Table of Contents

Program Overview for Trainers

Introduction to the Seminars in a Box for Staff training.............ccceveveeereeviieseeseenee e ereeveenns v
Time Frames for Inquiring & Listening for Members Needs ..............ccouvoevceeveieicieseeseenneanne, v
How t0 Use thiS GUIAE .....eetiiiiiiiiiie ettt et sb et vi
Training ROOM PIAN ......c.oooiiiiiiiicicccceeeeee ettt b e b e esbaesbaesaaessne e vii
TTainIng CHECKIISt ...cveiiiiiieeii ettt ettt s e e e e e be e e e ssaesseessaesnsesnseessaens viii
Materials NECAEM. .....cccueiiiiiiiiiieiie ettt ettt e ettt e et e e e te e e tbeeeabeeestbeesabeeenreeesareaans ix
TIPS fO1 TTAINEIS ....veieiiieciie ettt ee ettt e et e et e et eetaeesbeeetbeessseeessaeessseeessseessseessseeessseessseeanes X

Facilitator’s Guide

L0 10} 1511 L PP 3
Introduce the PRIDE MOGEL.........coooiiiiiiieiiiccieece ettt et e e e 5
Definition of INQUITE & LISTEN.......eiiiiiiiiiieiie ettt eetee et s e v e e sbeeeraeeebeeesbeeenes 5
Benefits of InqUIring & LIStENING ......c.ccovevieiieiiienieerieieereereesieeseeseesressaeesreesseeseesseesssenens 5
Guidelines for INQUITE & LISEEI ......eevviiiiiiiieiieiiereeste ettt e e e e be e seenne 7
Standards for INQUITE & LIStEN .......c.uiiviiiiciiieiieeeiee ettt et tee b e s eetaeesebeeeaaaeeens 7
Open- and Closed-End QUESTIONS .........cccvieeviiirieriieiiesee e ereesteesieesieesnesereesreesseesseesssesssessnensns 9
Examples of Open- and Closed-End QUESHIONS .........cccveeuieriieriierienieeieeieeieeniee e sne e 9
HOW t0 ASK @ QUESTION .....viiiiiiiiiiie ettt ettt et v e e ete e e e b e e eaveeetaeeseseeenseean 11
Press fO1 SPECITICS ..viiiiiiiiiiiiii ettt e et e et e e e be e e tbeessseeensaeesssaesnseeas 13
Inquire & LiSten EXEICIS@.....cccuevevirerieiiieiieiierierieeteete ettt esteeseeseressbeenreeseesseessaessaessnennseans 13
G00d LisStening BERaviors........cccuieiieiiieiieiieriece ettt ettt sttt eee e 15
ParaPRIaSING ..cc.vviiieiieciie ettt e et e e bt e e tae et eeeba e e tbeeesbae e tbeeetbaeenreeerraennreean 15
OrganiZing YOUT INOLES ...ueeeeuireriieiitieeriieestteesteesteeeseteesseesssaeessseessesessseesssessssessssesassseesssees 17
Read Nonverbal Cues EXETCISE .....oouveiiiuiiiiriiriieiesie ettt sttt 19
OptioNal VIdE0O EXEITISE .oouvieruiiriiiiiieiieiieieettertte sttt ettt et ettt sttt et et esaeesaeesaneens 21
INQUITE & LiStEN EXEICISC...ccuuviieiieiiiieiiie et erteeeite et e ette e e e sbeessteeesssaesssaeessseesnseeasseesnseens 23
Conclusion of Inquiring and Listening . . Back at the Credit Union.........c.cccoceveevenencnnenen. 25
Handouts
L0 10} 15115 L PP 4
The PRIDE MOGEL.......couiiiiiieieeiee sttt sttt et aesse et eseeneenes 5
LD 0112 (o) RSSO 7
GUIACIINES. ...ttt ettt et e et e e e vt eebe e e ebeeebeeesabeesnseeesseesasesesseesssesesseessaeenes 8
Open- and Closed-End QUESLIONS .......cccvieiiieiiieeiiieeiieesteeeieeeseeesreeesteeesveeesseeessseessseeessseenns 9
Examples of Open- and Closed-End QUESHIONS .........ccverierieiieeiieieesieeieseesresveeereeveeseens 10
HOW t0 ASK @ QUESTION .....veiiiiiiiiiie ettt ettt et e e e te e eveeeeteeeeaveeenreean 11
Inquire & Listen EXEICISE.....ccuiiiieiieiiieiieiieriieri ettt ettt ettt ettt e saeesaeeens 12
G00d LiStening BERaVIOrS........cccviiiieciiiiieiieriecieeie ettt ettt sete v e esve s e essaeseaessaessseessaesreens 13
Lo 10 11 21314V PP 14
OrganiZing YOUL INOLES ...cccueeruieriieiieiieieettertte st et e eteete e bt e bt e steesaeesstesaeeenseeseenseesseesanesnsenns 15
Read Non-verbal Cues EXETICISE .....cc.uiiutiiiiiiiiiieiieitieeiie ettt 16
OptioNal VIAEO EXEITISE .iovieiviiiiiiiiieiiiiieiiesitertesteeteeveeteesteesteesesessseseseesseessaessaesssessnesssenns 17
Inquire & LiSten EXEICIS@.....cccuiviiieiieiiieiieriieiierie et ete ettt estee st e setesabesnseeseesseessaessaessnesnsenns 19
Inquire & Listen. . . Back at the Credit Union ..........ccceeeiieiiiieniieecie e 20

111



