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The material presented in this curriculum is the
result of a detailed task analysis of jobs in one Nabisco
Facility. The job tasks have been correlated to the
academic skills necessary to perform each job task
accurately, safely, and efficiently. Whenever possible,
actual job situations and materials have been utilized.
However, to protect proprietary information, similar
scenarios have been created.




Foreword

To the facilitator:

This is the first of a series of modules custom designed to enhance
the basic workplace literacy skills of listening, reading, graph
comprehension, applied math, problem identification and problem solving.

This first module covers communication skills in general with emphasis

on practicing and developing listening and speaking skills in a workplace
environment.

This module is intended to

1. serve as an orientation to the program and to encourage a high
comfort and high motivation level with the participant.

2. lay the foundation for the subsequent modules.

3. establish the credibility of the program.

The learning activities in this and all subsequent modules have been
designed to meet three levels of assessed need for this workplace. Just as
the three skill levels require different complexities of thought, so too do the
learning activities require different complexities of thought.

The learning activities are color coded to indicate the skill level for which
they are designed.

Minimum level activities - yellow
Moderate level activities - blue
Maximum level activities - pink

Also, the learning activities will indicate whether the material is designed for
individualized instruction or group instruction. In general the goal is:

Listening - total group activities

Reading - individualized activities

Graph Comprehension - individualized activities

Applied Math - individualized activities

Problem |dentificaticn - individualized and occupational group activities
Problem Solving - individualized and occupational group activities




Content Outline

Minimum Leve_l Listening

1. Communicating with Co-Workers
a. Recording Spoken Information
b. Receiving Calls
c. Asking Questions
d. Notifying Others of Needs/Problems

2. Communicating with Supervisors

3. Communicating within a Work Group

Moderate Level Listening

4. Receiving Directions and Details
a. Safety Meetings
b. Following Oral/Auditory Directions
(1.) Supervisory Instructions
*(2.) Computer/Mechanical Alarms

Maximum Level Listening

5. Problem Identification/Troubleshooting
a. Listening to people/Understanding complaints

*b. Listening to things/detecting abnormal noises in machinery or

equipment

6. Problem Solving

*on the job training
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YeLLow -
Activity: 1 - Find Your Twin MINIMuUn LEVEL

Objectlve(s) This activity will enable participants
. To demonstrate ability to listen as distinguished from hearing.
2. To follow simple, oral directions.

3. To practice listening (especially interpretation and evaluation), speaking
and analytical skills.

4. To practice observing detail in a simple schematic.
5. To practice translating observations into accurate descriptions.

Materials Required:
Ten sets of identical cards of a simple schematic (20 participants)

You need to know:

About Listening -
1. All jobs require good listening and speaking skills.
2. Hearing is sensing or receiving sound and recognizing it. It's
physical!
3. Listening is hearing sound but also...
Interpreting the meaning of the sound and
Evaluating the sound and deciding how to use it and

Reacting to the sound based on what you heard and how you
evaluated the sound.

4. The average listener remembers only about 50% - one-half of what
he has heard 20 minutes after he has heard it!

5. If 100 million people make a listening mistake on their jobs each
week and it costs $10 to correct or redo their work, American
companies would spend an additional one billion dollars per week!

EKC 7
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Activity 1 - Find Your Twin (continued)

Directions:

1. You will each be given a card with a drawing of a GMP board (Good
Manufacturing Procedure) on it.

2. One, and only one, other participant will have a GMP board that is identical
to yours in every detail.

3. By carefully analyzing ali the details of your board and then milling around
asking and answering comparison questions about your board with other
participants, find the twin for your board.

4. The person who has the twin picture of your board is going to be your
partner for the next activity and so the two of you should sit down together.

S. You cannot look at another person's card until you are sure you have found
a match. Analyze, ask questions and listen!

-

{
Facilitator:

Allow the participants 5-10 minutes to mill around and find their "match".
Occasionally remind participants to

Hear

Interpret

Evaluate
and React to what others are saying.
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Activity: 2 - Getting To Know You

Objective(s). This activity will enable participants

To follow simple, oral directions.

To practice listening and speaking skills.

To practice short term memory skills.

To become familiar with other program particinants.
To provide insight and familiarity for the facilitator.

b wh =

Materials Required:
1. List of topics

You need to know:

About Speaking - In this era of increasing diversity, it's very important to
understand that a person'’s cuitural background as well as their gender
and position has a lot to do with their verbal and nonverbal
communication styles.

1. Nonverbal Ski'ls or What Do You Look Like?
These nonverpal speaking skills make up more than one half of
the meaning in any message that's being sent.
(a) Apnearance
(b) Body Language-communicates even when you don't mean to
1. pusitive gestures-open paims, body leaning forward,
relaxed appearance
2. negative gestures-arms crossed, hands hidden or
clenched, tense appearance
3. distance, space and touching

2. Vocal Skills and Tone or What Do You Sound Like?

3. Verbal or Language Skills or What Do You Say?

ERIC
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Activity: 2 - Getting To Know You (continued)

Directions:

1. You and your partner will discuss the topics that will be read to you in a
moment.

2. Use what you've learned about communicating through listening and
speaking during this exchange.

3. Later, you and your partner will introduce each other to the rest of the grou;
using only the information you've gained through this conversation.

4. No notes can be taken. Listen and stretch your memory! Mentally arrange
the information about your partner in a way that will be easy for you to
remember and retell.

5. The topics are:
THE NAME THEY PREFER TO BE CALLED-ONE NAME ONLY
THEIR FAVORITE NABISCO® PRODUCT - AS A CONSUMER
THE MOST INTERESTING PART OF THEIR PRESENT JOB
ONE OF THEIR JOB DUTIES THAT THEY KNOW THEY DO REALLY WEL
FIVE OTHER DUTIES OR RESPONSIBILITIES OF THEIR CURRENT JOB
ONE THING THEY WQULD CHANGE ABOUT THEIR PRESENT JOB IF
THEY COULD.

Facilitator:

Don't write the topics.
Read the list of topics at least twice and help the participants remember the
topics and their order by synthesizing each topic down to one or two words,
i.e. Name

Product

Interesting Part

One Duty

Five Duties

Change

Lo

ERIC
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Activity: 3 - The Communication Process

Objective(s): This activity will enable participants

1.
2.
3.

To practice listening skills, as they draw according to simple, oral directions.
To learn communication concepts.
To develop their analytical skills.

Materials Required:
Pencil or Pen

You need to know:

About The Communication Process -

Everything we do is communication. And everything we do to
communicate is done either to give or get information, to control, to
follow social rules, or to share feelings. The complete communication
process is a closed loop which starts when a sender wants to send a
message to a receiver using whatever means is appropriate and
available to him. The process ends with the positive feedback that the
message was received and understood.

1.

2.
3

Sender - the person who has information to communicate to another
person. ,

Message - the actual facts or information that are communicated.
Receiver - the person who receives the message and responds with
feedback.

Feedback - everything that is sent back to the sender of the
message that indicates that the message was received.

Channel or means - the method of communication. For example, the
telephone, a meeting, smoke signals, body language, etc.

11




Activity: 3 - The Communication Process Model

Sender

Feedback Message
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Activity: 3 - The Communication Process (continued)

Directions:

1.

On the opposite page, in the middle of the first blank space, draw a circle
about 3 inches wide. It's okay that the circle is not perfectly round.

2. Outside the circle at the 12 o'clock position, write the word Sender.

3. Outside the circle at the 3 o'clock position, write the word Message.

4. OQutside the circle at the 6 o'clock position, write the word Receiver.

5. OQutside the circle at the 9 o'clock position, write the word Feedback.

6. Now, you have a closed loop miodel to use as you proceed with breaking
down recent communications you've had into their parts.

7. Draw another circle in the next blank space and fill in this model with the
names and one of the messages from a conversation you had today with
your partner.

8. Now, in the last two spaces, draw a model for two recent work situations.
One model should be of you sending a message and one model should be
of you receiving a message. It's okay to use non-verbal messages. Justte
us what the communication channel was.

9. We'll discuss some of these later.

Facilitator:

On the flip chart, write the words Sender, Message, Receiver and Feedback

after reaching Step 1. You may want to circulate among the participants, offerin.
guidance to anyone who asks for help.

Later, encourage everyone to share one of their work situation

communications.
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Activity: 4 - Workplace Communication Problems

Objective(s). This activity will enable participants

1. To gain and practice communication barrier concept skills.
2. To develop minimum level reading and writing skills.

3. To develop and practice analytical skills.

Materials Required:
Pencil or pen ¢

You need to know:

About Barriers in Effective \Workplace Communication

1. Sender Barriers
-Deadiines
-Personal biases - expressing an opinion as if it were fact
-Faulty assumptions - assuming that the receiver knows more
than he actually does know
-lgnoring or misinterpreting the receiver's feedback

2. Receiver Barriers
-Deadlines
-Attitudes
-Personal Biases or Perceptions
The attitudes and perceptions of people have a lot to do with
communication. Perception refers to how you see things and what
your senses tell you so that what you see and hear makes sense {o
you. Sometimes people hear what they want to hear rather than
what was really said. How you perceive or see or hear other people
and their communications is a result of many factors:
1. the physical differences between you and the person.
2. the differences in your past experiences and backgrounds.
3. the differences in the language used.
4. the setting in which you're communicating.
5. how you feel at the time of the communication.

EKC id
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Activity: 4 - Workplace Communication Problems (continued)

3.

You need to know: (continued)

Message Barriers

-Inaccurate or incomplete information
-Inappropriate words

-Environmental noise

-Sloppy handwriting or typing

-Torn or dirty pages of printed material

You need to know:

Ways to Overcome Workplace Communication Barriers

If you are a sender If you are a receiver

1. Organize your thoughts and 1. Listen carefully for key words.
the information before sending | 2. Ask questions if you don't
the message. understand completely.

2. Send complete and accurate 3. Set realistic deadlines.
information. 4. Listen with an open mind.

3. Use clear language.

4. Stay calm and, if possible, get
away from noise and
distractions.

5. Set realistic deadlines.

6. Ask for and listen to the
receiver's feedback.

' ]:C
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Activity: 4 - Workplace Communication Problems

Problem 1 Problem 2

Sender-

Message-

Receiver-

Barriers-

Problems-

Solutions-
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Activity: 4 - Workplace Communication Problems (continued)

Directions;

1. As a group, we will analyze a workplace communication problem about

notifying others of the needs, problems or current status of an assignment
station.

2. We will follow the order of the chart on the opposite page as we discuss this
prcblem (Problem 1). You make take notes if you'd like.

3. Afterwards, think about a workplace communication problem that you have
been a part of or have witnessed.

4. Fill in Problem 2 on the chart with your workplace communication problem.

Facilitator:
Solicit several examples from the participants for Problem 1.

Several examples should be discussed in full before selecting one to be fillec
in for Problem 1.
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Activity: S5 - Active Listening and Removing Barriers Role Play

Objective(s). This activity will enable participants
1. To practice all the listening and speaking skills learned at this point.

2. To demonstrate an understanding of the consequences of ineffective
- communication (e.g. lost time, sub-standard product, etc.).
3. To demonstrate an understanding of the basic elements of effective
communication.

Materials Required:
None

You need to know:

About Active Listening v. Passive Listening

Active Listening is a way of getting the sender of a message more
involved with the receiver of a message. It helps everyone get the
feedback and the answers they need. It is necessary for good two-way
communication and for problem solving.

To get the right message, the receiver feeds the message back to the
sender without adding anything to the message. It shows that the
receiver has heard the message that is intended whether he agrees with
the message or not. The sender will usually agree with the feedback or
will send a new message that clarifies what he meant. Active listening is

useful for decoding messages or getting at the hidden meanings in
messages.
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Activity: 5 - Active Listening and Removing Barriers Role Play (continued)

You need to know: (continued)

Steps in Active Listening

The sender sends a coaed message.

The receiver receives the message.

The receiver decodes the message.

The receiver feeds back what the message is -

nothing more or less - with no evaluations.

The sender either agrees with the receiver’s interpretation or, if
not, starts the message over again, clarifying the message and

most likely revealing at least some of the hidden meanings in the
message.

hob=

d

Passive Listening is the process of quietly taking in the statements and
questions of the sender of a message. There is no feedback indicating
that the message was received or understood.

Techniques for Listening Effectively

1. Prepare to listen by minimizing distractions and making eye contact
with the sender when possible.

2. Know why and what you're listening for. What is the central idea
being expressed and what are the important details?

3. Learn to.recognize the ways most senders organize the information
they're communicating -
a. Chronological order - first, next, then
b. Order of importance - most important, least significant, highes

priority )

c. Comparison and contrast - like, different, in contrast, same
d. Cause and effect - because, so, therefore

4. Look for nonverbal signals and try to determine what they mean.

5. Try to listen with an open mind even when the ideas are new and/or
you don't agree with them.

6. Know yourself and your listening style. Make your style work for you
or improve your listening style where necessary.

Q 19
ERIC

Full Tt Provided by ERIC.




Total Grbup
Listening

Activity: 5 - Active Listening and Removing Barriers Role Play (continued)

Directions:

1. You and your partner will develop a role play situation for a workplace
communication problem that each of you has been a part of or witnessed.

2. Take turns being yourself in ore role play and being the other person for
your partner in another role play.

3. Nothing has to be written down.

4. Develop a "before" effective communication version of the role play and an
"after" effective communication version of the same situation. In between
the two versions, briefly discuss what you think were the reasons for and the
consequences of the miscommunication.

5. You and your partner should be prepared to present your role plays (no
more than 3 minutes each) to the entire group.

Facilitator:

Use one of the examples discussed in Activity 4 to do a role play with
volunteer participants. This will guide the other participants as they develop thei

own situations. Emphasis should be on reasons for and the consequences of
the miscommunication.

20

ERIC

Aruitoxt provided by Eic:




Total Group
l.istening

Activity: 6 - Listening Practice

Objective(s): This activity will enable participants
1. To develop listening skills through practice.
2. To practice recording spoken information.

3. To practice remembering oral details.

Materials Required:

1. Teacher-dictated listening practice materials

2. Participant worksheets and pencil

Directions:

1. This is a practice exercise, not a test. RELAX!

2. Do your best.

3. We'll discuss problem areas when we're done.

4. Listen carefully to the directions for each exercise.
Facilitator:

This activity represents a change in pace and focus.

Although participants need to be alert, the atmosphere should be relaxed as
they are developing their listening skills but not competing with each other.

The scripts for these exercises are on the page opposite the exercise.
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Activity: 6 - Listening Practice Worksheet

Facilitator:

Dictation for Ex.ercise b - Like and Don't Like

John and Mary like computers.

Bob likes Monday start-up but doesn't like Saturday clean-up.

Ann likes Saturday clean-up but =he and Mary don't like overtime.
Although Jchn likes overtime, he and Mary don't like Saturday clean-up.

Bob likes overtime.

Although Mary likes Monday start-up, Ann and John don't like it at all.

ERIC
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Activity: 6 - Listening Practice Worksheet
a. Make a ¢/ on the number you hear.
a. 10 1(100 b. 12 2522 c. 3 13 30
d. 14 40 e. 5 15 50 f. 6 16 60

, 17 70 h. 8 18 8{ . (19 80

b. Make a ¢ when you hear like.
Make an x when ycu hear don't like.

Computers Saturday Monday
C!ean-Up
Ann X /
Bob / / “ /
John v/ / X X
Mary X / X =/

c. Listen and circle the number you hear:

555-4212 555-4202
311-9762 311-9752
254-8976 254-9976
778-2056 778-2046
626-5339 636-5339
255-9509 251-9509
782-8886 872-8886
874-0402 874-0482
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Activity: 6 - Listening Practice Worksheet

Facilitator: Read the entire number.

d. Listen and write the missing numbers.

720-1206-8524
928-7191-7534
413-2532-6987
976-4445-7160
753-31134142
835-2742-2553
643-6263-7045
591-0402-8238

e. Listen and write the lot ID number you hear.

0882260000
0901410000
0883620000
0879650000
0914320000
0782320000
0699470000
0714320000
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Activity: 6 - Listening Practice Worksheet

f. Listen and circle the number you hear:

1% 1% 10%

2% 20% 2
3% 0°/o .03%

40%
50% 5°/o
60% 6%
70% 7% ‘
s 8%
90% 9% .08%

&
c
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Activity: 6 - Listening Practice Worksheet

Listen and identify the time you hear.

Listening

1. @ | 1. ¢ | 2. a

26

2. b @
6:15 :
| | ';
| |
edl | |
3 b 3 ¢ 4 a
11:00
| .~ » | |
| . ; | :
‘ ,!y | 1 | |
5 a | 5. b | @ 6. a | 6.




Activity: 6 - Listening Practice Worksheet
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h. Listen and circle the address you hear.

1.

2.

i. Listen and write the missing numbers.

1.

©® N O o A W N

655 Broad Street
82 East Avenue
428 Pine Street

144 Brook Road

139 Lake Avenue

. 5206 Main Street

5790 Plum Street

4304 Laburnum Avenue

342 Franklin Street
1220 Carolina Avenue
411 Bay Road

7868 Grand Avenue
7663 First Street
505 River Road

1E€92 Madison Avenue
217 Penny Lane

665 Broad Street

83 East Avenue

448 Pine Street
1404 Brook Road

179 Lake Avenue

5026 Main Street

5719 Plum Street

434 Laburnum Avenue
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Activity: 6 - Listening Practice Worksheet

Facilitator:

k. Ask after the food order dictation.

a.

b.

How many french fries were ordered? - 3

What kind of sandwich was on rye bread? - ham and swiss

Should the tuna salad or chicken salad have mayo? - tuna salad

Was there an equal number of sandwiches and sodas? - yes, 3 of each
Was the chicken salad sandwich on wheat bread? - no, on white

Was this a take out order? - yes
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Activity: 6 - Listening Practice Worksheet

j- Listen and write the number you hear.

1. work order number 21117

2. lotiD 0545155000

3. extension 4412

4. assignment stations 816, 698 and 713
5. a salt reading of .02%

6. a dough temperature of 78°

k. Food Order Dictation

Take notes as needed to help you remember the items.
Visualize each item as you hear it.

1 chicken salad on white, hold the mayo

1 tuna salad on wheat toast

1 ham and swiss on rye

3 large orders of fries

2 colas

1 diet ginger ale

an order of onion rings

to go

oY
3
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Activity: 6 - Listening Practice Worksheet

Facilitator:

.  Ask after the dictation

a.

b.

Which ingredients do we need 1 gallon of ? - almonds and soy nuts

Do we need whole or sliced almonds? - Neither, we need slivered
almonds

. Do we need 'z gallon or % gallon of coconut? - % gallon

. How many total gallons of sesame seeds and sunflower seeds do we

need? - 1 total gallon

. Would 6 cups of maple syrup be too much? - No, 8 cups are needed

. True or false - 8 cups of raisins are needed - False, 8 pounds of raisins

are needed

. The primary ingredient in this recipe is ? - Rolled oats - 3%

galions.

. True or false - It takes 75 minutes in a 360° oven to bake the granola. -

False, it takes 45 to 60 minutes in a 375° oven.

30
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Activity: 6 - Listening Practice Worksheet

.  Granola Recipe

Take notes as needed to help you remember the recipe accurately.

3% gallons rolled oats

1 gallon slivered almonds

1 gallon soy nuts

% gallon buckwheat groats

% gallon whéat flakes

Y2 gallon coconut

Y2 gallon sesame seeds

%2 gallon sunflower seeds

Ya cup sea salt

mix

add 8 cups pure maple syrup and 6 cups soy oil

mix

spread evenly on 10 large sheet pans

bake at 375° for 45 - 60 minutes 'till golden brown

let cool

remove from trays and break down large clumps while

adding 8 pounds of raisins

eat and enjoy




Activity: 6 - Listening Practice Worksheet

m. Hearing Protection Dictation
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Hearing protectors block out enough noise to bring the decibel level down to
a safe dose providing they fit properly. Depending on the type, brand, and
Noise Reduction Rating (NRR) they reduce noise by about 20 to 30 decibels
— often a crucial difference for your ears. Hearing protectors are required
whenever noise is 85-90 decibels or more. You can also use this rule of thumb:
if you haye to raise your voice to talk to people standing only three feet away,
you should probably wear hearing protectors.

TYPE

i

DESCRIPTION

FIT FOR SAFETY

Disposable Plugs

Disposable plugs are placed
inside the ear canal to block
out noise. They are commonly
made of an expandable foam.
One size fits most everyone,
They roll up into a thin cviin-
der for insertion. Once they're
inside your ear canal, they
expand to form a good seal.

Roil and compress the plug
lengthwise between your finger-

tips. Reach one hand around

the back of your head and puil

up on the outer ear to straighten

the ear canal. insert until you

feel it plugging, then hold it

in place for a moment until

it begins to expand. ‘

Reusable plugs are preformed
to fit the ear. They are usually
made of a flexible rubber or

" silicon. They may be flanged

or cone-shaped, and are often
joined by a cord so that they're
not easily lost.

Reach one hand around the
back of your head and pull up
on the outer ear to straighten
the ear canal. Insert the plug
until you feel it sealing and
the fit is comfortable. Be sure
to use plugs that are the right
size for your ears. Ask your
supervisor for assistance.

Earmuifs resemble stereo
headphones. The soft plastic
cushions, fitied with foam or
liquid, should form a good
sea| against noise. If you wear
glasses with wide temples, you
may want to choose another
type of protector. if you're
exposed to very loud noise.
you can wear earmuifs and
plugs together.

32

Muffs offer good protection if
the cushions fit tightly around
your ears. Check to see that
the cushions are flexable and
that there are no areas where
the sound can penetrate. Keep
your hair from undermeath the
cushions. Don't defeat their
purpose by wearing radio ear-
phones under them




Total Group
Listening

Activity: 6 - Listening Practice Worksheet
m. Listen carefully to the dictation on hearing protection.

Later, you will answer questions by filling in the blanks below with the
letter of the correct type of hearing protection.

o a. Disposable Plugs

a b. Reusable Plugs

b c. Muffs
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Facilitator:

m. Based on what you heard, which type of hearing protection is described in
each sentence?

c a. They look like headphones.

a b. They need to be rolled up or squeezed before going into ear.
b ¢. They are preformed to fit the ear.

a d. They expand inside the ear canal.

b e. They are usually made of rubber or silicon.

c f. They are filled with foam or liquid.

b g. They are often joined by a cord.

a h. They are made of expandable foam.
c i. They may not work well with eyeglasses.
c j. They are not put inside the ear canal.

w
[YEN
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Activity: 6 - Listening Practice Worksiieet MoDeRATE LEVEL

n. Directions for Surviving a Hotel Room Fire

Jot down only the key words you need to remember the directions you'll
hear. Try to group the items in a way that makes sense to you - similar

topics (using the phone), order of importance, etc. Try to picture these
directions in your minds eye.

Use the phone to give your location to the front desk.

2. If you need to let the smoke out of your room, open a
window.

3. |If smoke is coming into your room from outside, keep the
window closed.

Fill the bathtub with water for fighting the fire.

5. Turn on the bathroom fan.

Stuff wet towels and sheets in the cracks of the door and

walls.

7. Use the ice bucket to wet the door and walls if they get
hot.

8. Cover your mouth and nose with wet towels to filter the
smokey air.

9. Move flammable things away from the windows and doors
and keep those things wet.

Facilitator:

Read the instructions for this exercise to the group. It's important to point
out to the participants to listen first and then group items together in a way that
will help them remember what they heard. After dictating the directions, ask for
volunteers to give the directions back to you. Ask how they grouped the items i
order to remember them easily.
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Activity: 6 - Listening Practice Worksheet

0.

Directions for Emergency Medical Care at Nabisco

Again, jot down only the key words you need to remember the directions
you'll hear. Try to group the items in a way that makes sense to you and
that will be easy for you to remember.

Facilitator:

This exercise, like Exercise n, should focus on developing a method to use
in remembering spoken details. Ask volunteers how they grcuped the items in
their mind in order to remember them easily.
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Emergency Medical Care Procedures

Thes2 procedurss agply wWien no nurss Ls oonoduzTy in ks
¥MaZical DepasTt=enct. -

Call Sacurxity (EXT.3272) to open Ma2fical Dezartzent.

cntzcl Dleeding - larxge Zressings ars in Madization Rzex= in
drawver zarXed exargency dressing.

AxTeange TransTortatich:

&) Call Rescua Scuad I sericusly injurad or Lifs Sugse—s
iz savere e:e:gen:;. Cthexrvwiss, call zroozse
Transportat or Zast Inc Cab. Give cne ticket for trio
cuT and one :;c< T Zor retorom Toip. Tickals ars on the
nursa's desX in Madiczl Dezari—eant.

3) Injuzed ez=slcvess ars nmot To f£rive thezsslves vndar anav
conditions.

C) No other e=vnlovee is To drive an In“urai exmnloves -
—adical cars.

Notiliv =medical Zacility chosen <that injured ctarson is  in

Transit. GIve naz=2 oI extlovee and spaciiics of accidant.

ZnsTTucT ezployes To give aospital the Zollcwing informatica:

) Crdar Zor ¥edizal treatzent slip (on nurse's dasX).

3) Identify as Nabisco sxployss and wWoriar's Coz- enmsaticn

c) Dr. Dale Slaczel is plant phyvsician.

- : : . — - ) ’ - i -

Instruct injured extloyvea <o Teport To Medical Dapariment
. - . .

TIlor to returming o work.

-= o - : - .

ZZ specialist is neaded, Stuart Circle ZImargency 2czn has

T , . e L

speciflic imstructizcns as to whilch spacialist To use

- - - -1 3 1 - -— -

2ave a note In Medical giwving e=pnlovse's naz2, tvT2 of
3 3 3 3 < . b . 3

injury, and zmedical Zfacility used.
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Activity: 6 - Listening Practice Worksheet

p. Listen carefully to the newspaper article about a bakery.
Try to remember as many facts as you can. Also, listen for the main ideas
and for the order of the production process. Be prepared to answer
questions on the article. You may take notes as you'd like.

Facilitator:

Be sure to give the participants a break beforehand in preparation for this
long dictation.

Tell all participants that some questions on the dictation will require
recognizing or recalling facts. Other questions will require understanding the
concepts and process talked about in the article.

Article reprinted with permission of Richmond Times Dispatch, 1994

R
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Dunkin’ Donuts ¢

Concept was tested
in markets such as
Las Vegas, Boston

¥ DUNKIN' FROM PAGE E13
Vivian Vance were working in a chocolate
dancy acory.

Toughnuts then are placed onto mowning
travs that go through an enciosed dox of
moist heat 30 the dough can nse for 35
minutes before heading to the fryer.

A watertell of glare

What's next? The doughnuts are dropped
(1o hot vegetable shorung, where they doat
for 45 seconds on each side — enough time
to get 2 golden coating.

“You've got to watch to make sure that ail
of the dougnnuts are ftipped.” worker Mike
“cMasters said as he tumed over a couple
ol doughnuts.

Then it :s ume for the doughnuts to go
inrougn a wateriall of glaze before spending
:nenext 30 10 45 mirutes on a spural coolng
sonveyor,

The last step is tne finishung section,
where e nng dougnnuis get a coating of
Tosung or powered sugar and the shell
dougnnuts are zapped with lemon or chexty
filling.

".\giy fnends ask me all the time how we
get the fillngs inside them.” said empioyee
Wanda Dickens. "[t's easy, | tell them. All
you have to do s put the doughaut up
aganst a prong (that holds the various Al
\ngs) and squeeze it and it fills it up.”

All along the process, employees can —
and are encouraged to — eat doughnuts.
\MeMaster's favonte, for instance, is the
cnocolate honey dipped

Even Soley. who has been working for
tne Dunkin' [anuts chain for 31 years,
waiks into the producuon piant and grabs at
leqst one doughnut a day.

"1 sull iove them.” Soley said.

[n the center of the 12.000-square-foot
arxduction piant, Dunkin’ Donuts employ.
®25 Tdke — and sometimes just bike ~—
fve vaneues ol mufiing, three types ol
croissants, three kinds of bagels and four
vaneues cf cookies,

35 empioved at the costrel bakery

The 30 types of doughauts, and the muf.
Rns. Croissants, bagels and coolues are
3zed o0 racks reacy 10 go (O stores

Trucks leave the center between 4 am.
and 5 a.m. — for products made from the
night shut — and then again between | p.m.
ang 2 p.m,

Tne central bakery empioys about 35
workers Tnere are about eight to 10 people
Der snuft, compared with about four empioy-
ess needed !0 make JOughnuts at each
store

* * *

Producirg doughnuts from a centrai bak-
eri 15 not re~ for Dunkin’ Donuts, but the
scaie nf the operation represents a change
1a direction for ne company,

Tnecompany chose the Richmond area to
.es5t the dusimouhion plan because area roacs
aiow doughanuts and pastres to be deliv-
rred 10 stores within 30 munutes.

Dunk.n Lienuts had tested the concept
on 4 much smaier scale 1n markets such 29
Lis Vezas and downtown Boston. Those
naxer; nberalions served up to five stores,
aeL e Irmand Center Wil serve s

Q
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ON THIIR WIRY. Dunidy’ Denuts trucies defiver dougivuts and other goods to 11 culists i the Rishmend area.

tmes that many.

*The concept is 2 good one,” Soley said.
"We can open 2 it more stores and a lot
quicker than before.”

That's because the central bakery allows
the company to spend less on real estate
and labor by buildisg small dnve-trough
stores and openung outlets in strp shopping
centers. “We an go into nontraditional lo-
cations,” Soley sad

Oppertunity to broades

The concept also gives the company extra
selling points that it might use when trnag
o atract new franchise operstors.

instead of having to worry adout duning
real estate, constructiag 8 building and then
learming how to make doughnuts, now 2
franciusee sizaply would find 2 location and
start up operations, Sciey sed

'mmmmumuawu."

he

Dr. David ], Urban, 2 swrketing
at Virgnia Commonwealth Unveraty. sad
the new system allows Dunkin' Donuts an
opportunity to brosden its network

“And the good thing is they sull mantain
control over the product,” Urban said. "It
aliows them (o capitalize on their brand
name wiule at the same tme they don’:
have (0 make the unvestment in the real
estate.”

Expects to have 30 steres by 1995

There are five locally-owned francrise
locauons n the Richmond area. ail of which
make dougnnuts at thew stores,

The company now has 1] umits — eight
traditional stores and three located at gaso-
une slauony -~ that are served by the cen:
trai haxery

By the end of 1995, the chain expects to
have as many as 30 stores throughout the
area. Four stores will open this &ll

Duniin’ Donuts will test the concept for
another six months b_re deciding whether
to mll it out elsewhere. if the concept works
here. company officials say the chaun could
oy a simular distnbution system in a dozen
or more other Gtes,

¢ & o

A frequent question faang central bak-
enes such as Dunkia' Donuts’ 18 whether
the goods will be fresh wnen they reach
consumers.

A lot of compames operate ruiar fcili-
nes, For wnstance, Ukroo's Super Markets
inc. the area’s No. | grocer. makes all of its
doughnut products at 4 central bakery.

Freshness 3 such 3 major concem for
Dunkin' Doauts that the chaw piedged not
to sell any doughnuts that were rmade more
than 12 hours eariser.

"We wll sell no doughnut after its ume.”
Bode said.

The frestmees imese

Mantunuing quainty standards will be a
challenge for Dunkin’ Donuts, said YCLU's
Urban,

“You've got to mawntun (he freshness
standards when you d:stmbute 10 3 vanety of
jocations.” Urtan said. ' Lonsumers don't
want (o get a dned out doughnut,

Fresaness 18 an ssue that nval Knspy
kreme Doughnut Corp. ruanughts. The
Winston-Salem. N C.-based cnain has one
store In Lhe area, and expects to open 3
second on Miclothian Tmpike by late Au-
gyst

[ RINS-Ti

Breene sLofers e A a WS e

I

hind the counter 50 customers can watch
doughnuts being made.

"People want hot, fresh doughnuts.” said
Jack McAleer. Krispy Kreme's executive
vice president of sales and marketing. '"That
is what has made us unique. Dunkin’ Do-
nuts has to know what theiwr cusiomers
really want, and. ['m sure, that they have
done their research.”

Knspy Kreme has 100 stores un the
Southeast, wiule Dunian' Donuts has more
than 2.300 stores nauonwde wath annual
sales of $1.2 bulion.

* ¢ o

Officals from Dunkin' Doouts say they
are keeping thewr doughnuts fresh and thew
cotlee hot

Customers wll be the uitunate judges.

Consider an eiderty Richmond couple
who were eatiog doughnuts and sippng col-
fee one morrung last week at the chan's
store on Forest Hill Avenue.

They Liked the doughnuts. even though
none was made at the store.

Misses the feedbach

“That's OK. These are reaily good.” said
the wornan, who asked that her name and
her husband's not be used.

“As long as they . . e fresh. that's all Lt
matters,” her husband said.

M ,w tRat he works at the central bakery,
Carroll misses heanng comments lixe
those, He aiso misses seeing hus firusned
product on display at a store,

‘In the retail store vou see the product
and you hear the comments. but you don!
et that kind of feedback here. ' the dougn:
nut maker sud. "Bul were stli maxing
1merm 50 peuhie dte gt there s3nng e
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Activity: 6 - Listening Practice Worksheet
p. Newspaper:Article Dictation

Facilitator:

Ask the following questions of volunteers after the dictation. Encourage
participants to risk answering the questions by reminding them that we're still

developing listening skills. Help participants when necessary by re-reading
relevant paragraphs.

1. How many different kinds or varieties of doughnuts are made every day?
30

2. How many doughnuts are made every day in the centralized facility?
30,000 or 2500 dozen dozen doughnuts

3. How long does it take to make a doughnut at the centralized bakery?
1¥2 Hours

4. How much yeast is used on a weekly basis?
10,000 Ibs
5. How are the fillings put into the doughnuts?
With a prong that, when squeezed, inserts filling into the doughnut
6. In addition to doughnuts, the centralized bakery makes:
muffins (5 kinds) bagels (3 kinds)
croissants (3 kinds) cookies (4 kinds)
7.  Why was Richmond, Virginia chosen to test the centralized facility?

Because the areas’ roads allow doughnuts and pastries to be delivered
to stores within 30 minutes.

8. Who is the primary competitor for this centralized bakery?
Krispy Kreme

3. What is the primary issue for both this centralized bakery and its rival?
freshness

10. What has the bakery pledged to consumers?
Not to sell any doughnuts made more than 12 hours earlier or keeping
their doughnuts fresh and their coffee hot.

11. What would you say is the main idea of the newspaper article?
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Activity: 6 - Listening Practice Worksheet

p. Newspaper-Article Dictation

12. What was the old concept Dunkin Donuts operated under?

Old Concept
Company used to make doughnuts at each store

13. What was difficult about the old concept?
-time consuming
-large number of workers required

14. What is the new concept Dunkin Donuts operates under?

New Ccncept
Central Bakery

15. What are the benefits of the new concept?
-lower production costs

-expand sales outlets by distributing products from the bakery




Total Group
Listening

Activity: 6 - Listening Practice Worksheet
p. Newspaper Article Dictation

16. What is the producticn process at Dunkin Denuts?

( yeast flour + water = dough j

mixed for 16 minutes

v

dough extruded into 1/2 inch thick sheet

v

dough machined into ring doughnuts or shell doughnuts

v

doughnuts fall onto conveyor belt and checked

v

doughnuts rise on moist heat trays for 35 minutes

Y

doughnuts go into fryer for 45 seconds on each side

v

glaze

v

doughnuts go onto spiral cocling conveyor for 30-45 minutes

v

(’ finishing _—;

S—

17. How does Dunkin Donuts production process compare with Nabisco's
Q production process?

ERIC 1

Q¢

-




Total Group
Listening

Activity: 6 - Listening Just For Fun

g. "Once upon a time there were four people named Everybody,
Somebody, Nobody and Anybody. When there was an important job
to be done, Everybody was sure that Somebody would do it. Anybody
could have done it, but Nobody did it.

"When Nobody did it, Everybody got angry because it was Everybody's
job. Everybody thought that Somebody would do it, but Nobody
realized that Nobody would do it.

"So it ended up that Everybody biamed Somebody when Nobody did
what Anybody couid have uone in the first place.”

Facilitator:

Participants can be helped in enjoying this activity if four volunteers
assume the names Everybody, Somebody, Nobody and Anybody and briefly
stand everytime they hear their name called as the piece is read.

This activity is intended to provide a little comic relief at the end of
Activity 6.
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Activity: 7 - Giving and Following Oral Directions

Objective(s): This activity will enable participants

1. To develop an appreciation for the skills involved in giving and following oral
directions.

2. To practice giving and following oral directions.

3. To develop analytical skills.

4. To reinforce listening and speaking skills.

Materials Required:
1. Two different graphic designs
2. Blank paper, pencils

You need to know:

About Following Oral Directions
1. Use active listening to follow directions. To listen actively, you must

- Give the sender your full attention and plan what you are going to
do.

- Check to be sure that you understand the directions.

- Clarify the task that you are to do by getting more information if
needed.

2. Plan the task
- Pay attention to key words in the directions.
- Pay attention to the order or sequence of the directions.
- Picture yourself carrying out the directions as they are told to you.

- Think as the sender is talking and recreate the directions in your
mind.

3. Check your understanding
When the directions have been given, check your understanding by
- summarizing the directions
- asking questions if necessary

[
”~ow
- .
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Activity: 7 - Giving and Following Ora!l Directions (continued)

You need to know: (continued)

About Giving Oral Directions

1.

Know the correct process for completing a task yourself. The people
who know what they are talking about are the people who are best
able to give good directions.

Plan exactly what you're going to say as you give the directions. Put
the steps in order.

Think about what materials or equipment are needed to complete the
task accurately.

Think about the receivers of your directions. Don't talk down to the
receivers but don't assume that they know more than they do.

If completing the task involves any personal safety issues or risk of
equipment damage, it's important to include precautions in your
directions.

Check the receiver's understanding of your directions by asking him
to repeat the directions or whether he has any questions.

Clarify your directions if the receiver is confused and unsure of what
to do. Try to understand what might be ieading tc the confusion.
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Activity: 7 - Giving and Following Oral Directions (continued)

Directions:

1.

You and your partner will take turns giving and following oral directions from
each other.

One of you should sit down with a blank sheet of paper. Your job is to draw
the picture that your partner directs you to draw.

The other one of you will be given the picture. Your task is to explain to
your partner how to draw this picture.

You may not rehearse.

You may not show the picture.

You may not use any visual aids.

You must keep your hands at your sides.

The object is for your partner to have a picture «zxactly like yours when the
exercise is completed.

When you are through, discuss the experience with your partner. Analyze
what made the task so difficult. What would the two of you suggest to make
the task easier and to achieve a better result?

Now, switch roles. You will be given another picture to direct.




rask: how 10 Task: how to ___

Words to explain: Words to explain:
Materials needed: Materials needed:
Main steps in performing the task: Main steps in performing the task:

C 51| C ~
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Safety Warnings: Safety Wamings:
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Activity: 8 - Planning for and Giving Oral Directions

Objective(s). This activity will enable participants

To develop analytical skills.

To reinforce all of the communication concepts to date through practice.
To develop minimum level reading and writing skills. '
To develop skill in sequencing instructions.

To practice giving and following oral directions.

g b=

Materials Required:
1. Planning forms
2. Pencil

3. Any task materials brought by participants

Directions:

1. You and your partner were previously asked to come prepared to direct eact
other on a simple task from your everyday life and from your work life.

2. Use the planning form on the opposite page to help you organize your
thoughts as you prepare to teach your partner these tasks.

3. When both of you are ready, take turns with your partner giving and listening
to oral directions.

Facilitator:

Participants should be asked to come prepared to direct a partner in doing a
task from their everyday life and from their work life. The tasks should be of the
participant's choice with the stipulation that they be "doabie" within the confines
of the REACH program and building. For example, a participant could direct his
partner on how to make a certain kind of sewing stitch, provided the participant
brought all necessary materials with him to the program.

Participants who may not be prepared should be encouraged to complete a

planning form with directions for wearing a dust mask or lifting heavy
objects/boxes. See next page for steps.

) ‘s
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Activity: 8 - Planning for and Giving Oral Directions

Facilitator:

Use as needed.

« Directions for Putting on a Dust Mask

1.
2.

5.

Place the dust mask against your face with the straps hanging down.

Place the respirator under your chin and pull the top strap high on the
back of your head.

3. Pull the bottom strap over your head and down to just below your ears.
4.

Place the fingertip; of both hands on either side of the nosepiece. Gently
press in until the nosepiece is molded to your nose.

Place both hands over the mask and breathe out. If air leaks around the
mask, adjust the nosepiece or straps.

« Directions for Handling Heavy Equipment and Materials

Use proper lifting techniques when moving heavy equipment and materials:

O0hwh =

get a solid foot hold
bend knees

keep back straight

use legs and arms to lift
wear gloves

avoid pinch points

Get help with lifting when you need it - from aJother person or a device such

as a dolly, hand truck, etc. Make sure lifting rievices are in safe working
order.
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Activity: 9 - Sequencing Oral Directions
Objective(s): This activity will enable participants
1. To develop skill in sequencing instructions.
2. To develop analytical skills.

Materials Required:
1. Set of emergency evacuation diagrams of Nabisco facility.

Directions:

1. Study the set of diagrams on the following pages and find your work statior
at Nabisco.

2. Mentally plan how to give directions for evacuating the plant from your wort
station. Try to envision the route you should take.

3. Fillin the flow chart on the next page with directions for evacuating your
work station in an emergency.

4. Be prepared to give your directions orally to other participants.

roe
L) [
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Activity' 9 - Sequencing Oral Directions
Flow Chart
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