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CREATE A POSITIVE LEARNING 

ENVIROMENT: 
 

Safe 
x Walk the talk—role model communication 

skills & practice and giving/receiving 
constructive feedback.  

x Use supportive verbal & nonverbal behaviors. 
x Set ground rules and refer to them as needed. 
x Manage disrespectful/disruptive behavior, help 

group address conflict directly, and don’t 
allow personal attacks. 

x Maintain or enhance self-esteem. [“You’re on 
the right track”]]—avoid sarcasm, put downs. 

x Listen to student issues and concerns and 
respond empathically. [“I can see how you 
would feel frustrated.”] 

 
Motivating 

x Provide opportunities for everyone to get to 
know each other; use student names. 

x Be enthusiastic about content, process, and 
learner success. 

x Foster participation by all group members. 
Draw in quiet participants [“X, what do you 
think?] Manage dominators. [“Let’s go around 
the group and hear from everyone on this.”] 

x Encourage learner involvement in all aspects 
of the process. [“We seem to be stuck on this 
point. Where should we go from here?”] 

x Appropriately engage, acknowledge emotions. 
x Be sensitive and responsive to group needs 

and flexible in meeting them. 
x Relate clinical practice issues to real life and 

to the learner’s present and future practice. 
 

Learning-Centered 
x Make your expectations clear. Let students 

know how they can succeed in FCO. 
x Recognize individual student strengths and 

challenges; utilize them to the advantage of 
both the individual and the group. 

x Use coaching and constructive feedback to 
guide student learning and performance. 

 
MANAGE TIME & PROCESS 

x Know & understand the small group process. 
x Be patient! 
x Emphasize purpose, value, and key content. 

[“Taking this approach will help us focus on 
our goal of…”] 

x Take students to the edge of their knowledge/ 
skills and build a bridge to the next level 
(“scaffold” their learning). 

x Prompt/probe when needed. [“What would 
you do next?” “If you did x, what do you think 
would happen?”] 

x Keep the group on track. Redirect when 
necessary. [“We seem to have gotten off on an 
interesting side track. The main issue here 
is….”] 

x Make procedural suggestions. [“May I suggest 
we x?”] 

x Help students make connections with prior 
knowledge and create meaning. 

x Check for understanding. [“So what you’re 
saying is…”] 

x Periodically summarize or ask group to 
summarize and synthesize. 

x Manage time effectively, so there is enough 
for assessment, debrief, and post-session 
assignment clarification. 

x Take notes about student performance, cases, 
organization of material, etc. for later action 
and documentation (e.g., student evaluation 
and case revision). 

 
QUESTION EFFECTIVELY 

x Ask rather than tell whenever possible. 
x Adjust the question to the learner’s ability. 
x After asking a question, wait through at least 

10 seconds of silence before saying anything. 
x When asked a question, don’t respond 

immediately.  See if the person can answer 
his/her own question.  Ask if anyone else in 
the group can answer, but avoid the “what am 
I thinking” game. 

 

Ask questions which are… 
Stimulating     Probing     Clarifying. 

One-at-a-Time       Concise 
Open-Ended (rather than close-ended) 

 
PROVIDE CONSTRUCTIVE FEEDBACK 

x Start by asking the student to self-assess, and 
encourage self- reflection. [“How do you think 
it went? What things do you think went well or 
would you do differently next time?”] 

x Specify that you are offering feedback/ 
coaching for a common goal to help the 
student accomplish the learning objectives. 

x Use first hand observations and language that 
is behaviorally specific, descriptive, and 
objective. [“I observed that the draping did 
not completely cover the patient’s 
underwear.”]  Use “I” statements when 
making subjective comments. [“I felt…,” “It 
seemed to me…,”] 

x Balance feedback to include both successful 
behaviors to continue and opportunities for 
improvement.  Address only behaviors that are 
remediable. Regulate quantity of feedback to 
be tolerable. Involve the student in 
recognizing behaviors.   

x Provide specific examples of what was 
effective and why.  Use the what-why model 
.[“That was a very effective use of open-ended 
questions (what was observed). Your 
technique encouraged the SP to confide 
sensitive information (why it was effective).”] 

x Provide specific examples of what could be 
improved using the 4-what model. [“I 
observed that you said… (what was observed), 
which often results in… (what resulted from 
the observed behavior). Next time, you might 
consider saying… (what new behavior is 
suggested) in order to… (what results are 
expected from new behavior).”] 

x Acknowledge the student’s emotions with 
empathy and support. 

x Express confidence in the student to succeed. 
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1. Facilitation: Core Practices Overview 
 
Regardless of which type of process you’re facilitating, all facilitators need to be 
constantly using the core practices: 
 
Stay neutral on content – your job is to focus on the process role and avoid the 
temptation of offering opinions about the topic under discussion. You should use 
questions and suggestions to offer ideas that spring to mind, but never impose opinions 
on the group. 
 
Listen actively – look people in the eye, use attentive body language and paraphrase 
what they are saying. Always make eye contact with people while they speak, when 
paraphrasing what they have just said, and when summarizing their key ideas. Also use 
eye contact to let people know they can speak next, and to prompt the quiet ones in the 
crowd to participate. 
 
Ask questions – this is the most important tool you possess. Questions test assumptions, 
invite participation, gather information, and probe for hidden points. Effective 
questioning allows you to delve past the symptoms to get at root causes. 
 
Paraphrase to clarify – this involves repeating what people say to make sure they know 
they are being heard, to let others hear their points a second time, and to clarify key ideas. 
(i.e. “Are you saying . . .? Am I understanding you to mean . . . ?”) 
 
Synthesize ideas – don’t just record individual ideas of participants. Instead, get people 
to comment and build on each other’s thoughts to ensure that the ideas recorded on the 
flip chart represent collective thinking. This builds consensus and commitment. (i.e. 
“Alice, what would you add to Jeff’s comments?”) 
 
Stay on track – set time guidelines for each discussion. Appoint a time keeper inside the 
group to use a timer and call out milestones. Point out the digression if discussion has 
veered off topic. “Park” all off-topic comments and suggestions on a separate “Parking 
Lot” sheet posted on a nearby wall, to be dealt with later. 
 
Give and receive feedback – periodically “hold up a mirror” to help the group “see” 
itself so it can make corrections. (i.e. “Only two people are engaged in this discussion, 
while three others are reading. What’s this telling us we need to do?”) Also ask for and 
accept feedback about the facilitation. (i.e. “Are we making progress? How’s the pace? 
What can I do to be more effective?”) 
 
Test assumptions – you need to bring the assumptions people are operating under out 
into the open and clarify them, so that they are clearly understood by everyone. These 
assumptions may even need to be challenged before a group can explore new ground. 
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(i.e. “John, on what basis are you making the comment that ‘Bob’s idea is too narrow in 
focus’?”) 
 
 
Collect ideas – keep track of both emerging ideas and final decisions. Make clear and 
accurate summaries on a flipchart or electronic board so everyone can see the notes. 
Notes should be brief and concise. They must always reflect what the participants 
actually said, rather than your interpretation of what they said. Or you may assign the roll 
of recorder to a group member. 
 
Summarize clearly – a great facilitator listens attentively to everything that is said, and 
then offers concise and timely summaries. Summarize when you want to revive a 
discussion that has ground to a halt, or to end a discussion when things seem to be 
wrapping up. 
 
Label sidetracks – it’s your responsibility to let the group members know when they’re 
off track. They can then decide to pursue the sidetrack, or stop their current discussion 
and get back to the agenda. (i.e. “We are now discussing something that isn’t on our 
agenda. What does the group want to do?”) 
 
Park it – at every meeting, tape a flip chart sheet to a wall to record all sidetrack items. 
Later, these items can be reviewed for inclusion in a future agenda. “Parking lot” sheets 
let you capture ideas that may be important later, while staying on track. 
 
Use the spell-check button – most people are nervous enough about writing on flip 
charts without having to worry that they’re spelling every word right. You’ll relax 
everyone by drawing a spell-check button at the top right corner of every flip sheet. Tell 
participants they “can spell creatively, since pressing the spell-check button 
automatically eliminates all errors.” 
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Methods of Group Facilitation (Pros and Cons) 

Methods Pros Cons 

Whole group lecture Best control of your material and learners. Most passive method. 
Suits one type of learner. 
Learners can become overwhelmed with 
information. 

Whole group discussion Less control (less work on your part). 
Learners are more active. 
Learners can control the pace. 
Good for assessment of learners. 

Less material covered. 
Potential to veer off topic. 
Dominant participants can take over. 

Small group discussion Everyone is active. 
Focus stays on learners. 
Group learns to work collaboratively. 
Group learns to achieve tasks together. 
Can be fun. 

Less control and oversight. 
Some learners may dominate. 
Group can veer off subject or task. 

Pair/dyad tasks Everyone is active. 
Can explore ideas more intensively. 
Introverts have an opportunity to participate. 
Collaborative learning can occur. 

Less control and oversight. 
Some pairs may stray off task. 
Some dissension can occur if personality 
conflict is present. 

Brainstorms Learners are more active. 
Good for assessment of learners. 

Some audience members may be passive. 
Strong personalities may try to take over. 

Fishbowl role-play 
(A role-play with two or more actors with the group 
observing the action. May freeze the action to 
allow for discussion.) 

Entertaining. 
Permits dramatic presentation of 
ideas/concepts. 
Good for kinesthetic learners. 

Safe environment is necessary. 
Need good role-players and scenarios. 
Can get out of hand. 
Some learners will be passive. 

Interactive games Excellent for practice and application of new 
knowledge and skills. 
Fun and exciting. 
Everyone is active. 

Can cause some to become anxious. 
Less control. 
Can become noisy. 

Inventories/questionnaires/self-assessments Personalizes task. 
Everyone is active. 
Good development of critical thinking skills. 
Allows creative learners to shine. 
Permits introverts to shine. 

Some  learners  don’t  like  to  work  alone. 
Some  learners  aren’t  introspective. 
Some learners can wander off task. 
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Forming

Storming

Norming

Performing

Accelerating Team Development
The Tuckman’s Model

CATALYST
Consulting Team 

Members of today’s organizations are often
faced with the challenge of transforming a
team of diverse individuals into a

productive, high-functioning team. The purpose of
this article is to describe one of the most 
widely accepted, easy-to-follow models of team
development. Understanding and applying the
principles outlined in this model can dramatically
help group leaders and participants increase the
overall effectiveness of their team.

Since the late 1950’s, a great many researchers and
practitioners have studied the intricacies of group
development. While each theory has unique
characteristics, most agree on two things. First,
that there are predictable stages every team goes
through on its way to becoming a highly
productive, efficient team. And second, that
leaders and group members who are aware of
these stages can improve the quality of their team’s
interactions during each stage.

Bruce Tuckman, in his highly-regarded 1965 article,
“Developmental Sequence in Small Groups,”
simplified the existing theories by designating four
stages of team development: Forming, Storming,
Norming, and Performing.

A successful group is one that can move deftly back
and forth between these stages as circumstances
change. This guide will help team members and
leaders to:

• Learn the basic characteristics of team
development.

• Become astute observers of their team’s process.

• Positively effect the quality of their team’s
interaction.

• Accelerate progress through the stages of team
development.

• Improve the quality of their team’s overall
performance.
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Characteristics of Each Stage of Team Development

FORMING STORMING NORMING PERFORMING

Style of 
Team Leader

Leader needs to be
directive—providing
structure for the
team and clarifying
expectations about
how the team
process will be
initiated.

Leader coaches the
group by helping
them focus on goals
& expectations,
managing process
and conflict,
generating ideas, and
explaining decisions.

Leader acts primarily
as a facilitator
providing
encouragement,
helping to build
consensus, and 
giving feedback.

Leader still facilitates
team process, but
tasks and objectives
are delegated.
Leader oversees and
identifies when the
group is moving to a
different stage.

Purpose & 
Goal Clarity

Members are
discovering relevant
parameters of the
purpose and goals.
There is little
agreement or
commitment to 
team mission.

Options are
generated and
challenged as the
group stretches
parameters. There is
increased clarity, yet
some misconceptions
linger.

Agreement from
most; genuine
commitment is
forming. The group
is moving toward
unity.

The whole team
shares a
commitment to
overarching goals; a
tangible vision for
the team is accepted.

Decision
Making

Directed by the
designated leader,
although the process
is sometimes
dominated by the
most vocal members.

Decisions are hard to
make; deadlocks are
common. Process is
usually dominated by
power plays and fast
and loud talkers.
Compromise is the
fall back tactic.

Major decisions are
made by consensus,
differences are
negotiated, and some
decisions are
delegated to
individuals or smaller
groups.

Team makes
decisions within
agreed upon criteria;
major decisions still
made by consensus.

Roles &
Responsibilities

Individuals are not
clear about roles.
They privately hold
opinions, but do not
publicly state them.

Roles and
responsibilities
emerge and become
clearer. Members
jockey for roles and
power.

Roles are clarified
and accepted. There
is open discussion
about how to make
the group perform
tasks and work
toward goals.

Group members are
willing to challenge
the nature of
relationships within
the group and adopt
changes as needed.

Attention to
Team Process

Process is usually
ignored; it is noticed
but avoided.
Members test the
waters and look for
guidance from the
designated leader. 

Team work doesn’t
seem justified for the
effort required.
Cliques form.

Members generate
team norms and
develop mutual
respect. However,
can be sidetracked by
process discussions
and waste time
focusing on
unimportant issues.

Members are
autonomous; not
dependent on
designated leaders.
Everyone shares
responsibility for
initiating and
discussing team
process as needed.

Reaction to
Leadership 
within Team

Team members take
a tentative, wait and
see approach. They
watch from a
distance and remain
dependent on a fixed
hierarchy of
responsibility.

Team members
challenge the leader.
Factions and cliques
emerge. Power
struggles and
polarization often
occur.

General support for
the leadership.
Leadership is shared
among the group.

Discussions are
open; disagreements
do not lead to fear of
rejection. Members
feel highly supported.
Leaders offer inter-
personal support as
well as guidance.
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Guiding Questions for Identifying Stage of Development

FORMING

• Who initiated the formation of the team? 
Who are its sponsors?

• What set of circumstances surrounded the
initiation of this team? What internal or
external forces are influencing it?

• What is the team supposed to accomplish?
What role are they supposed to play in the
larger organization? To whom are they
accountable? 

• Is  this team’s purpose compelling to individual
team members? Is it related to their
developmental goals or personal motivations?

• Have members described their personal
reasons for participating in the team? Have
they talked about what they hope to achieve?

• Is it clear how individuals will be rewarded
and recognized for participating in the team? 

STORMING

• Is there a shared understanding of the
overarching outcomes and purpose? Is the
right mix of functional, technical, and
interpersonal skills represented?

• Is there an open forum for members to
discuss their feelings, thoughts, and ideas
about the team purpose and goals? 

• Are all options being considered for the plan
to reach the goals? Are potential approaches
being tested against an agreed set of criterion?

• Is the team willing to discuss topics that are
potentially embarrassing or threatening to
team members? Has there been a precedent
set for how undiscussables are brought to 
the table?

• Does the team reflect on their tasks and
interrelationships? Do they build operating
agreements about how to best work together?
Does the team reflect on how decisions are
made and where individuals have authority?

• Is the team exploring deliverables and
requirements with your customer? 

NORMING

• Are the team goals clear, specific, and
measurable? Do all members accept these goals
and their role in achieving them? 

• Do members discuss the purpose/mission
energetically with others outside of the team?

• How similarly do members present the team
goals and plan to others?

• Are team members clear about which
responsibilities belong to them and which 
belong to team as a whole?

• Are there clear check points and formal
feedback loops?

• Does the team have a formal method for
communicating with its customers, suppliers and
sponsors? Are there established channels for giving
and receiving feedback?

PERFORMING

• Does the team give itself high ratings in terms of
effectiveness? Is there a comparable level of
personal satisfaction among individual team
members? Or is there a disparity between these
ratings that needs to be addressed?

• Do all team members share responsibility for
meeting the team’s goals? Is leadership shared?

• Are new ideas being generated? Are new
perspectives being sought?

• Is there a sense of team identity? Do team
members feel they are “all in it together?”

• Are there periodic reviews using feedback data,
internal measurements, and external analysis to
assess progress and make refinements on the
approach?

• Is the team flexible? Can it move easily in and
out of the various stages? 
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FORMING

BEHAVIORS
• The purpose and goals for the team 

are unclear.
• Members feel varying degrees 

of commitment.
• Members are cautious, don’t initiate and

avoid responsibility.
• Communication is low and a few members often

dominate.
• Members are dependent on directive leadership.

TASKS
• Build a common purpose. Clearly establish 

the expectations of the customers or sponsors.
• Understand personal expectations 

and interests.
• Clarify accountability, recognition, 

and rewards.
• Assess resources; see who has what 

to contribute.
• Leader provides direction and drives the 

team process.

STORMING

BEHAVIORS
• Differences and confusion arise over goals

and roles.
• Struggles erupt over approaches, direction, 

and control.
• Team members react toward leadership with

counterproductive behaviors.
• Team is uncertain about how to deal with 

issues openly.
• Team wrestles with issues of communication.
• Members act from an independent stance.

TASKS
• Involve everyone in the discussion.
• Inquire into differences; include all ideas

and opinions.
• Seek further clarity about purpose and develop a common

approach to meeting project objectives.
• Assess and test resource needs; make 

necessary adjustments.
• Define operational agreements (norms).
• Leader raises difficult issues and coaches team 

through struggles.

Tuckman’s Model Behaviors & Tasks

Forming

Storming Performing

Norming
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NORMING

BEHAVIORS
• Team gains confidence, feels a sense 

of momentum.
• “What,” “How,” “Who,” and “When” 

become clarified.
• Team develops agreements on approaches, goals,

communication, and leadership roles.
• Team builds relationships with externals (customers, key

stakeholders).
• Members begin to relate interdependently.

TASKS
• Develop processes for information sharing, feedback, and

resource distribution.
• Have open forums on tasks and relationships, both internal

and external.
• Build appropriate feedback loops with 

external relationships.
• Work toward consensus on overarching issues. Negotiate

where appropriate.
• Leader uses a facilitative style to create the opportunity for

others to lead.

PERFORMING

BEHAVIORS
• Members take full responsibility for tasks 

and relationships.
• Team achieves effective and satisfying results.
• Team takes the initiative to continually assess external

forces.
• Team facilitates itself easily through the 

various stages.
• Members work proactively for the benefit 

of the team.

TASKS
• Continuously seek to improve tasks and relationships.
• Assess and evaluate results against purpose 

and external forces.
• Celebrate successes—reward and recognize both team

and individuals wins.
• Continuously test for better methods and approaches.
• Leader focuses on purpose, interdependent relationships,

and conditions that shift 
the stages.

Tuckman’s Model Behaviors & Tasks

Forming

Storming Performing

Norming
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Action Steps for Moving Through Team Development

FORMING TO STORMING

• Build a shared purpose/mission and continuously clarify team outcomes.
• Create a sense of urgency and rationale for the purpose/mission.
• Select members based on resource and skill needs.
• Invest time getting to know each member’s skills, experience and personal goals.
• Bring individuals together to work on common tasks.
• Define recognition and rewards, both individual and team-based.
• Work on personal commitment by linking personal goals to team roles.

STORMING TO NORMING

• Build a common understanding by periodically communicating the team’s purpose/mission.
• Acknowledge times when the team is struggling and take time to discuss ways to move toward “Norming.”
• Set out to achieve a few performance goals and tasks. 
• Encourage members to express their differing opinions, ideas, and feelings by asking open-ended questions.
• Make connections between divergent perspectives; acknowledge where there are differences.
• Build a set of operating agreements (rules for team behavior).
• Raise issues, confront deviations from commitments, and allow conflict to occur.

NORMING TO PERFORMING

• Develop shared leadership based on expertise and development needs.
• Translate common purpose and team expectations into performance goals that are specified and measurable.
• Build consensus on overarching goals and approaches.
• Formally give and receive feedback within the team.
• Maintain focus on external relationships: commitments, requirements, feedback, and competitive realities.
• Take risks by setting stretch performance goals while simultaneously encouraging the disclosure of fears.
• Celebrate successes, share rewards, recognize team and individual achievements.
• Continue to evaluate team against performance goals.
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Hot Buttons 
-Worksheet- 

 
Hot Buttons are the places where our socialization, values, and life experiences make us stop 
thinking and start reacting. This worksheet will help you identify some of these hot buttons so 
that you can discuss them with your support network and co-facilitator.  
 
The key to effective facilitation can be summarized in two short phrases: 

 Know Yourself 
 Know Your Co-Facilitator 

 
We are all shaped by our life experiences, stereotypes, and bias. Instead of pretending that we 
can ignore these as facilitators, it is more effective to identify, describe and discuss them, so that 
we can build the support that allow us to keep thinking and facilitating our best even as they 
come up. 
 

1. Consider your age, race, gender, socio-economic status, sexual orientation, faith/religion, 
education, physical ability and other social identities. Complete the following statements: 

 
a. Of all of my identities, I am most proud of  
 

________________________________________________. 
 
b. I am proud of this identity because  

 
________________________________________________. 

 
c. Something I want people to know about this identity is  

 
________________________________________________. 

 
d. Something I never want to hear again about this identity is  

 
________________________________________________. 
 

2. How might your feelings about these identities influence your facilitation style?  
 

________________________________________________________________ 
 

 
3. Please complete the following sentences stems. Trust the first thought that comes to your 

mind, rather than what seems like the “right” answer. The first thought will often more 
accurately reflect your areas of sensitivity.  

 
a. Of all my personal qualities, I am most proud of  
 
______________________________________________________________. 

22



 

 2 

 
 
b. As a facilitator, I am most proud of my ability to ______________________ 

 
______________________________________________________________.    

 
4. Think about some of the challenges you face when interacting with different individuals, 

speaking in public, taking leadership and talking about sensitive issues.  
Use the sentence stems below to describe some of these challenges. Fill in the first blank 
with one or more of the feeling words listed below, or another word of your choice (you 
can use any word as many times as you want). Then complete the rest of the sentence.  
 

Hot Button Words Strength Words 
Angry            Scared 
Nervous         Insecure 
Pissed off      Discouraged 
Guilty 

Hopeful                   Excited 
Empowered             Happy 
Smart                       Competent 
Connected 

 
Hot Buttons: 
 
I feel _____________________________ when _____________________ 
 
____________________________________________________________. 
 
I feel _____________________________ when _____________________ 
 
____________________________________________________________. 
 
Strengths: 
 
I feel ____________________________ when ______________________ 
 
____________________________________________________________. 
 
I feel ____________________________ when ______________________ 
 
____________________________________________________________. 
 
When these feelings come up, how can you best handle them? __________ 
 
____________________________________________________________.  
 
What are some of the signals that would indicate that your hot button has been triggered? 
 
_______________________________________________________________________ 
 
When these feelings come up, what can your co-facilitator do to support you?  
 
_______________________________________________________________________ 

23



 

 3 

 
 
 
Here are a few questions to help you answer that question. Only you can answer these questions 

and there's no right or wrong answer, so you can't fail! Your honest answers will help you 

determine whether or not you would be comfortable facilitating.  

 

1. Do you show respect for the opinions of others even when they disagree with you?  

2. Can you let go of the need to have complete control of a conversation or situation?  

3. Are you comfortable dealing with conflict?  

4. Are you able to laugh at yourself?  

5. Can you think on your feet?  

6. Can you accept feedback from others about yourself?  

 

Answering yes to a majority of these questions indicates that you would be comfortable in the 

role of facilitator. All of these traits can be learned and improved and the facilitation process 

itself will expand them in you.  

 
If you answered no to any of these questions, don't be discouraged. It means these are the 

areas in which you'll need to change some things about yourself like a belief, an attitude, 

or an action. Can you change?  Of course. We did and you can too.  

 
 

Go for it! 
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By Stephen Lieb 
Senior Technical Writer and Planner, Arizona Department of Health Services 

PRINCIPLES OF ADULT LEARNING 
 

Adults As Learners 

 
Part of being an effective instructor involves understanding how adults learn best. 
Compared to children and teens, adults have special needs and requirements as learners. 
Despite the apparent truth, adult learning is a relatively new area of study. The field of adult 
learning was pioneered by Malcom Knowles. He identified the following characteristics of 
adult learners:  

 Adults are autonomous and self-directed. They need to be free to direct themselves. 
Their teachers must actively involve adult participants in the learning process and 
serve as facilitators for them. Specifically, they must get participants' perspectives 
about what topics to cover and let them work on projects that reflect their interests. 
They should allow the participants to assume responsibility for presentations and 
group leadership. They have to be sure to act as facilitators, guiding participants to 
their own knowledge rather than supplying them with facts. Finally, they must show 
participants how the class will help them reach their goals (e.g., via a personal goals 
sheet).  

 Adults have accumulated a foundation of life experiences and knowledge that may 
include work-related activities, family responsibilities, and previous education. They 
need to connect learning to this knowledge/experience base. To help them do so, 
they should draw out participants' experience and knowledge which is relevant to the 
topic. They must relate theories and concepts to the participants and recognize the 
value of experience in learning.  

 Adults are goal-oriented. Upon enrolling in a course, they usually know what goal 
they want to attain. They, therefore, appreciate an educational program that is 
organized and has clearly defined elements. Instructors must show participants how 
this class will help them attain their goals. This classification of goals and course 
objectives must be done early in the course.  

 Adults are relevancy-oriented. They must see a reason for learning something. 
Learning has to be applicable to their work or other responsibilities to be of value to 
them. Therefore, instructors must identify objectives for adult participants before the 
course begins. This means, also, that theories and concepts must be related to a 
setting familiar to participants. This need can be fulfilled by letting participants 
choose projects that reflect their own interests.  

 Adults are practical, focusing on the aspects of a lesson most useful to them in their 
work. They may not be interested in knowledge for its own sake. Instructors must 
tell participants explicitly how the lesson will be useful to them on the job.  

 As do all learners, adults need to be shown respect. Instructors must acknowledge 
the wealth of experiences that adult participants bring to the classroom. These adults 
should be treated as equals in experience and knowledge and allowed to voice their 
opinions freely in class.  
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Motivating the Adult Learner 

 
Another aspect of adult learning is motivation. At least six factors serve as sources of 
motivation for adult learning:  

 Social relationships: to make new friends, to meet a need for associations and 
friendships.  

 External expectations: to comply with instructions from someone else; to fulfill the 
expectations or recommendations of someone with formal authority.  

 Social welfare: to improve ability to serve mankind, prepare for service to the 
community, and improve ability to participate in community work.  

 Personal advancement: to achieve higher status in a job, secure professional 
advancement, and stay abreast of competitors.  

 Escape/Stimulation: to relieve boredom, provide a break in the routine of home or 
work, and provide a contrast to other exacting details of life.  

 Cognitive interest: to learn for the sake of learning, seek knowledge for its own 
sake, and to satisfy an inquiring mind.  

Learning Tips for Effective Instructors 

 
Educators must remember that learning occurs within each individual as a continual process 
throughout life. People learn at different speeds, so it is natural for them to be anxious or 
nervous when faced with a learning situation. Positive reinforcement by the instructor can 
enhance learning, as can proper timing of the instruction.  

Learning results from stimulation of the senses. In some people, one sense is used more 
than others to learn or recall information. Instructors should present materials that 
stimulates as many senses as possible in order to increase their chances of teaching success.  

There are four critical elements of learning that must be addressed to ensure that 
participants learn. These elements are  

1. motivation  
2. reinforcement  
3. retention  
4. transference  

Motivation. If the participant does not recognize the need for the information (or has been 
offended or intimidated), all of the instructor's effort to assist the participant to learn will be 
in vain. The instructor must establish rapport with participants and prepare them for 
learning; this provides motivation. Instructors can motivate students via several means:  

 Set a feeling or tone for the lesson. Instructors should try to establish a friendly, 
open atmosphere that shows the participants they will help them learn.  
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 Set an appropriate level of concern. The level of tension must be adjusted to meet 
the level of importance of the objective. If the material has a high level of 
importance, a higher level of tension/stress should be established in the class. 
However, people learn best under low to moderate stress; if the stress is too high, it 
becomes a barrier to learning.  

 Set an appropriate level of difficulty. The degree of difficulty should be set high 
enough to challenge participants but not so high that they become frustrated by 
information overload. The instruction should predict and reward participation, 
culminating in success.  

In addition, participants need specific knowledge of their learning results (feedback ). 
Feedback must be specific, not general. Participants must also see a reward for learning. 
The reward does not necessarily have to be monetary; it can be simply a demonstration of 
benefits to be realized from learning the material. Finally, the participant must be interested 
in the subject. Interest is directly related to reward. Adults must see the benefit of learning 
in order to motivate themselves to learn the subject.  

Reinforcement. Reinforcement is a very necessary part of the teaching/learning process; 
through it, instructors encourage correct modes of behavior and performance.  

 Positive reinforcement is normally used by instructors who are teaching participants 
new skills. As the name implies, positive reinforcement is "good" and reinforces 
"good" (or positive) behavior.  

 Negative reinforcement is the contingent removal of a noxious stimulus that tends to 
increase the behavior. The contingent presentation of a noxious stimulus that tends 
to decrease a behavior is called Punishment. Reinforcing a behavior will never lead 
to extinction of that behavior by definition. Punishment and Time Out lead to 
extinction of a particular behavior, but positive or negative reinforcement of that 
behavior never will. (To read more about negative reinforcement, you can check out 
Maricopa Center for Learning & Instruction Negative Reinforcement Univeristy.)  

When instructors are trying to change behaviors (old practices), they should apply both 
positive and negative reinforcement.  

Reinforcement should be part of the teaching-learning process to ensure correct behavior. 
Instructors need to use it on a frequent and regular basis early in the process to help the 
students retain what they have learned. Then, they should use reinforcement only to 
maintain consistent, positive behavior.  

Retention. Students must retain information from classes in order to benefit from the 
learning. The instructors' jobs are not finished until they have assisted the learner in 
retaining the information. In order for participants to retain the information taught, they 
must see a meaning or purpose for that information. The must also understand and be able 
to interpret and apply the information. This understanding includes their ability to assign the 
correct degree of importance to the material.  
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The amount of retention will be directly affected by the degree of original learning. Simply 
stated, if the participants did not learn the material well initially, they will not retain it well 
either.  

Retention by the participants is directly affected by their amount of practice during the 
learning. Instructors should emphasize retention and application. After the students 
demonstrate correct (desired) performance, they should be urged to practice to maintain the 
desired performance. Distributed practice is similar in effect to intermittent reinforcement.  

Transference. Transfer of learning is the result of training -- it is the ability to use the 
information taught in the course but in a new setting. As with reinforcement, there are two 
types of transfer: positive and negative.  

 Positive transference, like positive reinforcement, occurs when the participants uses 
the behavior taught in the course.  

 Negative transference, again like negative reinforcement, occurs when the 
participants do not do what they are told not to do. This results in a positive 
(desired) outcome.  

Transference is most likely to occur in the following situations:  

 Association -- participants can associate the new information with something that 
they already know.  

 Similarity -- the information is similar to material that participants already know; 
that is, it revisits a logical framework or pattern.  

 Degree of original learning -- participant's degree of original learning was high.  
 Critical attribute element -- the information learned contains elements that are 

extremely beneficial (critical) on the job.  

Although adult learning is relatively new as field of study, it is just as substantial as 
traditional education and carries and potential for greater success. Of course, the heightened 
success requires a greater responsibility on the part of the teacher. Additionally, the learners 
come to the course with precisely defined expectations. Unfortunately, there are barriers to 
their learning. The best motivators for adult learners are interest and selfish benefit. If they 
can be shown that the course benefits them pragmatically, they will perform better, and the 
benefits will be longer lasting.  
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     GROUND RULES 
 Establish Norms for the Group 
 Provide Guidelines for Communication 
 Maintain Group Integrity  
 Develop Cohesiveness  
 Sets the Tone                            
 Establish Respect 
 Outline Expectations   
 Support an Open Discussion  
 Help Manage Conflict  
 Build Consensus  

 

  

 

 

 Ground Rules should be flexible so that participants can contribute                                                           
to the process in a way that supports their specific needs. 

 Facilitating the establishment of ground rules is critical.  
 Generate ground rules early in the facilitation process.   
 Effective use of ground rules keeps the group focused and on task.  
 Always remember grounds rules are essential in providing the best 

learning experience for everyone involved.  
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REFLECTIVE LISTENING TECHNIQUES  
  

Simple Reflection 
Repeat what the person says. 
 

Amplified Reflection 
Reflect back what the person says with a slight amplified or exaggerated 
form.   

 
Double-Sided Reflection 

Reflect back and acknowledge the person’s perception and then add the 
other side of the person’s point (that you have heard him/her state before). 

 
Shifting Focus 
      Shift the person’s attention away from what seems to be a stumbling block.   
 
Agreement with a Twist 
     Agree, but with a slight twist to continue in a particular direction.   
 
Reframing 

Acknowledge the validity of the person’s observation, but offer a new 
meaning or interpretation for it.   

 
 
 

PROBING TECHNIQUES  
 

 Repeat the question 
 

 Pause for the answer—conveys that you want a fuller answer 
 

 Repeat the reply—sometimes stimulates conversation (Reflective Listening) 
 

 Ask what, when, where, which, and how questions 
 

 Use neutral comments, e.g., “Anything else?”, “Why do you feel this way?”  
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  ROADBLOCKS TO LISTENING 
 

 
Often, people think listening just involves keeping quiet and hearing what someone says.  This is 
true. However, what determines reflective listening is how the peer leader responds to person’s 
statements.  The following are roadblocks to reflective listening: 
 
 

1. Ordering, directing, or commanding 
 

2. Warning or threatening 
 

3. Giving advice, making suggestions, or providing solutions 
 

4. Persuading with logic, arguing, or lecturing 
 

5. Moralizing, preaching, or telling clients what they “should” do 
 

6. Disagreeing, judging, criticizing, or blaming 
 

7. Agreeing, approving, or praising 
 

8. Shaming, ridiculing, or labeling 
 

9. Interpreting or analyzing 
 

10. Reassuring, sympathizing, or consoling 
 

11. Questioning or probing 
 

12. Withdrawing, distracting, humoring, or changing the subject 
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