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Instructional Design and Learning Philosophy 
We are committed to providing the best core-skills content possible for  
Instructor-Led Training (ILT). The following principles are applied in the development of programs: 

Sound Instructional Design 
All course content is developed using a variety of research techniques. These include: 

 Brainstorming sessions with target audience 

 Library research 

 Online research 

 Customer research (focus groups, surveys, etc.) 

 Subject Matter Experts (SMEs) 

 Interviews with trainers 

Expert instructional designers create imaginative and innovative solutions for your training needs 
through the development of powerful instructional elements. These include: 

 Learning objectives provide effective tools for managing, monitoring, and evaluating training 

 Meaningful connections between the topic and students’ past, present, and future 

 Appropriate organization of essential ideas helps students to focus on what they need to 
know in order to learn 

 Modeling techniques demonstrate useful behaviors and problem-solving skills 

 Active application, the cornerstone to learning, helps students immediately apply what they 
have learned to a real-life situation 

 Consistent instructions and design help students learn and retain new information 

 Accelerated learning techniques create interactive, hands-on involvement to accommodate 
different learning styles 

Application of Adult Learning Styles 
Adults learn best by incorporating their personal experiences with training and by applying what 
they learn to real-life situations. Our experienced instructional designers incorporate a variety of 
accelerated learning techniques, role-plays, simulations, discussions, and lectures within each 
course to appeal to all learning styles and ensure that the ideas and information will be retained. 
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Instructional Design and Learning Philosophy 
(cont.) 

Customizing Your Program 
There are two ways you can customize this program: 1) Customize the content and 2) Customize 
the format. 

Customizing the content is easy. The Instructor Guide and Participant Guide are created in Word, 
so you can simply modify the content just as you would any Word document.  Some common 
reasons for customizing content include: 

 Changing examples to fit your industry or work environment 

 Modifying content to match work rules and procedures 

 Adding, deleting or rearranging content to meet training time constraints 

The other way to customize the program is to change the formatting.   Typically, organizations will 
do this to add their corporate logo and/or colors, or it may just be an issue of personal preference. 
Again, treat the Instructor Guide and/or Participant Guide as you would any Word document.  The 
styles used in this document are labeled HRDQ in the Quick Styles tab.  For additional help using 
Word, consult the Microsoft website. 

Preparing for the Training 
As you know, preparation is the key to conducting an effective training.  Here are some issues to 
consider: 

Logistics 
 Advertise the training with enough advance notice that participants can block it out on their 

calendars. Consider contacting potential participants’ managers to encourage their 
attendance. 

 Send a confirmation notice before the training reminding participants of the date, time and 
location. 

 Room setup: Ideally, use round tables to facilitate partner and small group interaction. 

Equipment and Supplies 
In order for the training to go smoothly, have these supplies and equipment on hand: 

 Name tags  Water for yourself and the participants

 Flip chart and markers, tape  Beverages and snacks (optional) 

 Laptop with projector (for the PowerPoint)  Timer or watch 

 Blank paper and pens, sticky notes   

 Flip chart paper    
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Course timing 
Chapter 1: Defining communication 

 

Levels of meaning 15 

 
The communication process 15 

 

Levels of communication 15 

Chapter 2: Communication filters 

 

Identifying filters 10 

 
Age 10 

 
Race and ethnicity 15 

 

Gender 15 

Reading 

Written 
Exercise

Group 
Activity

Facilitate 
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Course timing 
Chapter 3: Personality types  

Type of Activity Segment Time 

 

Benefits of using the Personal Style 
Inventory 5 

 
Interpretation and validation 55 

 
Type distribution 5 

 
Team type 15 

 
The need for opposites 10 

Chapter 4: Building rapport 

 
The ways humans connect 10 

 

Paraphrasing statements 10 

 
Encouragement 10 

 
Non-verbal and subtext messages 10 

Reading 

Written 
Exercise

Group 
Activity

Facilitate PREVIE
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Course timing 
Chapter 5: Who are you talking to? 

Type of Activity Segment Time 

 
Communicating with your customers 10 

 
Communicating with your manager 20 

 

Communicating with your team 10 

 
Reinforcing and corrective feedback 15 

Chapter 6: Writing business documents  

 
What should you include? 5 

 
What action do you want readers to take? 5 

 
Putting pen to paper 5 

 

Use the active voice 5 

 
Don’t let writer’s block bog you down 10 

Reading 

Written 
Exercise

Group 
Activity

Facilitate 
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Course timing 

Chapter 7: Electronic communication 
Type of Activity Segment Time 

 
E-mail 10 

 
Netiquette 10 

 
The shape of e-mail 10 

 
Best uses of voicemail 5 

Chapter 8: Avoiding unnecessary conflict 

 

Misunderstanding or disagreement 5 

 
Sources of conflict 10 

 
Preventing conflict 10 

 
Handling conflict 10 

 

Better next time 5 

Reading 

Written 
Exercise

Group 
Activity

Facilitate 
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Course objectives  
Successful completion of this course will increase your knowledge and 
ability to: 

◊ Identify strengths and shortcomings of your communication skills. 

◊ Determine various levels of meaning and identify the subtleties of 
communication. 

◊ Assess the impact of various communication filters. 

◊ Monitor interpersonal interactions based on personality 
preferences. 

◊ Successfully build rapport with a wide variety of individuals. 

◊ Communicate effectively with coworkers, customers, teams, and 
managers. 

◊ Prepare effective and appropriate business documents. 

◊ Establish protocol for electronic communication. 

◊ Prevent unnecessary conflict and rectify conflict that does occur. 

 
 

Trainer Notes 

5 minutes 

Introduce yourself and 
provide a brief 
background if 
participants don’t know 
you.  Go over logistics 
(schedule, breaks, 
restrooms, etc.) and any 
ground rules for the day.  
Typical ground rules 
include no electronics in 
use, show respect for 
every participant, 
participate fully, no 
dominating or 
interrupting, etc. 

Review the course 
objectives with 
participants. 

© 2011 HRDQ  

Course objectives
Successful completion of this course will increase 
your knowledge and ability to:
Assess the impact of various communication filters
Monitor interpersonal interactions based on 
personality preferences
Successfully build rapport with a wide variety of 
individuals

© 2011  HRDQ 2  

Course objectives
Communicate effectively with coworkers, customers, 
teams and managers
Prepare effective and appropriate business documents
Establish protocol for electronic communication
Prevent unnecessary conflict and rectify conflict that 
does occur

© 2011  HRDQ 3  
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Learning objectives 
Successful completion of this chapter will increase your knowledge 
and ability to: 

◊ Determine different levels of meaning 

◊ Differentiate between various purposes of communication 

◊ Describe the process of sending, encoding, and decoding 
communication 

 
  
 

Trainer Notes 

 

 

Defining Communication: 
Learning objectives
Successful completion of this chapter will increase your 
knowledge and ability to:
Determine different levels of meaning
Differentiate between various purposes of 
communication
Describe the process of sending, encoding, and 
decoding communication

© 2011  HRDQ 4  
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Levels of meaning 
It is not unusual to hear people say, "We have a communication problem 
here."  This chapter provides techniques to analyze and improve your 
own communication.  We communicate in many ways, including with our 
words, voice inflection, tone, eyes and body language.  These are levels 
of communication called subtext. 

If I speak and you do not understand, is it communication? 

My definition of communication is:  

  

  

  

 

What are the main components of communication? 

 

What is the purpose of communication? 

  

  

  

 
 
 

  

  

  

Trainer Notes 

Begin a general 
discussion about why 
participants are in this 
class, what they expect, 
and the successes and 
challenges of 
communication for them.  
Ask them to write their 
answers to the questions 
on this page.  Then 
discuss these questions 
and answers. 

Levels of meaning

© 2011  HRDQ

You say 
tomato… I say to-

MAH-to

5  
There needs to be mutual 
understanding of the 
message by both the 
sender and the receiver 
for it to be 
communication. 

Definition of 
communication:  A shared 
understanding of 
meanings. 

The main components of 
communication are: 
speaker, receiver, filter, 
message, feedback, and 
background noise.   

Typical answers for the 
purpose of 
communication include:  
to link, form connections, 
socialize, hold thoughts in 
common, generate social 
exchange, sustain life, 
develop relationships, 
facilitate tasks, jobs, 
families, and knowledge.   
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Levels of meaning 

Frequency of communication purposes 
Place a checkmark in the appropriate square below to designate how 
often you use communication for the following purposes.   

Communication purpose Times per week 
 1 2 3 More 
Better understand someone      

Work out an idea     

Establish rapport     

Establish my status     

Show my competence     

Be silent with someone     

Share information     

Give instructions     

Express appreciation     

Make a request     

Discuss the impact someone 
else has on me 

    

 
 
 

Trainer Notes 

Discuss the many 
purposes and modes of 
communication and 
that it isn’t just words 

Communication purposes

© 2011  HRDQ

To better understand

Work out ideas

Establish rapport

Show competence

Establish status

Give instructions

Silence

Express appreciation

Make a request

Discuss impact

Share information
6  

Note also 
communication through 
silence.  Ask, “Is 
silence 
communication?”  Yes, 
silence is a powerful 
communication tool 
and can have multiple 
meanings. 

Silence can have many 
meanings.  For 
instance, it can mean 
that a person needs 
some time to think 
about their response, 
that they are stalling, 
that they are ignoring 
you, or that they believe 
that no response is 
required of them 
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Levels of meaning 

Frequency of communication purposes 
You will use the following information later in the class to develop your 
communication plan.  Answer each of the questions in the space 
provided. 

 

My coworkers would say that I frequently use communication to: 

  

  

  

  

  

 

My manager would say that I frequently use communication to: 

 

 
 
 
 
 
 

  

  

  

  

  

Trainer Notes 

Tell participants to 
spend time considering 
all the ways they 
communicate with each 
party identified here 
before writing out their 
answers. 

PREVIE
W



Communication Skills for Emerging Leaders  

 6 

The communication process 

Encoding, decoding and sending  
The communication process has three simple steps.   

Encoding — a message is put together  

Sending — the message is sent out  

Decoding — the listener receives the message   

Communication model flow chart 
 
 
 

"Most of the time we don't communicate, we just take turns talking."         
- Anonymous 

Trainer Notes 

A sample flow chart of the 
communication process 
can be found in the 
Appendix. 

The communication process

© 2011  HRDQ

Sending

Encoding Decoding

7

As with any process, many 
things can go awry.   

Activity — Have 
participants work in small 
groups to draw a 
communication model in 
flow chart format.  They 
should include the 
following components:  
sender, message, receiver, 
internal filters, external 
filters (hindrances to 
understanding another 
person), and background 
interference. 

Write each filter item (be 
specific) on a sticky note 
and incorporate them into 
the flow chart.   

Facilitate a discussion, 
asking, “What part of the 
model represents 
encoding?”  “What part 
represents decoding?”   

Debrief by explaining that 
the sender is the principal 
encoder and the receiver 
is the principal decoder.  
Model in-person how 
communication uses this 
encoding and decoding 
process, and cycles 
through thousands of 
times in a few seconds, 
with facial expressions, 
dress, gestures, smells, 
vocal characteristics, etc.   

PREVIE
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Levels of communication 
Communication is accomplished on different levels, sometimes called text 
and subtext.  The obvious meaning of the words makes up the text:  "Step 
in here."   

The subtext is the underlying part of the message that makes you wonder 
if you're in trouble, going to get a reward, or should hide.  What are 
examples of text and subtext you either use or have heard? 

 
Text Subtext 
Example:   
“What have you done today?” 
 

Are you wasting time? 
List what you have done. 
I don’t trust you. 

 

 

 

 

 

 

 

Trainer Notes 

Explain the difference 
between text and 
subtext.  Provide some 
examples:  “What have 
you done all day?”  Ask 
what different meanings 
this question could 
have.   
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Levels of communication 
Communication is multi-dimensional; it has levels as well as range.   
The range goes from information through understanding to acceptance  
or rejection. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Text 

Subtext Rejection 

Acceptance 

Information Understanding 

Trainer Notes 

Levels of communication

© 2011  HRDQ

Text

Subtext

Information Understanding

Rejection

Acceptance

8

The text is information 
similar to the thinking 
aspect of a message.  
Frequently the subtext 
is supplied by non-
verbal communication.  
Feelings or emotional 
content is usually 
communicated in the 
subtext.  Threats, 
appreciation, joking, 
patience, and eagerness 
may all be 
communicated through 
non-verbal subtext.  
Sometimes the subtext 
of a statement is 
misread because of the 
listener’s underlying 
assumptions about the 
speaker of the message.   

According to research 
on how the brain works, 
brain damaged 
individuals who still 
test high on IQ 
assessments, are unable 
to make good decisions 
and work well with 
others because the 
feeling functions of the 
brain have been 
damaged.  Even for 
"logical" decisions, 
both thinking and 
feeling functions must 
be utilized [Damasio]. 
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Levels of communication 
List two ways to determine if your message has been understood: 

 

  

  

  

 

List two ways to determine if you understand another's message. 

 

  

  

  

 
 

Trainer Notes 

Define 
“understanding” as 
accurately encoding 
and decoding to reflect 
the intention and 
content of an idea.   

Possible answers:  
watch the listener’s 
behavior, ask the 
listener to summarize 
the message. 

To determine if you 
understand another’s 
message:  check for 
understanding by 
paraphrasing or watch 
the other’s behavior 
(for instance, do they 
comply with a request). 
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What our Clients Say about the Reproducible Training Library 

I have used many of the HRDQ Reproducible Training programs and I can't say enough good 

things about them. The content is easy to tailor—I’ve even combined programs to meet my 

clients’ specific needs. Not only am I able to provide my clients with a professionally developed, 

customized program at a reasonable price, but I’ve saved myself a lot of time and frustration, 

too. I plan to buy more programs in the future. I highly recommend them!  
Rosemary C. Rulka, MS, SPHR 

President 
R.C. Rulka Consulting, LLC  

 
We chose the Reproducible Training Library for the open-source format and customizable 

materials. The programs are well structured and rich with content. Preparation to delivery was 

less than 2 hours, and the addition of our company themes make the materials look like they 

were designed in house. 
James T. Puett 

Manager, Leadership and Organizational Development 
Healthways Human Resources 

 

Delivering high-quality, customized training has never been simpler.  

The HRDQ Reproducible Training Library is your comprehensive source for soft-skills content 
that’s downloadable, customizable, reproducible, and affordable. From communication and 
leadership to team building, negotiating, and more, our experts have done the development 
work for you. Whether you use the materials “right out of the box” or tailor the content to your 
needs—download to delivery takes just a few clicks. 
 

Features and Benefits 

 Instant Access: Your program is available to you for immediate download. 

 Quality Content: Top-notch development enables you to deliver a rich program. 

 Ability to Customize: Make the program yours, or use it “right out of the box.” 

 Unlimited Use: Reprint the materials as much as you like, as often as you like. 
 
Get Started Today! 
Click here to see a full list of titles. 
 
Have questions? 
Contact our Client Services Team at 800-633-4533 or info@hrdq.com.  
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hrdqstore.com
800-633-4533

Delivering high quality, 
customized training has 

never been simpler.

Delivering high-quality, customized 
training has never been simpler.

The Reproducible Training Library offers a full suite of training 
solutions, in three formats:

Instructor-led Classroom programs with reproducible 
instructor and participant guides

Self-study e-Learning with freely distributable self-study 
module in Microsoft PowerPoint© format

e-Books in freely distributable pocket book Microsoft 
Word© format

All formats can be easily customized so it’s your training, your 
way. Why spend the time when we’ve done the work for you?

Get started today!
Download the Info Kit hrdqstore.com/rtl-info or
call our Customer Service Team at 800-633-4533

About Us
HRDQ is a trusted developer of soft-skills learning solutions that help improve the performance of individuals, teams, and organizations. 
We offer a wide range of resources and services, from ready-to-train assessments and hands-on games to facilitator certification, 
custom development, and more. Our primary audience includes corporate trainers, human resource professionals, educational 
institutions, and independent consultants who look to us for research-based solutions to develop key skills, such as leadership, 
communication, coaching, and team building.

At HRDQ, we believe an experiential approach is the best catalyst for adult learning. Our unique Experiential Learning Model has been 
the core of what we do for more than 30 years. Combining the best of organizational learning theory and proven facilitation methods 
with an appreciation for adult learning styles, our philosophy initiates and inspires.

Downloadable, 
Customizable, Reproducible 

& Affordable
HRDQSTORE.COM

800-633-4533

HRDQSTORE.COM
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For more information or to place an order, please call or visit us at:
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