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Self Guided Learning Packages

Welcome to the *Community Child Care Victoria, Self-Guided Learning Package.

Self-Guided Learning Packages offer an alternative to attending training sessions
and can be completed at your convenience in your own time. They are also a
valuable resource for Directors/Coordinators wishing to undertake staff training
in-house. This series of Learning Packages aims to develop skills and knowledge
which will be valuable to you in providing quality child care programs.

Self-help Questions

Throughout the Package there are self-help questions. These are designed to
enable the reader to reflect on the learning which has taken place and to
encourage further exploration of the topic if questions remain unanswered.

Support and Assistance

PsCTas is available to support you/your staff while working through the package.
Should you require assistance with any of the tasks within the package, or further
information on the topic, please contact pscTas:

P. 1800 647 718

F. 62306 839

E. psctas@gowrie-tas.com.au
W. www.psctas.org.au

*This Learning Package has been made available to PsCTaS by Community Child
Care, PSC Victoria. All material is copyright to Community Child Care.

- Produced by
Commun : . o
Child Careﬁy Community Child Care Victoria Funded by the

Department of Families and Community
Services under the In-service Training project.
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Working with People who Challenge us

You have chosen to complete the Working with people who challenge us Self-Guided
Learning Package. The aim of this package is to further develop your communication
skills to enhance working relationships with colleagues and families. You will explore your
current communication style and develop a further understanding of the different
personalities and communication styles that make up the workplace, consider the value of
having a range of different personalities and improve strategies for ensuring effective
communication occurs.

Successful completion and assessment contributes to the following competencies from
the nationally accredited Community Services Training Package:

UNIT CHCORG5B Maintain an effective work environment
Element 2 Establish and maintain appropriate work relationships
Element 3 Facilitate operation of the workgroup

And addresses the following learning outcomes:

e Identify strategies for communicating effectively

e Acknowledge and appreciate cultural and individual difference

e Develop organisational procedures to facilitate conflict resolution

Introduction

To maintain an effective work environment it is important to explore all aspects of
communication and reflect upon your own communication style. We cannot always
change other people’s communication, but we can alter our own which, in turn, will affect
how people respond to us.

This package will take you through a number of activities that will assist you to become
more aware of your communication style and then better able to consciously alter how
you respond in different situations. It will give you useful strategies to more effectively
handle situations that you may have found challenging in the past.

There are a number of elements that are critical to the establishment and maintenance of

all workplace relationships. The first is having an understanding of the elements of
communication. How effectively are we communicating with our co-workers and families?
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What Is Conflict?

"Conflict. 1a. a state of opposition or hostilities.2a the clashing of
opposed principles etc." (Oxford English Dictionary 1995 p.231).

Conflict is described by Rodd as "a form of interpersonal interaction in

which two or more people struggle or compete over claims to beliefs, values,
preferences, resources, power, status or any other desire" (Rodd, 1998,
p.51). Many writers highlight that conflict can be used to strengthen group
relationships when dealt with in a positive way. "Conflict only becomes
unhealthy and unproductive when it is not dealt with effectively” (Rodd

1998, p.51).

So conflict can be:

A healthy debate

A misunderstanding

A minor or major disagreement

An inability to compromise (Tafe Frontiers, 1994, p.23)

Causes of Conflict

Different opinions on important matters
Poor communication

Lack of information

Lack of role clarity

Lack of leadership/management

No clear goal or direction
Environmental stresses

Power struggles

There are a range of methods which can be used to work through difficult situations that
can prevent them from becoming a conflict. The most critical element is positive
communication strategies. So what exactly is communication?

Communication

Effective communication skills are essential for positive team work. Let’s review some of
the key aspects of communication.
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When we communicate with people we are sending a message. For most of us, the
content and feeling of the message is contained in the following three elements of
communication:

e Words
e Tone
e Body Language

Self Help Question 1

In the spaces provided, write the percentage of the total message you think is held in
each element of communication? Check your answer in Appendix 1.

Body Language %
Tone %
Words %

It is critical to consider all three of the above elements of communicating and to be aware
of their impact on the person receiving the message.

For positive communication, body language needs to be open and welcoming. We need
to show we are listening and interested and provide feedback. Crossed arms and legs
present a barrier, leaning back in the chair sends a message of disinterest, and being too
close can make the other person feel uncomfortable. Arms length is the usual rule.

Tone of voice should be friendly, calm and reflect a positive message. Speech that is
emotional, fast and high pitched is hard to listen to, whereas a low tone and slow speech
can also be menacing. Tone of voice should be varied to reflect the nature of the
communication.

The words only tell us the topic of the message but they are still important. We need to
consider what we are saying and how we are presenting the information. As we do when
communicating with children, we must be careful to avoid blaming. A better strategy is to
talk about how we feel and how we have been affected. This will be further explored
under assertive communication.

It is important to be aware of body language, the tone and the words used to ensure that
we are not inadvertently sending a negative message that could elicit a negative
response.

What do we say and how do we say it?
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The process of communication:

1. You gather information through your senses.
You hear the tone of voice and words. You observe the body language. You may also
have your sense of smell activated. Be aware of how you are receiving messages and
of other influences, such as our emotional responses to smells. They can greatly
affect our ability to be objective.

2. You decide what the information means.
You consciously think about what the message is and ask “What are they really saying
to me?” based on the information you have taken in.

3. You have afeeling based on your interpretations.
You may feel relaxed and happy. However, if you perceive the message as being
negative, you may feel the twinge we get in the stomach if we feel threatened. If you
get that feeling of fear in your stomach, it means that the body has released adrenalin
and it can be difficult to control your emotions and response when this happens.

4. You decide how to express your feeling.
If you interpret the message as a threat, you will have a “fight or flight” response. You
could become angry and aggressive or passive and upset.

5. You express your feeling.
If this is an angry, defensive expression, the communication will become negative and
difficult.

It is between having a feeling (Step 3) and deciding how to express our feelings (Step 4)
that we need to pause and analyse our response, then consider the most appropriate
response, rather than just REACT!

Self Help Question 2

Consider a situation when you reacted to a message you considered to be an attack.

> Was it really an attack on you?

> Was your reaction appropriate?

> What is another way you could have responded that might have had a better
outcome?

Often when we feel threatened we are responding to our own emotions rather than the
reality of the situation. It is important to pause before responding to other people and
consider what is really happening. Am | feeling grumpy or over tired and therefore
sensitive to tone and body language? Am | taking this as a personal attack when it is
really the other person who is having a bad day and just letting off steam? It is important
to manage our emotions; particularly anger.
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Managing Your Own Anger

1. Own the anger; Say to yourself "I am angry because....", rather than, "He/she made
me angry because....”

2. Calibrate the response; that is, measure it realistically against the incident that
caused the anger. Ask yourself if you have a strong reason for being angry.

3. Diagnose the threat; is something really serious about to happen, or can you, upon
reflection, see that the matter is not really so serious?

4. Share the perceived threat (if appropriate); tell somebody, if it's serious.
5. Forgive (yourself, others, as necessary); and try to forget.
(Fleet and Clyde, 1995)

Responding to Someone Else Who is Angry

“If you find yourself in the presence of a person who is angry with you, Kelley suggests
that a helpful response is to:

Affirm the other's feelings (they are genuine, whether or not you are to blame).
Acknowledge your own defensiveness (if it exists).

Clarify the reason for their anger with you.

Diagnose the part you have played in the arousal of their angry feelings.
Renegotiate the relationship. (It may be desirable to allow some time to elapse
before this renegotiation, so that there is time for cooling off and reflection, for
both people)” (Kelley in Tafe Frontiers, 1994, p.183).

REAAA

Self Help Question 3

The following activity is from ‘What'’s in a Day?’ (Fleet and Clyde, 1995)

Think about a situation in which you felt angry. Go through the above steps and describe
what you might say or do in the situation.

Now think of a situation in which someone was angry with you. Follow the same steps
above, imagining the words that you would, ideally, use if you were dealing with that
anger in a productive way.
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Many of us have well established behaviour patterns and often it is difficult to change our
responses particularly when we are feeling angry. The strategies suggested above can
help you to consider your responses and begin to manage them.

What is effective communication?

Effective Communication
v Active and reflective listening to understand.
Open-ended and reflective questions.
Paraphrasing and summarizing.
Use of appropriate vocabulary. Not using too much jargon, or too little.
Personalised responses. “When this happens, | feel...”
Use of self disclosure sparingly and appropriately.

Emphasising the positive, avoiding blaming. “Thank you for doing...” or “That
worked well”.

Responding to both verbal and non-verbal feedback. “I get the feeling that you are
not happy with ...”

Sending accurate and unambiguous messages. Being clear about what you feel.
Managing emotions. Trying not to get angry or upset.

Appropriate assertiveness and “I” messages.

Conflict management.

Overcoming physical and psychological barriers.

< <N N X XX

AN N N NN

Ineffective Communication

¢+ Patronising responses “Yes, well you are the assistant”.
Offering premature solutions or pushing the speaker into action.
Judgmental responses “Typical of you”.

Premature or inappropriate use of self disclosure.

Exaggerated or inappropriate warmth or sympathy.

Over-use of questions, particularly closed questions.

Absence of feedback
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A
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By using effective communication strategies you will minimize the likelihood of differences
of opinion developing into conflict.

The Three Intentions of Communication:
There is often a subconscious intention behind communication, particularly when it is an
important conversation. The intention will colour how and what we say.

1. We raise others to encourage, motivate, support, inspire and strengthen
their confidence.
2. We lower others to redress an imbalance we feel, to win, feel superior
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3. We level with others to acknowledge differences, to diffuse conflict, to
negotiate a “win/win” outcome.

Self Help Question 4

Think about a time when you have:
e Raised a person

e Lowered a person

e Levelled with a person

We are all capable of lowering people in a variety of situations. This usually occurs
when we are feeling threatened, lacking confidence or feeling insecure. Whatever
the outcome, whilst satisfying in the short term, does not effect change or foster
positive attitudes. This style of communication is best avoided.

Working relationships should be leveling and raising. Our communication needs to be
about negotiating and reaching agreement with people. The ideal is that we provide
others with inspiration, enthusiasm and confidence.

When you develop an awareness of these intentions behind your communication, you can
ensure that you are not lowering the person you are communicating with, but that you are
leveling or raising as is appropriate. This will always have a positive affect on the
communication. Raising a person is a very effective way to turn around a situation where
a person may be feeling threatened or insecure. This can diffuse power struggles and
avoid conflict.
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Self Help Question 5

When was the last time you raised:
e Yourself?

e Your co-worker?

e Your team leader?

e A parent?

Effective workplace relations with co-workers and families

To establish effective work relationships we not only need to consider our own
communication style, we also need to reflect upon our attitudes. We develop our attitudes
throughout our life. They come from our upbringing and family’s beliefs, our education,
the media and the society we live in. The table below illustrates the many influences that
shape our behaviour and make up our attitudes to different people and situations.

Our attitudes are reflected in our communication with other people and can effect what we
do and say. Our communication can also be influenced by our culture and personality.

Culture and Cultural diversity

Culture has many different definitions. There is the culture which comes from our own
family unit, how we were raised; the beliefs our family holds about behaviour and actions.
Then there is the broader culture of the community we live in, the country we live in and
the wide range of cultures across our world. Each workplace also has its own culture.

“Australia is a diverse country with people from many ethnic and racial backgrounds.
Culture encompasses the values, beliefs, practices and interactions used by an individual
within varied social contexts. These understandings and patterns of behaviour are
developed through socialisation and determine how an individual responds to others.
Every individual has a cultural identity that has been socially transmitted through their
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relationships with others. Cultural misunderstandings can occur when there are
differences between the cultural norms and expectations of the groups people function
within” (Commonwealth of Australia, 2005, p8).

The important thing is to consider what the beliefs you hold as important are, but to not
allow these to override the beliefs your co-workers and families hold as important. They
are all equally important and all have value.

Self Help Question 6

List the people you work with and write down a quality, skill, belief, experience that they
bring to the workplace that supports diversity and has a positive impact on the workplace
culture:

Personalities

There is much discussion about personality and the impact this has upon the
development of relationships. When considering working relationships, personalities are
critical.

Many people view the Myers-Briggs personality type inventory as a useful tool for
becoming aware of the characteristics of our own personality, but also to become aware
of other personality types. The value of this analysis is that we can better understand how
the other person approaches communication, learning and working with other people.
This can enable us to alter our approach and strengthen our understanding of the other
person, enhancing our ability to relate to them.

Self Help Question 7

Complete the Myers-Briggs Cognitive Style Inventory in Appendix 2.

What was your personality type?

Consider the range of different personality types presented in this inventory. How well
would a team function if there was only one of the personality types on your team? What
would not get done? Would there be creativity, new ideas, people who attend to the
detail, organization and follow through?
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Collaborating with families

An important point to remember when working with families is that the family has its own
culture, child rearing practices and beliefs. These may differ from yours and this is an
area where conflict can arise. Irrespective of any differences, remember as caregivers,
you need to work with families through discussion and negotiation to ensure the best
possible outcomes for the child. Mutual respect should underpin these negotiations and a
collaborative partnership is the desired goal in the interests of the child. Such a process
can provide effective role modelling for the child and others involved and longer term
benefits for all concerned.

Listening Skills

Effective communication is dependent upon effective listening skills.

The most effective method of problem solving is to use active /reflective listening to
support staff to solve problems and to work with families. People are then able to think
through issues and reach a solution that is appropriate rather than have a solution that is
recommended which some individuals might not be comfortable with.

Active Listening is:
v Listening to what the person is actually saying. This involves giving the person all
of your physical and cognitive attention.

v Listening to the person’s tone and reading their body language. It is important to
pick up on these aspects of their communication as well as the words.

v Reflect back to the person what you think they are saying/expressing, to check you
have interpreted it correctly.

v Using open-ended questions to support the person to work toward their own
resolutions to concerns, where appropriate.

Assertive Communication
One element of positive communication is self assertion. Assertive behaviour is about

levelling with the other person as opposed to an aggressive or passive communication
style.

Self Help Question 8

Complete the guestionnaire in Appendix 3 to explore what is your primary communication
style.
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The importance of an assertive response to conflict
There are three main responsive behaviours to conflict:

FIGHT: Aggressive behaviour (lowering)
This behaviour is hostile and self defeating, resulting in anger, frustration, bitterness and
possible isolation. Examples include:

e expressing feelings, needs and ideas at the expense of others

e an individual stands up for their own rights whilst ignoring the rights of others
¢ trying to dominate the situation

e humiliating others

FLIGHT: Passive behaviour (lowering)
This behaviour results in anxiety, disappointment, anger and resentment and possible low
self-worth:

e don't express own feelings needs and ideas

e ignore own rights

¢ allow others to dominate

e allow others to infringe upon an individual’s own rights

FLOW: Assertive Behaviour (levelling and raising)

Assertive behaviour results in the achievement of shared goals. Self confidence and
self-worth will increase. Relationships will become stronger based on honesty, openness
and trust:

e expressing own feelings, needs and ideas

e standing up for legitimate rights

e not violating the rights of others

e respecting the feelings, needs and ideas of others whilst being open and honest

(Adapted from the Conflict Resolution Network NSW Brochure)

Methods of being assertive in communication:
v' Using “I” statements — ‘When you say .... | feel that you are ignoring me.’
> | feel — (describe how you are feeling)
» When you do this... happens — (describe the action)
> Because — (explain the importance to you/the organization)
> | would rather — (give an alternative)

v' Broken record - Repeating what you have said.

Be confident in your skills and knowledge. If you then practice using assertive
communication, you will find that most difficult situations are handled without aggression
and result in positive outcomes.
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Self Help Question 9

Consider a communication situation when you felt you handled things poorly. Consider
how you could have handled the situation better thinking about your tone, body language
and using assertive communication?

It is a useful tip to practice what you will say either in front of a mirror or with someone
else, before you deal with a difficult situation (if you have time to plan a response).

Positive Steps to Resolving Conflict

1. Recognise conflict as early as possible. Do not delay dealing with it. Conflict left
unresolved will lead to increasing anger and frustration.

2. Check basics e.g. role clarity, job satisfaction, morale. Is the conflict a result of poor
communication concerning work responsibilities?

3. Try to define the drivers of the conflict. This is part of the process of identifying what is
causing the conflict. Be objective about what is involved. Is it emotions which are
unrelated to the current situation?

4. Initiate communication. Set up a time to talk with the other person that is suited to both
of you. Use a setting that is non-threatening for all, that is relaxing.

5. Involve all those affected. This involves further identification of who is affected by the
conflict.

6. Insist on clear, concise and factual information. Keep the conversation on track and
avoid distractions or diversions to personal attacks.

7. Find common ground. What do you agree on?

8. Problem solve — brainstorm. How can this be resolved? Be willing to consider a range
of solutions. Have some ideas for resolution prepared.
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9. Ensure everyone involved is responsible for solutions. Be comfortable to accept a
different solution if all parties agree.

10. Follow up and review. Always take the time to check with those involved that the
resolutions are working.

Developing a Grievance Policy

All services should have policies for the resolution of complaints and grievances. These
need to be developed by all key stakeholders and regularly reviewed.

There are many guidelines available for the development of grievance procedures. The
procedures will vary according to whether it is a policy for staff to express their grievance,
for management when they have a grievance with a staff member, or for families using
the service. Grievance procedures should always aim to resolve the issue as soon as it
arises.

The key first step in grievance resolution is the same as for resolving any conflict; to
enable the person with a concern to air their concern and have their concern
acknowledged. The concern is valid for that person.

The first step should always be for the parties with a grievance to discuss the matter
together with the aim for resolution. This discussion may be facilitated by a third person.

If discussion cannot reach resolution, then the next step would involve a more formal
meeting including management and the parties involved. This would follow the guidelines
for conflict resolution. Again the aim is for resolution through negotiation and will usually
involve some compromise.

The grievance policy for situations where management has a grievance or concern with a
staff member must follow correct industrial relations procedures and include:

1. Aninitial meeting with a verbal warning
2. A second meeting with a written warning
3. A third meeting with a written warning

Each meeting should again follow conflict resolution principles with clear identification of
the issues, agreement about the concerns and what steps need to be taken to resolve the
concerns.

A written record should always be kept of all discussions concerning grievances and all
parties should receive a copy. This ensures that there are not further misunderstandings.
Remember when holding meetings to ensure that all participants feel supported. This may
mean that the person is asked if they would like a support person to attend with them.
This is a requirement in employment grievance procedures, but should also apply for
resolving issues with families as well.
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Self Help Question 11

Review your centre’s staff grievance policy and procedures. Do all current staff know
about it? Is it user friendly? Does it reflect supportive staff practices? Does it support
industrial relations laws?

Conclusion

You have now worked through the entire Self-guided Learning Package.
Reflect on what you have gained from this package:

» What have you learnt about your communication style?

» What do you want to change?

» What will you think about when you are next in a difficult situation?

» How will you respond to that difficult situation and how has this changed?

We cannot change other people, but we can influence how they react to us by managing
our emotions and considering what is appropriate communication for each situation.

Working effectively with others can be hard work and takes practice but is satisfying and
worthwhile to all involved.
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Appendix 1
Self Help Question 1

Body Language 58%

Tone 40%
Words 2%
Appendix 2

Self Help Question 7

The Myers-Briggs Cognitive Style Inventory is included here for you to explore if you wish.
The inventory and further information is available on this web address: Personality
Types Website

http://www.personalitypathways.com/type inventory.html

Cognitive Style Inventory®©

revised 3/26/04 - Ross Reinhold, INTJ

—
Preface J

Determining one's natural Myers-Briggs type or cognitive style is frequently complicated by
our life-long learning experiences. The classic question is: “Am | this way because | learned it
or is this just the way | am?"

In reviewing the comparisons in our inventory, you may find yourself drawn equally to
opposing choices. In such cases | suggest you try to think back to how you were before the
age of 12 or even younger if you can recall. The rationale for this suggestion is the fact that by
the time we are 3 years old, the core of our cognitive organization is well-fixed. . . although the
brain continues to allow some plasticity until puberty.

After the onset of puberty, our adult learning begins to overlay our core personality - which is
when the blending of nature and nurture becomes more evident. For some people, this
"learning” serves to strengthen what is already there, but with others it produces multiple
faces to personality. Discovering or rediscovering this innate core of yourself is part of the
journey of using personality type to enrich your life.
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interests, ideas, and imagination.

Q1. Which is your most natural energy orientation?

Every person has two faces. One is directed towards the OUTER world of activities,
excitements, people, and things. The other is directed inward to the INNER world of thoughts,

While these are two different but complementary sides of our nature, most people have an
innate preference towards energy from the either the OUTER or INNER worlds. Thus one of
their faces, either the Extraverted (E) or Introverted (l), takes the lead in their personality
development and plays a more dominant role in their behaviour.

Extraverted Characteristics
e Act first, think/reflect later

e Feel deprived when cut-off from
interaction with the outside world

e Usually open to and motivated by
outside world of people and things

e Enjoy wide variety and change in
people relationships

Introverted Characteristics
e Think/reflect first, then Act

¢ Regularly require an amount of
"private time" to recharge batteries

e Motivated internally, mind is
sometimes so active it is "closed" to
outside world

e Prefer one-to-one communication
and relationships

kFChoose which best fits: C

e

Extraversion (E) Introversion (l)

here and now. It is REALITY based.

imaginative and conceptual.

tends to favour one over the other.

Q2. Which way of Perceiving or understanding is most "automatic" or natural?
The Sensing (S) side of our brain notices the sights, sounds, smells and all the sensory
details of the PRESENT. It categorizes, organizes, records and stores the specifics from the

The Intuitive (N) side of our brain seeks to understand, interpret and form OVERALL patterns
of all the information that is collected and records these patterns and relationships. It
speculates on POSSIBILITIES, including looking into and forecasting the FUTURE. It is

While both kinds of perceiving are necessary and used by all people, each of us instinctively
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Sensing Characteristics Intuitive Characteristics

e Mentally live in Present ¢ Mentally live in the Future

e Being practical and using common e Using imagination and
sense solutions is automatic- creating/inventing new possibilities is
instinctual. automatic-instinctual.

e Memory recall is rich in detail of facts e Memory recall emphasizes patterns,
and past events contexts, and connections

e Bestimprovise from past experience e Bestimprovise from theoretical

understanding
e Like clear and concrete information;

dislike guessing when facts are ¢ Comfortable with ambiguous, fuzzy
"fuzzy" data and with guessing its meaning.
PChoose which best fits: e Sensing (S) C Intuition (N)

Q3. Which way of forming Judgments and making choices is most natural?

The Thinking (T) side of our brain analyses information in a DETACHED, objective fashion. It
operates from factual principles, deduces and forms conclusions systematically. It is our
logical nature.

The Feeling (F) side of our brain forms conclusions in an ATTACHED and somewhat global
manner, based on likes/dislikes, impact on others, and human and aesthetic values. It is our
subjective nature.

While everyone uses both means of forming conclusions, each person has a natural bias
towards one over the other so that when they give us conflicting directions - one side is the
natural trump card or tiebreaker.

Thinking Characteristics Feeling Characteristics
¢ Instinctively search for facts and logic ¢ Instinctively employ personal feelings
in a decision situation and impact on people in decision
situations

e Focus on tasks and work to be
accomplished e Being sensitive to people needs and
reactions is a prime consideration.

e Easily able to provide an objective e Naturally seek consensus and
and critical analysis popular opinions

e Accept conflict as a natural, normal

part of relationships with people. e Unsettled by conflict; have almost a

toxic reaction to disharmony.

FChoose which best fits:: e Thinking (T) - Feeling (F)
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Q4. What is your action orientation towards the outside world?

All people use both judging (thinking and feeling) and perceiving (sensing and intuition)
processes to store information, organize our thoughts, make decisions, take actions and
manage our lives. Yet one of these processes (Judging or Perceiving) tends to take the lead
in our relationship with the outside world while the other governs our inner world.

A Judging (J) style approaches the outside world WITH A PLAN and is oriented towards
organizing one's surroundings, being prepared, making decisions and reaching closure and
completion.

A Perceiving (P) style takes the outside world AS IT COMES and is adopting and adapting,
flexible, open-ended and receptive to new opportunities and changing game plans.

Judging Characteristics Perceiving Characteristics

e Plan many of the details in advance e Comfortable moving into action
before moving into action. without a plan; plan on-the-go.

e Focus on task-related action; o Like to multitask, have variety, mix
complete meaningful segments work and play.

before moving on.
e Naturally tolerant of time pressure;
e Work best and avoid stress when work best close to the deadlines.

keep ahead of deadlines.
¢ Instinctively avoid commitments

e Naturally use targets, dates and which interfere with flexibility,
standard routines to manage life. freedom and variety
FChoose which best fits: C Judging () C Perceiving (P)

Your 4 Personality Type Letters

Further Verification - Profiles & Characteristics
of the 16 Types

e Find the type letters matching what you determined to be your preferences in the table below.

Clicking on them will take you to Paul Tieger and Barbara Barron-Tieger's website,

PersonalityType.com for a description of characteristics and "markers" of that type. The pages

also provide information on career planning and development.

o If the descriptions from your first choice don't seem to accurately describe you, the Tieger's

recommend that you look again at the four preference pairs and select the opposite
characteristic in the area/areas in which you may have been unsure. Then, read the new

profile and see if it describes you better. For some people, this process simply takes a little

longer than it does for others.
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If you want to return to this site after visiting these other sites, just minimize or close
the window and you'll return here.

ISTJ ISTP INFJ INTJ
ESTJ ESTP INFP INTP
ISFJ ISEP ENFP ENTP
ESEJ ESFP ENFJ ENTJ

e Other useful ways of verifying your Personality Type are reading a number of excellent books
on the subject. A good first reference is Isabel Myer's "Gifts Differing."

Reminder: The most accurate type score will be from an official Myers-Briggs Type Indicator (the
MBTI® inventory) administered by a professional who has met the standards necessary to be

"qualified" to use the inventory.
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Appendix 3
Self Help Question 8

HOW WOULD YOU USUALLY REACT?

SITUATION ONE

Your child was asked to tidy his bedroom before he went out to play. The room is still a
mess. Do you:

a. Firmly tell him that the room is still untidy, that you are unhappy about this, and you
want him to tidy it up.

b. Roll your eyes in exasperation and tidy the room yourself.

c. Growl about how untidy the room is and how fed up you are with always cleaning up
his mess

SITUATION TWO

When you arrive home from buying a new pair of shoes, you find the stitching of the
shoes is faulty. Do you:

a. Return to the shop and "tell them off' about the poor quality of their goods.

b. Return to the shop, explain the shoes are faulty, and request them to exchange the
shoes for another pair.

c. Grumble about the poor quality of the shoes and forget it.

SITUATION THREE

Your child arrives home quite late from school. You have been worried. Do you:
a. Angrily demand, "Where have you been? You've made me sick with worry!"
b. Say nothing, but think | suppose I can't run his life".

c. Say that you have been worried and ask where he has been.

SITUATION FOUR

You go to a party at a friend's house but find you do not know many of the other guests.
Do you:

a. Walk up to a group of people and ask if you could join them.

b. Say "this is not much of a party" and go home.

c. Sitin a corner until someone comes up and talks to you.

SITUATION FIVE

Next day is a school day, and your child asks if he can stay up and watch a late television
show. When you hesitate, he says, "All my friends are going to watch it". Do you:

a. Allow him to watch it. Sharing experiences with friends is important.

b. Say that as tomorrow is a school day, going to bed at his usual time was more
important. If his friends watched the show they could tell him about it.

c. Tell him that you didn't care what his spoilt friends were allowed to do; no child of yours
was going to sit up all night watching television.

SITUATION SIX

A friend offers to do you a favour which would really help you. Do you:

a. Say, "Oh no that's too much trouble," and regret saying it.

b. Say, "You were never around when | really needed help. Forget it this time".
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c. Express your gratitude and accept the offer.

SITUATION SEVEN

You have prepared a nice meal and your family has sat at the table. As soon as you put
the plate in front of your child he says "Yuk - | hate that!" Do you:

a. Glare at him, tell him he must eat it, and give him a lecture about how much food costs,
and how much time you have spent preparing it.

b. Tell him that you're sorry he feels that way about good food, and that if he really can't
eat it, he must go without.

c. Take the plate away and ask him if he would like something else to eat.

SITUATION EIGHT

Your friend becomes very angry with you but you cannot understand what she is angry
about. Do you:

a. Say "You seem upset about something, but I don't know what. Please explain what is
wrong.

b. Say nothing, but inwardly be quite upset.

c. Be angry and exclaim that you haven't done anything.

SITUATION NINE

You are in a hurry and the cashier at the supermarket made a mistake on your docket. Do
you:

a. Sigh and exclaim loudly that the supermarkets employ anyone these days.

b. Point out the mistake to the cashier and ask for it to be corrected.

c. Be annoyed, but because you are in a hurry keep going.

SITUATION TEN

Your child wants something (eg. money to buy lollies). You do not want him to have it.
When you say "no" your child starts crying and shouting at you. Do you:

a. Let him have some money to keep the peace.

b. Shout at him, and smack him to give him something to cry about.

c. Tell him that a tantrum won't change your mind, then ignore him until he calms down.

ANSWERS
PASSIVE ASSERTIVE AGGRESSIVE
1b la Ic
2c 2b 2a
3b 3c 3a
4c 4a 4b
5a 5b 5c¢
6a 6cC 6b
7c 7b 7a
8b 8a 8c
9c 9b 9a
10a 10c 10b
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ASSESSMENT TASK

Using the information from the package, your service and the self-help questions,
complete the following tasks and return to the Inservice Training Team. Use extra
pages if required.

Case Study One:

Jenny is the team leader in the room. She has been working there for 5 years. She has
run the room with her co-worker Sally, for 2 years. Jenny has a group time every day
before the children go to lunch. Sally does nappy changes during this time. Sally is sick
and takes 4 weeks leave. A reliever, Annie Wong, takes her place for the 4 weeks. Jenny
continues with her routine, expecting Annie to do all nappy changes. Annie tells Jenny
that she is sick of doing all of the nappy changes and would like them to share this
routine. Jenny grumbles saying that it is Annie’s job and she is not going to change things
while Sally is away.

1. What style of communication did Jenny use?
2. What style of communication did Annie use?
3. How could Jenny have responded to Annie’s request in a more appropriate way?

OR

Jeremy is the coordinator of the After School Care program. He has been working there
for four years. He runs the program with the assistant, Marcia, who has worked there for
the last three years. Most afternoons Jeremy stays inside and organises the indoor
activities while Marcia (who is studying Physical Education) takes a group outside for
games and activities. Marcia gets married and takes four weeks leave to go on her
honeymoon. Janice takes her place. Jeremy continues with the same routines, expecting
Janice to take the outside games and sports. Janice tells Jeremy she doesn’t want to be
outside, especially seeing its winter and that she doesn't like sport. Jeremy tells her that
this is the way we do it here and he doesn’t want to change things just for a few weeks.

1. What style of communication did Jeremy use?

2. What style of communication did Janice use?
3. How could Jeremy have responded to Janice’s request in a more appropriate way?
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Case Study Two:

A new staff member has started working with you and your co-worker in the service. You
are the person in charge. She has been ignoring the things you say related to what needs
to be done in the room and refers to another staff member rather than you. She spends a
lot of time chatting with the other staff member and they both go quiet when you
approach.

Describe in detail how you would handle this situation. Outline:
L] When, where and how will you first approach her/them?
C write a script of what you will say.
1 How will you follow this up?
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Case Study Three:

One of the staff at your service comes to speak to you in confidence. She/he is concerned
about one of the other team members who they have been told is Hep B positive. Her/his
concern is that the person is not practising correct infection control practices when
working with the children. She/he says that they will confront this person if this continues.
The person they are accusing of having Hep B is a long time co-worker. You need to
prevent a blow-up.

Describe in detail what you will say to support them to handle the situation, remembering
confidentiality principles.
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Case Study Four:

It has been raining for the past week and the children have not had any time outside. It
stops raining and you all go outside for fresh air. A child falls over, getting their tights wet
on the knee. It was 10 minutes before the parent was due and the child did not want to
change her tights, becoming quite upset, so you left it and brought her inside. The parent
arrives, greets her child then approaches you, looking very angry. She yells at you saying
that you had no right to let her child outside, she has wet tights and do you have any idea

how expensive it is to visit the doctor these days. This occurs in the room in front of some
children and other staff.

What will you say to the parent? Write a script.
How will you settle things down so she leaves without feeling angry?
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Working with People who Challenge us

Your Name:

Contact Number:

Service:

Address you would like your Statement of Attainment sent to:

Approximate time taken to complete this package:

Please tick one
[1 1 completed the assessment task as an individual

[1 1 completed the assessment task as a member of a group

Name of group (if any):

Signed: Date:

Please attach this page to your Assessment Task when you send it to
Community Child Care

Community Child Care
Inservice Training

Ground Floor 48 High Street
Northcote VIC 3070

Phone: 9486 3455

Fax: 9486 3271

Email: training@cccinc.org.au
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