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A Commitment to Diversity

The Postal Service is committed to fostering and achieving a work and learning environment
that respects and values a diverse workforce. Valuing and managing diversity in the Postal
Service means that we will build an inclusive environment that respects the uniqueness of every
individual and encourages the contributions, experiences, and perspectives of all people.

It is essential that our work and learning environments be free from discrimination and
harassment on any basis.

In our classrooms, on the workroom floor, in casual conversation, and in formal meetings,
employees and faculty are asked to encourage an open learning environment that is supportive
to everyone.

Course materials and lectures, classroom debates, and casual conversation should always
reflect the commitment to safety and freedom from discrimination, sexual harassment, and
harassment on any prohibited basis.

Instructors have a professional obligation to provide a safe, discrimination free, and sexual
harassment free learning environment.

Class participants are asked to support zero tolerance of behavior that violates these
commitments.

If you find course material that is presented in the classroom, or in self-instructional format that
does not follow these guidelines, please let an instructor know immediately.

If classroom discussions do not support these principles, please point that out to the instructor
as well.

Diversity is a source of strength for our organization. Diversity promotes innovation, creativity,
productivity, and growth, and enables a broadening of existing concepts.

The Postal Ser vi c thddversitpdf durcemnployees, customers, and suppliers;
to do what is right for our employees and the communities we serve, thereby ensuring a
competitive advantage in the global marketplace.

March 2001 FINAL Page 5



OIS

DELIVERY OPERATIONS
INFORMATION SYSTEM

United States Postal Service

DOIS for Facilitators
Facilitator Guide

Course Description

DOIS for Facilitators prepares and motivates participants to facilitate Delivery Operations
Information System (DOIS) training courses. Participants in this course gain skills that help
them become comfortable speaking in front of an audience and facilitating DOIS training

courses.
Target Audience
Total Instructional Time

Key Purpose of Course

Instructional Setting and
Nature of Course

Instructional Strategies
Utilized

Brief Overview of Course
Structure

Prerequisites for DOIS for
Facilitators

Training Assumptions

DOIS Facilitators.
3 days (24 hours).
DOIS for Facilitators is designed to:

e Prepare participants to effectively facilitate the following
courses: DOIS for End Users, DOIS for Managers, DOIS
for Site Activators, and DOIS for Facilitators.

e Develop DOIS functional/navigational knowledge.

DOIS for Facilitators is held in a training room. All participants
are required to use the training database, Computer-Based
Training (CBT), On-Line Help, and the Data Collection Device
(DCD) during the course.

Participants in DOIS for Facilitators are encouraged to practice
presentation, facilitation, and coaching techniques in a
simulated DOIS training environment. The course facilitator,
along with class participants, provides instruction and
constructive feedback throughout the course.

e DOIS for Facilitators includes: functionality; course delivery
strategy; effective coaching, facilitation, and presentation
techniques; coaching simulations and activities.

e DOIS for Facilitators contains eight modules and simulates
DOIS training delivery.

DOIS for End Users, DOIS for Managers, DOIS for Site
Activators.

e Participants understand the business reason for DOIS and
are able to describe DOIS advantages.

e Participants possess a general understanding of DOIS
functionality and how to navigate DOIS from CBT.

e The training room has the following: sufficient space, PCs
with DOIS, DCDs, and all required equipment, for example,

March 2001
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Course Objectives

a Liquid Crystal Display (LCD) projector.

Upon completion of DOIS for Facilitators, participants will be
prepared to conduct DOIS training courses.

Participants will learn how to:

¢ Facilitate DOIS courses;

e Demonstrate effective presentation, facilitation, and
coaching techniques;

e Use and promote Performance Support (for example, On-
Line Help, and Quick Reference Guide);

e Promote DOIS use;

e Setup DOIS training room and use all required training
equipment (for example, LCD);

e Anticipate training challenges and react appropriately;

¢ Resolve DOIS issues.

Target Skills After taking this course, participants should be able to:

e Describe DOIS;

e Discuss the course agenda;

o Identify course objectives and participant expectations of
this course;

e Discuss the roles and responsibilities of a DOIS Facilitator;

e Explain business simulation;

o Identify characteristics of good presentations;

e Demonstrate effective presentation skills, including strong
vocal and physical characteristics;

e Understand/use visual aids;

e Discuss characteristics of adult learners;

e Demonstrate effective facilitation skills which include
managing class participants and leading
discussions/debriefs;

e Demonstrate effective coaching skills which include active
listening, guiding the learning process, managing
participant frustrations, and providing feedback;

e Discuss trouble-shooting techniques;
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¢ Discuss the importance of focusing on other people when
communicating;

e Discuss the importance of i
weaknesses;

e Discuss how to coach participants with different skill levels
to achieve a common goal;

¢ |dentify personal strengths and/or areas for development
in their presentation, facilitation, and coaching skills;

e Discuss the purpose, procedures, and the DOIS
Facilitatorés role in Facil

e Demonstrate proficiency and comfort in the delivery of the
DOIS for End Users, DOIS for Managers, DOIS for Site
Activators, and DOIS for Facilitators;

e Understand the preparation that needs to be completed
prior to the delivery of training courses;

e Discuss questions, issues, and concerns about their role
and responsibilities as DOIS Facilitators.
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Course Agenda

Day 1
Module 1 DOIS Overview 45 minutes
Topic 1.1 Course Overview 30 minutes
Topic 1.2 DOIS Facilitator Roles and Responsibilities 15 minutes
Module 2 Presentation Skills 2 hours
Activity 2.1 Favorite Topic Presentations 15 minutes
Break 15 minutes
Topic 2.2 Adult Learning Concepts 45 minutes
Activity 2.3 Presentation Skills 1 hour
Lunch 1 hour
Module 3 Effective Facilitation and Coaching 3 hours 45 minutes
Activity 3.1 The |1 6s Have 11t 15 minutes
Activity 3.2 Effective Facilitation and Coaching 2 hours
Break 15 minutes
Activity 3.2 Effective Facilitation and Coaching (continued) 45 minutes
Debrief What Did You Learn? 30 minutes
Module 4 Team Facilitation Lab 1 hour
Topic 4.1 Instructions for Completing the Team Facilitation Lab 30 minutes
Activity 4.2 Team Facilitation Lab 30 minutes
Total Day 1 Estimated Time 8 hours(+ 1 for lunch)

Note: All timings are approximate and may vary somewhat from one class to another.
Variations depend on the pace at which the participants complete activities.
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Day 2
Module 4 Team Facilitation Lab 1 hour 45 minutes
Activity 4.2 Team Facilitation Lab 1 hour 45 minutes
Break 15 minutes
Module 5 Individual Facilitation Lab 4 hours
Topic 5.1 Instructions for Completing the Individual Facilitation Lab 45 minutes
Activity 5.2 Individual Facilitation Lab 1 hour 15 minutes
Lunch 1 hour
Activity 5.2 Individual Facilitation Lab continued 1 hour 30 minutes
Debrief What Did You Learn? 30 minutes
Break 15 minutes
Module 6 Group Facilitation Lab 1 hour 45 minutes
Topic 6.1 Instructions and Planning Session 1 hour 45 minutes

Total Day 2 Estimated Time 8 hours (+ 1 hour for lunch)

Note: All timings are approximate and may vary somewhat from one class to another.
Variations depend on the pace at which the participants complete activities.
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Day 3
Module 6 continued Group Facilitation Lab 5 hours 30 minutes
Activity 6.2 Group Facilitation Lab 2 hours
Break 15 minutes
Activity 6.2 Group Facilitation Lab continued 2 hours
Lunch 1 hour
Activity 6.3 Group Facilitation Lab Feedback Session 1 hour 30 minutes
Module 7 Course Wrap-up: Preparing to Facilitate 2 hours
Topic 7.1 Deployment Resources 1 hour 15 minutes
Break 15 minutes
Topic 7.2 Course Conclusion 45 minutes
Total Day 3 Estimated Time 8 hours (+ 1 hour for lunch)
Total Estimated Course Time 24 hours

Note: All timings are approximate and may vary somewhat from one class to another.
Variations depend on the pace at which the participants complete activities.
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MODULE 17 DOIS Overview

Module Title DOIS Overview
Duration Approximately 45 minutes.
Description This module serves as an introduction to DOIS for Facilitators.

This module includes a discussion of the course agenda,
course objectives, ground rules, and participant expectations.

Module Activities Topic 1.1: Course Overview

Topic 1.2: DOIS Facilitator Roles and
Responsibilities

Target Skills Upon completion of this module, participants will be able to:

e Describe DOIS;
e Discuss the course agenda;

e |dentify course objectives and participant expectations of
this course;

e Discuss the roles and responsibilities of a DOIS Facilitator.

FACILITATOR NOTE For this module, prepare the following rip-charts: Expectations,
Parking Lot, Course Agenda, Course Objectives, Ground
Rules, and Characteristics of a Good Facilitator.
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Topic 1.1

Target Skills

Course Overview
Upon completion of this activity, participants will be able to:

e Describe DOIS;
e Discuss the course agenda;

¢ |dentify course objectives and participant expectations of
this course.

Introduction

WELCOME participants to DOIS for Facilitators.

STATE

This course is designed to prepare you to deliver DOIS training
courses. As you have already discussed in earlier training,
DOIS is designed primarily for use by the delivery unit
supervisor. DOIS replaces Decision Support Information
System (DSIS) and Route Examination System (RES). DOIS
supports the management of office delivery activities, the
planning of street activities from the office, and route inspection
and adjustment activities. In this course, participants practice
using presentation, facilitation, and coaching skills necessary
to conduct DOIS training courses.

FACILITATOR NOTE

Have each of the facilitators introduce themselves in the next
section.

Facilitator Introduction

Role of Facilitator

INTRODUCE yourself to participants using the following
information:

e Name;
e City or location;

e Objective - What you hope to gain from facilitating DOIS for
Facilitators.

STATE

In this course, it is important to differentiate between the roles
of course facilitator and DOIS Facilitator. | am the course
facilitator and you are preparing to become DOIS Facilitators to
support the delivery of DOIS training during deployment. In
order to make this difference clear, my role as course facilitator

March 2001

FINAL Page 1-2



OIS

DELIVERY OPERATIONS
INFORMATION SYSTEM

United States Postal Service

DOIS for Facilitators
Facilitator Guide

Participant Introduction

is referred to as instructor throughout this DOIS for Facilitators
course. When you act as the presenter who is practicing the
delivery of DOIS training, you are referred to as DOIS
Facilitators.

My role as the instructor is to:

¢ Present the DOIS for Facilitators course;

e Conduct discussions and debriefs;

¢ Provide direction and support to participants;

¢ Provide feedback to participants, both formal and informal.
STATE

Next, 1 6d |Iike you to remind

identify an expectation you have of the DOIS for Facilitators
course.

FACILITATOR NOTE

LIST participant expectations on the Expectations Rip-chart.

POST the Expectations Rip-chart on a wall in the training
room.

Rip-chart

Parking Lot Rip-chart

Training Management Guide

STATE
We are going to review these expectations at the end of the
DOI'S for Facilitators course

expectation is addressed.

STATE

Just as in other DOIS training courses you have already
attended, we use rip-charts to display key information and is
referenced throughout the course.

EXPLAIN

Whenever you have questions that are addressed later in the
course we use the Parking Lot Rip-chart. As these gquestions
are asked, | will write them on the Parking Lot Rip-chart so that
we remember to address them at the appropriate time.

STATE

In addition, we are also going to use the DTMG during this
course. This guide is intended to help you prepare to conduct
DOIS training courses. We review the guide in detail at the
end of the course. However, we use the appendix throughout

March 2001
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the course.
REFER to page B-1, the Participant Section, in the DTMG.

STATE

The appendix of this guide contains information for you to use
while you are a participant in this course. You can follow along
throughout the next three days to see the topics that we will
cover in each module. You also have blank pages in each
module so that you can write down any information you think is
especially important to remember.

REFER to slide 2, Course Agenda.

STATE
Next, |l etdbs review the course
FACILITATOR NOTE Take a few minutes to review the course agenda with

participants. Use the Agenda Rip-chart to guide your
discussion. Throughout the course, check off modules on the
agenda as they are completed.

END OF TOPIC 1.1.

CONTINUE to Topic 1.2.
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Topic 1.2

Target Skills

DOIS Facilitator Roles and Responsibilities
Upon completion of this activity, participants will be able to:

e Discuss the roles and responsibilities of a DOIS Facilitator.

Introduction

STATE
For the next three days, each of you contributes to this course
by participating in discussions and activities.

REFER to slide 3, Purpose.

Purpose STATE
The purpose of the DOIS for Facilitators course is to prepare
you to deliver the DOIS training courses. Additionally, this
course gives you the opportunity to develop your presentation,
facilitation, and coaching skills.
REFER to slide 4 and 5, Objectives.
Objective STATE
Several objectives have been developed to help us achieve our
purpose.
STATE
The DOIS for Facilitators course objectives are to:
e Facilitate DOIS courses;
e Demonstrate effective facilitation, coaching, and
presentation techniques;
e Use and promote use of Performance Support [for
example, On-Line Help, Quick Reference Guide,
Computer-Based Training (CBT)];
e Promote the use of DOIS;
e Set up DOIS training room and use all required training
equipment;
e Anticipate training challenges and react appropriately;
¢ Resolve DOIS issues.
ASK
What questions do you have about the objectives in this list?
March 2001 FINAL Page1-5
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FACILITATOR NOTE Refer to the Ground Rules Rip-chart as you conduct the next
discussion.

Discussion STATE

Ground Rules Please refer to the rip-chart as | review ground rules.

¢ Adhere to the course agenda (for example, respect break
and lunch times);

e Provide constructive feedback to facilitators and other
participants;

e Actively participate in activities;
e Share experiences and ideas;

e Step outside your comfort zone and try new techniques and
tools;

¢ Maintain focus and avoid side conversations;

e Turn off cell phone and beeper volumes.

ASK
What ground rules do you have to add to the list?

ASK
Can everyone agree and adhere to these ground rules?

STATE
These rip-charts will be posted around the training room for the
duration of the DOIS for Facilitators course.

Discussion STATE

Roles and Responsibilities As a facilitator, you train participants to use DOIS. An effective
facilitator is necessary to a successful deployment and a
smooth transition to DOIS. Since you are the first person that
is familiar with DOIS that participants come in contact with, you
may be viewed as a DOIS expert.

FACILITATOR NOTE LIST participant responses from the next discussion on the
Characteristics of a Good Facilitator Rip-chart.

POST the rip-chart on a wall in the training room.
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Discussion STATE

DOIS Facilitator Take a moment to develop a mental picture of someone who is
Characteristics or was a good coach in your life. This could be a sports team

coach, a teacher, or a mentor.

ASK

The characteristics of good coaches are applicable to good
facilitators. What are some characteristics of the person you
pictured?

Possible responses include, but are not limited to:

e Supportive;

e Positive;

e Knowledgeable;
e Patient;

e Motivating.
EXPLAIN

These are some of the characteristics that a DOIS Facilitator
should project.

ASK
In what ways can you apply these characteristics to your role
as a DOIS Facilitator?

Possible responses include, but are not limited to:

e | should facilitate training and help answer participant

guestions.
e | should be patient when asked simple questions about
DOIS.
e | should encourage patrticipants to use DOIS to accomplish
their tasks.
FACILITATOR NOTE If participants ask questions that are out of the scope of

training, write the question/issue on the Parking Lot Rip-chart.
Let participants know that the proper person to whom they
need to speak will be identified before the end of the course.

Tutorial STATE
Role of Facilitators in Let's take a look at some of the roles of a DOIS Facilitator
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Training during training.

EXPLAIN

DOI'S Facilitatorsodo responsi bi

participating in this course include:

¢ Practice facilitating DOIS training courses;

e Adequately preparing for class each day;

e Ensuring the training room is set up properly for courses;

e Presenting course content comfortably to groups;

e Facilitating discussions and debriefs;

e Guiding participants through activities;

e Supporting a risk-free learning environment;

e Observing course participants and monitoring their
progress;

e Providing constant feedback to participants, both formal
and informal;

e Providing direction to and support for participants
throughout the learning process;

¢ Reinforcing key learning points with participants;

e Encouraging participants to learn how to use DOIS;

e Listening actively, helping participants understand
conseqguences of their decisions, and sharing experiences
with participants;

e Managing the frustration level of participants, by allowing
mistakes but not failure.

ASK

What questions do you have about any of these

responsibilities?

DOIS Training STATE

As DOIS Facilitators, you conduct the following DOIS training

courses:

e DOIS for End Users;

e DOIS for Managers;

e DOIS for Site Activators;

¢ And possibly, DOIS for Facilitators.
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DOIS for End Users

DOIS for Managers

DOIS for Site Activators

DOIS for Route Inspectors

EXPLAIN

The DOIS for End Users course is a two-day course designed
to prepare delivery unit supervisors to use DOIS daily.
Managing daily workload and planning functions are practiced
in a business simulation environment. Business simulation
places participants in hands-on training, using DOIS, which
allows them to simulate the work environment that a delivery
unit supervisor would experience on a daily basis.

The business simulation sessions:

¢ Involve less instruction and more dialog;
e Look and feel like the work environment;
¢ Include substantial hands-on practice;

e Use realistic examples and data;

¢ Use performance support resources.

STATE

DOIS for Managers is another classroom-based training
course. The focus of this four-hour course is an overview of
how DOIS works including more detailed information about the
reports and forms managers can access using DOIS.

STATE

DOIS for Site Activators builds the knowledge and skills
necessary for DOIS Site Activators to deploy DOIS within a
district. This two-day course includes lessons on: how to
complete data preparation activities, data loading and
verification, DOIS installation/configuration, and on-site user
support. Participants learn to use the DOIS Site Activation
Guide (DSAG) to assist in completing deployment activities.

STATE

Although a specialized route instructor is going to teach DOIS
for Route Inspectors, it is helpful for you to know the purpose of
this eight-hour course. DOIS for Route Inspectors is designed
to teach users how to conduct route inspections using DOIS.
The course includes lessons on how to execute formal and
special inspections and adjustments. The course is going to
be taught at the conclusion of DOIS deployment in a district.

Summary STATE
We discussed your role and responsibilities in deployment.
Next, we begin to discuss presentation skills.
March 2001 FINAL Page1-9
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END OF TOPIC 1.2.

CONTINUE to Module 2.
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Module Title
Duration

Description

Module Activities

Target Skills

MODULE 27 Presentation Skills
Presentation Skills
Approximately 2 hours.
In this module, participants learn about characteristics of their
audience in a tutorial on adult learning. Then, participants
focus on how to improve their delivery of training in an activity-
based lesson on presentation skills.

Activity 2.1:  Favorite Topic Presentations

Topic 2.2: Adult Learning Concepts

Activity 2.3:  Presentation Skills

Upon completion of this module, participants will be able to:

o Identify characteristics of good presentations;
e Discuss characteristics of adult learners;

e Demonstrate effective presentation skills, including strong
vocal and physical characteristics;

e Understand/use visual aids.

FACILITATOR NOTE

For this module, prepare the following rip-charts: Effective
Presentation Points, Characteristics of an Effective Speaker,
Lessons Learned, and Skills to Build.

Al so prepare a ANo Ti me Remai

March 2001
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Activity 2.1 Favorite Topic Presentations

Target Skills Upon completion of this activity, participants will be able to:

¢ Identify characteristics of good presentations.

Introduction STATE
We are going to start with a fun activity to practice presenting.
You are going to give a short presentation on your favorite
topic. This presentation can be about any topic that you find
interesting.

STATE

Each of you should present for two to three minutes. When
three minutes has passed, | will hold a sign up which reads, No
Time Remaining, to indicate that you should wrap up your
presentation.

FACILITATOR NOTE Instructions for the activity:

Ask a participant to volunteer to give their presentation first.

Allow the participant two to three minutes to speak about
their subject. If the speaker continues past the allotted
time, display the fANo Ti me

3. When the first participant is done, ask another volunteer to
speak about their topic.

4. Repeat Steps 2 and 3 until each of the participants has
presented.

ASK
Who would like to begin?

STATE
Thank you. You have three minutes to tell us about your
favorite topic.

FACILITATOR NOTE After all of the participants have presented, use the following
debrief questions to generate discussion.
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Activity Debrief ASK

What was easy about presenting?
Possible responses include, but are not limited to:

¢ | enjoyed speaking about this subject.

e | spoke about a subject that was familiar to me.
e | felt comfortable with the people in the room.

e | only had to present for two minutes.

e Everyone in the audience was paying attention.

ASK
What was difficult about talking in front of the class?

Possible responses include, but are not limited to:

e | had to talk louder than | am used to.
e The two minutes passed quickly.

o | feltlike | was in the spotlight because everyone was
looking at me.

e | couldnét tell if people w
not.

FACILITATOR NOTE LIST participant responses to the next question on the
Effective Presentation Points Rip-chart.

ASK
What characteristics made these presentations effective?

Possible responses include, but are not limited to:

e Voice control;

e Gave examples;

e Spoke loudly;

e Spoke about an interesting topic;
e Eye contact;

o (Gestures.
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Summary STATE
Good presentation skills help a speaker communicate more
comfortably and effectively with the audience.
END OF ACTIVITY 2.1.
CONTINUE to Topic 2.2.
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Topic 2.2

Target Skills

Adult Learning Concepts
Upon completion of this activity, participants will be able to:

e Discuss characteristics of adult learners.

Introduction

Discussion
Adult Learning
Characteristics

Self-Directed

STATE

In this topic, you develop a better understanding of the
audience to whom you are presenting the training courses.
Specifically, this topic addresses unique characteristics of adult
learners.

REFER to slide 6, Adult Learning Characteristics.

STATE
There are four primary characteristics of adult learners:

e Self-Directed;
¢ Now-Oriented;
e Experienced;

e Problem Solving.

STATE

Now let's discuss each of these characteristics in more detail.
First, adults in general have experience that is relevant to what
they learn. Remember this in order to avoid talking down to
your participants.

STATE

Self-directed means that adults prefer to control their own
learning. Whenever possible, they like to have options about
how they learn things. Basically, adults do not like to be told
how to do something, they like to discover it for themselves.
The business simulation activities in DOIS courses allow
participants to be self-directed.

ASK
What are some ways to encourage individuals to control their
own learning in DOIS courses?

Possible responses include, but are not limited to:

¢ Encourage patrticipants to refer to DOIS On-Line Help or

March 2001
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Now-Oriented

Experienced

the CBT before asking DOIS Facilitators for assistance.

e Show participants different options about how to do
something and let them choose which option they would
like to use.

e Lead participants to the answer without telling them directly.

¢ Allow participants to ask questions that deviate from the
current activity if the class is interested.

STATE

Second, now-oriented means that adults want to know how
training helps them with the tasks they complete now. Delivery
unit supervisors are interested in how their job will be affected
once they start using DOIS.

EXPLAIN

This trait was taken into account when the course materials
were developed. For example, the scenarios in DOIS for End
Users reflect how participants use their new skills or
information from DOIS on the job. DOIS training is conducted
immediately before DOIS is set up in the delivery unit. In this
way, participants develop learning skills that they start using
right away.

EXPLAIN
This trait also means that adults are sensitive to time. They get
impatent easi | y. So itbds very i

engage participants in order to keep them motivated and
interested.

ASK

What are some ways to keep participants energized and
focused?

Possible responses include, but are not limited to:

o If the energy level drops, hold an impromptu stretch break.

o If several participants have the same question, hold an
impromptu discussion with the entire class to identify an
answer and regain focus.

e Check-in with the class every hour or so. Encourage
questions. Ask participants to share tips and lessons
learned with one another.

EXPLAIN
Some participants may be frustrated with the context or format
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of the course. By asking participants to share their thoughts
and experiences with the other participants, they not only feel
more involved with their learning but they begin to make
connections between their everyday work and what they're
learning.

ASK
What questions could you ask to help participants relate their
knowledge and past experiences to DOIS?

Possible responses include, but are not limited to:

e What are some of your frustrations with current
applications?

e How were you trained to use other applications?

e How do you currently use computers to complete your
work?

e How do you do this function now?

Problem-Solving STATE
Finally, adults focus on problem-solving. Adul ts d
being told things, they like challenges.

EXPLAIN

DOIS courses challenge the participants to engage in the
problem-solving process. Rather than providing one answer,
the courses provide different resources that allow participants
to complete activities in various ways. For example, in DOIS
for End Users, participants use DOIS to complete a number of
activities that they would normally complete in a morning of
work.

EXPLAIN
Some ways to encourage a problem-solving environment are
listed below.

e Encourage patrticipants to use Performance Support
resources to answer their questions.

o Allow participants to search for answers without
intervening. Intervene only when asked or when it is
absolutely necessary.

o Allow participants to share different ways they achieved a
goal.

EXPLAIN
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Adults have many responsibilities and are busy. It is important
to reinforce how DOIS training is beneficial to them.
Additionally, people bring a variety of attitudes into training;
remember to remain positive and upbeat. This helps the
participants stay involved in the course.

Discussion STATE
Understanding Your DOIS Facilitators should seek to understand participants.
Audience Though all participants have delivery experience, it is unwise to

assume that each audience will react to training or DOIS in the
same manner.

STATE

There are four key questions to ask yourself in order to better
understand your audience. We now discuss each one in detail.
As | read these questions, think if you know the answer, and if
you don't, how could you gather that information.

REFER to page B-4, Understanding Your Audience, in the
DTMG.

STATE

Use the page titled Understanding Your Audience in Module
Two of the DTMG Appendix to write down your answers to the
following questions.

FACILITATOR NOTE Read the following questions and then the information following
each one. Read the questions one at a time and pause briefly
before stating the information following each question. Allow
participants time to write down their answers to these
questions.

STATE
e Who are they?

It is important to understand the demographics of the
audience (for example: positions, experience). Develop a
mental picture of the course participants. In the training
courses, use illustrations and examples relevant to your
audience.

e Why do they need to learn about DOIS?

Always start with a clear objective that can be supported.
You must know how the audience benefits from DOIS
training; otherwise, they will not be interested in the course.
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Summary

Help participants understand how the skills they gain in this
class help them in their daily lives. This question reflects
the need to establish the relevancy of the training.

e How are they going to use what they learn about DOIS?

Understand how end users, managers, and site activators
use DOIS. Identify the key points and techniques in the
training for this audience. Consistently use specific
examples of how they use DOIS on the job.

e How much do they already know about DOIS?

In each training session, we start by determining how much
your audience knows about DOIS and what areas they are
interested in learning more. Take a few moments to
assess their level of understanding about DOIS. This
allows you to tailor your message, if necessary, and to
avoid spending too much time repeating information
participants already know.

STATE

By taking the time to ask yourself these questions you have a
better understanding of what motivates your audience. Use
this information to tailor training delivery for the audience in
your district to ensure participants benefit from training.

ASK

What questions do you have about any of the information we
just covered?

STATE

Next, we discuss and practice presentation skills.

END OF TOPIC 2.2.

CONTINUE to Topic 2.3.
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Topic 2.3 Presentation Skills

Target Skills Upon completion of this activity, participants will be able to:

e Demonstrate effective presentation skills, including strong
vocal and physical characteristics;

e Understand/use visual aids.

Introduction STATE
During training, you present DOIS course material to
participants. Strong presentation skills encourage participants
to focus on the information being provided to them.

REFER to slide 7, First impressions of speakers.

Tutorial STATE

Presentation Skills Regardless of the quality of the information, audiences judge
the importance of the information by how it is presented.
Audiences make a decision about speakers in the first seven
seconds of their presentation. Solid presentation skills enable
presenters to communicate more effectively with their
audience.

STATE
First impressions of speakers are based on:

e Non-Verbals 55%
e Tone/Voice 38%
e Words 7%

Tutorial STATE
Effective Presentations Let's discuss some tips on how presenters should look and
sound. Effective presentations include:

e Eye contacti Eye contact is one of the first things
audiences notice. Speakers should establish deliberate
eye contact with members of the audience, one at a time.
Eye contact should last for five seconds or one complete
thought.

e Arm movements i Speakers who want to emphasize a
thought or point should make large gestures above their
waist. When that thought or point is completed, hands
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should be at their sides.

e Stationary feet i Speakers who move frequently draw the
audi enceds attention away f
looking nervous, feet should be placed shoulder-width apart
as though they were in a block of cement. Speakers
should move with purpose and confidence, reposition
themselves in a solid stance, and continue their
presentation.

e Vocal projection 1 Speakers should project their voices as
though they were talking to a group of 50 to 100 people
without a microphone. Audiences hear enthusiasm and
commitment, not shouting.

FACILITATOR NOTE

For the following activity, read the instructions, then give
participants two or three minutes to prepare. After the
preparation time is over, divide participants into groups of four
or five.

ACTIVITY
Eye Contact

STATE

Next, we complete a presentation skills activity. In this activity,
you practice making eye contact while giving a short
presentation. | will divide you into groups of four or five. One
member of the group presents at a time. While presenting,
make eye contact with each person in your group for ten
seconds. When you look at the person, they should hold up
ten fingers to indicate ten seconds. As each second passes,
they put down one of their fingers. When all ten fingers are
down, you may look at a different person for ten seconds.
Once you have looked at all of the members of the group for
ten seconds, you may sit down and the next person repeats
the process. However, if you look away during the ten
seconds, you should begin again. Do this until each member
of the group has practiced eye contact.

EXPLAIN

You should look at each member in the group for 10 seconds
so that you get used to maintaining eye contact while
completing a thought. Normally, you would maintain eye
contact for about five seconds, but this exercise helps you
understand how hard it is to maintain eye contact.

STATE
Talk about one of the following topics:
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e My favorite vacation;
e My favorite city;
e My favorite hobby.

FACILITATOR NOTE

LIST participant responses to the next question on the
Characteristics of Effective Speakers Rip-chart.

POST the rip-chart on a wall in the training room.

Discussion
Characteristics of Effective
Speakers

ASK
What are some of the characteristics that identify effective
speakers?

Possible responses include, but are not limited to:

e Use real life examples;

e Repeat the main points of the presentation;
e Look at the audience more than their notes;
e Speak loudly and clearly.

STATE

Take a moment to think about your presentation skills. Identify
two strengths and two areas for improvement.

FACILITATOR NOTE

Allow participants three minutes to think of strengths and areas
for improvement.

STATE

It is important to remember these areas for improvement so
that you can develop them into strengths as we practice
presenting throughout the course.

ASK
Who would like to share their strengths and areas for
improvement with the class?

STATE

You are going to have plenty of time to practice your
presentation skills throughout the course. Next, we look at
visual aids used in presenting.
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Tutorial STATE

Visual Aids Visual aids should be used in classrooms to emphasize the

s p e a k eint Ve dliscuss the rip-charts and the Liquid
Crystal Display (LCD) projector. Here are a few tips to use
visual aids more effectively.

Demonstration ASK
LCD Projector How many people have used a LCD projector before?
STATE

The LCD can be used to display slides and images from your
computer to the screen in the room. LCD projectors are set up
differently depending on the LCD. We are going to practice
how to set up an LCD, but ask the DOIS Training Lead in the
district for specific instructions on how to work their LCD and
practice before the first day of training. Let's take a few
moments to demonstrate the steps used to set up an LCD
projector.

FACILITATOR NOTE Demonstrate step-by-step how to set up a LCD projector to
participants. Make sure to remind participants that most LCD
projectors need to be connected to the computer while both
machines are off. Then they should turn on the LCD projecter
before before turning on the computer. Allow participants to
ask questions if necessary.

Rip-charts EXPLAIN
Rip-charts are another visual aid you use during DOIS training.
While using rip-charts, remember to:

e Prepare rip-charts ahead of time to avoid spending too
much time writing information during the session;

e Use more than one rip-chart if necessary. Set up one rip-
chart with necessary information. Use the second rip-chart
to record audience points and questions;

e Make sure that the rip-charts are easily visible by adjusting
the lighting in the room or by moving the rip-chart;

o Write clearly and legibly, usually letter length and width
should be two inches;

e Use alternating colors when writing points on rip-charts.

ASK
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What questions do you have about rip-charts?

FACILITATOR NOTE For the following activity, divide participants into groups of
three. Ask each group to answer one of the following
questions.

Activity STATE

Visual Aids Next, we complete an activity where you work in groups of

three to prepare one rip-chart. Prepare a rip-chart that
answers one of the following questions:

e Why are visual aids important?

e Why are presentation skills important?

e What are the key learning points from Module 27?

e What are some characteristics of adult learners?

e How can you make presentations fun?

FACILITATOR NOTE Allow participants about five minutes to create a rip-chart.
When patrticipants are done, allow them a few minutes to
present their answer using their rip-charts.

Summary ASK
What questions do you have about the material we covered in
this topic?

STATE

As a DOIS Facilitator, it is important for you to be an effective
presenter. Course participants are more likely to pay attention
and retain information if it is presented to them in an effective
manner. By practicing eye contact, physical presentation, and
vocal projection, you develop these skills and gain confidence
as presenters. The effective use of visual aids also enhances
your presentation. You have an opportunity to practice your
presentation skills in this course during Facilitation Labs as you
deliver DOIS training.

END OF TOPIC 2.3.

CONTINUE to the Module 2 Debrief.
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Debrief

What Did You Learn?

STATE

Next, we complete the Module 2 Debrief. During training
courses, we use debriefs to review information discussed in a
previous section. In Module 2, we covered effective
presentation skills. Now you complete a self-assessment of
your presentation skills. Three questions are listed for you to
assess your presentation skills.

FACILITATOR NOTE

After participants have had a few minutes to think about their
answers to these questions, go around the room and discuss
their responses.

Discussion
Presentation Skills

ASK
When you came to this course, how skilled were you in giving
presentations?

Possible responses include, but are not limited to:

o | feel comfortable giving presentations, but | have never
taught training.

¢ | have trouble looking at the audience when | am speaking.

FACILITATOR NOTE

LIST participant responses to the next question on the Lessons
Learned Rip-chart.

POST the rip-chart on a wall in the training room.

ASK
What did you learn about presentation skills in this module?

Possible responses include, but are not limited to:

e | never realized how distracting it is when you cannot hear
someone who is presenting.

e | never realized how important arm gestures and stance are
to the perception of a presentation.
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FACILITATOR NOTE LIST participant responses to the next question on the Skills to

Build Rip-chart.

POST the rip-chart on a wall in the training room.

ASK
What specific skills would you like to develop during the
Facilitation Labs?

Possible responses include, but are not limited to:

e How to speak loudly;
e How to tell when the audience is lost;

e How to talk more slowly.

STATE

Next, we discuss effective facilitation and coaching skills which
are also necessary when conducting DOIS training.

END OF MODULE 2 DEBRIEF.

CONTINUE to Module 3.
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Module Title
Duration

Description

Module Activities

Target Skills

MODULE 37 Effective Facilitation and Coaching

Effective Facilitation and Coaching
Approximately 3 hours, 30 minutes.

In this module, participants discuss and practice facilitation and
coaching skills. Then, participants reflect on their training
experiences and identify effective ways to apply these skills.

Activity3.1: The | 6s Have 11t
Activity 3.2:  Effective Facilitation and Coaching
Debrief: What Did You Learn?
Upon completion of this module, participants will be able to:
e Discuss the importance of focusing on other people when

communicating;

e Demonstrate effective facilitation skills which include
managing class participants and leading
discussions/debriefs;

e Demonstrate effective coaching skills which include active
listening, guiding the learning process, managing
participant frustrations, and providing feedback;

e Discuss how to coach a group of people with different skill
levels to achieve a common goal;

e Discuss the importance of i
weaknesses;

e Explain business simulation.

FACILITATOR NOTE

For this module, prepare the following rip-charts: Lessons
Learned, Skills to Build, and Coaching Scenarios.
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Activity 3.1

Target Skills

The 1 6s Have |11t/
Upon completion of this activity, participants will be able to:

¢ Discuss the importance of focusing on other people when
communicating.

Introduction

Activity

Instructions

STATE

People often spend the majority of conversations
communicating their position or their reaction to an issue. It is
important for you to focus on pa
of view when delivering training.

STATE
In order to practice focusing on someone else, we are going to
do a warm-up activity.

STATE

In this activity, you and a partner talk for two minutes about a
subject of your choice, but you cannot use the pronoun I.
When one of you is finished, then the other person talks for two
minutes without using the pronoun I.

STATE
Please find a partner. | will let you know when two minutes are
over and you should switch partners.

ASK
What questions do you have about the activity before we get
started?

STATE
Great! Letbs get started.

FACILITATOR NOTE

After two minutes, ask the other participant to start. When both
participants have spoken for two minutes, call time and lead
the activity debrief.

Activity Debrief

ASK

Who was able to talk for two minutes without using the pronoun
1?

ASK
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Why is it difficult to avoid the use of | in conversation?
Possible responses include, but are not limited to:

e |[tds easy to tell peopl e wh
e | would rather talk about my opinion than facts.
ASK

How do people feel when talking to or listening to someone
who starts every sentence with 1?

Possible responses include, but are not limited to:

e Left out;

e Ignored;

¢ Insignificant.
ASK

How can communications be phrased to better focus on the
other person?

Possible responses include, but are not limited to:

e Phrase questions with your audience in mind.

e Start sentences with you. When discussing observations

with participants say, iYou
skills when you paraphrased
saying, Al noticed that vyou
because you paraphmaéded Bob
Summary STATE
As DOIS Facilitator s, you sho
performance, frustration, and confusion. Awareness includes
clearly focusing communicatio
not your own observations. Focusing on the participant during
communications places them in the center of the learning
process.
END OF ACTIVITY 3.1.
CONTINUE to Activity 3.2.
March 2001 FINAL Page 3-3



OIS

DELIVERY OPERATIONS
INFORMATION SYSTEM

United States Postal Service

DOIS for Facilitators
Facilitator Guide

Activity 3.2

Target Skills

Effective Facilitation and Coaching
Upon completion of this activity, participants will be able to:

e Discuss how to coach a group of people with different skill
levels to achieve a common goal;

e Discuss the importance of i
weaknesses.
Introduction STATE

Discussion
Facilitation Skills

Tutorial
Managing Participants

In DOIS courses, participants learn through both instructor-led
modules and business simulation. Business simulation is a
scenario that tries to mimic a real situation and puts the
participant in control. You should exhibit strong facilitation
skills when presenting information and leading discussions.
You should also be prepared to coach participants through
business simulation activities. In this topic, you are introduced
to basic facilitation and coaching skills. You participate in
business simulation activities later in the course through
Facilitation Labs.

REFER to slide 8, Facilitation.

EXPLAIN
Facilitation can be defined i
facilitated means: to make e

psychological environment, and to guide a group through a
process that helps them discover answers. Successful
facilitators create an environment that encourages individuals
to want to participate and work toward the objectives.

EXPLAIN
Effective facilitation includes:

e Managing participants;

e Leading discussions and debriefs.
REFER to slide 9, Effective facilitation skills.

EXPLAIN

One of the difficult moments in facilitating occurs when a group
member raises an objection. In order to deal with this, employ
the accept/legitimize/deal with or defer technique. Accept and
legitimize their concern, then come to agreement on how to
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move forward, either deal with the issue or defer it to another
time by placing it on the Parking Lot Rip-chart.

Don't be Defensive EXPLAIN
Dondét be defensive. The easi
guestions the course structure or content is to get defensive.
Donét argue about the process
greater detalil.

ASK
What do participants see when the facilitator becomes
defensive?

Possible responses include, but are not limited to:

e |ack of confidence;

e Lack of control.

Protect Others from Personal EXPLAIN

Attacks Protect others from personal attacks. When someone is
criticized for suggesting an idea, a facilitator should stop the
criticism by reminding participants of the ground rules or asking
the participant to further explain their idea. This lets that
person know that you are aware of the attack. Be careful
about alienating the person doing the criticism. Remember
that as a facilitator it is important for you to stay neutral and
make sure that all participants have a chance to voice their
opinions.

Conflict Management EXPLAIN
Employ and encourage appropriate conflict management
styles. There are many conflict management techniques.

e Avoiding i Postponing or ignoring the conflict.

e Accommodating i Conceding the resolution of the issue in
order to accommodate the wishes of the other party.

e Compromising i Attempting to partially satisfy the concerns
of all parties. It usually involves concessions on the part of
each party.

e Forcing i Using assertiveness to resolve a conflict in favor
of your concerns and at the
concerns.

e Collaboration i Attempting to fully satisfy the concerns of
all parties. Involves a win-win approach to issues
resolution.
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ASK
What questions do you have about managing participants?
Tutorial STATE
Leading Discussions and When patrticipants are not actively contributing to discussions
Debriefs or activities, there are a variety of strategies/tools for gaining

input or participation.

e Give all participants a few minutes to write or think about
their ideas. Then proceed with the discussion.

¢ Divide participants into groups of two or three and let them
discuss possible responses to the discussion question.

e Remember to allow enough time for participants to answer.
It takes participants a few seconds to process the question,
then a few more seconds to think of responses.

e Use possible responses only after participants have been
given time and do not know the answer. Use one response
at a time. This allows participants to think about the
response and come up with other possible responses on
their own.

e Begin with a selected individual and proceed around the
room until everyone has had a chance to give one idea,;
repeat the process until all ideas have been given. This is
known as the Round Robin approach.

Ask Open-ended Questions  EXPLAIN
Boomerang questions back to the participants when they ask
guestions that they should be able to answer. This technique
can also be used when participants would learn more by
answering their own guestions.

EXPLAIN

Boomeranging questions simply means to reflect/redirect the
guestion back to the individual or group. Use the following
guestions as examples:

e What can you add to the suggestion?

e What process do you think that you should use?

ASK

Boomeranging questions also works with adult learning
concepts. Which adult learning concept would boomerang
questions address?
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Post rip-charts

Parking Lot Rip-chart

Body Language

Answer: Adults like to be challenged. They don't always like to
be told an answer (especially when solving problems), but they
want to think about the answer themselves.

EXPLAIN

Maintain focus on the subject of the discussion by using rip-
charts. Use this type of visual aid to encourage participants to
contribute ideas, build on or clarify items, and keep on track.
Rip-charts may also be used as a review tool to piece together
major parts of the session.

EXPLAIN

In order to keep the discussion focused on the main subject,
create a Parking Lot Rip-chart for tangent discussion topics,
like we are doing in this course.

EXPLAIN

During DOIS courses, participants often bring up topics or
points that are not directly related to the agenda or current
point of discussion. Rather than taking additional time to
discuss the idea, create a rip-chart titled Parking Lot and tape it
to the wall.

EXPLAIN

Tell participants that the rip-chart sheet should be used to
record ideas that fall outside of the scope of the current
discussion, but that merit follow-up at later time. Rip-charts are
also useful for questions that you need additional time to
research the answer.

EXLPAIN
Write ideas as they are suggested. Review the list for relevant
ideas at the end of each day.

ASK
As a DOIS Facilitator, what are some ways that rip-charts,
including the Parking Lot Rip-chart, help you facilitate?

Possible responses include, but are not limited to:

e Helps keep patrticipants on track;

e Helps focus attention on something neutral (for example,
the rip-chart);

e Helps guide the discussion.

EXPLAIN
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Maintain/Regain Focus

Discussion
Facilitation Techniques

An effective way to guide a discussion is by using body
language. Facilitators use a variety of body language
techniques to control discussion.

e Emphasize presence through i palms up/palms out,
physical proximity, strong eye contact, stand up, speak,
move toward the group, and strong facial expressions. You
can use these technigues to gain control of the room again
or to focus attention back on yourself.

¢ Diminish presence through i hands down, stand apart from
group, avoid eye contact, sit down, listen, move away from
group, and no expression. Use this when a discussion is
going well and you want to minimize your presence.

EXPLAIN
When the discussion gets off course, use the following
techniques to maintain/regain the focus of the discussion.

e Ask a participant to link the current discussion to the course
purpose.

e Ask a participant who has been talking for a long time to
summarize their point so that it can be captured on the rip-
chart and the discussion can continue.

STATE
DOIS Facilitators should use effective facilitation skills when
presenting material and leading discussions.

ASK
What are some specific facilitation techniques you could use to
stimulate discussion during DOIS training?

Possible responses include, but are not limited to:

e Using body language;
e Directing attention to a rip-chart;

e Asking open-ended questions.

FACILITATOR NOTE

Tell participants a story about something that has happened to
you as a facilitator or share your favorite facilitation technique
with participants.
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Tutorial
Coaching Skills

Active Listening

REFER to slide 10, Effective coaching skills.

STATE
Great! Let's discuss some coaching skills.

STATE
In order to effectively coach others, there are some skills that
you should be proficient at:

Active listening;
Guiding the learning process;
Managing participant's frustrations;

Providing feedback.

STATE
Letds talk about each of t hes

EXPLAIN

Active listening is a key element in effectively communicating
with participants. It means not only hearing but also
interpreting what participants have to say. When actively
listening to participants, you communicate that you:

Are interested in what participants have to say;

Want to make sure that you understand what participants
are saying and feeling.

EXPLAIN
Active listening skills include:

Body language i When listening to someone, it is important
that the bodyds position in
person is saying. If you maintain eye contact, face the
person, and maintain an open posture, then you are
communicating that you are interested in what the
participant has to say.

Paraphrasing/parroting i Paraphrasing is a way of
checking to see if you understand what is being said. To
do this, tell the person what you heard them say and then
give them the opportunity to confirm the message.
Parroting is like paraphrasing except one repeats word-for-
word what the person says as opposed to capturing the
essence.
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EXPLAIN

Parroting is best used when someone is expressing a feeling,
or an idea. Paraphrasing is used when someone is developing
a point. Other techniques include:

¢ Reflective listening/reporting i Reflective listening/reporting
is listening for the feelings behind what is being said and
then identifying those feelings so that the facilitator can
confirm that the interpretation is correct. This is another
way of letting the person know that you understand and are
interested.

ASK
What are some reasons that active listening is important?

Possible responses include, but are not limited to:

e |t makes people feel important when you show that you are

listening;
e ltis easier to understand what the participant is really trying
to convey.
FACILITATOR NOTE Next, participants complete an active listening activity. Please

complete the following steps for the activity.

Ask participants to find a partner.

Ask one participant to talk about any subject for two
minutes, and ask the partner to listen using the active
listening skills just reviewed. While the person is listening,
they are not allowed to talk, but the person may use non-
verbals (e.g. nod their head, smile) to show that they are
listening without talking.

3. After two minutes are up, let participants know that time is
up.

4. Ask the partner to summarize what the other participant
said using paraphrasing/parroting, or reflective listening.

5. Switch. Ask the other participant to speak for two minutes,
and the former participant to practice active listening.

6. After two minutes, let participants know that time is up.

7. Ask the partner to summarize what the participant said
using paraphrasing/parroting, or reflective listening.

March 2001 FINAL Page 3- 10



OIS

DELIVERY OPERATIONS
INFORMATION SYSTEM

United States Postal Service

DOIS for Facilitators
Facilitator Guide

Activity
Active Listening

Activity Debrief

STATE

We are going to complete an active listening activity. You will
work with a partner. One person speaks for two minutes on a
subject of their choice while the other person listens using the
active listening skills we just reviewed. The person who is
listening cannot talk for those two minutes. This includes
saying | understand, | agree, uh huh, or any other non-words.
You are only listening.

STATE

When the two minutes are up, the partner who listened
summarizes what the person said using active listening
techniques. Then you switch. One partner now talks for two
minutes, and the other partner practices active listening and
then summarizes.

ASK
What questions do you have about the activity before we
begin?

STATE
Great! Feel free to begin.

ASK
How was active listening different from how you normally
listen?

Possible responses include, but are not limited to:
e | noticed | was really working hard at listening to everything

that was being said.

e | was watching the person who was speaking and
observing body language as well as what was being said.

e | realized how difficult it was not to talk.

ASK
What did you find easy/hard about this activity?

Possible responses include, but are not limited to:
e |t was easy to summarize what was said because | was

paying a lot of attention to the speaker.

e It was hard not to speak while the other person was
speaking.

e |t was hard to listen without giving verbal feedback.
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Guiding the Learning
Process

It was hard to talk for two minutes.

STATE

As facilitators, we are used to being direct in sharing
information and advising participants. However, when you are
coaching, you should use methods that promote problem
solving. To promote these skills, facilitators use more indirect
methods of teaching.

EXPLAIN
One indirect method is asking leading questions. There are
four types of leading questions.

Probing questions i Probing questions are used to help
participants become aware of a strategy or thought process
they went through and their reason for doing so. In other
words, it is a tool for reflection. You can motivate
participants to think through their own thought processes.
This is usually accomplished by asking them how they
made key decisions.

Guiding questions i Other questions might guide
participants in the right direction. These include questions
such as: What resources did you use?, What did you learn
from them?, or What other resources might be helpful?.

Challenging questions i Challenging questions are used to
force participants to re-examine a concept they have used,
a decision they have made, or a strategy they are using.
You can assist participants in recognizing errors in their
work by asking them to walkthrough the thought process
they went through or the strategies they used. Challenge
them by questioning the reason for their decision and the
effect of their decision. Additionally, a series of challenging
guestions should lead participants to a new understanding
or direction.

What if questions i What if questions are great for
encouraging participants to take what they have learned in
one situation and transfer it to another. They also help
participants see the effect of changing variables. The goal
of using this type of questioning is to help participants gain
a deeper understanding of the concepts they learned.
Additionally, it helps them in their ability to generalize the
concepts.

ASK
What questions do you have about questioning techniques?
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Managing Participant
Frustrations

Feedback Approach

Knowing Where to Find
Information

STATE

The learn-by-doing approach may be new for participants.
They may not be used to actively seeking the information and
direction they need to accomplish the goal. Therefore, this
approach brings with it some degree of frustration. One of the
factors that frustrates participants is perceived ambiguity.

STATE

Often participants do not fully understand the subtleties of the
learn-by-doing approach and experience a certain degree of
ambiguity moving forward. Many participants find this
vagueness frustrating.

STATE

One of the ways to work with ambiguity is to use the Slow
Down to Hurry Up approach. Slow down and take time at the
beginning of activities to make sure that participants
understand their objective and how to get started. Explain the
purpose of the activity and then the immediate instructions for
participants to get started. Ask participants if they have any
questions before beginning an activity. Then, when you think
that participants have a good understanding of an activity you
can hurry up.

EXPLAIN

Another potentially frustrating characteristic of this approach is
related to feedback. Participants are used to being told directly
whether or not they are on the right track and/or if their
answers are correct. In the learn-by-doing approach, the
feedback they receive is not generally direct (the goal is to
guide them so that they can evaluate themselves).

ASK
What are some questions that you can ask to encourage
participants to evaluate themselves?

Possible responses include, but are not limited to:

e What are some things that you did well/could improve
upon?

e What did you find difficult? How did you handle that?

EXPLAIN

It takes participants some time to explore resources
sufficiently; to know how and where to access the information
they need. Because they may be used to getting answers fast,
they may feel impeded and therefore frustrated. The following
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points are strategies to deal with participant frustrations:

Set expectations i One of the most effective ways to deal
with participantsodo frustrat
When giving an overview of the course and the approach,
highlight the fact that participants may get frustrated. In
fact, it is typical that participants do get frustrated using this
new approach. Also let them know that, to a certain extent,
their frustration serves as a motivator to move them closer
to their goals.

Emphasize the process goals as well as the content goals
i One way to minimize the frustration related to the
learning process is to emphasize the importance of
achieving the goals related to the tasks at hand.
Participants should understand that one of the reasons for
using the learn-by-doing approach is that it strengthens
their problem solving skills.

Monitor participaObsengether ust
frustration levels of participants. A certain degree of
frustration is expected; however, intervene when frustration
begins to interfere with a

Use appropriate interventions i Use your judgment as to
what can be considered an appropriate intervention.

Confer with the other facilitators. Throughout the classes,
facilitatorsmay deci de to interven:t
progress immediately. At other times, participants should
continue in the wrong direction in order to realize their
mistakes themselves or realize the consequences of the
mistakes.

Remind i Finally, periodically remind participants that a
certain degree of frustration is expected. At the end of the
course, revisit the frustration that they were experiencing at
the beginning and discuss it.

ASK
What questions do you have about managing participant
frustrations?

ASK
What are some specific actions that DOIS Facilitators could
take to implement each of the following strategies?

Set expectations?

Answer: Explain to participants at the beginning of the
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Providing Feedback

class that they may experience frustration during the
business simulation activities. For example, participants
may be frustrated because there is no right answer for
scenarios on how to pivot routes. Participants should take
their postal knowledge and make the best decision
possible.

Emphasize the process goals as well as the content goals?

Answer: Remind participants that they should learn how to
complete the activity correctly. Whether or not they find the
correct answer is not as relevant. For example, the point of
an activity is not to see how fast you can create a pivot plan
but rather that you followed all the correct steps to create
the pivot plan.

Monitor participantso6 frust

Answer: Be aware of how each participant is doing. If a
participant appears extremely frustrated, offer assistance.

Use appropriate interventions?

Answer: Hold a short discussion and allow participants to
share their frustrations with one another in a constructive
manner.

Remind?
Answer: If a DOIS Facilitator notices a degree of frustration

throughout the class, remind patrticipants that frustration is
normal.

STATE
Feedback is a powerful tool to guide learning. Effective
feedback should be:

Guiding i Give feedback that helps guide participants to
find answers to their own questions.

Given with care and attention i Be a good listener. Be
aware of a participantds ve
Do not answer and simply walk away. Continue to observe
the participant and ask questions.

Well-timed T The most useful feedback is given at point of
need when participants are receptive to it, and when the
task is fresh in their mind.
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Summary

¢ Non-judgmental i Feedback should not judge or criticize
the participant. It should provide an objective description of
facts or observations about how participants can improve
their skills.

e Correct and verifiable T A provider of feedback should
check for facts with the participant.

e Opentonewideasi You should be prepared to accept
new ideas or ways of doing things. Consider the
participant 6s a pgiptheircideds. Yoerf o
feedback should encourage others to use new ideas.

¢ Flexible i Remember, there is no one right answer for
everything. It is up to facilitators to provide participants with
feedback on their work by relating consequences and
concerns associated with their solution.

ASK
What questions do you have about providing feedback?

ASK
What are some examples of when you gave or received good
feedback?

REFER to page 3-1, Section 3.1, in the DTMG.

STATE
We covered a lot of information about facilitation and coaching
skills in this topic.

EXPLAIN
In this topic, we covered:
e Facilitation Skills;
— Managing participants;
— Leading discussions and debriefs;
e Coaching SkKills;
— Active listening;
— Guiding the learning process;
— Managing participant frustrations;

— Providing feedback.

EXPLAIN
The following list includes additional hints to use when
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delivering successful training courses. Facilitation hints
include:

Ask open-ended guestions to stimulate discussion;
Ask questions to the group, not to individuals;
Build self-esteem by calling participants by name;
Stifle private, side conversations immediately;

Doné6ét talk down to or argue

EXPLAIN
Some coaching hints include:

Encourage participants to explore in order to find answers
to their questions;

Expect some participant fru

Monitor frustration i Allow people to make mistakes, but
you do not want to lose participants;

Provide guidance rather than direction;

As k, AiWhat r esoursceoe sf aghravce iyr
participants®dé questions;

Remember the goal (of an activity or the course).

STATE
Next, we complete a business simulation coaching activity.

END OF ACTIVITY 3.2.

CONTINUE to Module 3 Debrief.
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Debrief

What Did You Learn?

Discussion

STATE

In Module 3, we covered facilitation and coaching skills. In this
debrief you complete a self-assessment of your facilitation and
coaching skills.

STATE

| am going to ask you a few questions, please think about your
answers before responding. We are going to discuss these
guestions aloud.

ASK
When you came to this course, how skilled were you in
coaching and facilitation?

Possible responses include, but are not limited to:

e | felt comfortable giving presentations, but | have never
taught training.

e | needed practice phrasing questions correctly.

FACILITATOR NOTE

LIST participant responses to the next question on the Lessons
Learned Rip-chart.

POST the rip-chart on a wall in the training room.

ASK
What have you learned about coaching and facilitating up to
this point in the course?

Possible responses include, but are not limited to:

e Thatitis OK for participants to have some level of
frustration.

e How to encourage participants to contribute to a discussion
or debrief.

FACILITATOR NOTE

LIST participant responses to the next question on the Skills to
Build Rip-chart.
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POST the rip-chart on a wall in the training room.

ASK
What specific skills would you like to improve upon during this
course?

Possible responses include, but are not limited to:

e How to ask open-ended questions;
e How to provide effective feedback;

e How to be an active listener.

Summary STATE
We covered many different facilitation and coaching techniques
in this module. Next, we complete a Facilitation Lab during
which you can practice some of these skills.
END OF MODULE 3 DEBRIEF.
CONTINUE to Module 4.
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MODULE 47 Team Facilitation Lab

Module Title Team Facilitation Lab

Duration Approximately 2 hours 30 minutes.

Description Participants act as DOIS Facilitators to practice delivering
material from one of the DOIS training courses. This module
contains the first of three Facilitation Labs that participants
complete. This first Facilitation Lab focuses on getting
participants to practice using presentation skills. Participants
should feel more comfortable presenting to an audience after
completing this activity.

Module Activities Topic 4.1: Instructions for Completing the Team

Facilitation Lab
Activity 4.2:  Team Facilitation Lab

Target Skills Upon completion of this module, participants will be able to:

e Discuss the purpose, proced
role in the Facilitation Lab;

e Demonstrate proficiency and comfort in their delivery of
DOIS training materials;

e Demonstrate effective presentation skills, including strong
vocal and physical characteristics.

FACILITATOR NOTE For s activity, prepare th

t hi
and ANo Ti me Remainingo.

You should also photocopy the appropriate number of Module
4 Feedback forms, which may be found in the back of this
Facilitator Guide.
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Topic 4.1

Target Skills

Instructions for Completing the Team Facilitation Lab
Upon completion of this activity, participants will be able to:

e Discuss the purpose, proced
role in the Facilitation Lab.

FACILITATOR NOTE

This Facilitation Lab occurs over the course of two days. It
begins on the afternoon of Day One. You should plan to spend
about 15 minutes to explain the instructions for this activity,
then assign presentation topics to each participant. Give
participants the rest of the afternoon on Day One to read
through the material and plan their presentations. Remind
participants that this activity is intended to help them learn how
to work together to present the individual topics as one topic.

On the afternoon of Day One, two pairs of participants have the
opportunity to make their presentations. The additional six
pairs should present on the morning of Day Two.

Introduction
Facilitation Labs

Introduction
Team Facilitation Lab

STATE

The next three modules include activities that allow you to
practice facilitating training courses as if you are actually in the
training room. During this course, we call these activities,
Facilitation Labs. These benefit you because you experience
what it is like to facilitate DOIS training in a realistic setting,
using actual supplies and materials. These Facilitation Labs
should provide you with a risk-free environment in which you
can practice developing presentation, facilitation, and coaching
techniques. These activities are your opportunity to become
comfortable using these techniques.

STATE

The focus of this first Facilitation Lab is to help you feel more
comfortable speaking to an audience. To accomplish this, you
work with another participant to facilitate a module from one of
the DOIS training courses to practice using and developing
your presentation skills. You should use this activity to practice
working with another DOIS Facilitator to present a common
topic.

STATE
Throughout the Facilitation Labs, it is important to remember
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Information

Roles in the Facilitation Lab

what is expected of you. In this Team Facilitation Lab, your
focus should be on becoming comfortable presenting to a
group. You should not worry about presenting all of the
material you are assigned. Though you should not ignore the
content of your presentation, it is more important for you to
develop your presentation skills than to cover all of the
material.

STATE

We begin this activity today and we finish the Facilitation Lab
tomorrow morning. | am going to explain the activity and its
procedures. After that, you have the rest of the afternoon to
plan your presentation, review the presentation techniques you
are going to use, and become familiar with the content of your
assigned topic.

STATE
| am now going to explain the activity. We cover:

e Yourroles;
e Procedures for the Facilitation Lab;
e The feedback process;

e Supplies available.

EXPLAIN
Each participant plays three different roles during the
Facilitation Lab. These roles include:

e DOIS Facilitators T The participants who are going to
facilitate/present the training course material are referred to
as DOIS Facilitators.

e DOIS End Users i The remaining participants during a
presentation act as DOIS End Users. They are expected to
be active participants who pay attention and involve
themselves in the Facilitation Lab activities and
discussions.

e Feedback providers i Participants also provide one another
with feedback during the Facilitation Lab.

FACILITATOR NOTE

This activity requires that two instructors are present in the
training room.

Throughout Modules 4, 5, and 6, the DOIS for Facilitators
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course facilitator is referred to as the instructor. This helps you
to differentiate between your role and the facilitator role
participants are learning in this course. Therefore, the words,
DOIS Facilitator, are used in these next modules to refer to
course participants who are learning to become the facilitators
of future DOIS training courses.

Procedures

STATE

The Facilitation Lab in this module helps you become
comfortable presenting to an audience. You act as DOIS
Facilitators and present an assigned topic from one of the
DOIS training courses.

STATE

You present in teams of two to give you more support during
this first Facilitation Lab. Once the first team begins
presenting, the rest of the class acts as DOIS training
participants or feedback providers. In addition, at some point,
all participants in the audience complete feedback forms that
evaluate the presentation given by the pair.

STATE

There are one-on-one feedback sessions between one of the
instructors and the DOIS Facilitator team after that team has
presented. Meanwhile, the next DOIS Facilitator team begins
presenting. The feedback process continues throughout the
Facilitation Lab.

STATE
We complete this activity after | explain the instructions for the
entire Facilitation Lab.

1. lam going to divide the class into teams of two participants
each.

2. Using the topics from a DOIS training course, | will assigh a
presentation topic to each pair. Each of these topics is 15
minutes in length.

3. During your preparation time, you should divide your
assigned topic into two sections. Each of you, as a DOIS
Facilitator, presents for approximately seven minutes. One
participant presents at a time, however, you should help
each other deliver the training material. (For example, one
participant can use the PC or write on the rip-chart while
the other participant presents.)

4. While you prepare, | am going to hand out feedback forms
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Feedback Process

to the entire class. You rotate the role of completing these
forms. We are going to discuss these forms in more detail
after | finish explaining the instructions for this activity.

5. When the Facilitation Lab begins, the first DOIS Facilitator
team presents their assigned training material.

6. After six minutes, | will hold up a One Minute Remaining
sign indicating that the presenter has one minute left to
finish presenting their section.

7. When the seven-minute time limit has passed, | hold up a
No Time Remaining sign indicating that no time is left.

8. Then the next participant in that DOIS Facilitator team
begins their seven-minute presentation.

9. After six minutes, | will hold up a One Minute Remaining
sign indicating that the presenter has one minute left to
finish presenting their section.

10. When the seven-minute time limit has passed, | hold up a
No Time Remaining sign indicating that no time is left.

11. After the first presentation, | conduct a one-on-one
feedback session with the first DOIS Facilitator team. This
session takes place outside the training room.

12. While | conduct this feedback session, the other instructor
continues the activity in the training room with the next
DOIS Facilitator team beginning its presentation.

13. When the second DOIS Facilitator team finishes
presenting, the second instructor provides one-on-one
feedback to the DOIS Facilitator pair that has just finished
presenting.

14. These procedures are repeated until each DOIS Facilitator
team has presented their assigned section of the
Facilitation Lab.

EXPLAIN

The rotating schedule ensures that someone is always
presenting in front of the class while another group receives
feedback.

EXPLAIN

Feedback for this activity occurs in two different ways, through
feedback forms and in a one-on-one feedback session. The
following procedures outline the feedback process for
participants.
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e Feedback forms

1. During the presentations, four or five class participants
complete feedback forms that evaluate the DOIS
Facilitator teams. The instructor should rotate this
feedback role, so that all participants complete
evaluations of different DOIS Facilitator teams.

2. The feedback forms ask the participant to evaluate the
DOI'S Facilitatorés use of

3. The instructor collects these forms from participants
after each presentation. They are used during the one-
on-one feedback session.

e One-on-one feedback session

1. After a pair of DOIS Facilitators presents, one of the
instructors collects the four or five feedback forms.

2. Then, the instructor takes the presenters outside the
training room to discuss individual learning points
based on instructor feedback and the feedback forms
that the course participants completed.

3. The DOIS Facilitators begin the session by verbally
assessing what they think they did well and how they
think they can improve.

4. Next, the instructor and the DOIS Facilitators discuss
the feedback forms.

5. The instructor should cover the strengths exhibited by
the DOIS Facilitators, as well as their areas of
development.

ASK
What questions do you have about the procedures and
feedback process for this Facilitation Lab?

FACILITATOR NOTE In order to allow each facilitator to give and receive feedback,
plan ahead of time who is giving feedback to each DOIS
Facilitator Team.

e The DOIS Facilitator team should not be giving
feedback to the group that presents immediately after
them because they will be out of the room receiving
feedback from instructors at that time.

e Four participants need to give each DOIS Facilitator
Team feedback.
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Inform participants who they are evaluating during the
preparation time for this activity

Supplies for the Facilitation EXPLAIN
Lab During the Facilitation Lab, DOIS Facilitators have access to:

e An LCD for PowerPoint presentations and DOIS projection
on the screen;

e A computer to demonstrate DOIS and run the PowerPoint
presentation;

¢ Rip-charts to document and guide discussions;
e The appropriate DOIS training course Facilitator Guide;
e The DTMG.

FACILITATOR NOTE POST the Characteristics of Effective Speakers Rip-chart from
Module 2 in the front of the room.

STATE

Remember that the focus of this Facilitation Lab is to become
comfortable presenting to an audience. Therefore, you should
try to use the presentation skills we discussed in Module 2,
listed on the Characteristics of Effective Speakers Rip-chart.

Discussion ASK
Who would like to summarize the format of this Facilitation
Lab?

Possible responses include:

e The focus of the Facilitation Lab is to practice speaking in
front of an audience.

e The presentations in this activity are given in pairs so that
participants can help each other feel more confident
presenting to an audience.

e Participants have several minutes to prepare for their
presentations. During this time, the pairs of participants
decide how to divide their topic into two seven-minute
sections.

e There are one-on-one feedback sessions between the
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Summary

participants and the instructor after each pair presents their
material.

STATE

In this topic, we were introduced to the Facilitation Lab. You
received specific information about how the Facilitation Lab is
administered. The next activity allows you to practice
delivering training in a realistic setting.

REFER to slide 11, Team Facilitation Lab.

ASK
What questions do you have before you begin preparing?

STATE
Now, | am going to divide you into teams of two and assign you
a DOIS training topic to present in the activity.

FACILITATOR NOTE

You should use the following list of DOIS training topics to
assign each team of two participants a presentation topic.

Remind participants that the focus of this activity is to practice
using presentation skills, not to present all of their assigned
material.

The following topics are taken from the left margin of the
facilitator guides for the DOIS for Site Activators and DOIS for
End Users courses. These are simply guidelines for assigning
material to teams.

e Presentation One:
DOIS for Site Activators T Topic 1.1

¢ Presentation Two:
DOIS for Site Activators T Topic 1.2 T Introduction up to
Discussion, Deployment Preparation and Organization

¢ Presentation Three:
DOIS for Site Activators T Topic 1.2 T Discussion,
Deployment Preparation and Organization up to Best
Business Practice Review

e Presentation Four:
DOIS for Site Activators i Topic 1.2 i Best Business
Practice Review up to Site Support

e Presentation Five:
DOIS for Site Activators 1 Topic 1.2 1 Site Support up to
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Activity, Troubleshooting Problems

e Presentation Six
DOIS for Site Activators i Topic 1.2 7 Activity,
Troubleshooting Problems through the end of Topic 1.2 (In
the Troubleshooting Problems activity, DOIS Facilitators
should give groups five minutes instead of 15 minutes to
complete step two and do the same to complete step six.)

e Presentation Seven:
DOIS for End Users i Topic 4.2 1 Introduction up to DOIS
Overview

e Presentation Eight:
DOIS for End Users i Topic 4.2 1 DOIS Overview through
the end of Topic 4.2

STATE

Now that you are in teams of two and know which material you
are presenting, you may begin to plan your presentations. If
you have any questions, try to work with one another to answer
them. If that is not helpful, then | am available to answer your
guestions. You have 15 minutes of preparation time tomorrow
morning before the Facilitation Lab begins. That time can be
used to clarify any questions you may still have and to make
sure that your team is ready to present your material.

END OF TOPIC 4.1.

CONTINUE to Activity 4.2.
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Activity 4.2

Target Skills

Team Facilitation Lab

Upon completion of this module, participants will be able to:

e Demonstrate proficiency and comfort in their delivery of
DOIS training materials;

e Demonstrate effective presentation skills, including strong
vocal and physical characteristics.

Introduction

STATE

Remember that in this topic, you practice delivering DOIS
training material in the context of a Facilitation Lab. This is
your opportunity to practice the course in a risk-free
environment in order to become comfortable with presenting.

STATE

Also remember that you should focus more on developing your
presentation skills than on presenting all the material for your
assigned topic.

STATE
Letés quickly go over the ins
we all understand the activity.

1. You have 15 minutes of preparation time. During this time,
you should make sure that you and your teammate are
prepared to present your DOIS training material. Each of
you, as a DOIS Facilitator, presents for approximately
seven minutes. One participant presents at a time.
However, you should help your teammate feel more
comfortable delivering the training material.

2. While you prepare, | am going to hand out feedback forms
to the entire class. You rotate the role of completing these
forms.

3. When the Facilitation Lab begins, the first DOIS Facilitator
team presents their assigned material.

4, After six minutes, | will hold up a One Minute Remaining
sign indicating that the presenter has one minute left to
finish presenting their section.

5. When the seven-minute time limit has passed, | hold up a
No Time Remaining sign indicating that no time is left.

6. Then the next participant in that DOIS Facilitator team
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begins their seven-minute presentation.

7. After six minutes, | will hold up a One Minute Remaining
sign indicating that the presenter has one minute left to
finish presenting their section.

8. When the seven-minute time limit has passed, | hold up a
No Time Remaining sign indicating that no time is left.

9. After this first presentation, | conduct a one-on-one
feedback session with the first DOIS Facilitator team. This
session takes place outside the training room.

10. While | conduct this feedback session, the other instructor
continues the activity in the training room, with the next
DOIS Facilitator team beginning their presentation.

11. When the second DOIS Facilitator team finishes
presenting, the second instructor provides one-on-one
feedback to the team that just finished presenting.

12. These procedures are repeated until each DOIS Facilitator
team has presented their assigned section of the
Facilitation Lab.

STATE

You now have 15 minutes to complete any final preparation for
your presentation. While you prepare, | am assigning each of
you a presentation during which you complete a feedback
form. This form evaluates the DOIS Facilitator who is
presenting.

REFER to page B-12, Topic 4.1 Instructions for Completing the
Team Facilitation Lab, in the DTMG.

STATE

You can review the information about this facilitation lab in the
appendix of your DTMG. It may be helpful for you to read
through this information so that you have a good understanding
of the instructions and format for this facilitation lab.

FACILITATOR NOTE

During these 15 minutes, assign participants with the
presentations for which they complete feedback forms.

Remind participants who are providing feedback that they do
not work as a group. The feedback forms should be completed
independently.

STATE
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Now, the first DOIS Facilitator pair begins the Facilitation Lab.

FACILITATOR NOTE

Participants complete the Facilitation Lab.

Summary STATE
Good job!
STATE
You practiced delivering a section of DOIS training. You also
received feedback on your strengths and areas for
development. You should try to incorporate the areas of
development into the presentations you give in the next set of
Facilitation Labs. Next, we complete an Individual Facilitation
Lab.
END OF ACTIVITY 4.2.
CONTINUE to Module 5.
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MODULE 517 Individual Facilitation Lab

Module Title Individual Facilitation Lab
Duration Approximately 3 hours 15 minutes.
Description DOIS Facilitators practice delivering another section of DOIS

training material. The focus of this Facilitation Lab is for
participants to practice using facilitation and coaching skills in a
simulated training environment. In this activity, participants
present training material by themselves, in the previous activity
they worked in pairs.

Module Activities Topic 5.1: Instructions for Completing the Individual
Facilitation Lab

Activity 5.2:  Individual Facilitation Lab

Target Skills Upon completion of this module, participants will be able to:

e Discuss the purpose, proced
role in the Facilitation Lab;

e Demonstrate proficiency and comfort in the delivery of
DOIS training materials;

o Demonstrate effective facilitation skills which include
managing class participants and leading
discussions/debriefs;

e Demonstrate effective coaching skills which include active
listening, guiding the learning process, managing
participant frustrations, and providing feedback;

e Demonstrate effective presentation skills, including strong
vocal and physical characteristics;

o Identify strengths and/or areas for development in
presentation, facilitation, and coaching skills upon which
they would like to focus.

FACILITATOR NOTE For this activity, prepare th
and ANo Ti me Remainingo.

You should also photocopy the appropriate number of Module
5 Feedback forms, which may be found in the back of this
Facilitator Guide.

March 2001 FINAL Page5-1



OIS

S -
DR O ERATONS DOIS for Facilitators
United States Postal Service Facilitator Guide
Topic 5.1 Instructions for Completing the Individual Facilitation Lab
Target Skills Upon completion of this module, participants will be able to:
e Discuss the purpose, proced

role in the Facilitation Lab.

Introduction STATE
This Facilitation Lab follows the same format as the Module
Four Facilitation Lab. The focus of this Facilitation Lab is for
you to practice using facilitation and coaching skills when you
deliver DOIS training.

STATE

This Facilitation Lab is different from the one we just
completed. In Module 4, you were asked to focus your
presentations on the use of presentation skills while presenting
in pairs. That presentation was intended to help you feel more
comfortable speaking to an audience.

STATE

In this Facilitation Lab, you are going to present on your own.
You are expected to focus on incorporating facilitation and
coaching techniques into your delivery of the training material.
You are going to find these additional skills helpful when you
conduct an actual DOIS training course.

Information STATE
Now, | am going to explain the Facilitation Lab and its
procedures. We covered similar material in Module 4, but |
think it is helpful to remind ourselves of the following:
e Yourroles;
e Procedures for the Facilitation Lab;
e The feedback process;

e Supplies available.

Roles in the Facilitation Lab ~ EXPLAIN
Just as in Module Four, you play three different roles during
this Facilitation Lab.

ASK
Who can remind us of the three different roles you play during
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this activity?
Possible responses include, but are not limited to:

e DOIS Facilitators T The participants who are going to
facilitate/present the training course material are referred to
as DOIS Facilitators.

e DOIS End Users i The remaining participants during a
presentation act as DOIS End Users. They are expected to
be active participants who pay attention and involve
themselves in the Facilitation Lab activities and
discussions.

e Feedback providers i Participants will also provide one
another with feedback during and after the Facilitation Lab.

FACILITATOR NOTE

Two instructors must be present for the Facilitation Lab.

Procedures

EXPLAIN

This module focuses on the de
facilitation and coaching skills. Participants in the role of DOIS
Facilitators present an assigned DOIS training topic. In this
Facilitation Lab, DOIS Facilitators prepare to present entirely

on their own. They have approximately 10 minutes to present
their topic.

EXPLAIN

During the presentations, the participants act as DOIS End
Users. In addition, participants in the audience complete
feedback forms that evaluate
presentation.

EXPLAIN

Following each presentation, one instructor provides the DOIS
Facilitator who just presented with one-on-one feedback. This
one-on-one session occurs outside the training room while the
second instructor continues the Facilitation Lab with the
remaining participants. This rotating format continues until all
participants have presented their assigned DOIS training
material.

FACILITATOR NOTE

You are only explaining this set of instructions. They are
included in this topic so that participants understand the entire
Facilitation Lab and know what to expect from it. These steps
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are completed in Activity 5.2, the actual Facilitation Lab.

STATE

The following is a list of instructions for this Facilitation Lab. In
this topic we review the first set of steps to prepare for the
activity in Activity 5.2.

1. lam going to begin by assigning each of you a topic from
the DOIS training course. Each of these topics can be
presented in ten minutes.

2. Then, you have some time to prepare your presentations.
During this preparation time, you should familiarize
yourselves with the content of the topic. In addition, you
should remember the facilitation and coaching skills
discussed on Day One. Your presentations should
demonstrate these skills. You should use the DTMG as a
resource to help you prepare.

3. Asyou are preparing, | am going to hand out the feedback
forms used to evaluate the presentations of other DOIS
Facilitators. This feedback process is conducted the way it
was in Module 4.

4. After the preparation time is over, the first DOIS Facilitator
begins the activity by presenting their assigned training
material. Each of you has 10 minutes to present.

5. When the Facilitation Lab begins, the first DOIS Facilitator
team presents their assigned material.

6. After nine minutes, | hold up a One Minute Remaining sign
indicating that the presenter has one minute left to finish
presenting their section.

7. When the 10-minute time limit has passed, | hold up a No
Time Remaining sign indicating that no time is left.

8. When the DOIS Facilitator is finished, | collect the feedback
forms from the participants who filled these out for this
particular DOIS Facilitator.

9. Then, | conduct a one-on-one feedback session with the
DOIS Facilitator who just presented outside the training
room. We discuss the feedback forms, the DOIS
Facilitat or 6ftheiripmegentation,sandong s
feedback on strengths and areas for development.

10. While | conduct a feedback session with the DOIS
Facilitator who just presented, the other instructor
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continues the activity according to the same format.

11. These procedures are repeated until all of you have an
opportunity to present.

12. At the end of this module, there is a debrief to help
participants reflect on the Facilitation Labs. The debrief is
discussed in more detail later in this module.

Supplies for the Facilitation ASK
Lab Based on the Facilitation Lab we did earlier, what five supplies
do you have access to during this Facilitation Lab?

Answers should include:
e An LCD for PowerPoint presentations and DOIS projection

on the screen;

e A computer to demonstrate DOIS and run the PowerPoint
presentation;

¢ Rip-charts to document and guide discussions;
e The appropriate DOIS training course Facilitator Guide;
e The DTMG.

Summary ASK
Who would like to summarize the difference between this
Facilitation Lab and the one we completed in Module 4?

Possible answers include, but are not limited to:

¢ In this module, participants present on their own instead of
in pairs.

e Participants should focus on both presentation and
facilitation skills in this Facilitation Lab.

STATE

In this topic, we discussed the Facilitation Lab for Module 5.
The focus of this activity is to practice using facilitation and
coaching skills while also demonstrating the effective
presentation skills we have practiced. This Facilitation Lab
should help you incorporate those presentation skills with
additional techniques.

REFER to slide 12, Individual Facilitation Lab.

ASK
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What questions do you have before we begin?

STATE

Letds complete the Facilitati
END OF TOPIC 5.1.

CONTINUE to Activity 5.2.
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Activity 5.2

Target Skills

Individual Facilitation Lab

Upon completion of this module, participants will be able to:

e Demonstrate proficiency and comfort in their delivery of
DOIS training materials;

e Demonstrate effective facilitation skills which include
managing class participants and leading
discussions/debriefs;

e Demonstrate effective coaching skills which include active
listening, guiding the learning process, managing
participant frustrations, and providing feedback;

e Discuss effective presentation skills, including strong vocal
and physical characteristics.

Introduction

STATE

In this topic, you practice delivering DOIS training material in a
risk-free environment in order to become comfortable using
facilitation and coaching skills. Unlike the Facilitation Lab from
Module 4, you present individually in this activity instead of in
pairs.

STATE

| am now going to assign each of you the topics for your
presentations. Remember that you have 10 minutes to present
the material.

STATE

After each of you has received a presentation topic, you have
some time to prepare. While you prepare, | am also assigning
each of you a presentation during which you complete a
feedback form. This form evaluates the DOIS Facilitator who is
presenting.

REFER to B-18, Topic 5.1 Instructions for Completing the
Individual Facilitation Lab, in the DTMG.

STATE

You can review the information about this facilitation lab in the
appendix of your DTMG. It may be helpful for you to read
through this information so that you have a good understanding
of the instructions and format for this facilitation lab.
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FACILITATOR NOTE

First, use the list of topics from the DOIS for Managers course
to assign each participant a presentation topic.

Note: Some of the presentations include CBT activities. DOIS
Facilitators should only conduct these CBT activities for five
minutes, rather than the time specified in the DOIS for
Managers facilitator guide.

Presentation One:
Topic 2.1

Presentation Two:
Topic 2.2 1 Introduction up to Activity One, DOIS for End
Users CBT

Presentation Three:
Topic 2.2 7 Activity One, DOIS for End Users CBT up to
Activity Two, DOIS for End Users CBT

Presentation Four:
Topic 2.2 1 Activity Two, DOIS for End Users CBT up to
OTDL Status

Presentation Five:
Topic 2.2 7 OTDL Status up to Activity Three, DOIS for End
Users CBT

Presentation Six:
Topic 2.2 1 Activity Three, DOIS for End Users CBT
through the end of Topic 2.2

Presentation Seven:
Topic 2.3 1 Introduction up to Individual Weekly
Performance Report

Presentation Eight:
Topic 2.3 1 Individual Weekly Performance Report up to
Unit Daily Performance Report

Presentation Nine:
Topic 2.3 1 Unit Daily Performance Report up to Overtime
Worksheet

Presentation Ten:

Topic 2.3 1 Overtime Worksheet through the end of Topic
2.3 (pick three report or forms to discuss from the
alphabetical list)

Presentation Eleven:
Topic 3.17 Introduction up to Walkthrough, Route
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Inspections and Adjustments Workbench

e Presentation Twelve:
Topic 3.1 17 Walkthrough, Route Inspections and
Adjustments Workbench up to Data Transfer

e Presentation Thirteen:
Topic 3.1 1 Data Transfer up to Discussion, Minor
Adjustment

e Presentation Fourteen:
Topic 3.1 1 Discussion, Minor Adjustment through the end
of Topic 3.1

e Presentation Fifteen:
Topic 3.2 1 Introduction up to 1840-Summary of Count and
Inspection

e Presentation Sixteen:
Topic 3.2 1 1840-Summary of Count and Inspection
through the end of Topic 3.2 (explain all reports and forms
on the alphabetical list)

Then, give participants some time to prepare.

During this preparation time, it is also necessary to organize
the feedback process. Use the following information to do this.

e First, assign participants with the presentations during
which they complete feedback forms.

e Five participants individually fill out feedback forms for each
presentation.

There should be a different set of five participants who fill out
these forms for each DOIS Facilitator. However, participants
are going to fill out forms for more than one DOIS Facilitator.

You should plan who is going to complete the feedback forms
for each presentation as you assign topics to participants. Do
not assign participants to give feedback to the next DOIS
Facilitator. Remember that the DOIS Facilitator will be out of
the room receiving feedback from the instructor.

STATE
Now, the first DOIS Facilitator begins the Facilitation Lab.

FACILITATOR NOTE Participants complete the Facilitation Lab.

March 2001 FINAL Page 5-9



OIS

DELIVERY OPERATIONS
INFORMATION SYSTEM

United States Postal Service

DOIS for Facilitators
Facilitator Guide

Summary

STATE
Excellent! Thank you all.

STATE

You practiced delivering another section of DOIS training. You
also received personal feedback on your strengths and areas
of development. We are now going to reflect on our
performance during these Facilitation Labs in a group debrief.

END OF ACTIVITY 5.2.

CONTINUE to Module 5 Debrief.
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Debrief

Target Skills

What Did you Learn?
Upon completion of this module, participants will be able to:
¢ Identify strengths and/or areas for development in

presentation, facilitation, and coaching skills upon which
they would like to focus.

Introduction

Activity

Summary

STATE

This activity allows you to identify specific presentation,
facilitation, and coaching skills you want to improve or which
you feel are important during the Facilitation Lab.

STATE
We are going to use the following format to conduct this
debrief.

1. Everyone should pull their chairs into the center of the room
and sit in a circle.

Give a nerf ball to one of the participants.

When you have the nerf ball, you are going to identify the
following:

e one thing you think you did well during your
presentation;

e one thing you would like to improve (this can be an area
for development or a skill on which you are focusing,
such as eye contact, speaking to groups, or projecting
your voice);

e one specific way you can develop that skKill.

4. After you are done, throw the nerf ball to another
participant.

5. We are going to repeat steps #3 and #4 until each
participant has contributed to the discussion.

STATE

You should be aware of your strengths and areas for
development in order to improve your facilitation, coaching,
and presentation skills. This awareness and the effort you
make to improve help you become better DOIS Facilitators.
This debrief enables you to identify skills you want to improve
and steps you can take to improve them.
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END OF MODULE 5 DEBRIEF.

CONTINUE to Module 6.
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MODULE 6 i Group Facilitation Lab

Module Title Group Facilitation Lab
Duration Approximately 7 hours 15 minutes.
Description Participants work together as DOIS Facilitators to coordinate

the facilitation of one entire training module. Each participant
has 15 minutes to present a section of the module.

Module Activities Topic 6.1: Instructions and Planning Session
Topic 6.2: Group Facilitation Lab
Activity 6.3:  Group Facilitation Lab Feedback Session
Target Skills Upon completion of this module, participants will be able to:
e Discuss the purpose, procedures, and the DOIS

Facilitatordos role in the F

e Understand the preparation that needs to be completed
prior to the delivery of training courses;

e Demonstrate effective presentation skills, including strong
vocal and physical characteristics;

o Demonstrate effective facilitation skills which include
managing class participants and leading
discussions/debriefs;

e Demonstrate effective coaching skills which include active
listening, guiding the learning process, managing
participant frustrations, and providing feedback;

e Discuss trouble-shooting techniques;

e Describe the importance of focusing on other people when
communicating;

e Demonstrate proficiency and comfort in the delivery of
DOIS training courses;

e Discuss the questions, issues, and concerns about their
role and responsibilities as DOIS Facilitators with one
another.

FACILITATOR NOTE For this activity, prepare th
and ANo Ti me Remainingo.
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Topic 6.1 Instructions and Planning Session

Duration Approximately 1 hour 45 minutes.

Target Skills Upon completion of this module, participants will be able to:

e Discuss the purpose, procedures, and the DOIS
Facilitatorés role in the F

¢ Understand the preparation that needs to be completed
prior to the delivery of training courses.

Introduction STATE
In this activity, you, as DOIS Facilitators, practice facilitating
training courses as if you are actually in the training room with
DOIS End Users, Managers, Site Activators, or Facilitators.
The focus of this Facilitation Lab is for you to coordinate the
teaching of a section from a DOIS training course as a group.

STATE

This topic describes the procedures for this Facilitation Lab and
how they differ from the other activities completed up to this
point.

STATE

In this Group Facilitation Lab, you are expected to plan the
entire activity on your own. You should organize the
presentations so that they incorporate all that we have
discussed on Day One and Day Two. | am here to answer
guestions only after you have tried to answer the question by
consulting the DOIS TMG or one another.

FACILITATOR NOTE You complete this topic in the afternoon of Day Two. The
actual Facilitation Lab is not conducted until the morning of
Day Three. This time is designated for participants to prepare
the format of the presentation. As one entire group, the class
divides the material into sections and designates who is
presenting which portion of the material.

Information STATE
| am going to explain the Facilitation Lab and its procedures.
We cover:
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e Your roles;
e Procedures for the Facilitation Lab:;

e Supplies available.

Roles in the Facilitation Lab  EXPLAIN
You play the same roles you had in the previous Facilitation
Labs. In this activity, you switch between these roles
throughout the activity. These roles include:

e DOIS Facilitators;
e DOIS End Users;

e Feedback providers.

Procedures STATE
Even though your roles are the same, the procedures for this
Facilitation Lab are different. In this activity, you, as a group,
coordinate how to present the material from DOIS for End
Users Modules One, Two, and Seven. This activity helps you
incorporate the techniques we have discussed and prepares
you to conduct the planning that is involved with facilitating a
training course. You learn to work with the supplies you have
to use in training as well as learn how to work within a specific
time frame. It is particularly important in this activity for you to
work with one another to coordinate your training
presentations.

REFER to slide 13, Group Facilitation Lab.

STATE

You are given four hours of continuous DOIS training material
to present. As a group, you should decide how to present that
material. Here are some guidelines to remember as you plan

the Facilitation Lab.

e Everyone must present.

e Each of you has only 15 minutes to present before the next
participant should begin presenting.

e You should organize the overall Facilitation Lab so that
there are smooth transitions between each presentation. It
should sound as though one person is facilitating the
training.

e There is more information about the activity in the appendix
of your DTMG. You should read through that information
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and consult one another before coming to me with
questions.

STATE

Before | give you time to plan your presentation, | would like to
discuss the format for the Facilitation Lab we complete
tomorrow morning. The following are the procedures for this
activity.

¢ During the Planning Session, you should:

Create an Agenda Rip-chart with the order in which you
are going to present. This chart should include the
estimated time each of you is expected to begin your
section of the materi al art

Plan the presentation so that each of you has 15
minutes to deliver your section of the material.

Remember that each of you has only 15 minutes to
present. If you do not finish your section in the allotted
time, then the next presenter has to begin where you
stopped. Therefore, each of you should be familiar with
the material you are presenting as well as the content in
the sections that surround yours.

Organize the overall presentation as if one person is
facilitating the training. There should be smooth
transitions between each i
makes it easier for the audience to focus on the content
rather than the structure of the presentation.

e The procedures for the Facilitation Lab are as follows:

The activity begins when the first DOIS Facilitator
presents the first section of the material.

After 14 minutes, | will hold up a sign indicating that the
DOIS Facilitator has one minute left to finish presenting.

When 15 minutes has passed, | will hold up a sign
indicating that the first DOIS Facilitator should transition
to the next DOI'S Facilitat

If the first presenter did not finish facilitating the material
for this first section, the next presenter should finish
presenting that information before moving on to the
next section.

This process continues until all participants have
presented for 15 minutes.
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e The format for the Facilitation Lab is as follows:
- The first eight participants present;
- Thereis a 15 minute break;
- The next eight participants present;
- After that, you have a one hour lunch break.

FACILITATOR NOTE

You should inform participants that you are tracking how
closely the presentation follows the Agenda Rip-chart that
participants prepared. This gives participants an indication of
how good they were at planning the agenda and dividing the
material. The list you keep should be compared to the Agenda
Rip-chart at the end of the activity. This acts as a benchmark
for participants to judge how well they delivered their material
in the 15 minute time frame.

Supplies for the Facilitation
Lab

EXPLAIN
During the Facilitation Lab, DOIS Facilitators have access to:

e An LCD for PowerPoint presentations and DOIS projection
on the screen;

e A computer to demonstrate DOIS and run the PowerPoint
presentation;

¢ Rip-charts to document and guide discussions;
e The appropriate DOIS training course Facilitator Guide;
e The DTMG.

STATE

You have more information about the planning session in the
appendix of your DTMG. You should refer to this appendix
when necessary as you conduct the planning session.

FACILITATOR NOTE

Included below are the instructions for this planning session, as
they appear in the appendix of the DTMG. Use these as a
reference if participants have questions about them.

During these two hours you should be available to participants
to answer questions.
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ASK
What questions do you have about this Planning Session and
the procedures for the Facilitation Lab?

STATE

You now have the rest of this afternoon to plan how you would
like to present material from DOIS for End Users Modules One,
Two, and Seven. Before beginning the Planning Session, refer
to the part of the appendix in the DTMG that pertains to this
activity. If you encounter any difficulty in planning, consult one
another before asking me for guidance.

STATE

Remember that you want to be comfortable with the content of
your section. The more comfortable you are with the content of
your material, the easier it is for you to use effective
presentation, facilitation, and coaching skills.

REFER to B-25, Topic 6.1 Instructions and Planning Session,
in the DTMG.

STATE

You can review the information about this Facilitation Lab in
the appendix of your DTMG. It may be helpful for you to read
through this information so that you have a good understanding
of the instructions and format for this Facilitation Lab.

REFER to slide 14, Group Facilitation Lab Procedures.

END OF TOPIC 6.1.

CONTINUE to Activity 6.2.
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Activity 6.2 Group Facilitation Lab

Target Skills Upon completion of this module, participants will be able to:

e Demonstrate effective presentation skills, including strong
vocal and physical characteristics;

e Demonstrate effective facilitation skills which include
managing class participants and leading
discussions/debriefs;

e Demonstrate effective coaching skills which include active
listening, guiding the learning process, managing
participant frustrations, and providing feedback;

e Discuss trouble-shooting techniques;

e Describe the importance of focusing on other people when
communicating;

e Demonstrate proficiency and comfort in the delivery of
DOIS training courses.

Introduction STATE
As we discussed in the planning session yesterday, this
Facilitation Lab is your opportunity to incorporate all of the
presentation and facilitation skills you have learned in a risk-
free environment.

STATE

Remember that each of you has 15 minutes to present your
section of the material. 1 am going to remind you of the time
limit by holding up a sign when one minute remains and when
no time is left. If you have not finished facilitating, the next
DOIS Facilitator finishes that material before presenting the
next topic.

STATE

Before we begin the actual Facilitation Lab, you have 15
minutes to meet as a group and make sure that you are all
ready. You should use this time to clear up any guestions you
have about the format of the activity, the order of presenters,
the transitions you use between presenters, and any other
unresolved issues. You should understand the presentation
you have planned as a group as well as your specific part in it.
It may be helpful for you to re-read the procedure for the
activity listed in the Participant Appendix in your DTMG.
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FACILITATOR NOTE

Give the class 15 minutes to make any final preparations
before the Facilitation Lab begins. During this time, one of the
participants should post the Agenda Rip-chart at the front of
the room.

ASK
Are there any questions before we begin?

STATE

Now, we start the Facilitation Lab using the Agenda Rip-chart
you have prepared that details the order of presenters.
Remember that while someone is presenting, the rest of you
are the audience, actively listening and participating.

FACILITATOR NOTE

Participants complete the Facilitation Lab according to the
instructions outlined in Topic 6.1.

As participants are presenting, you should take notes on what
they are doing well and what areas could still use
improvement. You should make note of any specific examples
of presentations that were done particularly well. These
examples can be used during the group feedback session to
illustrate important points.

Remember that you also have the responsibility of watching
the time so that participants adhere to their agenda as much as
possible. You should hold up a sign when one minute remains
in a presentation and when no time is left.

Summary STATE
Great job!
STATE
This activity incorporates the skills we have discussed and your
individual areas for development. This Facilitation Lab should
provide you with a better idea of what is involved in planning
for your role as a DOIS Facilitator. We are now going to have
a group feedback discussion to talk about the activity.
END OF ACTIVITY 6.2.
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CONTINUE to Activity 6.3.
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Activity 6.3 Group Facilitation Lab Feedback Session

Target Skills Upon completion of this module, participants will be able to:

e Discuss the questions, issues, and concerns about their
role and responsibilities as DOIS Facilitators with one
another.

Introduction STATE
This feedback session helps you to identify what you have
learned from these Facilitation Labs. The goal of this
discussion is to develop a list of the ten most important things
you should know as a DOIS Facilitator.

STATE

Use this opportunity to talk with one another about what you
have done well, what skills you still need to develop, and the
parts of your presentations that were effective.

Activity STATE
You have 15 minutes to reflect on what you have learned
throughout these Facilitation Labs. Take out a blank sheet of
paper and number from one to 10. Write down the 10 most
important things to know or remember as a DOIS Facilitator.
Ask yourself what you would want to know before facilitating
DOIS training if you could only remember 10 things. Your
answers to that question should be included on this top 10 list
you are developing right now.

FACILITATOR NOTE LIST the following questions on a rip-chart titled, Lessons
Learned, to guide participants during these 15 minutes. Place
this rip-chart at the front of the room.

STATE
You can use the following list of questions to guide you as you
think about what you have learned.

e What did you do well?

e What presentation, facilitation, or coaching techniques do
you still need to practice?

e Who was an effective DOIS Facilitator? Why was that
participant 6s ipeR &\hat skitlsalit thad n
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person use well?
e What do wish you had known before you presented?

e What more could you have to done to feel better prepared
to present?

FACILITATOR NOTE Give participants 15 minutes to write down their list of 10
learning points.

STATE

Now that you have had some time to think about what you
have learned, we are going to discuss these ideas in two small
groups. | am going to divide you into groups of four or five
participants. You should use the next 15 minutes to discuss
your lists with one another.

STATE
By the end of this feedback session, we want to have
devel oped a class top 10 1i st

You can take this class list to use as a personal checklist when
preparing to facilitate DOIS training in the future.

STATE
The following are examples that may appear on our class top
10 list:

e Speak loudly and clearly when you present;

e The better you know the material you are presenting, the
more effective you are as a facilitator.

FACILITATOR NOTE Give the groups 15 minutes to discuss their lists together.
They should create a group list on a rip-chart that they are
going to present to the other groups after this 15 minute
exercise.

STATE

Now | et 6s di s cruysus lists dné see hove sorae f
of them relate to one another. We are going to combine those
items that are similar and create a list of action items that you
can use when you are facilitating.

ASK
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Which group would like to share its list first?

FACILITATOR NOTE

Each group should designate a member who presents that
groupbs top 10 Ilist. Use the
guide a discussion to make a top ten list for the entire class.

This list should incorporate things from each ofthe par t i
lists. Encourage everyone to participate in this discussion, not
just the person who presented the list. Participants should
discuss why different items are important before simply
agreeing that an item should be included on the list.

Create a rip-chart titled, Top 10 List.

STATE

Using the notes pages in your DTMG, make sure to write down
your own copy of this list to use as you go on to facilitate DOIS
training courses.

ASK
What other comments do you have about the skills you have
practiced using?

Summary STATE
This feedback session should have helped you recognize what
you have learned from completing the Facilitation Labs. You
should also have identified important things to remember when
facilitating.
END OF ACTIVITY 6.3.
CONTINUE to Module 7.
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MODULE 7 i Course Wrap-up: Preparing to Facilitate

Module Title Course Wrap-up: Preparing to Facilitate
Duration Approximately 2 hours.
Description During this module, participants discuss how to promote the

use of DOIS. Then participants review how to prepare to
deliver the training courses using the deployment resources
made available to them, such as the DTMG. This module
concludes with a discussion about any remaining questions or
concerns participants have about their roles and
responsibilities as DOIS Facilitators.

Module Activities Topic 7.1: Deployment Resources
Topic 7.2: Course Conclusion
Target Skills Upon completion of this module, participants will be able to:

e Understand the preparation that needs to be completed
prior to the delivery of training courses;

e Discuss their questions, issues, and concerns about their
role and responsibilities as DOIS Facilitators with one
another.
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Topic 7.1 Deployment Resources

Target Skills Upon completion of this module, participants will be able to:

e Understand the preparation that needs to be completed
prior to the delivery of training courses.

Introduction STATE
In this topic, we discuss the DTMG. This guide includes
instructions for conducting training, using the Training
Database, maintaining course materials, and evaluating
training.

REFER to the Table of Contents in the DTMG.

Walkthrough STATE

DTMG Letés go through the DTMG tog
information it contains. Refer to your copy as | walk you
through this guide. First, I

a look at what you can find in this guide.

Overview STATE
The first section of the DTMG contains general information
about the purpose of this guide and deployment roles. This
information explains the many roles that exist during National
Deployment and helps you understand whom you can go to for
assistance during deployment.

REFER to page 2-1, Section 2, in the DTMG.

Preparing to Teach STATE
You should use this section to help you prepare for training
courses. This includes becoming familiar with the materials,
preparing the day before training, and completing the training
checklists.

FACILITATOR NAME You should spend the next few minutes discussing Section
Two of the DTMG. Walkthrough the Training Preparation
checklists so that participants know what to do before and on
the day of training.

Teaching the Class STATE
You can use this section to remind you of the techniques you
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Using the Training Database

Classroom Materials

Evaluating Training

Data Verification

learned in this course and resources you have available to help
you during DOIS training courses.

STATE

You can also find background and information on the Training
Database (TDB) in the DTMG. The TDB provides participants
in DOIS training with practice activities, giving them hands-on
experience with the DOIS application. When using the TDB,
you are using the real DOIS application and working with a
simulated set of data.

STATE

Nextt youodl !l find an outline of
in each DOIS training course. This material is helpful for you
when preparing your classroom for a training class.

STATE

This procedure defines the training evaluation reporting system
for DOIS. Training evaluation allows the participants in DOIS
training courses to provide feedback to the facilitators and to
the course designers. This feedback is valuable in determining
the effectiveness of DOIS training. Training evaluation is
conducted at the end of each DOIS for End Users and DOIS
for Managers training session.

STATE

There is a process, called Data Verification, used to check the
accuracy of the data entered into DOIS in preparation for a site
activation. Although DOIS Site Activators usually conduct this
process, there may be times when you, as a DOIS Facilitator,
perform this role. This section is your resource for completing
the data verification process.

ASK
What questions do you have about the DTMG?

Summary STATE
As DOIS Facilitators, it is important that you become familiar
with the content of this guide. It reminds you of your roles and
responsibilities as a DOIS Facilitator. The DTMG also has
useful information about organizing and managing DOIS
training.
END OF TOPIC 7.1.
CONTINUE to Topic 7.2.
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Topic 7.2

Target Skills

Course Conclusion
Upon completion of this module, participants will be able to:
e Discuss their questions, issues, and concerns about their

roles and responsibilities as DOIS Facilitators with one
another.

Introduction

STATE

As we conclude DOIS for Facilitators, reflect on the skills you
have learned throughout the course. You should now know
how to incorporate presentation, facilitation, and coaching skills
when you facilitate DOIS training courses. You should also be
familiar with the content in the DTMG.

FACILITATOR NOTE

Take a few minutes to review the Expectations Rip-chart with
participants. Make sure that each of the expectations has
been addressed. If there are any expectations that participants
still have questions about then try to answer those questions at
this time.

STATE

On Day One of the course, we created a list of expectations we
had f or t heslookdback at that rip-char to iake
sure that we have addressed these expectations.

ACILITATOR NOTE

Use the next several minutes, to go around the room and ask
participants to share their best learning point from the course.
Ask one participant to begin and continue around the room
until all participants have contributed to the discussion.

Course Debrief

STATE
| would like to go around the room and ask each of you to
share your best learning point from the past three days.

ASK
Who would like to begin by sharing their best learning point?

STATE
Next, | would like to take a few minutes to share some of my

March 2001

FINAL Page 7- 4



OIS

DELIVERY OPERATIONS
INFORMATION SYSTEM

United States Postal Service

DOIS for Facilitators
Facilitator Guide

observations about your progress.

FACILITATOR NOTE

Share your observations about
during the week, highlighting the greatest improvement areas.

STATE

Thank you for a wonderful week! Best of luck in training, you
have all the skills you need to do a good job. | know you will
be great!

END OF TOPIC 7.2.

END OF DOIS for Facilitators.
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