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1.

Working with Groups

1.1

The Content / Process Iceberg

The Iceberg is a simple metaphor for understanding the distinction between training content
(above the surface) and the group process (below the surface).
The training room, the aims and programme
for the day, the trainer with notes and
materials, and the participants are all
present and correct.
What could possibly go wrong?
Perhaps two participants had a ‘spat’ on
another event entirely, but didn’t resolve it
leaving a tension between them.

Or maybe someone received bad news immediately
before the session, or has an issue with the trainer, or the
training content.
Perhaps one participant was hurt or offended by the
comments of another group member, or the facilitator…

T4T participants flipchart work

It is what goes on below the surface that can often be the
unravelling of a session. If not addressed, underlying
issues or tensions can pervade the energy and feel of the
session entirely, hence the expression;

‘You could cut the atmosphere with a knife!’

NCO, 2014
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1.2

Stages of Group Development1

The Form, Storm, Norm, Perform model is a simple yet very effective model for
understanding the formation and development of groups. The model is of particular
relevance and interest to trainers, as all five stages of Tuckman’s model can be directly
applied to any training event.
Dr Bruce Tuckman published his FormingStorming-Norming-Performing model in
1965. Tuckman later added a fifth stage,
Adjourning.
Tuckman’s model remains “an elegant and
helpful explanation of team development
and behaviour.” 2
Towards Performance…
From the trainer’s perspective, the primary aim is to help every training group to reach the
performing stage. At such times the group can develop an energy and flow of its own,
focused on task, curious and enquiring, there is a buzz of discussion and debate in the room!
This is a high-point for any trainer.
However, like most things worth waiting for, this rarely happens by accident…

Group Maturity
When a group forms well, negotiates its way through storms, and establishes functional
norms that allow it to ‘perform’ effectively, the role of the trainer / facilitator changes.
Put simply (in real-time the stages are not so neat and clear-cut!) the trainer is the de-facto
group leader, setting the tone as the group forms. Storming may well require some degree
of authority and intervention on the part of the trainer.
As the group establishes functioning norms the trainer moves into a more facilitating,
participating style.

1
2

Stages of Group Development (Dr Bruce Tuckman, 1965)
http://www.businessballs.com/tuckmanformingstormingnormingperforming.htm

NCO, 2014
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Our expectation as trainers of what constitutes ‘norming’ should be realistic and attainable
for the group - but should at the least require group members to be open to learning,
participating in the group and listening, in an atmosphere of mutual respect.

The four stages each have their own characteristics. As such, each stage
requires shifts in role for the effective facilitator.
Forming Stage
Characteristics include

The facilitation role

















Lots of ‘checking out’ – the room, the
trainer, the seating, the other
participants;
Superficial exchanges, limited
sharing, basics (weather, getting
here, where are you from, I like your
scarf!);
Careful seat selection / positioning*
Cards played close-to-chest,
cautious, protective



Trainer is group leader;
Setting the scene;
Facilitating introductions;
Clarifying expectations;
Encouraging participation;
Promoting awareness and responsibility;
Contracting with the group;
Role modelling behaviours, choice of
language, tone of voice, listening with intent;
Open, willing to reveal (with limits!).

*It is often interesting to observe how participants position themselves. Are they sitting
apart or clustering together as they arrive, is any one person sitting apart from group, who
takes the next-to-the-door seat, who heads for the back, the front, who sits nearest the
trainer etc…

Storming Stage
Characteristics might include:

The facilitationr role












Discord, disagreement, clashes
(often values, beliefs-based);
Tension, ‘heavy’ atmosphere,
silence;
Disengagement, withdrawal;
Restlessness, distraction;
‘Elephant in the room’ feeling;
Communications become
personalised;
Entrenchment, cliques / two tribes.








Manages / moderates issues / disagreements
within the group;
Restates purpose of session (why we are here)
Reinforces group rules (how we are with each
other, how we work together);
May encourage issues or tensions to be aired,
safely and with intention to then move on, or
suggest the group ‘parks-it’;
Reasserts role / intervenes as group ‘leader’
Seeks consensus, finds common ground.

NCO, 2014
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Norming Stage
Characteristics include:

The facilitation role













Ease of discussion and debate;
Roles and responsibilities clearly understood, accepted
Group is cohesive, purposeful, focused
Openness, sharing, an atmosphere of goodwill
Acceptance, generosity of spirit
Consensual decision-making
Sharing common ground
Hearing and listening
Flexible, receptive, willing, responsive






More facilitator / coach
than trainer;
Relinquishes some
controls;
Presents choices;
Encourages, keeps on
track;
Validates, challenges.

T4T participant’s flipchart work

Performing Stage
When in performing mode, we trainers may observe contentedly as the group is immersed
in the task or activity, as our role lessens to keeping things on track, contributing as needed.
Characteristics of performing groups include:









Responsibility assumed by individuals and the group
collectively;
Leadership within / shared with group;
Application to task, commitment to process;
Appreciation of difference, utilising individual
strengths;
Respectful challenging, healthy disagreement;
Focus on solutions, issues aired before they become
problems;
Conflicts dealt with constructively;
Open communications, in the spirit of Good Intentions.
NCO, 2014

The facilitation role
The performing group becomes
‘more than the sum of its
individual parts’; participants
work together productively, the
group develops autonomy,
inter-dependence between
group members
The facilitation is light-touch, as
required…
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1.3 The “Ideal” Participant
Have you ever stopped to consider what the ideal participant brings to the table?
We likely all encounter “ideal participants” on occasion. They seem to just ‘get’ their role as
a learner and gel easily (may even be the glue that draws other participants into the group)
with other group members.

So who is the “Ideal” Participant?
The ideal participant, for example,


Is self-aware, takes responsibility for their own learning;



Is receptive to new ideas, open to learning, and willing to question their own viewpoint,
in the light of new ideas or evidence;



Is congenial, working well with others, and helping ensure group activities / tasks are
completed if others wander off-point;



Enthusiastic, warm, supportive



Offers their viewpoint freely, question or challenges the trainer / other group members
constructively (the Law of Good Intentions);



Waits for their turn to speak, respectful of other group members and trainer;



Contributes positively to discussions, seeks solutions;



Asserts themselves if/when needed;



Hears AND listens intently to others;



Generous of spirit, sensitive to the needs of fellow group members;



Smiles and laughs easily, even at themselves, but never at the expense of others. 

Ideal participants make a valuable contribution, and set a great example to others of howto-be in a group. The ideal participant may well appear idealised, and yet performing groups
(which do exist!) are composed of such individuals.

And many (if not most of us) can step our game as group participants when we are invested
in working and learning together, with a sense of common purpose.

NCO, 2014

Page 10 of 41

Train the Trainer Manual, Part 2
1.4 Conflict – Motivations and Needs
Conflict is inevitable in group working from time to time. Most of us don’t like conflict, but if
handled well, it can have positive outcomes…
"The reasonable man adapts himself to the world; the unreasonable one
persists to adapt the world to himself.
Therefore all progress depends on the unreasonable man."
George Bernard Shaw (1856-1950)
At a more basic level, it has been suggested that all behaviours, ‘good’ or ‘bad’ are simply
attempts to meet a need of some sort. For example, the ‘Human Givens’ 3 (a psychotherapy
model) is constructed around the view that as humans we share fundamental (Givens)
needs, and that human behaviours are essentially ways of trying to meet these needs.
Some people have sophisticated or evolved ways of ensuring their needs are met, others
use blunter instruments, either by choice (e.g. likes a good argument, or ‘winding up’
others), or as they have a less developed repertoire of social, interpersonal or influencing
skills.
There are a multitude of reasons for being ‘difficult’. Perhaps (if we are honest) we have at
one time or another been cast in the role of the ‘difficult’ person (as a customer, or a
patient, or a partner, or family relation, or friend?!).

1.5 “Difficult” Participants
In training settings, from time to time, we may encounter a “difficult” participant or, if we
are most unfortunate, a clutch of “difficult” participants all at once! These are only a few
possible motivators for being so, no doubt there are many more we could add…










3

Dislikes delivery style, training method, the trainer;
Fearful of speaking in front of groups;
Arrived with / ‘sitting on’ strong emotions (e.g. anger, despair, frustration);
Poor literacy / numeracy;
Indifference, not interested in topic;
Wants to be somewhere else;
Poor relating / social skills;
Combative personality;
Passion for the subject, feels it is not being represented / misrepresented;
Feels patronised;
Human Givens Institute www.hgi.org.uk/archive/human-givens.htm#.U5SvuNK1Fcg

NCO, 2014
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Bored (e.g. knows the subject, feels it isn’t relevant);
Distracted by other issues / worries (outside the training);
Does not understand what is being presented / discussed;
Underlying tensions with other group member(s);
Is in pain or discomfort;
Likes to show-off;
Feels superior to group members and / or trainer;
Feels they have more authority than trainer / group members;
Feels they have not been heard / ignored (by trainer, group member(s);
Wants more than the session is providing (e.g. ‘black and white’ answers, or repeatedly
seeking more detail…);
Wants recognition / affirmation for their knowledge or experience;
Cynicism, skepticism, previous bad experience related to topic;
Learned behaviours (e.g. ways of gaining attention).

Difficult “Characters”
Some characters (or more accurately caricatures, as people are rarely so straightforward!)
were introduced on the T4T courses as a means of considering the kinds of challenges
trainer might be faced with, accompanied by suggested trainer strategies…
“Difficult” Characters
The “Know-All”
Vies for authority, questions
credibility (of trainer,
programme), can be
argumentative, challenging…

Trainer strategies might include, e.g.
 Be well prepared for the topic under discussion. Be
upfront about your level of knowledge.
 Restate the purpose and intended level (e.g. for people
new to topic) of the session, and your role as the
trainer.
 Thank them, then ask if others in the group have any
thoughts.
 Do not get locked-in or argue.
 Praise their knowledge, ability.

The “Sniper”
Critical, but often indirectly),
may mask aggression as
humour or sarcasm. May
mutter under their breath
The “Side-Chatter” distracts
others (facilitator, group
members)...

 Don't let them hide behind humour. Address the
behaviour openly; ask them why they said that..
 Ask others if they have a view.
 Address sniping each time it occurs, until it stops.
 Say, "There are little meetings going on. May we have
just one meeting?"
 Ask the person directly to share their thoughts with
everyone (use tact and diplomacy).
NCO, 2014
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“Difficult” Characters
The “Quiet Type” reserved,
timid, although their silence
may not mean agreement

The “Complainant” try to put
you on the spot to fix it.
Blames others, rarely
questions self
The “Bulldozer”
will flatten / run over you and
everyone else too, given the
chance!

The “Hair-Splitter”
wants absolutes, facts,
sources, may question the
credibility of materials /
trainer
The “Interruptor”
continually interrupts the
person speaking
The “Staller”
tells off-script stories or
experiences, unrelated to the
topic, repeatedly taking group
off-track

Trainer strategies might include, e.g.
 Address them by name and ask them to share their
thoughts. Focus your attention directly on them to
create the time and space they need to answer.
 Commend their participation when it occurs.
 Talk to them casually before the session / first break,
help them settle in, feel more comfortable.
 Ask them some ‘safe’ things early in the session to get
them involved.
 Don't be defensive.
 Listen and acknowledge, don't argue.
 Ask questions.
 Solicit solutions from them.
 Encourage them to act.
 Stand up to them in a non-combative way.
 Don't argue with them. Present the facts.
 Get them into problem solving mode.
 Protect the space of those they bulldoze, by asking the
bulldozed to repeat their thought or by asking others in
the group what they think, feel.
 Acknowledge their need for absolute answers and
definitions.
 State what you're prepared or able to give.
 Ask them to honour your work or style preferences, just
as you honour theirs.
 Say, "You interrupted me. Please let me finish first."
 Whenever they do it, repeat the preceding statement.






Ask them how what they said relates?
Help them to be honest.
Try to find out their hidden concerns.
Record their idea on a Park-it sheet, and move on!

NCO, 2014
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Facilitation

in
Practice
“Those difficult, dominating participants are not all bad. They are also often
the participants with the most passion and energy on the subject. Your
facilitation and process should aim to harness and direct this, rather than
squash it.
All too often, facilitation is aimed just at keeping the dominator quiet for the
benefit of the rest of the group.
Think of the dominator as a positive participant (hard sometimes I know), and
manage their contribution, rather than exclude it!”
Jenny Crisp, Department of Agriculture Facilitators guide (Western Australia)4

4

http://portal.environment.wa.gov.au/pls/portal/docs/PAGE/DOE_ADMIN/PUBLICATION_REPOSITORY/FACILITATION%20TOOLKIT.PDF

NCO, 2014
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2. Facilitation in Practice

2.1 Key Distinctions: Training and Facilitation
There is a subtle yet important distinction to be made between training and facilitation.
While training involves the use of a range of activities, materials and methods to meet a
training need, facilitation involves leading, managing and guiding the group process.
“Facilitation is the art of making it easier”
Distinct from the skills of designing and delivering training content, the facilitation role
focuses on the group process, such as the group dynamic, ‘difficult’ behaviour, heated
discussions.
Facilitators have been described as the “Guardians of the Process”5, e.g.
upholding the contract, keeping the group on track, promoting participation,
awareness and responsibility, giving choices if or when the group needs to shift
focus, monitoring and managing energy, and so on.
Facilitation aims to ensure the group works effectively together, and the programme delivers
on its aims and objectives.
Facilitation is recognised as a skill-set in its own right.

5

Facilitation – An Art, Science, Skill or all Three (2009) Tony Mann, RP Publishing House

NCO, 2014
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2.2 The Trainer-Facilitator Spectrum

Trainers will have a preferred style of delivery. It may stem from what feels comfortable for
us, although more fundamentally, how we train will to some degree informed by our own
experiences, and our beliefs and values about learning.



We might tend towards a more directive
‘authority’ approach, and feel most
comfortable for example, when
presenting, or leading a session.



We may on the other hand favour, a
‘democratic’ participatory approach and
feel more comfortable with learnercentred activities.

There is a place for both, and as a trainer it can be very helpful to be able to adopt a variety
of positions across the spectrum at different times. For example, in a newly formed group a
key function for trainers is to ensure that learners understand the distinction between the
trainer and learner roles, and the different responsibilities of the trainer and the learners.

In this forming stage, a directing style can be more helpful, providing clarity and structure as
participants start the process of getting to know each other and settling in to the session.

Depending on the subject, setting and the maturity of the group (measured not in age terms
but demonstrated in group focus, cohesion, mutual respect, participation and so on) the
trainer style may relax, or remain more directive as the group rides the storm (not always as
dramatic as it sounds) and group norms (how the group works / relates together) are
established.

NCO, 2014

Page 16 of 41

Train the Trainer Manual, Part 2
2.3 Establishing Group Norms
The importance of establishing clear expectations about group and facilitator roles,
responsibilities and behaviours will vary depending on the group, the situation, the subject…
But in any training where feelings and emotions may come into play (due to the subject
matter, or the presence of feelings/emotions in the training room) devoting time to
establishing clear expectations about what is OK and what is not OK can reassure
participants of your intention to ensure ‘safety’ within the room, and may well save both
time and upset later on.
One of the key methods trainers use for establishing group norms is contracting.

Three-Corner Contracting
A useful method of establishing group
norms or rules, three-corner contracting
lends itself well to a brief explanation,
followed by small group, triad or pairs work
prior to coming together for a whole group
discussion.
Three questions are designed to invite and
encourage participants to consider the issue
from different perspectives.
When managed well, contracting promotes awareness and a shared sense of responsibility,
and provides the foundations for a safe, supportive and productive training environment, for
both participants and trainers.
One noteworthy point is that trainers should ensure their needs are also aired and included
in any agreement made. After all, just as participants have the right to be heard and
respected, so does the trainer!

NCO, 2014

Page 17 of 41

Train the Trainer Manual, Part 2
2.4 Finding the Common Ground
A useful measure of (feelings and thoughts) success in delivering a training course or
programme is the extent to which a training group have been able to find and stay on
common ground, as the sense of togetherness (a bond) or solidarity this can bring can
positively contribute to both the training experience and the outcomes for participants.
While carers undoubtedly share a common bond, in providing unpaid care, the
circumstances and background, characteristics, capabilities and strengths of each carer are
quite unique, as are the needs of the person they care for.
And how an individual sees and perceives the world around them (their ‘window on the
world’) also determines to a large extent how they interact with others, interpret the
training content and so on. For example, do they see the glass as half-full or half-empty?
If participants operate from an individual standpoint within the group, the differences
between group members can be emphasised or take precedence over any common ground.
At the worst, differing needs, concerns or pressures may “spill out”, e.g.





24/7 carers v ‘part-time’ carers, or;
Male carers v female carers, or;
Working or retired carers, or;
Where the carer or person they care for has a ‘physical disability’ (visible, tangible,
socially ‘worthy’) v ‘mental disability’ (not visible, intangible, less ‘worthy’).

Conversely, trainers will recognise those occasions where carers find the common ground.
Features might include, for example:




Participants listening intently and respectfully, valuing each other’s contribution,
both to the group and as carers;
Where a group member finds subject matter difficult or upsetting, others in the
group support or ‘hold’ them;
There is a buzz at break-times (rather than an uncomfortable silence).

Carer “Characters”
Some fictitious carer “characters” were designed for use on the T4T courses, mainly to
support the Training Design session.
However, they also served a useful purpose when considering the different circumstances
and needs of carers and the people they care for, and informed discussion as to how
common ground could be found among an outwardly diverse group of carers in a training
situation.
NCO, 2014
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Dierdra is a proud Irish Traveller who has lived on a local site for years, despite an ongoing
campaign by some local residents to have the camp disbanded. Dierdra cares for her oldest
son Connor, a 23yo man with a progressive condition that requires more and more of her
time, attention and care. People seem to look anywhere but at Dierdra on the street, but
she is sure they talk behind her back. She feels people label and judge her...

Jax, a 17 year old woman who identifies as a Goth, works as a receptionist with a trendy
local design company. Her mum Tina, who at 36 has been told she is ‘morbidly obese’,
increasingly needs hands-on assistance with washing and dressing. Recently, this has
included Jax helping Tina onto and off the toilet. Jax loves her mum, but…

George, 68yo former HGV driver now retired has been caring for his wife Penny who was
finally diagnosed with a form of dementia 2 months ago. Penny, who spent over 30 years
working in a school canteen, remains physically able, although she lacks insight into her
condition or its implications…

Jessie is a 42yo grandmother who has recently become a kinship carer after her daughter’s
18month old twins Ryan and Ruby were taken into care. Jessie’s daughter Kylie, who had
managed to stabilise a drug ‘habit’ during pregnancy and for the first year, had fallen back
into chaos when the twin’s father reappeared on the scene 6 months ago...

Denise is a 29yo woman who lives with her partner Sally. Following a collapse at work
three months ago, Sally has been diagnosed with chronic fatigue syndrome. From an
outgoing and bubbly personality with a thriving home beauty practice, Sally feels exhausted,
spends long hours in bed and is slowly withdrawing. While Sally’s parents are supportive of
her relationship, Denise’s parents do not know she is gay…

Parveen is an 11yo of Pakistani origin growing up on an estate on the edge of a Scottish
city. He cares for his mother Jasmine, who was diagnosed with Bipolar Disorder 3 years ago.
Poorly controlled, Jasmine experiences extreme mood swings, with spells of debilitating
depression. Parveen has 3 younger siblings, ranging from 3-8yo. Father Salman, feeling
‘shamed’ by Jasmine’s illness, left last year and is now living with a cousin in Bradford…
NCO, 2014
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2.5 Five Facilitator Functions

Attending
Attending (being present, group / participant aware) has two essential components, content
and process.
Content-focus, for example

Process-focus, for example

 Setting-up training environment;
 Welcoming, settling participants in;
 Sorting practicalities (e.g. comfort,
visibility, sound), housekeeping;
 Breaking the ice, engaging the learners;
 Setting context, explaining why, what;
 Agreeing programme;
 Establishing how group works together
(what’s OK, what’s not OK);
 Managing the programme, the materials
and activities, the breaks and the time
overall.







Building rapport and trust, connecting;
Modelling behaviours, language;
Handling power issues;
Seeking / finding the common ground;
Guiding participants towards awareness,
response-ability;
 Establishing presence and authority in
the room.

Observing
The degree to which we can truly observe – both at a surface and deeper level – will be
determined to a great extent by our ability to be present, free of niggling concerns about
our ability to deliver the materials or trying to manage any intrusions from our inner voice!
It helps if we are naturally observant, but for all facilitators, understanding what goes on in
groups will develop over time and with experience.
So what kinds of things are we observing?
 The group dynamic (e.g. are people sitting together or apart, toward or away-from);
 Interpersonal dynamics (e.g. is there laughter, excited chatter or stony silence before the
session formally starts);
 Group maturity (e.g. do participants listen intently to others, work well together, does
the group ‘feel equal’ or…);
 Receptivity (e.g. are participants engaging, open to learning, or…);
 Group energy, motivation, focus;

NCO, 2014
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 Distractions, ‘bad’ behaviours (e.g. repeatedly cutting across another participant’s
contribution, tut-tutting or muttering under breath, rolling eyes, feigning yawns,
chattering to nearby participants while another is talking, texting in-session);
 Participation, both as a group and as individuals;
 (“Good” behaviours, “Ideal Participants!”).

Listening
“Seek first to understand, then to be understood”6
As a facilitator, you have to demonstrate clearly that you are both hearing and listening. This
active listening process is vital to the smooth running of any workshop or training event.
This includes what is said, what is implied and what is not said. Sometimes it might involve
reading between the lines, or inferring from something said.
It has been suggested7 (Albert Mehrabian) that communication is made up of three
component parts:
 What we say – the words, language we use 7%
 How we say it – the tone, pitch, intonation, choice of emphasis 38%
 Body language – the unspoken 55%
People question the validity of the ‘percentages’, and as Mehrabian himself noted, his
research findings were based on communication with an emotional content and in a specific
context.
However, while we may quibble with the detail (e.g. perhaps the words we use contribute
more than 7% or it depends on the situation), these three elements – words, tone and bodylanguage – are easily recognisable facets of verbal, face-to-face communications.
Good listening means concentrating hard on the whole message from someone:
 Watching body language, is it congruent with the message they’re giving;
 Listening to the kinds of words used, and how they are used; trying to understand
where they’re ‘coming from’ (what needs are they trying to meet…) as they speak;
 Observing the tone, intonation or emphasis with which the words are delivered;
 Reflecting back, checking-out, clarifying what you think you are hearing, e.g. ‘So are
you saying that…’;
6

Stephen Covey, the 7 Habits of Highly Effective People (1989) Simon & Schuster, London
“Mehrabian's communication study” accessed online 2008 at:
http://changingminds.org/explanations/behaviors/body_language/mehrabian.htm

7

NCO, 2014
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Resisting any temptation to double-guess (e.g. assume), or any listening efforts you
have made may quickly unravel if you get it wrong!

One useful method to show you are listening intently is, when the opportunity presents, to
reformulate or paraphrase, e.g. ‘So what I hear you saying is… is that right?

Questioning
The ability to ask good questions at the right time and in the right way is a key facilitation
skill. It is difficult to say what makes for a good question, but one useful measure is the
relevance and quality of information we receive back or discussion that ensues, suggesting
either that we formulated a good question, or we need to rethink it!
Closed Questions
At times it’s necessary to collect factual or concrete information from a group.
Closed questions invite limited response, perhaps only one word, e.g. yes or no.
Containing Questions
Questions such as ‘Who or what specifically…?’, or ‘When or where exactly’ may invite
more than one- word answers, but indicate quite clearly that we are seeking precise, concise
information.
Open Questions
Open questions are designed to encourage more open, expansive, considered, reflective
responses. Open questions, when asked well, invite exploration, ‘reveals’, expansiveness,
opening up discussion and new lines of enquiry.
For example:
 ‘Tell me about...’
 ‘How do you feel when...?
 ‘Why do you think this happened?
 ‘What would you do if..?
 What do you think..?

Beware the double or triple question, as
therein lies the road to confusion!
Make your questions concise and clear, one
at a time…

NCO, 2014
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Other Forms of Open Question
Review, Evaluation





What worked well? Why was that?
What didn’t work so well? Why was
that?
What would you do differently?
Why is that? What difference do you
expect the changes to make?

Abstract
 Imagine that you are, e.g. this
carer, that worker, on a desert
island…
 I accept that you may not know
the answer, but if you did, what
would you say?
 What would it look like from a flyon-the-wall (another) perspective?

Reflection

Response-Ability










If you look back…
If you could do it again, what would
you do or say differently?
What did you see? What did you
hear? What did you feel?

Can you tell me what you think?
What precisely was your part in it?
How exactly did you contribute?

Intervening
"Intervention" is an at-times tricky, but vital tool in the facilitator toolkit. It should be used
wisely!
The skills - e.g. remaining calm, objective, reasonable and assertive (rather than aggressive
or defensive), even when our heart might be going like a train - can be difficult to master.
In truth, there is no one ‘correct’ way. The approach we adopt needs to be one we feel
comfortable enough with. For example, some of the techniques and strategies outlined
below may seem a little pointed or firm, and may even jar with some.
However, some of them may spark ideas about another approach or they might be adapted
(e.g. to more familiar language, or different tone) to something that feels a better fit. The
trick is to find ways that work for you.
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Whatever technique or approach you adopt, the following principles (not exhaustive or
prescriptive) may help:








Acknowledge, and where possible invite alternative views / perspectives (e.g. on
issues that may be contentious, so they do not bubble under the surface, turning an
issue into a potential problem for a participant.
Remind yourself / the group of roles and responsibilities, for the trainer, participants,
the group, the organisation;
Do not feel the need to be an ‘expert’; be upfront about what you know and what
you don’t, what you can advise on and what you can’t;
Always keep in mind that the other members of the group are observing / absorbing
the situation, listening;
Firmness is fine if that is what is needed, just be sure to remain fair;
Be prepared to agree to disagree.

2.6 The Hold It8 Technique

Participant is…

Trainer responses, for example…

Wandering

Hold it...

Let’s get back on track.

Interrupting

Hold it...

Let’s give (…) a chance to finish. I want to understand
what (…) is saying first.

Dominating

Hold it...

Let’s hear from a few of the others.

Floundering

Hold it...

Let’s re-focus on what we want and the next best step
from here.

Rambling

Hold it...

I am losing the point here, could you please summarise.

Bogged down,
circles

Hold it...

Let’s restate the goal, summarise the views stated so far,
and the next best step.

Side-conversing

Hold it...

Let’s all focus on one thing at a time. Can you write your
thoughts down and share them next.

Withholding

Hold it...

Let’s hear from (…) What do you think? How do you feel?

8

“The Point” Courtesy of Phil Jones at worksmart.net.nz featured in the Master Facilitator Journal

(sourced online, 2004)
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Personally
attacking

Hold it...

Let’s keep to the issue and stay away from personal
attacks.

Stating
unsubstantiated
opinion

Hold it...

I want to understand (...). Could you give us some of the
reasoning behind your point? Let’s keep facts and
opinions separate here.

Strong input from
several
participants

Hold it...

This is an issue with strong views. Let’s be rigorous in
really listening and giving all a chance to state their
point. Please wait until your turn to speak.

2.7 Giving Feedback
Giving feedback can be an important part of some facilitation sessions – especially those
contained within a training programme. There is no doubt that people improve and grow
most when they receive sincere feedback on what they do well, and are given constructive
help to find ways of overcoming barriers to their effectiveness. However, it is advisable to
allow people to express their own view before offering our own. Be selective in what to
feedback. 10 ‘could have been better’ comments and only one ‘I really liked it when…’ will
be lost in the welter of critical comment!
The Sandwich Feedback Method
 Affirm what went well, with specific examples (e.g. I was impressed by how you… or I
really liked it when you…);
 Offer critical feedback (didn’t go so well), with specific examples, area(s) of
development;
 Finish with overall affirmation of the good stuff, without specifics.
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CORBS Feedback Model9
Be Clear with the feedback you give. Being vague and faltering increases anxiety in the
receiver and the likelihood the feedback will not be understood.
Own it: Feedback we offer is our own
perception, not the ultimate truth. It helps the
receiver if this is stated or implied,
e.g. ‘I find you…’ rather than ‘You are…’
Give it Regularly is more likely to be useful. Give
it as close to an event as possible and early
enough to allow the receiver to do something
with it. If not, there is a danger that grievances
are saved up for a big-bang session!
Balance positive and negative feedback is important (unless your aim is to crush the
recipient!). If you find the feedback you give is always positive or negative ask yourself if
your view is distorted in some way.
Be Specific, as generalised feedback is hard to learn from. Phrases like ‘You are irritating’
can only lead to hurt and anger. ‘It irritates me when you forget to record the telephone
messages’ gives the receiver information, they can then ‘choose’ to use, dismiss or ignore.
Feedback Filter
Apply the Law of Good Intentions to any feedback you intend to give, to ensure what you
offer is in the spirit of supporting the development and growth of the recipient.

9

Source of CORBS: Hawkins, Peter & Shohet, Robin (2000) Supervision in the Helping Professions, Open University Press, Buckingham,
UK, pages 113-115
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Equality Matters

T4T Programme: Equality Learning Outcome


Embed equality/inequality in carer training
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3. Equality Matters

3.1 Legal and Policy Drivers
The Equality Act 2010 is a wide-ranging Law which draws together and harmonises an array
of historical equality and anti-discrimination laws and regulations built up over several
decades.
At its heart, the Act seeks to eliminate all forms of unlawful discrimination on the grounds of
the Protected Characteristics of; Age, Disability, Gender, Gender Reassignment, Marriage &
Civil Partnership, Pregnancy & Maternity, Race, Religion & Belief and Sexual Orientation.
Essentially, the Equality Act focuses on employment (employers, managers, employees), and
the provision of goods, facilities and services.
3.2 The Public Sector Equality Duty
The Public Sector Equality Duty (aka ‘Public Duties’) support the aims of the Equality Act,
by placing both general expectations and specific requirements on NHS Boards, Local
Authorities and other Public Bodies, to:
 Eliminate all forms of unlawful discrimination, including bullying and harassment;
 Advance equality of opportunity: for example by removing or reducing disadvantage; by
meeting the needs of people with protected characteristics; by treating people with
disabilities more favourably to overcome disadvantage (such as ‘guaranteed interview if
candidate meets the minimum criteria’) and so on;
 Foster good relations: by promoting awareness and tackling prejudice.
Among other things, the specific Duties require Public Bodies for example, to: develop,
review and report on progress against equality outcomes to the Scottish Government, each
with indicators of progress across all nine protected characteristics (see image overleaf).
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3.3 Widening the Scope

The Scottish Government vision
extends to all carers, not only taking
into account characteristics, but also
giving consideration to social
background and circumstances.
This position reflects broader policy commitments to tackle the well-documented
“inequalities gap” which exists in Scotland, resulting in stark disparities in mortality (how
long we live) and morbidity (the incidence of disease/illness, how much of our lives are
spent in ill-health) between the most and least affluent in Scotland.
“Scotland’s health is improving rapidly but it is not improving fast enough for the poorest
sections of our society. Health inequalities ... remain our major challenge.”
Equally Well: Report of the Ministerial Task Force on Health Inequalities (Scottish Government, 2008)

And underpinning carers rights (and ‘patient’ rights in Scotland), Human Rights that
recognise and respect the inherent dignity and value of every human being extend to all of
Scotland’s carers, ‘No Matter What…’

3.4 Equality and the Trainer Role
As trainers, part of our role is to model language and behaviours, and to set the tone for any
training group from the get-go. Modelling conveys an implicit invitation to group members
to be respectful, to monitor any tendencies to stereotype or make assumptions (as we all do
from time to time if we are honest!) and so on.
As employees, trainers have both rights and responsibilities in relation to equality. These
may be supported by policy, and may even be stated in job descriptions.
Equality can be advanced in many ways. Sometimes the focus is on processes, such as bigmeasure attempts to positively influence health and wellbeing outcomes for whole
population ‘groups’ (e.g. carers).
These are important, but it is the little things, day-by-day, that may well go unrecorded, but
which when put together really make the difference.

NCO, 2014

Page 29 of 41

Train the Trainer Manual, Part 2
“It has been said that people do not care how much you know until they first
know how much you care. This type of caring begins in the heart and not the
mouth. The goal … is not to offer politically correct comments (words from the
mouth) but [those] that reflect true caring.”
Josepha Campinha Bacote (nurse educator and commentator, USA), 1999

The Public Duties provide a rather neat framework for trainers, who have clear rights and
responsibilities in relation to each of the three elements:
 Eliminate discrimination; e.g. by aiming to ensure that no carer is exposed to
stereotyping, prejudice, bullying behaviours (which are wide and varied), hurtful or
offensive comments, in the training room. And where this does occur, having strategies
to deal with any issues sensitively or robustly as the situation demands, demonstrating
our commitment to equality, and being very clear about what is OK, and what is not OK,
both in terms of the law, and the rights of all carers;
 Advance equality; e.g. making repeated (yet proportionate) efforts to engage carer
groups who are under-represented in training attendance, such as LGBT carers, BME
carers, working carers, carers in catchment peripheries, or in rural or remote areas…;
 Foster good relations: e.g. by getting over the carer equality message, by tackling
prejudice and combatting ignorance, through raising awareness and promoting
understanding, by seeking and staying on ‘common ground’.

In closing this section, it may be helpful to stress that while discrimination often results from
people’s actions, it can also result from a failure to act (an omission).
“If it is only bad people who are prejudiced, that would not have such a strong effect.
Most people would not wish to imitate them—and so, such prejudices would not have
much effect—except in exceptional times. It is the prejudices of good people that are so
dangerous.”
Vikram Seth. (1993) A Suitable Boy. Phoenix Publishers, London

It is never an easy undertaking to challenge prejudice, but it is the right thing to do.
We may not influence the other person’s view, but if there are other people present, they
need to hear the challenge (not of the person but their viewpoint!) and a counter-position
stated clearly.
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Human
Behavioural
Models
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4. Human Behavioural Models

4.1 Parent, Adult, Child

10

Parent Adult Child (PAC) is a well-regarded and widely used Transactional Analysis (a
psychotherapeutic approach) construct for understanding human to human
communications.
Eric Berne, the ‘father’ of TA described
three ego states; Parent, Adult & Child*
Out of consciousness (at least until we
learn about them!), we operate from all
three ego states at different times and in
different settings
*these terms are used differently to their
day-to-day use, see below.

Parent - 'Taught' concept of life
There are two aspects to the Parent ego state:




Controlling Parent: This is our ingrained voice of authority, hand-me-down
conditioning from when we were young, embodied in rules, firmness, controls,
conditions, boundaries, authority and structure.
Nurturing Parent: Reflect instead the caring, protective, supporting, comforting,
encouraging, “there-there…” elements of Parenting.

Roots of our ingrained voice can usually be located in parents or guardians, grandparents,
aunts and uncles, other adult figures, real or even imagined (e.g. Santa won’t come if you
don’t go to sleep!).

Child - 'Felt' concept of life
As with the Parent ego state, there are two elements to the Child ego state:

10

“Transactional Analysis 101” workbook, Counselling and Psychotherapy Training Institute (CPTI), Edinburgh
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Free or Natural Child: who is playful, gregarious, creative, spirited, adventurous,
rebellious, do it my way attitude, emotional.
Adapted Child; who is polite, courteous, ‘good mannered’, compliant, tows the line,
responsive (e.g. to authority), contained.

Internal, feelings-based reactions (seeing, hearing, emotions) to external events form the
basis of the Child ego state. When we are in the grip of anger at one end, or unbridled
elation at the other end of the emotional spectrum rather than reason, the Child ego state is
dominant.
In Parent and Child ego states we are (in simple terms) replaying past events, much like a
tape recording lodged in our memory banks, alongside any feelings associated with that
memory.

Adult - 'Thought' concept of life
Our 'Adult' is our ability to think and determine action for ourselves, based on received data
(rather than prior events, memories, experiences, fantasies).
The Adult ego state operates in the present (here-now). Functional, rational, reasoned and
logical, able to give and receive information / communication, problem-solve and find
solutions, negotiate and compromise, ‘call it as it is’.
“The adult ego state reflects our ability to think and determine action for ourselves.”
TA101 workbook, Counselling and Psychotherapy Training Institute (CPTI), Edinburgh

The functional Adult, while aware of their Parent / Child, is not weighed down by the past,
e.g. parental archetypes, such as the ‘dominating’ mother, or ‘absent’ father.
The means by which we can keep our parent and child under control, the Adult state is also
the place from which we can influence and change our parent and child ego states.
Transactions
PAC is only one part of TA. Another key
element of the model is Transactions; i.e. one
person speaks to another (transaction
stimulus) and the other replies (transaction
responses).
Complementary transactions are where, e.g.
a parent speaks to a child as a child, and the
child responds as a child to the parent.
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Crossed transactions are where, for example, one adult speaks to another adult from the
adult ego state, but the other adult responds from their child ego state. For example, have
you ever walked away from a situation fizzing ‘he/she just talked to me like I was a child!*?
Complementary transactions tend to result in comfortable exchanges, while crossed
transactions jar, don’t feel right or OK, and may well take things in a very different direction!
Practical Application
PAC can help enable trainers (and others) to make the most of communications and to
create, develop and maintain better relationships.
Mastery may feel a long-stretch, but over time, it can be very helpful to consciously work
with and make use of the different ego states, depending on the situation; e.g. the child in
us is playful, the parent in us can be directing, or supporting, our adult ego state is
responsible, in the here-and-now, and so on.
4.2 The Johari Window
The Johari Window was
devised by American
psychologists Dr’s Joseph
Luft and Harrington Ingham
(1955).11
The Window is a simple yet
powerful tool for exploring
and improving selfawareness, as well as
increasing understanding
between individuals and
within groups.
Those questions sometimes asked of at the introduction stage of an event, such as ‘Share a
secret passion’ or ‘Something others might not know about you’, are designed not only to
‘break the ice’, but to encourage some reveal of information previously hidden or unknown
to other group members.
These reveals can help a group to begin to connect and find common ground with each
other, expanding the ‘open/free area’ in the upper left of the image in the process.

11

Johari Window accessed online July 2010 at http://www.businessballs.com/johariwindowmodel.htm
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Open Area
The size of the open area can be expanded into the blind space, quadrant 2, by seeking and
actively listening to feedback – whether formal, through supervision or appraisal, or
informal, for example in feedback from colleagues.
The size of the open area can also be expanded into quadrant 3 by reveals, for example
sharing information, feelings, beliefs or values to or among the group.
Group members help each other expand their open area by asking questions (where have
you come from today, what do you do, how was your journey and so on). This natural
‘getting-to-know’ tends to happen informally and naturally.
A good training experience can reveal aspects of ourselves to us that we were previously
unaware of, and the same can be true for participants. These discoveries expand our open
area into quadrant 4 , creating new insights and levels of awareness.
Practical Application
The aim in any group should be to develop the 'open area' for every person, because when
we work in this area with others we are at our most effective and productive, as is the
group.
High performing groups tend to have open, positive communication cultures. Encouraging
the positive development of the 'open area' or 'open self' is a simple yet fundamental
aspect of personal growth that can enhance both the personal and professional in us.
And as a trainer, being open to feedback is a valuable means by which we can reduce our
‘blind area’.

4.3 Personality Shapes12
T4T participants were introduced to Personality Shapes, of which there are five basic types,
each preferring a different basic shape.
SQUARES; organised, logical and hardworking people who like structure and rules, but may
have trouble making decisions because of an incessant need for more information!
Spotting Squares: uses precise gestures, loves routine, concerned with details, neat in
appearance and work space. Born planners, Squares are always prompt.

12

Adapted from online article: “Favorite Shape Reveals Personality” (Nov2009) accessed June 2013 at:
www.weeklyworldnews.com/headlines/14008/favorite-shape-reveals-personality
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RECTANGLES; courageous, exciting and
inquisitive explorers, constantly searching
for ways to grow and change, doing new
things, asking questions that have never
been asked.
Spotting Rectangles: fleeting eyes, flushed
faces, like variety, a good giggle, arrive at
work early or late, but never on time.
Workspace tends to appear disorganised.

TRIANGLES; born leaders, competitive, confident and decisive. Like / need recognition,
possibly interested in politics; business has traditionally been run by triangles (usually men!).
Spotting Triangles: very stylish, expensive dressers, powerful voices, love to tell jokes and
play as hard as they work.

CIRCLES; the “people person”, lots of sympathy and consideration for others, listens and
communicates well, perceptive about feelings, likes/seeks harmony, hates making unpopular
decisions.
Spotting Circles: friendly, nurturing, persuasive and generous, relaxed, smile a lot, talkative,
but a mellow voice, a full laugh, loves to touch others on the shoulder and arm…

SQUIGGLES: creative people, always thinking of new ways to do something, don’t think in
deliberate patterns (e.g. A to B to C…), instead, jumping back and forth in their mind, from A
to M to B to Z!
Spotting Squiggles: flamboyant, dramatic, extremely creative, don’t like highly structured
environments, sexy, witty and very expressive, great intuition. Most performers and writers
are squiggles.

Practical Application
Knowing whether you, your [training participants] co-workers and friends are squares,
rectangles, circles, triangles or squiggles can help you build better careers and
relationships.”
Dr Susan Dillinger, author of Psychogeometrics
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5. Trainer Development

5.1 Feedback, Reflection and Review
Reflection at its simplest level is an ability open to pretty much all of us. It involves
recounting or recalling a situation or event, and then thinking through it, perhaps in terms
of something we have done, or experienced, or had to manage or respond to. Some people
will do this naturally. For others who do not feel so comfortable with reflection, good
questions can provide a structure and guide to our thinking.
Training reflection and review are informed, for example, by:





Training evaluations;
Informal participant feedback;
Observation, of the group, engagement in activities, dynamics;
Any pre-post assessment results (or other measurements).

Reflective Training Review (sample questions)
1. What went especially well? How do I know? Can I build on that, or leave well alone?
2. What could have gone better? How do I know this? What could I have done differently?
3. What improvements must, should, could I make?
4. What difference do I anticipate these improvements will make?
5. How will I make this happen?
6. What obstacles do I foresee?
7. How can I overcome or minimise these?
8. What resources or support will I need to ensure the improvements are made?
9. When will I do this (timeframe)?
10. What do I do now, next day, next week etc…?
11. How will I know the improvements have made a difference? What would a successful
outcome look, feel like? How will I know?
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5.2 Continuing Improvement
The trainer development journey can be an enormously rewarding one, but not without its
challenges, bumps and bruises along the way!
For example, when new to training, many of us get so caught up in:








managing nerves;
Ensuring we have everything we need;
Setting up;
Welcoming participants, settling everyone in;
Trying to appear present while furiously running mental ‘checklists’
Then, BIG gulp, open the session, set the scene…

That we have little time or attention to pay heed to that most vital of ingredients; the
group!
Just Like the Learner Driver…
Learner drivers have to bring together so
many individual elements; starting, drawing
out (mirror, signal, manoeuvres!), moving
away, shifting gears (without stalling) and
steering the car…

Hands, feet, eyes and ears are all involved, and getting the sequence, and pressure on the
foot pedals just right can be so all-consuming that the instructor reaches out to grab the
wheel before we veer off-track.
So pre-occupied we have been with getting the mechanics of driving right, that we have lost
sight of the most important of all road rules – maintaining awareness of what is going on
outside and around the car, and in particular steering the car in-lane!

In closing…
It is only with the benefit of experience that we gradually become less self-conscious in the
training role, confident in our ability to deliver, and therefore freed up to become more
aware of and attentive to the participants, the group and the group dynamic. Making this
transition is a gradual rather than overnight process for most of us.
It takes time and practice and effort to be both set-up, organised and confident in our ability
to deliver AND truly present for both individual participants and the group as a whole.
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And no matter how experienced we become, there is no end-point on the trainer journey
(other than retirement!), where we can rest on our laurels declaring, I have learned ALL
there is to learn as a trainer!
Invested in the development and growth of others, trainers should rightly place a high value
on our own continuing improvement.
Reviewing our methods and approaches, trying out new techniques or materials, and being
receptive to feedback will all help to keep training content and training delivery fresh,
benefitting both trainers and participants in a virtuous improvement cycle.

Continuing to develop and grow, learning from successes and failings, will serve to refresh
training practices and renewing ourselves as trainers in the process.

END
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