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Learner’s workbook

Session date:
Learner’s name:
Tutor’s name:


Module 3 – Enhancing Advocacy Skills

This handbook is designed to complement the session and support you to record your learning to provide a point of reference for future use.  You are encouraged to complete the handbook as fully as possible and use it in a way that you feel is most appropriate to your needs.  
As module 3 is practice-based, you are provided with notes pages to record your observations and learning from each workshop activity.
The handbook is for you to take away and will not be assessed or marked in any way.  

Learning outcomes for this module
By the end of the session learners will be able to:
· Identify the key skills to be an effective advocate
· Recognise their own advocacy skills and relate them to their own experiences
· Demonstrate new and/or enhanced skills to complement their role as an advocate



Exercise 1 – What makes a good advocate?
Overview: In this exercise, learners are asked to note what they think makes a good advocate under the three headings ‘skills’, ‘personal qualities’ and ‘knowledge’.
Note some of the group’s responses here.
Skills	
	



Personal qualities
	



Knowledge
	



How would you describe the difference between skills, personal qualities and knowledge?
	



From slides 5 and 7
What makes a good advocate?		
	Skills
	Personal qualities
	Knowledge

	Active listening
	Being organised
	Understanding jargon

	Being non-judgemental
	Caring
	Qualifications

	Appropriate 
non-verbal communication
	Liking people
	Knowing your way around the system

	Good use of language
	Wanting to help
	Professional experience

	Effective questioning
	Kind
	Contacts

	Ability to build rapport
	Good time-keeping
	Legal knowledge

	Assertiveness
	Good researcher
	Personal experience



Skills for advocacy
Good communication skills are the building blocks of being an effective advocate.

Expressing our wants, feelings, thoughts and opinions clearly and effectively is only half the communication process…

…the other half is listening and understanding what others communicate to us.




	
From slides 9 and 10
[image: ]Listening effectively
· Active listening
· Reflecting/clarifying
· Reading non-verbal cues
· Demonstrating a non-judgemental response and showing empathy

Expressing yourself effectively
· Appropriate use of language
· Effective questioning
· Awareness of non-verbal communication
· Rapport building
· Assertiveness


Skills practice workshops

A – Active listening
B – Demonstrating a non-judgemental response
C – Non-verbal communication (body language)
D – Appropriate use of language
E – Effective questioning
F – Rapport building
G – Assertiveness




















Workshop A – Active listening

Skills practice – My dream holiday 
Record your observations and learning from this exercise here.
	



Workshop B – Demonstrating a non-judgemental response

Skills practice – Split second judgements 
Record your observations and learning from this exercise here.
	





Workshop C – Non-verbal communication (body language)
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Skills practice – Using non-verbal communication to express yourself 
Record your observations and learning from this exercise here.
	






Workshop D – Appropriate use of language
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Skills practice – Appropriate language and tone 
Record your observations and learning from this exercise here.
	






Workshop E – Effective questioning
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Skills practice – What did you do last night?
Record your observations and learning from this exercise here.
	






Workshop F – Rapport building
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Skills practice – Who makes the meals? 
Record your observations and learning from this exercise here.
	





Workshop G – Assertiveness
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[bookmark: _GoBack]Skills practice – A matter of opinion 
Record your observations and learning from this exercise here.
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More interested in promoting our own point of view than understanding 
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Genuinely interested in the other person’s point of view –
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seek verification

Genuinely interested in the other person’s point of view – active in 

checking out our understanding before responding
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AIM: 	To clarify with learners what is meant by the term ‘active listening’



TRAINER:	Place flipchart sheets around the room with one mode of listening noted on each. In groups or pairs, ask learners to move around the 	room to each flipchart sheet, noting behaviours that might indicate each mode of listening.  E.g. Competitive – interrupting, shifting in 	seat, distracted, Passive – over agreeing ie ‘yeah…yeah..’, trying to move the conversation on quickly, Active listening – Nodding, eye 	contact, 	reflecting back what’s been said to check understanding.



	Ask pairs/groups to feedback from the flipchart they end on.  

	Possible extension – ask individuals to demonstrate a mode of listening in pairs/groups or to the whole group





Active listening is a way of “listening for meaning" in which the listener checks with the speaker to see that a statement has been correctly heard and understood. The goal of active listening is to improve mutual understanding.

When interacting, people often are not listening attentively to one another. They may be distracted, thinking about other things, or thinking about what they are going to say next, (the latter case is particularly true in conflict situations or disagreements).



Active listening is a structured way of listening and responding. It focuses attention on the speaker. 
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Non-Verbal Communication

Gestures Facial Expression
Hand movements, nodding, Smile, frown
winking
Postures

Arm crossing, Leg crossing,

Seating position
Eye contact

Movement of eyes, blinking

Para linguistics
Tone, pitch, loudness of voice
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Know what | mean..?

The type of language we use is dictated by:

+ The purpose of the contact
e.g. to reassure, to gain information,
to express opinion, to impart bad news...

* The nature of the relationship
e.g. Formallinformal, friend/stranger,
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There are 2 basic types of question

+ Closed questions
Begin with Do, Is, Can, Could...etc.

To establish something
e.g. agreement, accuracy,

May be answered with ‘yes’ or ‘no’

« Open questions
Begin with What, Where, Why, How...etc.
To gain information/test knowledge

May not be answered with ‘yes’ or ‘no’
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Rapport is a state of harmonious understanding with another individual or
group that enables greater and easier communication. In other words
rapport is getting on well with another person, or group of people, by having
things in common, this makes the communication process easier and

usually more effective.

Although inifial conversations can help us to relax, most rapport-building
happens without words and through non-verbal communication channels.

We create and maintain rapport subconsciously through matching non-
verbal signals, including body positioning, body movements, eye contact,
facial expressions and tone of voice with the other person.
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Being assertive means being able to stand up for your own or other
people’s rights in a calm and positive way, without being either
aggressive, or passive.

Assertive individuals are able to get their point across without
upsetting others, or becoming upset themselves.
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