Module: Social
Skills
Emphasys Centre

Consortium

This project has been funded with support from the European Commission.
This communication reflects the views only of the author, and the
Commission cannot be held responsible for any use which may be made of
the information contained therein. Submission number: 2019-1-SI01-KA204060426

MODULE
DESCRIPTION

The Module aims to support the adult educators’
learning in teaching social skills to people with
disabilities. The Module provides a great
understanding on the social skills required toward
social entrepreneurship for disabled people. It aims
to teach adult educators the ways in which social
skills can be learnt so to promote the participation
of people with disabilities in the labour market.
The module includes the following topics:
1. Communication with Others
2. Conflict Management
3. Public Presentation

4. Personal Growth
5. Social for social entrepreneurship
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Overview
Communication is the process of interchanging
information, ideas, feelings and opinion, with or
without the use of words.
Understanding the different communication forms can
provide successful results for one person’s and business
development.

TOPIC 1:
COMMUNICATION
WITH OTHERS

This module focuses on explaining the communication
techniques needed to enable an effective communication
in working environments:
1.1 Verbal/Non-verbal Communication
1.2 Active Listening
1.3 One Way/Two Way Communication

1.1 VERBAL/NON-VERBAL
COMMUNICATION
Definitions
Verbal Communication is the communication with the use of words
and language to communicate a message to other party.
Non-Verbal Communication is the process of communicating without the
use of words and includes the following:
 Paralinguistic: Tone of voice,  Eye contact
Rate and volume of speech
 Gestures/touch
 Rhythm, intonation and stress  Body language and posturing
placed on words
 Facial expression

1.1 VERBAL/NON-VERBAL
COMMUNICATION
Tips for Effective Verbal Communication
 Organise your thoughts to eliminate awkward pauses when speaking
 Use appropriate word choice and language to state your argument in a
direct manner

 Think about the perspective of the audience, their level of knowledge in the
field in order to structure your argument clearly and communicate efficiently
 Vary the vocal tone used and avoid speaking in a monotone voice

1.1 VERBAL/NON-VERBAL
COMMUNICATION
Tips for preventing non-Effective Verbal Communication

 Reducing own stress levels: Increasing stress levels can cause miscommunication and
inappropriate behaviour e.g. changing tone of voice. Keep yourself focused and prevent
eye movements that sign a doubt or discomfort. Being distracted by thoughts or
environment gives people the impression of disinterest in the conversation.
 Be attentive to inconsistencies between verbal and non-verbal communication used: Not
having psychological and/or physical wellbeing leads into focusing on negative aspects of
a conversation sending uncaring non-verbal signals.
 Give full attention to your communication partner: Lean toward to the other person,
face the other person squarely, keep eye contact, maintain an open relaxed posture,
appropriate head nodding and facial gestures.

1.1 VERBAL/NON-VERBAL
COMMUNICATION
When we communicate feelings and attitudes, only a small percentage of our overall message
comes from the words we use:
 55% of our message comes from body language (especially from movements of the small
muscles around the eye which can convey shock, disbelief, doubt or disgust);
 38% of our message comes from tone of voice;
 Only 7% of our message is conveyed by the words we use.

It’s not what we say, but how we say it that often matters most,
especially when we communicate feelings and attitudes.

1.2 ACTIVE LISTENING
‘Active listening requires that we get inside the speaker, that we grasp, from his
point of view, what it is he/she is communicating to us. We must convey to the
speaker that we are seeing things from his/her point of view’ (Carl Rogers).
ELEMENTS OF ACTIVE LISTENING
Pay Attention

Show that
your are
listening

Provide
Feedback

Respond
Appropriately

Defer
Judgement

1.2 ACTIVE LISTENING

Definition
Unconditional positive regard: an attitude to adopt in your active listening
that starts from the basic acceptance and support of a person regardless
of what the person says or does. In essence, no love or likeliness for the
other person is required only acceptance and support.

Tips
If you're finding it particularly difficult to concentrate on what someone says,
repeat his/ her words mentally as he/she says them – this will reinforce the
message and help you to stay focused on the conversation.

1.2 ACTIVE LISTENING
Tips for being a great listener





Encourage people to elaborate
Urge Clarification: Don’t assume- clarify
Acceptance of other people’s individuality
Separate an argument from criticising the person

Resource
The School of Life (2016) ‘Being A Good Listener’. Available at:
https://www.youtube.com/watch?v=-BdbiZcNBXg

1.3 ONE WAY/TWO-WAY
COMMUNICATION
One way communication is where
there is no facility and/or expectation
of a reply or feedback. It occurs in a
straight line from sender to receiver
and serves to inform, persuade or
command.

SENDER

MESSAGE

RECEIVER

Two way communication is where
the receiver has the opportunity to
feedback and question the sender.

1.3 ONE WAY/TWO-WAY
COMMUNICATION
Examples of Communication
ONE WAY COMMUNICATION

TWO-WAY COMMUNICATION

Radio or television programs

In person communication

The printed material such as
newspaper article, brochure,
labels, messages

Telephone Conversations/ emails

Listening to material

Computer Networks/ Chat places

1.3 ONE WAY/TWO-WAY
COMMUNICATION
Understanding the elements of two way communication:
 Sender = sends the messages
 Receiver = receives and understands the messages
 Messages = through F2F communication using verbal/non-verbal
communication and through online communication using words and
visuals e.g. emoticons, photos, videos and audios.
 Feedback = reaction of the communication partner and is understood
through non-verbal communication such as nods of agreement,
smiles etc.
Tips for effective two way communication
Both sender and receiver listen to each other, gather information and
willing to make changes to work together in harmony. The main aim is
to negotiate a mutually satisfactory agreement.

Overview
Conflict is defined as an active disagreement between
people with opposing opinions or principles (Cambridge
dictionary). Conflict management implies that one can
understand the nature of a conflict and possess positive
behavior to result in an effective resolution.

TOPIC 2:
CONFLICT
MANAGEMENT

This module provides an understanding on conflict
development and effective resolutions, on enabling
helpful behaviors and emotion management through
identifying and controlling feelings.
The sub-topics are constructed as below:
2.1 Helpful behaviour
2.2 Behaviour Management
2.3 Problem-Solving

2.1 Helpful Behaviour
Conflict management is the process of dealing with (perceived)
incompatibilities or disagreements arising from, for example, diverging
opinions, objectives, and needs.

From Conflict to Conflict Management

2.1 Helpful Behaviour
Scenario
Jane is a new employee at a Restaurant. She is 23 years old, a very hardworking individual but
sometimes gets a little nervous. Jane has a learning disability and sometimes has difficulties
with communication. On a Tuesday, new customers came in the restaurant where her manager,
Andrea, as she was welcoming the guests, passed by Jane and asked her in hurry to take an
order from the table with the number 12. Jane couldn’t understand what Andrea asked her to
do but was hesitating to say that she didn’t hear. She went to the entrance door to welcome
guests. After 3 minutes, her manager went to Jane and told her ‘Why are you here?’. Jane
became frustrated and went to the kitchen in a hurry.

Questions:
Q1: Do you recognise the reason of the conflict?
Q2: Why Jane was frustrated? How could she react instead so to avoid the conflict?
Q3: What would you advice Andrea to do?

2.1 Helpful Behaviour
Tips to possess a helpful behaviour in a working environment with employed
disabled people:
 Speak Clearly/ in a simple language
 Use short sentences
 Repeat (if necessary)
 Ask questions
 Show Empathy and Understanding

Tips for disabled people:
 Ask to repeat what’s been told
 Use a calm voice
 Explain your needs to the team

2.2 Behaviour Management

Definition
An approach to create an environment, to promote positive
behaviour and reduce opportunities for poor behaviour.

MJTVisuals (2002) ‘Managing Challenging
Behaviour’. Available at:
https://www.youtube.com/watch?v=rDrzfrtTUiU

2.2 Behaviour Management
‘Challenging behaviour is not a learning disability, but people with a disability are more
likely to show challenging behavior’.

Common causes for people with disabilities of possessing challenging behaviour:
 Feeling unwell or in pain
 Hormonal changes
 Frustration at being told off which usually ends in self-harm
 Change in routine or feeling of loneliness
 Depression, anxiety or excitement
 Boredom
 Lack of understanding what is happening
 Sensory needs
 Seeking attention

2.2 Behaviour Management
Tips of managing challenging behaviour
 Learn to recognise the warning signs and intervene early with a
distraction.
 Use simple language and be calm but assertive.
 Minimise the risk. Bearing in mind what might be triggering can
minimise the risk of challenging behavior’s presence.
 Be consistent and avoid confrontation or physical intervention.
 Rewards and praise.
 Identify ways to help people express themselves.

2.3 Problem- Solving

Problem solving requires the person to identify the
problem, come up with different solutions to solve
the problem, choose the best solution to the
problem, and implement the chosen solution.

2.3 Problem- Solving
Identify

7 Steps toward problem-Solving

1.
2.
3.
4.
5.
6.
7.

Identify the issues/ problem
Understand everyone’s interests
List the possible solutions
Evaluate the options
Select an option/ options
Write down the solution
Plan ahead – Identify the aftereffects

Look
back

Action

Define

Explore

Overview

TOPIC 3:
Public Presentation

This section will introduce the different styles
of public presentation, the body language to
be used to achieve an impressive public
presentation and methods for public speaking,
by bearing in mind the unique characteristics
of people with disabilities.
The section aims to acquire an understanding
of presentation styles, body language
techniques, recognise and conduct an elevator
pitch using public speaking techniques.
The sub-topics are constructed as below:
3.1 Different Ways of Public Presentation
3.2 Body Language
3.3 Elevator Pitch

3.1 Different styles of Public
Presentation
Why use Presentations?
 To inform about the product
 To instruct or teach a subject
 To persuade members to accept a proposal

Can you think of a presentation style?

3.1 Different styles of Public
Presentation
Connector

The speaker seeks to identify himself with the audience to send his
message across. It often includes freeform questions and answer
session. The speaker uses body language techniques such as
gestures, secure pose on stage.

Freeform

The presents does not follow any structures or guidelines or rules but
instead keeping themselves to two or three key points, sense of
humor, sharing of stories and use flashcards. Its best applicable in
informal situations.

Coach

It is considered as an advanced-style and is popular among
motivational speakers. It’s common used at conferences or when
selling products. Use of role-plays and listener interaction.

C

3.1 Different styles of Public
Presentation
Instructor

Uses this style to convey a complex message to persuade the
audience using a structured and in detail division of topics. Often
adopted by teachers, speakers usually use figures of speech,
metaphors and visual aids such as presentation slides.

Storytelling

To connect with the audience, speakers often use anecdotes to
gain emotional identification with the product. Storytelling
includes a monologue which is based on an inspiring story by the
speaker and includes a place, time, a plot and a message.

Visual

Speakers use presentation slides with colors and small quantities of
text. Best applicable depending on the topic such as environmental
issues.

3.1 Different Styles of Public
Presentation
Scenario
Penelope is 30 years old from Greece and she has Asperger.
Since she was little, she liked to paint and although she is very
talkative, she is a bit distant and often finds it difficult to
express herself. Penelope finds it difficult to be seated in one
place and maintain an eye-contact. She decided to sell her
paintings and she needs to present her pieces of art and talk
about her work in Athens’ Art Exhibition where a lot of people
will be present.
Question
What presentation style you would advice Penelope to use in
her presentation? Why? How long should her presentation last?

3.2 Body Language

Definition
Body language is one’s body way of communicating without the use
of spoken words.
The body language is described by:
 eye contact
 facial expressions
 head movements
 hand gestures
 body posture

3.2 Body Language

How would you describe the body language of these people? Why?

Brainy Dose (2018) How To Read Anyone Instantly - 18 Psychological Tips.
Available at: https://www.youtube.com/watch?v=eXR7p56acDM

3.2 Body Language

Tips for a positive body language during a presentation
 Making eye contact with all the audience for no more than two seconds each time
to ensure the receiving of the message.
 Control your facial expressions: The audience can identify 6 Basic emotions: anger,
fear, disgust, happiness, sadness and surprise. Fear is the most common emotion for
the speakers and you can cover it by using your ‘poker face’ or by looking happy.
 Think about head movements: Tilt your head to the side to show an interest in
listening intently. Lowering your head or look up shows discomfort.
 Use hand gestures to reinforce the reception of the message you are sending across.
Use an appropriate body posture: Stand up straight and look natural by practicing
your poses and let people advice you.

3.3 Elevator Pitch
Definition
A succinct and persuasive sales pitch with a very short duration.

What does an elevator pitch include?
Your name
A brief history of your background
What do you offer/ what does your company offer
How your product is different than other products
Your goal: What you would like to achieve
Lasts between 20 and 30 seconds

3.3 Elevator Pitch
Massachusetts Down Syndrome Congress (2017) Collette DiVitto of Colletty’s
Cookies. Available at: https://www.youtube.com/watch?v=g2S5dgYFIHs
Example of an elevator pitch
“Hi, I’m Ivan with Down’s syndrome and my company’s name is ‘Jasmine Tree’. Since I was really small
I used to play in the fields, helping my mother to plant trees and flowers. Growing up, I faced many
obstacles when looking for a job as I was called ‘unsuitable’. That’s why I created Wooded Flowers,
which is a social enterprise floral shop and is determined to empower young people with disabilities
to find work and be active citizens. We offer all kinds of flowers, decorations and flower products.
Our unique selling proposition lies with the idea that we create unique flower products which can be
personalized and address to individuals preferences. We aim to maximize the social impact by
promoting an inclusive society’.’

Group work
In a group of 3-4 write an example of an elevator pitch for people
with disabilities who run a social enterprise.

Overview
Personal growth is the process by which a
person
recognises
himself/herself
and
continually develop himself/herself to reach
his/her full potential. Personal growth is an
important part of a person's growth, maturity,
success and happiness.

TOPIC 4:
Personal Growth

The sub-topics are constructed as below:
4.1 Empowerment and Confidence
4.2 Vision of the future
4.3 Decision- making

4.1 Empowerment and
Confidence
Empowerment and Confidence for people with disabilities are needed to:
 Promote their performance
 Promote their wellbeing
 Enhance their adaptability
 Improve career opportunities and social inclusion

TED (2014) ‘I'm not your inspiration, thank you very much |
Stella Young’. Available at:
https://www.youtube.com/watch?v=8K9Gg164Bsw

4.1 Empowerment and
Confidence
Creative power is a process in which a person has the energy and
passion to act.
To be able to achieve creative power, creative ability is required.
Creative ability is the ability of one’s to recognise their feelings,
address a challenge or opportunity via engaging in a creative way.
Creative ability derives from the ‘belief structure’ (what we believe
about ourselves and the world).

inspirationX (2017) How Ralph Braun turned adversity into success.
Available at: https://www.youtube.com/watch?v=rVAk_FDPXg8

4.1 Empowerment and
Confidence
Creative Ability- Obstacles for people with disabilities
 Often people with disabilities grow up and attend education in separation and
isolation from children without disabilities.
 In 2004, 84% of 800 surveyed education teachers did not believe that students in
special education should be expected to meet the same set of academic
standards articulated for students without disabilities.

4.1 Empowerment and
Confidence
Creative Ability- Obstacles for people with disabilities





Lack of self-empowerment and self-confidence.
Lack of direction from themselves or others.
Being afraid of failure and of rejection.
‘Homeostasis’: Subconscious desire to remain consistent with what they have
done in the past leading into remaining in the ‘comfort zone’.
 Lack of proactive thinking: remaining passive to new information and ideas and
following a routine without challenging our minds.
 Lack of finding creative ways to solve a problem but lie in rationalisation.

4.1 Empowerment and
Confidence
Examples of Creative Ability
 When the radio announces traffic is stopped on our route home and we think of a
different route going back home.
 When your company sent an invitation for a Party and had a typo and you added
the missing punctuation with a Sharpie and no one knew the difference.
 When light is out and we light up candles until light is back.
 When a musician publishes a new song in a different style that he used to so to try
new things.
 When a painter paints and does a mistake and finds a way to cover it with color.
 When you think of a new way to look into a problem

4.1 Empowerment and
Confidence

God makes each one of us
with an ability; society
creates the “dis.” (adult
with a visual impairment)

Identification of one’s strengths and weaknesses

 Understand their abilities and disabilities and then learn to play to their strengths.
 Successful individuals who overcome adversities are often able to define
themselves more around their multiple talents than around their areas of
vulnerability.
 Acceptance of disabilities- Responding to labels can test self-identity and self-value.
People are not defined by their disabilities.
A mentor’s attitude toward a person with a disability can enable
one’s viewpoint of how he/she sees himself/herself.

4.2 Vision of the future
Definition
A vision defines the optimal desired future state; it tells
of what you would like to achieve over a longer time.

Why is vision of the future important?
 Inspires Action
 Creates Plans and Sets Goals
 Helps to keep groups focused and
together

4.2 Vision of the future
How can you create a vision of the future?
 A vision board lets you explore, discover and make your desires clear
and tangible.
How to create a Vision Board?
 Think about the segments of your life you
want to change: Education, Family,
Personal Attributes, Career Orientation etc.
 Print or cut images most appropriate and
most interesting to you along with a
word/quote.
 Put the vision board somewhere you can
see it.

4.2 Vision of the future
What is the purpose of the Vision Board?
 Mental practices (visualization) increases motivation, confidence, and even
motor performance.
 Helps you visualise your goals and aspirations.
 Artistic project that enables you to see your future accomplishments. For
instance if you desire to be more confident with your body, include photos
of healthy people empowering with the words of ‘confidence’.
Tips for teaching to people with disabilities
Pick up 1-2 segments of your life to make it more
simple
For vision impaired use objects

‘I would create a vision
board but it would be a
tactual one. Instead of
drawings, pictures or
written words I would
use raised objects I could
touch and feel’ (VaShaun
Jones)

4.3 Decision-Making
Decision-Making
The thought process of selecting a logical choice from the
available options.

Steps to effective decision-making
1.
2.
3.
4.
5.
6.
7.

Identify the decision
Gather Information
Identify Alternatives
Weigh the evidence
Choose among alternatives
Take action
Review decision

Project Better Self (2018) ‘The Choice (Short Animated Movie)’.
Available at: https://www.youtube.com/watch?v=_HEnohs6yYw

4.3 Decision-Making
Problem-Solving Model (Mumford et al., 2000)
Define Problem
Gather Information
Formulate Understanding
Generate Trial Solutions

Protect Outcomes and Reactions
Communicate
Structure

Identify Restrictions and
Requirements

Implement and Revise

Garner Support
Formulate Plans/ Visions

Overview
This topic is concerned with the provision of social
skills that are highly important for social
entrepreneurship.
The main goal is to illustrate the main skills
required to create a social enterprise based on
leadership skills, team-working and accountability.

TOPIC 5:
SOCIAL FOR SOCIAL
ENTREPRENEURSHIP

The sub-topics are as below:
5.1 Leadership
5.2 Accountability
5.3 Business Etiquette

5.1 Leadership

The set of characteristics that make a good leader or the position or fact of
being the leader.

Leadership skills for people with disabilities
are important in the development of their
capacity and understanding of what is
needed so to have the desired impact.

We do not have to lead from
the front, though we can. We
work together. Often, because
we have to. We need other
people. Which is our strength.
We can’t go it alone, even if we
wanted to (Tom Shakespeare,
scientist and bioethicist)

5.1 Leadership
Leadership Styles based on Daniel’s Goleman
 Coercive: ‘Do what I tell you’ type. The leaders show initiative, self-control and drive
to succeed. It often has a negative effect on the feelings of others.
 Pace-Setting: ‘Do as I do, now’. The leaders show conscientiousness, are eager to
succeed, take initiative and set high personal performance. Only works in a team
which is highly-motivated and skilled to coordinate itself.
 Authoritative: ‘Come with me’. The leaders show high emotional intelligence
combined with self-confidence, empathy, change catalyst and visionary. It is
considered as the most preferable style for a business.

5.1 Leadership
Leadership Styles based on Daniel’s Goleman
 Affiliative: ‘People come first’. The leaders show empathy, relationship-building and
communication. They seek to create harmony by building strong emotional bonds.
Inspiration and flexibility are followed as people share ideas and are given freedom.
Best used in combination with another style as it can lead to poor performance.

 Democratic: ‘What do you think?’. The leaders show collaboration, team leadership
and communication. Allow people to share their ideas which that increases flexibility
and maintains high morale. It is less likely to succeed if employees lack the expertise.
 Coaching: ‘Try it’. The leaders show empathy, self-awareness and enable others to be
personally developed. It requires time and employees need to accept their
weaknesses as defined and be willing to change. It is the least used in businesses.

5.1 Leadership
How to acquire leadership skills?






Identify your tendencies and leadership style
Write what you consider the 5 elements of a good leader
Find your passion and engage in your work
Improve your communication skills
Be a member of a team e.g. charity, organisations etc. to enhance relationshipbuilding skills
 Be a good team-member who sees the potential and strengths in each person
 Ask for an opinion to enable your to improve
Group discussion
What is the most appropriate leadership style for a social entrepreneur?

5.1 Leadership
Judith Heumann- Disability rights activist/ a leader in the disability community
TED (2018) ‘Our fight for disability rights -- and why we're not done yet | Judith
Heumann’. Available at: https://www.youtube.com/watch?v=uJr4wGcLNsA

5.2 Accountability
Accountability
An obligation or willingness to accept responsibility or to account for one's actions.
What are the accountability skills for a leader?
 Drive for Results: Define the responsibilities and anticipations of each member.
 Honesty and Integrity: Have the courage to admin you’ve done a mistake.
 Trust: Build a positive relationship, offer knowledge and be consistent.
 Clear vision and Direction: Set a vision for your enterprise.
 Problem-solving and technical expertise: Provide training and skills you find important for
your enterprise.
 Communication: Have a clear communication, ask and listen each team-member.
 Ability to change: accept feedback, take on challenges, be innovative, spread optimism,
show concern and set clear goals.
 Collaboration and resolving conflict: If any issue arise communicate with the member
immediately, bearing in mind the best of your enterprise.

5.2 Accountability
Scenario
Liam is a novice in a Pizza Restaurant who began work in the last month. In his first week, Hannah, the manager of the
restaurant provided training to Liam explaining what is expected from him, how to serve each client, how to make a pizza and
how to do the payments. Hannah explained to Liam that the vision of the restaurant is to expand itself by leaving the
customers satisfying, without providing specific guidelines. In the following week, Liam worked along with a coworker Lucas
and Hannah with no supervision. On a Saturday night, a lot of clients came in and it was really busy. Hannah was answering
the phone, Liam was taking the orders and Lucas was making the pizzas. When a client was ready to make the payment, Liam
confused his order with the previous one and asked Lucas to help him. Lucas asked him to contact the manager and Liam
asked Hannah if she can fix the problem. Hannah did not respond indicating with a gesture that she is on the phone and is not
available, and the client required Liam to make faster. Liam provided the receipt of the previous order without checking how
much the client has paid. After some time Hannah asked Lucas to answer the phone and let Liam to make the pizzas. When
the restaurant closed, they found out that 15 Euro was missing from the cash desk. Hannah asked Liam and Lucas if they knew
what happened. Lucas responded that Liam was responsible for the cash. Liam said that he doesn’t know and Hannah asked
the employees if they have done any mistake. Liam said that he didn’t do but he asked for help when he didn’t know how to
make a payment on the machine. Hannah explained to him how to use the cash machine again and left the room.

In the scenario above, there are three characters; Liam, Hannah and Lucas. As an individual, rank the
characters in order from 1 (most accountable) to 3 (least accountable). After you have finished your
individual ranking, work with the other members of your group and decide on a group rank order for
the three characters.

5.3 Business Etiquette
Business Etiquette
Business etiquette is a set of manners that is accepted or required in a
profession.

GCFLearnFree.org (2018) ‘Business Etiquette Basics’. Available at:
https://www.youtube.com/watch?v=qWbWL0l3ySk&feature=emb_logo
OBJECTIVES
 To set a mutually respectful atmosphere
 Improve communication
 Increase productivity
 Employees’ wellbeing
 Better customer relationships as well

5.3 Business Etiquette
Tips for business Etiquette
 Use please and thank you as appropriate
 Address others using Mr., Mrs., Miss or Ms. unless otherwise requested
 Speak clearly while using a pleasant tone of voice
 Maintain eye contact
 Smile and offer a firm handshake when meeting someone new
 Write thank you notes and letters of appreciation, congratulations and
condolence as appropriate
 Dress appropriately
 Be mindful of your breaks
 Show up to meetings on time
 Limit personal phone use
 Be as detail-oriented as possible
 Be at work on time

5.3 Business Etiquette
Tips of What NOT to do








Coming to work under the influence of drugs or alcohol
Engaging in unethical practices or harassments e.g. misusing company funds
Be disrespectful toward peers
Using inappropriate language
Complain publicly about your organisation
Engage in divisive gossip
Violate confidentiality

Question
Can you think of another practice that shows an appropriate/or
inappropriate behavior?
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Glossary
TERM

DEFINITION

Active Listening

Active listening is the basic acceptance and support of what the person says or does.

Accountability

Accountability is an obligation or willingness to accept responsibility or to account for
one's actions.

Behaviour Management

Behaviour management is an approach to create an environment, to promote positive
behavior and reduce opportunities for poor behavior.

Body Language

Body language is the movements or positions of your body that show other people how
you are feeling, without using words.

Business Etiquette

Business etiquette is a set of manners that is accepted or required in a profession.

Challenging Behaviour

‘Behaviour can be described as challenging when it is of such an intensity,
frequency, or duration as to threaten the quality of life and/or the physical safety of
the individual or others and it is likely to lead to responses that are restrictive,
aversive or result in exclusion’ (Royal College of Psychiatrists, 2007).

Confidence

Confidence is the quality of being certain of your abilities or of having trust in people,
plans, or the future.
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Conflict Management

Conflict management is the process of dealing with (perceived)
incompatibilities or disagreements arising from, for example,
diverging opinions, objectives, and needs.

Creative Ability

Creative ability is the ability of one’s to recognise their feelings,
address a challenge or opportunity via engaging in a creative way.

Creative Power

Creative power is a process in which a person has the energy and
passion to act.

Decision-making

Decision making is the thought process of selecting a logical choice
from the available options.

Elevator Pitch

Elevator pitch is a succinct and persuasive sales pitch with a very
short duration.

Empowerment

Empowerment is the process of gaining freedom and power to do
what you want or to control what happens to you.

Helpful behaviour

Helpful behavior is the adoption of a useful attitude towards an issue,
a challenge or an unpleasing event.
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Leadership

The set of characteristics that make a good leader or the position or
fact of being the leader.

Non-verbal communication

Non-Verbal Communication is the process of communicating
without the use of words and includes the paralinguistic, rhythm of
voice, eye-contact, gestures, body language, posturing and facial
expressions.

One-Way Communication

One way communication is where there is no facility and/or
expectation of a reply or feedback. It occurs in a straight line from
sender to receiver and serves to inform, persuade or command.

Problem-solving

Problem solving is a person’s ability to identify the problem, come up
with different solutions to solve the problem, choose the best
solution to the problem, and implement the chosen solution.

Public Presentation

Public presentation is the act or process of making speeches in public.

Two-Way Communication

Two way communication is where the receiver has the opportunity to
feedback and question the sender.

Verbal Communication

Verbal Communication is the communication with the use of words
and language to communicate a message to other party.
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