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Training of Trainers

One Day Training Program

Goal: 
To increase the awareness of participants concerning the design of training sessions, group dynamics and provide them with an opportunity to assess their individual skills and knowledge as trainers.

Learning outcomes:
By the end of the workshop participants will be able to:

1. Identify issues /considerations related to planning and evaluating a training program
2. Recall the eight steps of planning a training program
3. Appraise the use of the “ADDIE” model in designing training sessions
4. Identify the characteristics of adults learning and discuss the implications of adults learning theories from training.
5. Discuss how the understanding of group dynamics applies to facilitating a training session.
6. Acquire the skills necessary to intervene and improve individual and group performance in a school/organization context.

Materials:
· Flip chart
· Markers

Handouts:

Activity 1: The ADDIE Model
· Handout 1: The ADDIE Model
· Handout 2: W.H.E.R.E.T.O
· Handout 3: Characteristics of the Best Learning Designs…

Activity 2: Be cautious when training adults!!!!
· Handout 4: Theories of Adult learning
· Handout 5: Introduction to Adult Learning Theories
· Handout 6: Student Learning Vs. Adult Learning
· Handout 7: Basic Principles of Adult learning 

Activity 3: Group Dynamics 
· Handout 8: Group Dynamics
· Handout 9: Facilitation Skills
· Handout 10: Responding to Participants Challenges
· Handout 11: Dealing with common difficult behavior 
· Handout 12: Points to Remember as a Trainer


Flow of session:

Activity 1: The ADDIE Model (150 min)

· Divide participants into groups and ask each group to think of the components they should consider when designing any training day/workshop. Encourage groups to consider the previous 4 days of training: the non-formal techniques used (e.g. role play, world café, jigsaw); design of sessions, activities chosen and their sequence, group dynamics and interaction; time management; logistic things, (e.g. facilities, access to equipment, internet connectivity; food, certification). Ask them to write their answers on a flip chart. (20 min)

· Display using PPT, the 8 steps used for designing a training program. Encourage participants to provide examples on the possible components of each step. (10 min)

· Emphasize the use of models, as in the case of inquiry models, for helping trainers design and evaluate their training sessions. Introduce the ADDIE model.(10 min)

· Distribute another flip chart to each group. Ask them to draw a wheel with 5 sections which correspond to the 5 steps of ADDIE model and try to categorize their answers under the appropriate phase of the ADDIE model. (20 min)

· Call for a volunteer group to present its findings. Ask other groups to add additional ideas and information. (20 min)

· Tell participants that additional information about ADDIE model and its components are provided in Handout 1. 

· Add that trainers are advised to use checklists to evaluate the designed training activities and that one form that is widely used is the (W.H.E.R.E.T.O) form presented in document 2. Ask participants to examine the checklist and describe its effectiveness in improving the design of their training program. (25 min)

· Add that additional information about the characteristics of the best learning design is presented in Handout 3.(5 min)

· Ask groups to select 4-5 things they would like to evaluate about the current training and depict ways to evaluate them.

· Elicit responses from each group and ask a volunteer to write the responses on a flip chart. (20min)

· Introduce, using PPT, Donald Kirkpatrick’s four-level evaluation model which is considered the most familiar model for evaluating training sessions.(10 min)

· Wrap up the session by encouraging participants to reflect on the discussed models. (10 min)
Activity 2: Be cautious when training adults!!!! (80 min)

· Brainstorming: Ask participants to remember a training situation in which they felt uncomfortable? What made them uncomfortable and how did it affect their learning? Ask for volunteers to share responses with the whole group. (10 min)
· Provide each participant with Handout 4 (theories of adult learning) and ask each to tick in the column that most accurately describes their ability or understanding. (5 min)
· Ask participants what could be an important use of this form? It helps (similar to need assessment analysis) plan for a training program in the area where many participants don’t show familiarity). Add that there are a number of different theories that help explain how adults learn (Handout 5) and that it’s important to know some of these theories and use them in designing training sessions and programs. (5 min)
· Introduce two theories only: The experiential learning and KAP theory.(15 min)
· Distribute Handout 6 (Adult learning vs. Student learning) and ask participants to classify in a Venn diagram the characteristics of both adult learning and student learning.(10 min)
· Call for 1 or 2 volunteer groups to present its/their findings. Provide the right answer, in case no correct answer was given. (5 min).
· Display, using PPT, the characteristics of adult learners as identified by Malcom Knowles (5 min). Tell participants that these characteristics are present in Handout 7.
· Lead a discussion about the implication of each characteristic for trainers and solicit responses from participants (15 min)
· Wrap up by asking participants to reflect on the training program that they are currently attending. Ask: In what ways does the training meet the needs of adult learners? What could have been done differently in order to better meet these needs?(10 min)
	
Activity 3: Group Dynamics (75 min)

· Introduce the activity by asking participants what is meant by group dynamics.
· Elicit responses from participants and write them on a flip chart.(5 min)
· Ask participants the difference between a trainer being a presenter or a facilitator. Elicit some responses.(5 min)
· Display, using PPT, the differences between presentation and facilitation. (Handout 9) (5 min)
· Ask participants to identify the characteristics and competencies of a good facilitator. Write their answers on a flip chart.(5 min)
· Display, using PPT, the core facilitation skills.(Handout 9) (5 min)
· Brainstorm with participants the major challenges of a facilitator in maintaining the flow of his training session. 
· Write their answers on a flip chart. (5 min)


· Direct the activity toward one major challenge which is the way by which the trainer communicates with difficult people and re-direct the discussion in a productive way keeping groups focused on tasks. Highlight that groups are made up of people with different characteristics. As trainers, they have to harness the different characteristics to the advantage of the group by applying different techniques. (5 min)
· Distribute for each group one scenario (Handout 11) that describes how a participant might behave during a training workshop and the way the facilitator should deal with such behaviuor.
· Ask each group to read and role play the scenario and let the other groups predict the type of human behavoiur revealed and describe the way by which a good facilitator should react. (20 min)
· Share with participants some strategies that help a trainer monitor and manage himself/herself. (Handout 10) (10 min)
· Display some tips, using PPT, that are essential to maintain an environment conducive to learning when conducting a training session.(5 min)
· Wrap up the activity by summarizing the main points that should be considered in conducting a good training session. (Handout 12) (5 min)

References & Resources

1. Student Supervisors Toolkit Basic Principles of Adult Learning 2005
2- Grant Wiggins & Jay Mac Tighe (2010). Understanding by Design, pages 36-37
3- Takayama, K. (2-10). Facilitation Group Discussion: Understanding Group Development and Dynamics. Essays on Teaching Excellence Toward the Best in the Academy, volume 21, Number1, 2009-2010.
4- Train The Trainer Training: Developing Your Training Program. Instructor Guide. Velsoft training package

Handout 1 - The “ADDIE” Model


Great training designs usually follow a logical and orderly process from analysis to evaluation. The “ADDIE” Model (named after the first letter of each phase) is considered a good model which ensures a systematic approach to training design. Activities associated with the phases of training program design and development may sometimes overlap. 





Analyze

Design

Develop

Implement

Evaluate



Phase One: Analyze … the training needs and requirements

In the analysis phase of the design process, try to understand as much as possible the training needs and requirements of the participants. Key questions to ask include:

· Is this training the right starting place to address this problem?
· If so, who needs to be trained?
· What do the trainees already know?
· What structures exist to support the training?
· What do the trainees need to learn?

Several approaches can be used to identify training needs and requirements, some of which are: 
1. Training Needs Assessment – This is an analysis of what the target audience needs to learn and what the priorities are for training. This can be accomplished through formal needs assessment surveys, interviewing or focus groups.
2. Situation Analysis – The focus of this type of analysis is on the school/organizational context in which the learning will take place. Where are the learners located in the school/organization and who do they report to and interact with. What support is there for reinforcing learning? Try to know as much as possible about the school/organization and its history with respect to the training topic. Analysis of current and historical reports and other source documents can be helpful in understanding the situation. Data mining of available databases may also provide some insight that will help the design.

Phase Two: Design … a blueprint for your training program

The design phase may be thought of as your first act of creation – preparing an outline or blueprint or sketch of the overall training design. 
As this is a creative process, approaches to design may vary, but the approach should be systematic. It’s recommended to create a design document that includes at least these elements:
1. Title: This helps you focus on your thought process and help others understand what you are trying to accomplish
2. Time frame: Training is time-bound. Try to estimate how much time you will need for the topic. Acknowledge this at the beginning of the design process so you focus the learning on the most important things you can reasonably accomplish in the time available.
3. Learning objectives: Good learning objectives will be expressed in terms of what training participants should be able to do after completing the training. Use clear and simple language and describe observable behavior. Do not begin to develop a training program without establishing clear learning objectives.
4. Prepare a rough outline of the training design or steps: This should include all of the steps and sub-steps you will need to cover to meet each of the learning objectives. Identify the content you will need to cover and the steps in which they should be covered. 
5. Determine how you will measure learning and/or behavior change. 
Examples include: test, reflection evaluation, successful completion of activities, field observations or measuring actual changes in results.


	Phase Three: Develop… the training content and materials
The hard work begins to actually create the handouts, multimedia, manuals and other aids that will be used in the training.
· Your very first step in this process should always be to determine if there are materials that have already been developed by vendors or organizations that can support your training program. 
· The use of outside media can add interest and credibility to the learning experience.
· Do an internet search on your topic. You may find approaches to the subject and materials which provide you with ideas on how to develop your program.
· Always respect the copyright laws and do not use copyrighted material without permission. Reproducing copyrighted materials is theft of intellectual property. You can often get limited permission to use copyrighted material from the owner of the copyright. There are also resources that provide materials for free or for purchase that include limited reproduction rights. 
Creating the Learning Experience
Guidelines for designing your training program:
· Variety of non-formal training techniques – Use a variety of different types of presentation techniques and strategies to maintain interest (e.g.: lecture, group discussion, short videos, role plays, case studies, field trips, games, ice breakers/energizers, jigsaw, simulations and other activities. 
· Pace – Vary the pace of your content to add emphasis to the most important concepts. Your program pace should be balanced so as not to linger too long on topics, nor go so fast that the learners can’t grasp the key points. 
· Coverage – Make sure that your program fully covers the learning objectives you have set for the program. However, resist the temptation to teach everything you know about the topic. You have a captive audience but you should not torture them with lectures covering details outside the learning objectives. Stick to the main points so your trainees walk away knowing what is important. Consider providing a list of resources or more advanced training for those who want to know more about the topic.
· Memory – The visuals you use, the stories you choose and the way you organize the content should be prepared with this in mind. 
     Develop the training so that it enhances the likelihood that the trainee will recall and apply the learning. Some memory devices that trainers use include:
· Models - the “ADDIE” model used in this training program is an example of how models can be used to structure learning.
· Acronyms – a memorable set of letters describing key points or a major concept can enhance learning. For example, SMART objectives means objectives that are: simple, measurable, attainable, realistic

· Outlines – Training programs often use outlines to emphasize the key points and focus the learners’ attention.
· Lists - Consider organizing your content into numbered lists. Trainees may well recall that there are “five phases” to your training process or “three key steps” or even “Seven Habits.”
· Tools
As you develop the content for your training program, there are some standard tools that trainers use to guide content development. You will not use all of these tools for a single program but some combination will almost always apply to your development process.
· Course outline or agenda – Your course outline should include approximate time frames for each topic and activity as this will tell you during your presentation whether you are ahead of or behind schedule. Depending on the flow of training, you may have to make adjustments to the schedule “on the fly.”
· Participant Guide – The Participant Guide, when used in training, is usually a single handout that the participant will use as they go through the training and take with them for reference. Often the guide will have spaces to record notes or participate in activities.
· Facilitator’s Guide – A detailed Facilitator’s Guide is important if there will be multiple presenters for a training program and/or to provide continuity when another facilitator takes over a presentation of a particular program. The Facilitator’s Guide follows the structure of the Participant Guide, with additional guidance to the facilitator about how to lead various exercises, when to use media, what to say to the class and when.
· Journals– If training will take place over a period of time; consider having the trainee keep a journal to record their experience and success. The use of a journal can help connect classroom training, on-the-job application, multimedia and other planned experiences.
· Case studies – Case studies present the groups with a real or fictitious case and engage the group in analyzing the case, problem-solving or making recommendations for action. Case studies are great for group participation.
· Practice exercises – Similar to case studies, practice exercises have participants “try out” a new skill. These are used most often in management training, communication training and other situations where practice in human interaction is important.
· Experiential activities – A variety of interactive activities are available commercially for different topics. They teach by immersing participants in the task of the activity. These are often used for team-building or to illustrate concepts that are more abstract. These are similar to simulations except that they involve scenarios that are not specific to a particular setting.
· Simulations - Simulations immerse a team of learners in a true-to-life situation where they must perform a task or solve a problem in the same way as if it were a live problem.



Phase Four: Implement … the training process

Ideally, you will have carefully planned your implementation. When the program is designed for large numbers and/or for repetition over time, a four-step process is recommended:


1. Present the content of your training program to a group of subject matter experts to get feedback before the first live presentation.
2.  Full-scale production of program materials.
3. Train-the-Trainer for all instructors (if applicable).
4. Full-scale distribution and delivery.

Logistical Issues
Make sure as you plan your training implementation that you consider all of the logistics associated with training. These include (but are not limited to):
· Marketing
· Communication
· Scheduling
· Registration
· Facilities (including restrooms and parking)
· Access to equipment
· Internet connectivity and infrastructure issues
· Instructors
· Audio-visual requirements
· Food
· Flipcharts, markers & tape
· Evaluation and Testing
· Certification and recordkeeping


















Phase Five: Evaluate … training effectiveness
The most familiar model for training evaluation is Donald Kirkpatrick’s four-level evaluation model. In this model, evaluation begins with level one and moves through the other levels as time, resources and budget allow. Each level of the model represents a more precise and higher impact measure of training effectiveness, but also requires more extensive and time-consuming analysis. The four-levels can be depicted as a pyramid:



The four levels of Kirkpatrick's evaluation model essentially measure:
1. Reaction of participants - what they thought and felt about the training
2. Learning - the resulting increase in knowledge or capability
3. Behavior - extent of behavior and capability of improvement and implementation/application
4. Results - the effects on the learning environment (students’ performance, collegial relation…) resulting from the trainee's performance
All these measures are recommended for full and meaningful evaluation of learning in organizations, although their application broadly increases in complexity. 
	





Source: Adapted and adopted from: Tools for trainers: The Trainer’s Design Workshop


Handout 2 - A checklist for evaluting the design of training/teaching plan

The acronym W.H.E.R.E.T.O summarizes the key elements that should be found in your plan. These elements donot appear in the same order as the letters of the acronym. This W.H.E.R.E.T.O can be used as a checklist for building and evaluating your final training plan or any other learning plan.          H
How will you hook and hold participant interest?




W
Where are you going? Why? What is expected?


        E
How will you equip trainees for expected performances?







E
How will trainees self-evaluate and reflect on their learning?
R
How will you help trainees rethink and revise?
T
How will you tailor training to varied needs, interest, styles?     

O
How will you organize and sequence the training content & topic?
W.H.E.R.E.T.O

Handout 3 - Characteristics of the Best Learning Designs…

The best learning designs…
	Expectations
	· Provide clear learning goals and performance expectations
· Cast learning goals in terms of genuine/meaningful performance
· Frame the work around genuine questions & meaningful challenges 
· Show models/exemplars of expected performance

	Instruction
	· The trainer serves as a facilitator/coach to support the learner
· Targeted instruction and relevant resources are provided to equip learners for expected performance
· The trainer uncovers important ideas /processes by exploring essential questions and genuine applications of knowledge and skills.

	Learning Activities
	· Individual differences (e.g. learning styles, skill levels, interests) are accommodated through a variety of activities /methods
· There is a variety in work, methods and participants have some choice (e.g., opportunities for both group and individual work)
· Learning is active/experiential to help participants construct meaning
· Cycles of model-try-feedback- refine anchor the learning

	Assessment
	· There is no mystery as to performance goals or standards
· Diagnostic assessments check for prior knowledge, skill levels and misconceptions
· Learners demonstrate their understanding through real world applications (i.e., genuine use of knowledge and skills, tangible product, target audience)
· Assessment methods are matched to achievement targeted.
· On-going, timely and descriptive feedback is provided
· Learners have opportunities for trial and error, reflection and revision
· Self- assessment is expected

	Sequence & Coherence
	· Start with a “hook”, immerse the learner in a genuine problem/issue/challenge
· Move back and forth from whole to part, with increasing complexity
· Scaffold learning in “do-able” increments
· Teach as needed; don’t over-teach all of the “basics” first
· Revisit ideas-have learners rethink and revise earlier ideas /work
· Are flexible (e.g., respond to student needs; revise plan to achieve goals).




Handout 4 - Adult Learning Theory

Work individually and tick in the column that most accurately describes your level of ability or understanding.

	Learning theories
	1
I have never heard of this before
	2
I have heard of this before and would know it if explained
	3
I know this theory

	4
 I know this theory and how it is applied and can explain it to others

	1. Andragogy


	
	
	
	

	2. Adult Motivation 
(Maslow’s Hierarchy of Needs)
	
	
	
	

	3. Non-formal Education

	
	
	
	

	4. Experiential Learning Cycle

	
	
	
	

	5. KAP (Knowledge, Attitude & Practice)
	
	
	
	

	6. Conscientisation

	
	
	
	

	7. Adult to Adult Communication and Relationships 
(Transactional analysis)
	
	
	
	

	8. Johari’s Window

	
	
	
	





Handout 5 - Introduction to Adult Learning Theories

There are a number of different theories that help to explain how adults learn. It is important to know and use some of these theories as you design training session and programs.

The theory of KAP – Knowledge, Attitude and Practice and its relationship to learning and development.

This theory assumes that any change in Practice (doing) is preceded by a change in Knowledge (information) but only when accompanied by a change in Attitude (feeling). Thus, it’s very essential in any training program to provide trainees with the opportunity to do and think about something and also discuss their “feelings”. In this way, you can ensure that the knowledge and attitudes addressed in training help participants to act in a different and more informed way.

Think	         Feel	Do

Knowledge	        Attitude	Practice

Understand/  	Internalize	Action
Reflect		
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   The diagram below reveals suggested practices for the trainer and trainees at each step of 
    Kolb’s cycle.

Handout 6 - Student learning vs. Adult learning
With your group members, classify the following characteristics using a Venn diagram to compare between youth and adult learning 
1. Are autonomous and self-directed 
Evaluation: by collaboration
Assimilate new knowledge without hesitating 
2- Value the learning time
3- Can’t listen attentively for a long time
4- Have the ability to learn things that might not be used at all
5- Don’t need to relate their previous experiences with new knowledge and skills
6- Can learn by being passive learners 
7- Don’t accept others ideas and experience easily and tend to be skeptical 
8- Favor practical learning activities that enable them to draw on their prior skills and knowledge
9- Don’t need to have an active role in controlling what they will learn
10- Can learn easily things which are relevant to their needs and interest
11- Get fatigued and bored when sitting inactive for a long period of time
12- Can help each other to learn
13- Learn better if they are actively involved in determining how and what they will learn 
14- Learn by application (doing) and collaboration
15- Are intrinsically motivated 
16- Learn differently and by using different teaching learning strategies 
17- Do not value the efficiency of learning time 
18- Depend on others for their learning 
19- Assessment: by teacher
20- Motivation: external/rewards

Handout 7 - Basic Principles of Adult learning
To be an effective educator, you need to understand how adults learn best. Andragogy (adult learning) is a theory that holds a set of assumptions about how adults learn. Andragogy is premised on the following crucial assumptions: 
· Self-Concept: As a person matures, he or she moves from dependency to self-directness.
· Experience: Adults draw upon their experiences to aid their learning.
· Readiness: The learning readiness of adults becomes oriented increasingly to the developmental tasks of their social roles.
· Orientation: As a person learns new knowledge, he or she wants to apply it immediately in problem solving.
· Motivation: As a person matures, he or she receives their motivation to learn from internal factors. 
Andragogy also emphasizes more equality between the trainer/teacher and learner.
Andragogy as a study of adult learning originated in Europe in the 1950's and was then pioneered as a theory and model of adult learning from the 1970's by Malcolm Knowles an American practitioner and theorist of adult education. Malcolm identified six principles of adult learning:
1. Adults are autonomous and self- directed. They like to direct their own learning, to be actively involved in learning and work around their specific interests and personal goals. Generally, they like to take on leadership roles.

2. Adults bring life experiences and knowledge to learning experiences. This may include work related activities, family responsibilities and previous education.

3. Adults are goal oriented. They are ready to learn when they experience a need to learn in order to cope more satisfyingly with real-life tasks or problems.

4. Adults are relevancy oriented. They need to see a reason for learning something. When they see the applicability they also see the value in the experience. Theory needs to be related to practical experiences.

5. Adults are practical. They like to apply their knowledge.

6. Adult learners like to be respected. They like to be treated as equals, to voice their own opinions and to have a role in directing their own learning. 


Adult Learning Factors

	Factor
	Description (Learners…)


	Respect

	· need to be the subject of their own learning
· need to be free to decide what to learn
·  like to be part of planning what will happen during the learning

	Immediacy

	· need to see how the learning can be used right away
· do NOT like to waste time


	Safety

	· need to feel welcome and comfortable during the learning experience
· need to have trust in the learning design
· do NOT want to be judged
· want to be recognized or affirmed


	Engagement 
	· need to be actively involved in the learning


	Relevancy

	· need learning to apply to their family or work lives
· relate learning of the topic to their life experiences




Source: QOTFC, the clinical Educator’s Resource Kit, Adults learning theory, 2007

Because adults need to know why they are learning something, effective teachers explain their reasons for teaching specific skills. Because adults learn by doing, effective instruction focuses on tasks that adults can perform, rather than on memorization of content. Because adults are problem-solvers and learn best when the subject is of immediate use, effective instruction involves the learner in solving real-life problems.


	Strategies for Facilitating Self-Directed Learning

	
• Conduct a self-assessment of skill levels and needs to determine appropriate learning objectives;
• Identify the starting point for a learning project;
• Match appropriate resources (books, articles, con-tent experts) and methods (Internet searches, lectures, electronic discussion groups) to the learning goal;
· Negotiate a learning contract that sets learning goals, strategies and evaluation criteria; 
· Acquire strategies for decision-making and self-evaluation of work;
• Develop positive attitudes and independence relative to self-directed learning; and
• Reflect on what he/she is learning





Handout 8 - Group Dynamics

Facilitating discussion requires the ability to accommodate different perspectives and skills in response to the needs of the group. Group dynamics is defined as the interactions that influence the attitudes and behavior of people when they are grouped with others through either choice or accidental circumstances. 

Consequently, how well a group works together depends on the dynamics between participants and the ability of the trainer/facilitator to gauge and respond to these dynamics. An effective facilitator should work to create an inclusive learning environment and set boundaries and rules when necessary.
-The most frequently cited challenges for facilitators are:
· Getting quiet or reluctant learners to participate
· Dealing with hostile participants 
· Responding to unexpected situations
· Participants who talk too much and dominate the discussion
· Participants who talk a lot but digress from the discussion topic
Any facilitator/trainer, even expert and well prepared ones, will sometimes encounter resistance from participants. This resistance may have a number of different causes, including the following: 
· People lead busy personal and professional lives and can be resentful of anything "extra" that might take up their time. 
· Before a training session begins, it is often hard to communicate to the participants why the training might be worthwhile, what the actual subject matter is or why they were selected to attend. 
· Some people have personality characteristics that are disruptive in group settings, e.g., a need to dominate the conversation, a need to be the center of attention, an inappropriate sense of humor. 
· Participants may be threatened by the content of the program, afraid they will look bad or have their weaknesses exposed. 
· Some training designs are ineffective and some trainers not up to the task. 
· It may be bad timing when the participant wants to attend, but it's just the wrong time. 
· The program is wrong for the participant and doesn't meet his or her needs. 
· Resistance may relate to a problem on the job. (e.g., my boss is so critical and dictatorial that I will never be able to apply anything I learn here….. or there is no time to apply these new strategies….)
Remember that resistance can be contagious and whatever the cause of the resistance, you as the trainer need to deal with it as effectively as possible. 


Importance of Dealing with Resistance
By dealing effectively with resistance, you will be able to lower the hostility level to a point where the resistant participants, even if they are still not happy about attending the course, do not disrupt the learning of those who find the session productive. You need to handle resistance in a way that does not create more negative feelings. 
How to deal with resistant participants is a requisite skill for trainers or facilitators.
Actions That the Trainer Takes Alone
· Start a dialogue by asking the participant to define the problem and then explain whether or not you can address it during the session. Enlist the participant's help by explaining that you need support from all the group members. 
· If resistant behaviors continue, you need to let the person know that the other participants are unable to learn due to the disruptive behavior. You might need to probe a little to find out what's really behind the behavior, but as a trainer with responsibilities for the whole group, you need to get on with the program and not conduct counseling sessions with disgruntled participants. 
· There will be times when you cannot deal with a resistant participant during a break away from the other participants and you should be ready to confront resistant behaviors during the session. For example, you could say, “We need to discuss the problem now before going any further. Let's look at what is wrong and see if we can correct it." If the behavior persists (and this occurs only in very rare instances), the trainee should be invited to leave the room.
Note that the above techniques are confrontational and since most people do not like to be embarrassed in front of their peers, this will generally handle the situation. 
Actions That the Trainer Takes with the Help of the Group
A second way of dealing with participant resistance is to enlist the help of the other participants. There are several ways to accomplish this. 
· Have the participants establish norms about how they will work together during the training session. When disruptive or resistant behavior occurs, you can point to the norms or remind participants that they agreed to abide by them for the duration of the training session. Usually, other participants will do this before you even have a chance. 
· Measure the group's "temperature" from time to time. You can do this during the session by announcing "Is everything clear so far? How are we doing?" Ask for reflection and encourage participants to express their feelings about the training, rather than evaluating only its content. 
· Clarify to the participants that no one "owns" a position or answer. Once discussion items have been put on the table, they belong to the group. This will help learners from taking sides or feeling that they have to define their position. 
A word of caution: There is a delicate balance between consulting the participants on how they are feeling and how the program is going and allowing them too much input, which can derail the course into futile discussion about objectives, agenda or content. If you model an open, participatory style during the beginning of the training session, this generally would transmit the feeling to the participants that they will be heard when the occasion arises.
Sources:  a- How to Deal with Participant Resistance, by Tom Leonhardt.
[bookmark: top]                b- Facilitation Skills for Trainers, Facilitators and Group Leaders, Training
                     resources group, Inc.(TRG), 1992.


Handout 9 - Facilitation Skills

Trainers play the role of presenter and facilitator at various times throughout the training process. Unlike presenting, your role when facilitating is not to share your own knowledge and expertise relevant to the content of the training session but rather to draw out the knowledge and expertise of the participants. 
Through focused discussion, a facilitator helps participants learn from each other and from themselves. Doing so, however, involves being able to effectively manage the dynamics of the group to ensure that conversations remain relevant and constructive.

Below are some key differences between facilitation and presentation:

	PRESENTATION
	FACILITATION

	Relatively predictable
	Seldom predictable

	Presenter-focused
	Participant-focused

	Sharing insights (Telling)
	Drawing out insights (Asking)

	Focused on information
	Focused on group dynamics

	Content expertise
	Process expertise

	Strong delivery skills
	Strong people skills



Characteristics & Competencies of the Effective Facilitator
· Evokes participation
· Recognizes personality types and learning styles of participants 
· Show familiarity with a wide variety of resources and materials
· Maintains objectivity
· Focuses on the dynamics of the group
· Adapts easily to change and unexpected circumstances
· Adopts an approach focused on "asking" rather than "telling"
· Draws out insights from others rather than always offering their own
· Listens to understand
· Allows for silence
· Exhibits excellent communication skills 
· Is a good decision maker
· Is versatile in social interaction style
· Is able to redirect with tact and without offending 
· Is aware of body language and other nonverbal cues from participants
· Has excellent questioning skills
· Is able to synthesize and make connections between group member comments
· Can pace the discussion and manage the focus
· Steers the group in a positive and constructive direction
· Ensures that discussions are relevant to all group members, not just a few
· Is not ego-driven



Core Facilitation Skills Sets

1. Drawing out input and engaging participation
· Questioning
· Think-write-respond
· Dyads & small groups
· Rounds

2. Managing the flow and focus of group conversations
· Holding & shifting the focus
· Parking Lot
· Synthesizing and making connection

3. Responding to participant questions
· Summarizing
· Engaging participant responses
· Responding to the whole group

4. Responding to participant challenges
· Shifting out of the “downward spiral” conversation
· Skillful interruption and redirection
· De-escalating defensiveness

5. Monitoring and managing oneself
· Mindfulness
· Managing blind spots
· Stop-Challenge-Choose

6. Designing and facilitating learning activities
· Make it easy to understand and adapt
· Make it engaging and relevant to the session’s purpose
· Debrief the activity (What? So What? Now What?)


Handout 10 - Responding to Participant Challenges


According to Brunt (1993), individual behaviors that are constructive include:

• Cooperating: Is interested in the views and perspectives of other group members and is willing to adapt for the good of the group.
• Clarifying: Makes issues clear for the group by listening, summarizing and focusing discussions.
• Inspiring: Enlivens the group, encourages participation and progress.
• Harmonizing: Encourages group cohesion and collaboration.
• Risk taking: Is willing to risk possible personal loss or embarrassment for the group or project success.
NTED ROLES
Individual behaviors that are destructive to groups include:

•Dominating: Takes much of meeting time expressing self-views and opinions. Tries to take control by use of power, time, etc.
• Rushing: Encourages the group to move on before task is complete. Gets “tired” of listening to others and working as a group.
• Withdrawing: Removes self from discussions or decision-making. Refuses to participate.
• Discounting: Disregards or minimizes group or individual ideas or suggestions. Severe discounting behavior includes insults, which are often in the form of jokes.
• Digressing: Rambles, tells stories and takes group away from primary purpose.
• Blocking: Impedes group progress by obstructing all ideas and suggestions. “That will never work because...”

Your role as a facilitator/trainer is to actively involve participants in discussion and interaction and manage the group dynamics that might arise through the discussion. Below are some common challenges and recommendations for responding to these.
	Style 
	Behavior 
	Ways of reaction 

	Dispersed 
	Jumps from one subject to another with examples and observations distant from the subject
	-Re-focus his attention to the subject
-Ask about the relationship between the theme of the session and the issue raised

	Shy and silent 
	Being shy or silent all time, lacks of participation

	-Change the learning activity from group work to individual work
- Encourage him/her strongly for any performed task 
- Direct questions to him/her
- Keep eye contact with him/her 
- Make him/her responsible for a small group
- Spoke to him/her during the rest period.
- Do not ask him/her publicly to participate





	Very talkative 
	Speaks a lot, knows everything, wraps and spins

	-Give him/her specific time, to express his /her opinion or feeling and then continue your training
- Make an eye contact with another participant and then move in his/her direction
- Say: This is a good point, but let’s listens to others’ opinion


	Question challenger/defensive 
	Tries to rhythm trainer through questions and continually challenges either the content or trainer knowledge of the content,

	-Welcome questions and avoid getting caught in a power struggle
-Or you may say: 
It sounds like you’ve had more success with another method, which is great. Different strategies work better in different situations. The purpose today, however, is to learn this method so that you can add it to your range of skills & tools.
-If he challenged you by saying: Do you think that approach works for all departments?
Redirect the question to him by saying: that’s a good question. What are your thoughts?

	Interrupter and negative

	- Always shows objection and much controversy
-Rejects ideas suggested by others; takes a negative attitude on issues; argues frequently and unnecessarily; is pessimistic, refuses to cooperate; pouts.
	-Re-direct the discussion to other audience.
- Express appreciation to some important points he/she raises
- Be direct and diplomatic and say let’s give ourselves opportunities to end the discussion

	Always busy
	-His phone constantly rings
	-Remind of the ground roles in the session to turn on the mobile or keep it silent and delay responses to calls to the breaks between sessions


	Frequently does side conversations
	-Likes to talk to neighbors and do side conversations, may be relevant or personal

	-Do not embarrass those who are responding to his talk.
- Make eye contact with the group
-Acknowledge the speaker and agree to talk with him or her after the session in order to find out where best to address the presented issue
-Redirect the group back to the original topic
-Another solution: stop and wait

	Aggressive 
	-Tries to achieve importance in group; boasts; criticizes or blames others; tries to get attention; shows anger or irritation against group or individuals; deflates importance or position of others in group
-Attacks trainees or facilitator

	-Make the dispute personal 
- Continue with adversaries in break time.

	Always coming late 
	-Constantly arrives late
- Insists on knowing what he missed and interrupts the functioning of the group

	- Confirm to attend on time.
- Assure him that it is possible to know what he missed during break time


	Leaving early
	-Exhausts energy group and morale when he leaves early, before the end of the session.

	-Treat him/her as you deal with the person who comes late 
-Do not stop the session because of one person.


	Who repeats and restores

	-Repeats and repeats the same point
 -Hinders progress session, despite the willingness of the group to move forward

	-Listen to him
· -Ask: Is this issue important to achieve our goal/task


	Translator/follower 
	-Always speaks on behalf of another person without being asked
- Repeats the ideas of others but in a distorted or altered meaning

	-Ask the original speaker to emphasize the point without embarrassment.


	Dominator 
	-Does not have a willingness to embrace change.
-Interrupts others; launches on long monologues; is over-positive; tries to lead group and assert authority; is generally autocratic

	-Take something from what the dominant person was saying and direct it to the group as a whole, 
e.g. Let       e.g. you can say: Let me stop you for a second Amin. You made an important point and I want us to hear other perspectives on that before we move on. Amin was saying _____________. What are other people’s thoughts on that?

-Direct eye-contact toward other participants
-Position yourself near the person so that you can quietly say “hold on one second” if he or she starts to interrupt another speaker







Sometimes, group discussions and conversations focus too heavily on complaints and problems that are not resolvable in the context of the training session. If the facilitator does not intervene, the entire tone of the session can be compromised. You can say: 
“Let me stop you for a second. The problem you all are describing does exist and needs to be addressed. My concern is that we don’t have the time or the right people in the room to address this in a way that will lead to a resolution. If some of you have recommendations about where best to direct this feedback, let’s talk after the session. For now, what are your thoughts about ____ issue?
You might now be asking yourself, "How do I do all of this and still train?"
· Convince yourself that you will not encounter much resistance in your training session
· Remember that resistance you may encounter at the beginning of the program usually declines as things progress
· Do not waste time to fixate on any one individual at the expense of the group. One or two hostile people should not be allowed to sabotage your training program
· Be positive and self-confident and say "I'm prepared to deal with resistance should it occur but I will not let it derail the program."
· Add a sense of humor, it works!!! 
· Learn to monitor and manage yourself. These are three useful strategies:
· Be mindful
Mindfulness involves being aware of your thinking (thought patterns and impulses that arise in you and drive your actions). When blind to these, we are likely to react out of habit, rather than respond with conscious intention. Awareness enables you to choose your response, rather than have your actions dictated by impulse.
· Manage blind spots
When not aware of our own biases or blind spots we are unable to exercise control over how these impact actions. For example, if you are not aware of your discomfort with silence, you are likely to quickly fill the silences that come up in a group in order to minimize your own discomfort. If you are aware of this tendency, you’d be more likely to notice when the discomfort arises and talk yourself out of speaking too soon.
-Stop – Challenge - Choose
When mindful of the intentions that show up, you are better able to stop yourself before acting on these, challenge whether or not following the impulse is likely to have a desired result and consciously choose how best to respond rather than acting only out of habit.
· 
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Dealing with common difficult behaviors

Scenario 3

Style: The Dominator
Behavior: The dominator does not have a willingness to embrace change; interrupts others; launches on long monologues; is over-positive; tries to lead the group and assert authority; is generally autocratic. 
Reaction of a good facilitator: 
·  Take something from what the dominant person was saying and direct it to the group as a whole, e.g. you can say: let me stop you for a second Amin. You made an important point and I want us to hear other perspectives on that before we move on. Amin was saying _____________. What are other people’s thoughts on that?
· Direct eye-contact toward other participants
· Position yourself near the person so that you can quietly say “hold on one second” if he or she starts to interrupt another speaker

Dealing with common difficult behaviors

Scenario 4

Style: Always coming late
Behavior: Constantly arrives late; insists on knowing what he missed and interrupts the functioning of the group
Reaction of a good facilitator: Insists that participants need to attend on time; assures him/her that it is possible to know what he/she missed during break time


Dealing with common difficult behaviors

Scenario 5

Style: Challenger/defensive 
Behavior: Is too frequently raising questions and continually challenges either the content or trainer knowledge of the content
Reaction of a good facilitator: 
· Welcome questions and avoid getting caught in a power struggle
· Or you may say: 
It sounds like you’ve had more success with another method, which is great. Different strategies work better in different situations. The purpose today, however, is to learn this method so that you can add it to your range of skills & tools.
· If he challenged you by saying: Do you think that approach works for all departments? Redirect the question to him by saying: that’s a good question. What are your thoughts?



Dealing with common difficult behaviors

Scenario 6

Style: Out of control 
Behavior: Makes side conversation with his/her group and focuses heavily on complaints and problems that are not resolvable in the context of the training session.
Reaction of a good facilitator: Say “Let me stop you for a second. The problem you all are describing does exist and needs to be addressed. My concern is that we don’t have the time or the right people in the room to address this in a way that will lead to a resolution. If some of you have recommendations about where best to direct this feedback, let’s talk after the session. For now, what are your thoughts about ____ issue?

Dealing with common difficult behaviors

Scenario 7

Style: Shy and silent
Behavior: Being shy or silent all time; fails to participate
Reaction of a good facilitator: 
· Change the learning activity from group work to individual work
· Encourage him/her strongly for any performed task 
· Direct questions to him/her
·  Keep eye contact with him/her 
· Make him/her responsible for a small group
· Speak to him/her during the rest period
· Do not ask him/her publicly to participate
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Dealing with common difficult behaviors
Scenario 1
Style: The Defeatist

Behavior: The defeatist 1s always pessimist in the group. Whenever an
idea is presented, he/she throws up his/her arms and cries out that this
idea will never work.

Reaction of a good facilitator: Ask the defeatist what specifically
he/she think will not work. Ask him/ her how the idea could be
improved to make it work. You can say for example” What exactly
about inquiry learning is concerning you? What ideas could you suggest
to improve it?

Dealing with common difficult behaviors
Scenario 2

Style: The Rambler

Behavior: The rambler interrupts proceedings with endless, pointless
monologs; reject ideas suggested by others, argues frequently and
unnecessarily; refuses to cooperate.

Reaction of a good facilitator: Express appreciation to some important
points he/she raises. Then, be direct and diplomatic and say “we need to
end this discussion soon”









Dealing with common difficult behaviors 

Scenario 1 

Style:  

The Defeatist 

Behavior:  

The defeatist is always pessimist in the group. Whenever an 

idea is presented, he/she throws up his/her arms and cries out that this 

idea will never work.  

Reaction of a good facilitator: 

Ask the defeatist what specifically 

he/she think will not work. Ask him/ her how the idea could be 

improved to make it work. You can say for example” What exactly 

about inquiry learning is concerning you? What ideas could you suggest 

to improve it? 

 

 

Dealing with common difficult behaviors 

Scenario 2 

Style:  

The Rambler 

Behavior:  

The rambler interrupts proceedings with endless, pointless 

monologs; reject ideas suggested by others, argues frequently and 

unnecessarily; refuses to cooperate. 

Reaction of a good facilitator: 

Express appreciation to some important 

points he/she raises. Then, be direct and diplomatic and say “we need to 

end this discussion soon” 
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Scenario 1

Style:  The Defeatist

Behavior:  The defeatist is always pessimist in the group. Whenever an idea is presented, he/she throws up his/her arms and cries out that this idea will never work. 

Reaction of a good facilitator: Ask the defeatist what specifically he/she think will not work. Ask him/ her how the idea could be improved to make it work. You can say for example” What exactly about inquiry learning is concerning you? What ideas could you suggest to improve it?





Dealing with common difficult behaviors

Scenario 2

Style:  The Rambler

Behavior:  The rambler interrupts proceedings with endless, pointless monologs; reject ideas suggested by others, argues frequently and unnecessarily; refuses to cooperate.

Reaction of a good facilitator: Express appreciation to some important points he/she raises. Then, be direct and diplomatic and say “we need to end this discussion soon”




Dealing with common difficult behaviors

Scenario 3

Style:  The Dominator

Behavior:  The dominator does not have a willingness to embrace change; interrupts others; launches on long monologues; is over-positive; tries to lead group and assert authority; is generally autocratic. 

Reaction of a good facilitator: 

·   Take something from what the dominant person was saying and direct   it to the group as a whole, e.g. you can say: let me stop you for a second Amin. You made an important point and I want us to hear other perspectives on that before we move on. Amin was saying _____________. What are other people’s thoughts on that?

· Direct eye-contact toward other participants

· Position yourself  near the person so that you can quietly say “hold on one second” if he or she starts to interrupt another speaker.



Dealing with common difficult behaviors

Scenario 4

Style:  Always coming late

Behavior:  Constantly arrives late; insists on knowing what he missed and interrupts the functioning of the group.

Reaction of a good facilitator: Insists that participants need to attend on time; assures him/her that it is possible to know what he/she missed during break time.




Dealing with common difficult behaviors

Scenario 5

Style:  Challenger/ defensive 

Behavior:  Is too frequently raising questions and continually challenges either the content or trainer knowledge of the content

Reaction of a good facilitator: 

· Welcome questions and avoid getting caught in a power struggle

· Or you may say: 

It sounds like you’ve had more success with another method, which is great. Different strategies work better in different situations. The purpose today, however, is to learn this method so that you can add it to your range of skills & tools.

· If he challenged you by saying: Do you think that approach works for all departments? Redirect the question to him by saying: that’s a good question. What are your thoughts?






Dealing with common difficult behaviors

Scenario 6

Style:  Out of control 

Behavior:  Makes side conversation with his/her group and focus heavily on complaints and problems that are not resolvable in the context of the training session.

Reaction of a good facilitator: Say“Let me stop you for a second. The problem you all are describing does exist and needs to be addressed. My concern is that we don’t have the time or the right people in the room to address this in a way that will lead to resolution. If some of you have recommendations about where best to direct this feedback, let’s talk after the session. For now, what are your thoughts about ____ issue?



Dealing with common difficult behaviors

Scenario 7

Style:  Shy and silent

Behavior:  Being shy or silent all time, lacks of participation

Reaction of a good facilitator: 

· Change the learning activity from group work to individual work

· Encourage him/her strongly for any performed task 

· Direct questions to him/her.

·  Keep eye contact with him/her 

· Make him/her responsible for a small group.

· Spoke to him/her during the rest period.

· Do not ask him/her publicly to participate
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