley, etc.).  Ask the participants what makes these individuals so effective.  Acknowledge the comments and record the key points on chart paper.

COURSE OVERVIEW

Visual 2

[image: image10.wmf]
Display the following visual and compare these items with those mentioned by the participants.


[image: image11.wmf]Points to Remember
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[image: image12.wmf]
Review the important points about successful interviews:

· Interviews always have a purpose or objective.

· Successful interviews don’t “just happen, they require planning.”

· Successful interviews both give and get valuable information.

· Effective questioning and listening techniques are important.

· No interview is complete without analysis.

DEFINITION OF AN INTERVIEW

Visual 3
[image: image13.wmf]
Display the following visual.


[image: image14.wmf]Definition of An Interview

“An interview is a meeting of persons

for discussion where there is an

explicit objective to the conversation

and where one party is responsible

for achieving this objective.”

 Janis Grummit, A Guide to Interviewing Skills,

The Industrial Society, 1980




Review briefly the definition presented in the visual.  Explain that interviewing is communication with a purpose.

Tell the participants that interviews provide information about people—who they are, what they have done, and what they want or need.  Interviews clarify information or objectives to ensure mutual understanding or agreement.  Stress that the interview is a form of face-to-face discussion between two or more persons.  It contrasts with a “conversation” or other forms of communication in that an interview has an objective or purpose.   

DEFINITION OF AN INTERVIEW

[image: image15.wmf]
Review the following key point: 


· Determine the purpose of the interview.

The purpose or objective of the interview is what the interviewer is trying to accomplish through the sharing of information during the interview.  The interviewee may share that purpose, but may also have his or her own objective.  Most interviews have more than one purpose or objective.  It is also possible that other issues exist aside from the official objective.  This is often called the “hidden agenda.”

The general purpose or objective of the interview may seem quite evident to both the interviewer and interviewee, but it is still a very good idea to clarify the exact purpose or objective initially.

Visual 4
[image: image16.wmf]
Display the following visual and briefly review the different types of interviews.
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Explain that there are several different types of interviews.  The type of interview depends upon the purpose or objective of the interview.  For example, a Selection Interview is used for finding and hiring the right candidate for a job; an Appraisal Interview is used to assess a situation; a Counseling Interview gives advice or listens to complaints; and an Exit Interview is used to determine why someone has chosen to leave a position.

DEFINITION OF AN INTERVIEW

Visual 5
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Display the following visual.


[image: image19.wmf]Give as Good as You Get!
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Explain that because every interview has expectations of both giving and getting information, a successful interview contains both information-getting and information-giving objectives. 

Give the participants the following examples:

· In an Appraisal Interview by a Community Relations worker, the interviewer is not just trying to uncover information, but is also trying to help a victim.  So, along with getting information on the victim’s situation and the losses he or she sustained, the interviewer also tries to give information about referrals, services, timeframes, etc.  

· A Selection Interview to hire new maintenance workers would get information on previous experience, skills, and the like, but would also need to give information about the temporary nature of FEMA jobs, the long hours, the stress, etc., in order to ensure the best fit between employee and job. 

DEFINITION OF AN INTERVIEW
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Distribute the handout titled, “Interview Types.”  Explain that this handout provides some examples of interview types, objectives, and how each type needs to both get and give information. 

Interview Types

Interview Type

Objective

Getting Information

Giving Information

Selection
Select best person for the job and best for the company.
Education, experience, motivation, personality.
Job description, company culture, working conditions.

Appraisal
Evaluate or assess performance or situation.
Feedback, needs, goals, descriptions.
Feedback, referrals, followup, plans.

Counseling
Listen to and understand problems.
Nature and source of problems.
Possible solutions, support.

Exit
Explore reasons for leaving job, program.
Reasons for leaving, perceptions of agency or program.
Feedback, followup, appreciation.

DEFINITION OF AN INTERVIEW


Stress that very often, success in meeting the objective of the interview lies not in how well information is obtained, but in how well information is given!

[image: image21.wmf]
Record the answers to the following question on chart paper.

[image: image22.wmf]
Can you think of an interview situation in which the interviewer could fail to meet the objective of the interview by using poor skills in GIVING information?


· If not mentioned by the participants, add the following examples:


· A job interview with a local hire that concentrates on getting information about the applicant, but does not give the applicant a clear picture of the job or about working at the DFO.  (For example, that the job is temporary, that it will not lead to permanent employment with FEMA, and that the job requires a lot of overtime.)

· An interview with a disaster victim that concentrates on getting the information necessary to complete the intake form, but does not give the victim any useful information about where to get help, where to go next, and what will happen with the request for assistance.

PLANNING FOR A SUCCESSFUL INTERVIEW

Visual 6
[image: image23.wmf]
Display the following visual.
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Explain that successful interviews don’t “just happen.”  Planning for a successful interview involves a series of activities, or steps.

Tell the group that each of these steps will now be covered in further detail.

PLANNING FOR A SUCCESSFUL INTERVIEW

Visual 7
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Display the following visual.
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Review Step One.

Explain that the interviewer must first determine the specific objective and purpose of the interview.  Very often, the purpose of the interview dictates the environment, scheduling or other planning considerations.  


Ask the following discussion question:

[image: image27.wmf]
Can you think of an interview objective that might dictate particular planning considerations?


· If not mentioned by the participants, add the following examples:


· If the purpose of the interview is to hire local staff necessary for the DFO and DRCs at the beginning of a disaster, interview duration would have to be short and the process would probably include only a single interview. 

· If the purpose of the interview is to provide crisis counseling to a disaster victim, the interview would require a quiet environment and a longer duration.

Stress the importance of communicating the purpose and objectives of the interview to all parties involved.

PLANNING FOR A SUCCESSFUL INTERVIEW

Visual 8

[image: image28.wmf]
Display the following visual:
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Review Step Two.

Stress the importance of informing all parties of the date, start time, and expected duration of the interview.

PLANNING FOR A SUCCESSFUL INTERVIEW

Visual 9

[image: image30.wmf]
Display the following visual:


[image: image31.wmf]Step Three:

Environment

Determine the:

u

Suitable location.

u

Supplies

required.

u

Equipment

required.

Purpose/Objectives

Scheduling/Duration

Environment




Review Step Three.

Stress the importance of informing all parties of the location of the interview.  Tell the participants that this information should include, if necessary:

· Directions, including specific address, room number, etc.

· Transportation and parking requirements.

· Security arrangements.

PLANNING FOR A SUCCESSFUL INTERVIEW

Visual 10

[image: image32.wmf]
Display the following visual:
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Review Step Four.

Stress the importance of communicating to all parties present at the interview what the next part of the process will be, and what, if any, followup procedures are required.

STRUCTURE OF AN INTERVIEW

Visual 11
[image: image34.wmf]
Display the following visual.
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Explain the structure of an interview which consists of three phases:


· Introduction, which:
· Begins the interview.

· Gives an overview of purpose and structure.

· Clarifies process, duration, and any followup.


· Exchange, which is:

· The body of the interview.

· A thorough exploration of all points.

· A check and summary of information and issues raised.


· Conclusion, which is:

· The summary and closure of the interview.

· A restatement of the objectives and what has been accomplished.

· An agreement on further action to be taken, if any.

STRUCTURE OF AN INTERVIEW

Visual 2
(Redisplay)
[image: image36.wmf]
Redisplay Visual 2 and conduct a brief review of the key points to remember.
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Transition to the next topic by stressing that in order to get valuable information, the interviewer needs to use effective questioning techniques.

EFFECTIVE QUESTIONING

Visual 12
[image: image38.wmf]
Display the following visual.  Ask the participants to review the different types of questions an effective interviewer may use.
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Review the following key point: 


· One method a good interviewer can use to keep the interview on track and move toward meeting its objective, is to use different types of questions depending on the type of information needed, the pace of the interview, and other considerations.  

EFFECTIVE QUESTIONING

Visual 13
[image: image41.wmf]
Display the following visual.
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[image: image43.wmf]
Review the key points in the visual and ask the participants to consider the purpose of open questions, what they require of an interviewee, and how they are structured.

EFFECTIVE QUESTIONING

[image: image44.wmf]
Ask the participants the following question.  Record the answers on chart paper.

[image: image45.wmf]
What are some open questions that we hear frequently?


· If not mentioned by the participants, add the following examples:

· What disaster assistance have you received so far?

· What have you been told about working for FEMA?

· How badly is your home damaged?

Visual 14
[image: image46.wmf]
Display the following visual.
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[image: image48.wmf]
Review the key points in the visual and ask the participants to consider the purpose of closed questions, how they are structured, and what they require of an interviewee.

EFFECTIVE QUESTIONING

[image: image49.wmf]
Ask the participants the following question.  Record the answers on chart paper.

[image: image50.wmf]
How could we change open questions into closed ones?


· If not mentioned by the participants, add the following examples:

· Have you received any disaster assistance so far?

· Were you told that working for FEMA is only a temporary job?

· Is your home badly damaged?

Visual 15
[image: image51.wmf]
Display the following visual.
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[image: image53.wmf]
Review the key points in the visual and ask the participants to consider the value, if any, of an interviewer’s revealing his or her personal opinion by using leading questions.  Stress the potential consequences of indicating a preferred answer to an interviewee.

EFFECTIVE QUESTIONING

Visual 16
[image: image54.wmf]
Display the following visual.
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[image: image56.wmf]
Review the key points in the visual and ask the participants to consider the value of hypothetical questions in “brainstorming” situations as compared to straightforward information gathering.

EFFECTIVE QUESTIONING

Visual 17
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Display the following visual.
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[image: image59.wmf]
Review the key points in the visual and explain that probing questions are open-ended questions.  Ask the participants to consider how a straightforward open question, followed by a probing question, would be of value in an interview.

Transition to the next topic by noting that just as it is important to develop questioning skills, it is just as vital to know how to listen to the answers.

EFFECTIVE LISTENING

Visual 18

[image: image60.wmf]
Display the following visual.


[image: image61.wmf]Effective Listening




Explain that the success of the questions an interviewer asks depends, to a great extent, on his or her ability to truly hear and process the responses.  Point out that the purpose of this topic is to help develop effective listening skills.

[image: image62.wmf]
Ask the following question.  Record the responses on chart paper.

[image: image63.wmf]
Why is it important to be a good listener?


· If not mentioned by the participants, add the following examples:


· To get information

· To be courteous

· To evaluate accurately

· To be liked by others

· To avoid embarrassment

· To satisfy curiosity

· To make intelligent decisions

· To save time

EFFECTIVE LISTENING

Visual 19

[image: image64.wmf]
Display the following visual.
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Explain the key elements to the class.  Note that the activities will help to demonstrate how an interviewer may understand what he or she hears, and how effective listening skills can help to clarify the message.

EFFECTIVE LISTENING


Begin by discussing the first key element:

· Hear the Message—Listen

Just because a sound enters the ear, it doesn’t mean the hearer actually listens to it.  Hearing is nonselective and involuntary.  Listening, on the other hand, is voluntary.  It is something the listener chooses to do.  Although the common tendency is to listen selectively, an interviewer must consciously listen to everything, not only what he or she expects to hear, wants to hear, or cares about hearing.  

In an interview, effective listening means:

· Paying attention

· Concentrating


Proceed to a discussion of the next key element:

· Interpret the Message—Confirm

Interpreting a speaker’s message means coming to a mutual understanding of the speaker’s meaning.  Listeners often experience problems at the interpreting level because no two people perceive a message in the same way.  Also, speakers do not always say what they mean or mean what they say.  Many situations can carry the risk of misinterpretation.

· Understand Your Filters

The meaning of what we hear derives from the understood meaning of words, tone of voice, nonverbal cues, and our own filters.  

Filters are the brain’s personal data base that helps attach meaning to information as it is presented.  These include memories, feelings, and expectations.  

EFFECTIVE LISTENING

[image: image66.wmf]
Ask the following question.  Record the responses on chart paper.

[image: image67.wmf]
What other filters do we use to interpret what we hear? 


· If not mentioned by the participants, add the following examples:

· Age

· Education

· Prejudices

· Culture

· Intelligence

· Motives

[image: image68.wmf]
INSTRUCTOR NOTE:  If you decide to use the activities on the following pages, transition with an explanation of how the activity(ies) will help the participants become better listeners.

EFFECTIVE LISTENING




5 minutes
OPTIONAL ACTIVITY:  UNDERSTANDING FILTERS
Conduct this activity as follows:


1. Explain that this activity helps to demonstrate how we often “expect” particular answers to questions based on what the majority of people would say.

2. Tell the participants that they will be asked to respond to four questions.

3. Instruct them to write down a one-word answer to each question—the first answer that comes to mind.

4. Ask the questions in the left column of the table below:

Question
Correct Answer

What is your favorite color?


Name a piece of furniture.


Name a flower.


Pick a number from one to four.


[image: image69.wmf]
5. Ask for volunteers to provide answers to each question, one question at a time.

6. Record the answers on chart paper.

7. When there are sufficient answers to each question, write the “correct” answers on the chart paper.  Compare the answers with those the participants provided.

8. Explain that the “correct” answers were obtained from a large sample.

9. Remind the participants that an effective listener is careful not to filter others’ responses through his or her own personal expectations.

EFFECTIVE LISTENING




5 minutes
OPTIONAL ACTIVITY:  PRE-EXISTING MINDSETS

[image: image70.wmf]
INSTRUCTOR NOTE:  You will need to create this handout if you use this activity.


Conduct this activity as follows:


[image: image71.wmf]
1. Explain that this activity will suggest to participants how pre-existing mindsets may filter what a listener hears and sees.
2. Distribute the handout with the attached grouping of nine dots.
3. Ask the participants to connect all nine dots by drawing four straight, continuous lines without lifting their pencils or retracing a line.
4. Allow the participants a few minutes to complete their work.
5. Ask how many have solved the puzzle successfully.
6. Ask a volunteer to step forward and display the solution on chart paper.
7. If no participant has successfully solved the puzzle, draw the solution on chart paper.
8. Explain that keeping an open mindset can help a listener “go outside the box” of preconception to hear and see more clearly.

EFFECTIVE LISTENING


Continue the discussion of the second key element:

· Interpret the Message-Confirm

· Tone of Voice

The tone of a speaker’s voice conveys approximately 30 percent of the meaning of a message.  Depending on the speaker’s tone, a message can sound insistent, pleading, questioning, etc.  Good listeners pay attention to the tone in order to better discern the speaker’s meaning. 


· Using All Five Channels

Good listeners interpret a speaker’s message through five channels:  Ears, eyes, heart, mind, and intuition.  “Tuning in” all of these channels allows the listener to expand his or her capacity to receive the speaker’s message. 


· Nonverbal Cues

Speakers convey messages through their gestures, facial expressions, eyes and posture.  A good listener learns to read the speaker’s “body language” in order to better interpret these nonverbal cues.

[image: image72.wmf]
Distribute the handout titled, “Nonverbal Cues” to the participants.  Review each of the cues, and the message that the interviewer communicates with each.

Ask the participants if they agree with the messages these nonverbal cues convey.  Respond to their comments.

Then, transition to the activity on the following page by explaining that it will demonstrate the importance of careful listening.

EFFECTIVE LISTENING




5 minutes
ACTIVITY:  EFFECTIVE LISTENING

[image: image73.wmf]
INSTRUCTOR NOTE:  To conduct this activity, you will need to prepare the transparency or handout in advance.


Conduct this activity as follows:

1. Display a transparency or distribute a handout that shows the following figure:






















2. Tell the participants to listen very carefully to the instruction.

3. Give the following instruction, very carefully, enunciating clearly:

“Count the number of squares you see.”


4. Allow the participants a few moments to arrive at their answers.

5. Ask for volunteers to provide their answers to the group.  Validate each effort to arrive at a correct answer.
6. If no participant arrives at the correct answer, tell the group that the correct answer is 30.

7. Using the transparency or the handout, with different colored markers, demonstrate by outlining the following:

· 1 whole square

· 16 individual squares

· 9 squares of four units each (1 on each corner and 1 using 2 center boxes on each row)

· 4 squares of nine units each

8. Reinforce the understanding that even a very direct message can result in varying interpretations.

EFFECTIVE  LISTENING


Explain the third key element:

· Evaluate the Message—Probe

Good listeners make sure they have all the key information before forming an opinion.  A good listener will weigh and analyze all of the evidence before reaching a final determination.  It is important to:

· Ask questions

· Analyze the evidence

· Don’t jump to conclusions


Conclude by explaining the fourth key element:

· Respond to the Message—Show Understanding

The listener must let the speaker know by verbal and/or nonverbal feedback what was heard and how it was heard.  Confident responses inform the speaker that the message was heard, understood, and evaluated appropriately.  It is important to:

· Reach common understanding

· Give feedback

· Avoid confusing messages

· Be aware of attitude and style


When asking a series of questions, always pause and give the interviewee time to think and answer before proceeding to the next question.  

[image: image74.wmf]
Distribute the handout titled, “Listening Skills Self-Assessment” to the participants.  Tell the participants that this is an activity they can take with them to complete and review.  The assessment will help the participants assess themselves as effective listeners.

EFFECTIVE LISTENING




5 minutes
SELF-STUDY ACTIVITY:  LISTENING SKILLS
SELF-ASSESSMENT

Instructions:  Read each statement and place a checkmark in the column that corresponds most closely with your assessment of how frequently you perform the behavior.  After completing your ratings, develop at least one personal learning objective for this training.


RATINGS



Never
Almost
Never
Some-
times

Often
Almost 
Always

Ability to define the purpose for listening.






1.
I think about why I am listening.

2.
I understand the importance of listening.
(
(
(
(
(

Ability to attend fully to the speaker.






3.
When I hear extraneous sounds, I don't allow myself to be distracted by them.
(
(
(
(
(

4.
I concentrate on what is being said, even if I am not interested.
(
(
(
(
(

5.
I concentrate on the speaker’s message rather than on how he or she sounds.
(
(
(
(
(

6.
I listen to the speaker without judging or criticizing.
(
(
(
(
(

7.
I let the speaker finish and do not interrupt.
(
(
(
(
(

8.
I give verbal indications throughout the interaction that the speaker has my full attention.
(
(
(
(
(

9.
I block out my own personal problems when I am listening.
(
(
(
(
(

10.
I take notes when necessary to help me understand and remember.
(
(
(
(
(

Continued . . 
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5 minutes
SELF-STUDY ACTIVITY:  LISTENING SKILLS
SELF-ASSESSMENT


RATINGS



Never
Almost
Never
Some-
times

Often
Almost 
Always

Ability to process the message.






11.
I try to listen for cues that tell me what the speaker may be feeling (e.g., uncertain, angry, worried).
(
(
(
(
(

12.
I think about what the speaker means and what additional information I need to know.
(
(
(
(
(

13.
I recognize that words have different meanings for different people.
(
(
(
(
(

14.
I try to put myself in the speaker’s place.
(
(
(
(
(

Ability to formulate a response.






15.
I restate (or paraphrase) messages to confirm my understanding.
(
(
(
(
(

16.
I probe to get additional information.
(
(
(
(
(

17.
I evaluate how well I am listening based on how the other person reacts to my responses.  (For example, does the other person get angry because you miss the point?)
(
(
(
(
(

Personal Learning Objective(s):

1.



2.



EFFECTIVE LISTENING

Visual 20
[image: image75.wmf]
Display the following visual.


[image: image76.wmf]Confirming What You Hear

u

Listen.

u

Summarize the themes mentally.

u

Restate in your own words the main points.

Do not parrot back the exact same

words that you heard.

Do not say . . . “I understand your

situation.”  State what you

understand about the situation.




Explain that summarizing and paraphrasing what has been heard clarifies content and ensures understanding.  Interviewers should paraphrase regularly to ensure that they heard the person correctly and understood what the person meant to say.  Tell the participants that the following expressions are useful in paraphrasing:

· “If I understood you correctly . . .”

· “You’re feeling angry because . . .”

· “So you’re saying . . .”

· “In other words . . .”


Note that the interviewer should choose the structure of the interview, select questions and question types, and use effective listening skills to put the interviewee at ease as well as elicit the information desired.  Stress that the interviewer’s attitude should be fair and equitable, reinforcing and supporting, reflecting empathy and showing his or her ability to understand.

EFFECTIVE LISTENING

[image: image77.wmf]
Ask the following question.  Record the responses on chart paper.

[image: image78.wmf]
What other ways can interviewers put people at ease with the interview, help build a good rapport, show empathy?


· If not mentioned by the participants, add the following examples:


· Ask interviewee if he or she wants some coffee, or a soft drink.

· Sit at a table, not separated by a desk.

· Always remember to introduce yourself and explain briefly what you do for FEMA.

Visual 21

[image: image79.wmf]
Display the following visual.


[image: image80.wmf]Taking Notes

DO’s

u

Write clearly.

u

Record important

facts or key words.

u

Develop your

own shorthand.

u

Keep notes brief.

DONT’s

u

Don’t trust your

memory.

u

Don’t write down

every word.

u

Don’t mix facts

with opinions.



[image: image81.wmf]
Review the following key points:

· Notes serve to review the interview and confirm important points.

· Make notes brief—taking lengthy notes while someone is talking will not convey interest!
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5 minutes
Activity:  recall with and without notetaking


Conduct the first part of this activity as follows:

1. Explain that this is a two-part activity that will demonstrate the benefits of careful notetaking.
2. Tell the participants that they will be listening to two phone calls.

3. Point out that the participants are to listen closely to the message and recall the facts stated by the caller.  

4. Tell the participants that they will work in pairs for this exercise.  Before reading the message, ask one member of each pair to leave the room (but to remain available).

5. Close the door to the training room.  Tell the remaining participants in the classroom not to take notes.

Message 1


6. Ask the participants if they are ready.  Read Message 1 or ask for a volunteer to read it.  A transcript of the message appears on page 42.

7. When Message 1 has been read, ask the participants who left the room to return.  Tell the participants who heard the message to tell their partners as much of the information as they remember.  Explain that the participants who did not hear the message can ask their partners questions.

EFFECTIVE LISTENING




5 minutes
Activity:  recall with and without notetaking

[image: image82.wmf]
INSTRUCTOR NOTE:  The questions are designed to assess one’s ability to listen.  In an actual situation, a listener may not need to recall the facts included in these questions.  Being able to listen and recall the facts is an important first step to understanding the meaning being communicated.


8. Ask the following questions regarding Message 1:

a. Who is calling?

b. Where is Pat calling from?

c. In which community is the meeting going to be held?

d. Who will be attending the meeting from the town?

e. Where will the meeting be held?

f. What time will the meeting be held?

g. What representation would they like from the Federal Government?

h. What time must Pat Stevenson confirm with them?


9. Finally, ask the following discussion question of those participants who left the room:

[image: image83.wmf]
How accurate was the information that was conveyed to you by your partner? 


Point out that most participants who received the information second hand were probably not prepared to respond to the caller’s need effectively.
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5 minutes
Activity:  recall with and without notetaking


Conduct the second part of this activity as follows:

1. Tell the participants that they will listen to a second message.  Ask the participants who left the room in the previous activity to stay in the room and listen to the message.  Ask those participants who previously stayed in the room to leave.

2. Tell the participants who remain in the room to take careful notes.

Message 2


3. Close the door to the training room.  Ask the participants if they are ready.  Read Message 2 or ask for a volunteer to read it.  A transcript of the message appears on page 42.

4. When Message 2 has been read, ask the participants who left the room to return.  Tell the participants who heard the message to review their notes with their partners.  Explain that the participants who did not hear the message can ask their partners questions.

5. Ask the following questions regarding Message 2:

a. Who is calling?

b. Where does she work?

c. What development is she calling about?

d. What type of people live there?

e. How many buildings were damaged in the hurricane?

f. What did the $10,000 insurance cover?

g. How much are current costs?

h. What is the caller asking?


6. Ask how many people improved their listening accuracy from the first segment.
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5 minutes
Activity:  recall with and without notetaking


7. Summarize this activity by asking the following discussion questions:

[image: image84.wmf]
What types of things can make it difficult to listen effectively to a caller?


· If not mentioned by the participants, add the following examples:

· Physical and mental fatigue.

· Lack of time.

· Preoccupation competing tasks.

· Feeling rushed to complete the interaction.

[image: image85.wmf]
What can you do to ensure that you are able to listen to each caller’s story?


· If not mentioned by the participants, add the following examples:

· Stop doing other tasks while on the phone.

· Don’t allow yourself to become distracted by other noises around you.

· Don’t interrupt.

· Take notes.
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5 minutes
Activity:  recall with and without notetaking—TRANSCRIPTS

Message 1




“This is Pat Stevenson, calling from the field.  I have some of the details about the community meeting that is going to be held tonight in McCallister.  Speakers at the meeting will include the Mayor, Councilman Everett Robinson, and Councilwoman Maria Hernandez.  The meeting will be held at the American Legion Hall, at 265 Cherry Lane at 7:30 p.m.  They would like a representative from Community Relations to explain the disaster application process and someone from the Small Business Administration to explain disaster loans.  I need to confirm with them by 2:30 this afternoon.”

Message 2



“This is Michelle Chesterton.  I’m calling from the Powellsville Office of Social Services.  I’m calling about the Oak Leaf Villas Retirement Complex.  This is a retirement complex for low-income residents.  Fifteen buildings were damaged in the hurricane.  We originally thought insurance would cover all damages, but now we have discovered that only ten thousand dollars in insurance coverage existed for asbestos abatement which now totals one hundred and sixty-five thousand dollars.  Can FEMA provide assistance in helping us meet these expenses?”

ANALYZING THE INTERVIEW


Analyzing the Information Obtained

Explain that at the end of the exchange portion of an interview, as the interviewer is moving into the conclusion, he or she needs to take a moment to analyze the information gathered.  Are all of the needed facts available?  Are there any omissions?  Is there a need for clarification?  

Tell the participants that often an interviewer will develop a short list of questions at the time the interview is planned.  Such a checklist, devised beforehand, helps the interviewer stay on track and check whether there are still points to be covered before ending the interview session.  Listing points for questions beforehand also ensures continuity in questions asked in separate interviews held for the same purpose.  Such a questionnaire also helps interviewers avoid questions that are discriminatory or prohibited.  


Note that analyzing the information also helps the interviewer determine whether the objective of the interview has been accomplished, whether followup is needed, and, if so, what kind.  This information is communicated to the interviewee during the interview’s conclusion.  


Analyzing the Interview Itself

Explain that after the interview has concluded, the interviewer should thank the interviewee for participating and schedule a followup interview, if necessary.

Stress that the interviewer should always take a few more moments to analyze the interview as a whole, using the following questions:

· Was the interviewer’s style and approach successful in establishing good rapport?

· Was the interviewer careful to paraphrase and summarize the interviewee’s responses?

· Did the interviewer manage to avoid setting up barriers based on age, gender, or race?

· What could be improved for the next interview.

COURSE SUMMARY AND EVALUATION 

Visual 2
(Redisplay)
[image: image86.wmf]
Redisplay the following visual.


[image: image87.wmf]Points to Remember

u

Interviews always have a purpose.

u

Interviews require planning.

u

Successful interviews both give and

get valuable information.

u

Effective questioning and listening

techniques are important.

u

No interview is complete without

analysis.




Summarize the objectives and activities of this course.  Ask the participants which points will be most helpful to them.

[image: image88.wmf]
Ask the participants to complete the end-of-course evaluation form.

[image: image89.wmf]
Distribute the course completion certificates to each participant.

[image: image90.wmf]
Thank the participants and the instructional staff.
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Types of Questions

		Open

		Closed

		Leading

		Hypothetical

		Probing
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Interview Planning

Determine:



















Purpose/Objectives

Scheduling/Duration

Environment

Process
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Step Two:  Scheduling/Duration

		Date.

		Start time.

		Expected duration.



Determine the:

Purpose/Objectives

Scheduling/Duration
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Step Four:  

Process

		Single interview with immediate decision?

		Initial interview with referral?

		Interview with written followup?



Determine:

Purpose/Objectives

Scheduling/Duration

Environment

Process
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Hypothetical Questions

Pose a “What If . . .” scenario.

Can be useful in analyzing attitudes, knowledge and reactions.

Useful in speculative 

or creative thinking.
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Step Three:  Environment

		Suitable location.

		Supplies required.

		Equipment required.



Determine the:

Purpose/Objectives

Scheduling/Duration

Environment
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Step One:  Purpose/Objective

		Reason for the interview.

		Desired outcome.

		Secondary objectives, if any.



Determine the:

Purpose/Objectives
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Probing Questions

Followup and obtain more detail.

Draw out additional information.

Aim for depth rather 

than breadth.
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Four Key Elements of Effective Listening

		Hear the message—LISTEN

		Interpret the message—CONFIRM

		Evaluate the message—PROBE

		Respond to the message—UNDERSTAND
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Taking Notes

DO’s

		Write clearly.

		Record important 

facts or key words.

		Develop your 

own shorthand.

		Keep notes brief.



DONT’s

		Don’t trust your memory.

		Don’t write down every word.

		Don’t mix facts with opinions.







UNKNOWN-0






_961599424.ppt


Points to Remember

		Interviews always have a purpose.

		Interviews require planning.

		Successful interviews both give and  get valuable information.

		Effective questioning and listening techniques are important.

		No interview is complete without analysis.
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Confirming What You Hear

		Listen.

		Summarize the themes mentally.

		Restate in your own words the main points.



Do not parrot back the exact same words that you heard.

Do not say . . . “I understand your situation.”  State what you understand about the situation.
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Effective Listening
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Closed Questions

		Control the flow of information.

		Are direct and focused.

		Call for straight and 

simple answers.
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Leading Questions

		Are directive. 

		May indicate the preferred answer.

		Are effective in confirming agreement.

		Are of limited use in obtaining information.
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Open Questions

		Encourage the flow of information.

		Require more complex answers than just “yes” or “no.”

		Lead the interviewee to express emotions, attitudes and feelings.

		Generally begin with the words what, when, where, why, or how.
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Interview Types 

and Objectives

Selection Interview

Select the person who would best fit the job.

Evaluate the situation.

Understand problems.

Appraisal Interview

Counseling Interview

Determine reason(s) for leaving.

Exit 

Interview
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Three Phases of 

An Interview







Conclusion



Exchange



Introduction
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Points to Remember

		Interviews always have a purpose.

		Interviews require planning.

		Successful interviews both give and  get valuable information.

		Effective questioning and listening techniques are important.

		No interview is complete without analysis.
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Give as Good as You Get!

		Get information about education, experience, situation, needs, reasons, etc.

		Give information 

about job, resources, expectations, process, 

solutions, etc.
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Points to Remember

		Interviews always have a purpose.

		Interviews require planning.

		Successful interviews both give and  get valuable information.

		Effective questioning and listening techniques are important.

		No interview is complete without analysis.
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Definition of An Interview

“An interview is a meeting of persons for discussion where there is an explicit objective to the conversation and where one party is responsible for achieving this objective.”

 Janis Grummit, A Guide to Interviewing Skills, The Industrial Society, 1980
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Course Objectives

		Define, plan, and structure an interview.

		Use open-ended and closed-ended questions to elicit information.

		Recall information accurately

by using listening skills.



Enable students to:
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