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INTRODUCTION
All the participants in this project had a lot of time to work and learn together. And in
exchanging our ideas, new insights and conclusions were born. We summed them up
in this booklet we called “Advanced Training and Coaching Methodology" and we
believe that with it, we really managed to ReACT to the needs of our target group.
Especially because we tailor made it to answer their questions, experimented with the
content in the training activities and readily received their feedback on what to deepen,
what to modify and what to make more practical. We believe this booklet to be our
common summary on the big points covered in this project.
ReACT ( ReACT - Reacting to Adult Unemployment with Coaching & Training as tools
is an innovative strategic partnership focussed on increasing employability skills of low
skilled adults in entering the labour market through coaching and training) is a KA2
Erasmus+ Strategic Partnership project funded by the Dutch Agency for Adult
education. It is bringing together 7 partners from the Netherlands, Greece, Bulgaria,
Croatia, Romania and Croatia. Each partner is a specialist in a different field related to
adult education, this is learning and non-formal education, business coaching &
training, formal education, social entrepreneurship, outdoor, personal development and
career counselling.
“Advanced Training and Coaching Methodology” is about advanced training and
coaching methodology for educators who are working with low skilled adults. The book
consists of the following elements: understanding the educational processes that is
happening while training or coaching, understanding and overcoming the learning
barriers that inevitably arise while training and coaching, practical tips and tools for
every step of the persons learning path, how to support the non-learning issues of the
person, how to do the follow-up and how to objectively assess and upgrade ones own
skills acquired in this particular LTT. It is an essential component of the LTT Activity. The
chapters of the book include all the educational material created for the LTT Activity,
tested and developed afterwards.

After the LTT Activity, participants claim that never before has one training been so
thorough, consistent and fun in bringing about neglected, misunderstood and often
implicit trainer expertise.
Low skilled young adults are usually approached either only as learners (not as
individuals), or as individuals that need our pity. In this book, we support educators to
pay attention to the issues that affect a person’s chances of effectively engaging in
learning. The methodology fitting for this kind of approach is advanced coaching:
systemic (Winkelar, Embodied) and provocative (De Galan).
To become a master of transmitting knowledge, skills and motivation not only requires
you to own basic and advanced training skills, but also comprehend and continue
developing your tailor-made Method.
The impact of the book is aimed to support the educators in order for them to efficiently
train and coach their target group, low skilled adults, and that they overcome the
personal issues and can enter the labour market. Apart from detailed instructions how
to create an activity, what are the distinctions in traditional versus modern education
and how to design a whole multi day training in 12 steps, what educators might find
interesting is a valuable point, MAL: Method of Accelerated Learning. It is a way in which
they as trainers and their participants can enhance and quicken the process of cognition,
whether in training or in life.

THE CONCEPT OF
TRAINING AND
COACHING
Andragogy | How do adults learn?
How did it come to be?
Once upon a time, people learned everything they could learn on their own, but they
were still not happy and successful. They were missing something. One man watched
their torment from afar and took pity. He believed that these people were capable of
coping with great knowledge and deserved to know all that could help them in their
further development – the growth and development of themselves and their
environment. So, he decided to help them with a great gesture. He decided to give
them something from which they could learn on their own for years, for generations.
He gave them fire! The Titan Prometheus saw great potential in humans. He cultivated
feelings of love and respect for them. And he was not wrong.

Who are actually adults?
Adults can be defined based on different criteria – biologically, socially, but in relation
to learning, the most important explanation is the psychological one that tells us that
we become adults at the moment when we master the concept of ownership of our
lives, the concept of responsibility towards it, when we begin to manage it ourselves,
which, as you are probably already guessing, does not happen at the same time for
everyone.

What is education?
Education is an activity initiated by one or
more people and designed to prompt
changes in the knowledge, skills and
attitudes

of

individuals,

groups

or

communities. The term emphasises the
position of the educator, the agent of
change, who puts learning stimuli and
incentives before the participants and
devises activities to initiate change (Kipper
& Mischke, 2008).
The word andragogy itself means leading an adult, and here you can already see the
connection with pedagogy, which means the leader of children (Greek paid: child and

agogus: leader). Therefore, you can see that these are two different branches for two
different target groups. Because I am surrounded by people who work with people, I
often hear that adults who work with adults hold in awe those who work with children,
and those who work with pre-schoolers approach those who work with adults with
abhorrence. Studying the theory of learning and teaching in the book The Adult Learner
(Knowles & Holton, 2015), which inspired this chapter, I can say that not everything is so
black and white, and it is appropriate to give a brief insight into the emergence of the
andragogical branch.
The pedagogical model was developed on the basis of assumptions from, brace
yourselves, the seventh to twelfth centuries in church schools! It was derived from their
experience of teaching boys. If you imagine these centuries and that context in the same
way as I do, then it is no surprise that learning was all but student-centred.
It is strange that teaching children developed first, since all the great teachers from
ancient times – Confucius, Lao Tse, Hebrew prophets and Jesus in biblical times,
Aristotle, Socrates and Plato in Ancient Greece, and Cicero, Evelid and Quintilian in

Ancient Rome – were teachers of adults. As their experiences were with adults, they
developed very different concepts of the teaching and learning process. These
respectable teachers believed that learning is a key process of mental investigation, and
not merely passive reception of the transferred content. Accordingly, they devised
techniques to involve the learners in the process. The ancient Chinese and Hebrews
invented what we now call case studies in which a leader or one of the group members
describes a situation and examines its characteristics and possible solutions together
with the group. The Greeks invented what we now call the Socratic Dialogue, in which
the leader or a member of the group asks a question or presents a dilemma, and the
group members pool their thinking and experience in seeking answers or solutions. The
Romans, on the other hand, used challenges that forced group members to express
their position and then defend it with arguments.
Knowles, the so-called father of andragogy in America, tried to name the adult teaching
branch back in the 1950s, as Informal Adult Education, but in fact, it was an unnamed
‘Yugoslav teacher of adults’ who coined the term andragogy at a summer workshop at
Boston University in the 1960s.
A great deal of post-World War II research was devoted to andragogy over the years
from the point of view of many disciplines that made a great impact on the branch and
made it rich and dramatically different from pedagogy. These disciplines include clinical
psychology, developmental psychology, sociology and social psychology, as well as
philosophy. Well-known clinical psychologists such as Freud, Jung, Erikson, Maslow and
Rogers have made significant contributions to adult learning. Freud determined the
impact of subconscious behaviour; Jung introduced the idea that human consciousness
has four functions: feeling, thought, emotion, and intuition; Erikson provided eight
stages of psychosocial development; Maslow emphasised the importance of safety;
Rogers designed a learner-centred approach to education based on five basic concepts;
developmental psychologists have given us knowledge of what characteristics are
associated with a certain age (i.e. physical abilities, mental abilities, interests, attitudes,
values, creativity, and lifestyles); sociology and social psychology have given us
knowledge of the behaviour of the group and the social system, including factors that
facilitate or impede learning. Today, a different group of scientists, educational

neuroscientists, are actively working on helping educators build a bridge between what
really works and practice, and to unravel as many myths as possible about how the brain
works and learns. Efforts are being made to link the knowledge of interdisciplinary
professions, transcending the barrier between science and practical application,
encouraging educators to transfer knowledge from the laboratory to everyday work.
Feedback is used by neuroscientists to plan follow-up procedures. Particularly important
in this part is the collaboration of biomedical and social sciences. For example,
neuroscientists have identified significant links between focussing attention, stress,
remembering, physical activity, sleep, and music, which can easily be applied in
education. And let me give you some more food for thought – a large number of
American educators in primary schools, secondary schools, and colleges report that
they have begun experimenting with the andragogical approach and that in most cases
students seem to be learning better. How would not they, especially these new,
extremely confident generations?!

BEFORE AND NOW
Formal vs. non-formal
education

Traditional vs. modern
education

Formal vs. non-formal education
In the beginning, there was formal education, or learning. And today, there is nonformal education, too. Here is how I compare these two types of education, and I
consider myself entitled to do so because I stand with one foot in each world. Let's take
the example of Joseph, an elementary school pupil. Joseph is a rather ordinary, cheerful
and curious child. He likes doing some things more, some less. He is better at some
subjects, worse at others. The semester is nearing its end, and Joseph is not making
progress in Maths. Not only is he lagging behind, but he is also failing it. And what do
you think is the first thing his parents do? They hire a private tutor! Now Joseph has

extra private Maths lessons in his schedule twice a week to get better grades. What do
you think happened to Joseph at the end of the semester, was he able to pass? Yes, of
course. With so much focus and work on a topic, success is almost inevitable. His final
grade was a C. And he also got a C in Music, but nobody cares too much about that
because Music does not put food on the table. Or maybe it does. What you do not
know about Joseph has a real talent for music, especially for playing the trumpet. And
that he has always had an A in Music.
The danger of formal education is that it assumes a particular form to which the
participants, that is, the learners, must conform. The focus is on 'what'. Do they end up
learning that multiplication table? Yes, they do. Everyone learns it equally well. The
advantage of non-formal education, or learning, is that the form adapts to the
participants because everyone is different and comes with different backgrounds,
questions and beliefs. And everyone leaves with their own answers, conclusions and
insights in the end. The focus is on how.
Given the fact that as trainers you can only be responsible for what you do – trainings
(which are part of non-formal education, or learning), keep that in mind. It seems crazy,
but to me, non-formal (not informal) education is a lot harder, it forces me out of my
comfort zone a lot, but I am much more satisfied, my impressions are stronger, and the
effect is longer-lasting. Of course, sometimes I have problems keeping track of all the
things I have learnt (for example, at ToolFair), but that is, in my humble opinion, because
of the trainer who did not emphasise certain key things enough, and because
reflection/debriefing and evaluation stages got messed up in the end.

Traditional vs. modern education
Is it just a difference in terminology or another set of differences? The traditional
educator decides in advance what knowledge or skills to transfer, arranges it into logical
units, selects the most effective means of transferring this content (lectures, readings,
exercises, videos, case studies, etc.), and then devises a plan for presenting this content
in some type of sequence. The modern educator has a general picture in mind of what
knowledge or skills to transfer and prepares a set of procedures in advance to involve

the participants in a process that includes the components listed below (Knowles &
Holton, 2015):



Establishing a favourable learning environment


Creating a joint planning mechanism




Diagnosing the needs for learning

Formulating programme goals (the content) that will meet those needs




Preparing participants

Designing experiential learning patterns

Conducting these learning experiences with appropriate techniques and materials


Evaluating learning outcomes and re-diagnosing the need for learning

The difference is not that one type of education deals with content, and the other does
not. The difference is that the traditional model is about information transfer, while the
modern model is about providing procedures and tools to help acquire information and
skills. The traditional model is often associated with pedagogy, and the modern model
with andragogy. Here is how Knowles breaks down the two approaches in the table
below:

Formal approach

Non-formal approach

The trainer is at the centre

The participant is at the centre

Learning is the memorisation of the presented facts

Learning is an active process that creates new insights

Equal for everyone

According to everyone's needs

Learning is an individual activity

Learning is a collaborative process

Uniform task types

Different task types

Focus on content

The holistic and systematic approach

The venue is the classroom

The venue is everywhere

The goals are set by the trainer

The goals are set by the participant

The trainer is an instructor

The trainer is a facilitator

Knowledge is assessed by grades

Knowledge is tested by application and insights

Table 1 – Formal and non-informal approach to education, author's work

Who is a trainer?

Transmitting
knowledge is
an art.

directly so that they can come up with a
solution on their own?“
If you are smiling and nodding right
now, it means that you have been in this
pedagogical situation and understand
the ingenuity of transmitting knowledge.
And you know that success is only 20%
talent.

Do not take my word for it, just check it
out for yourself. Think of a topic that

The

rest

is

preparation,

performance, feedback, and then back
to preparation again.

really appeals to you and inspires you.
Have you? Good. Imagine reading an
article or a book on that topic in order
to learn more, simply because you are
interested in it. You are enjoying it, you
are simply carried away by the topic, you
read quickly, right? The goal is pleasure
and satisfying your curiosity. Now,
imagine reading that same article to

A trainer simultaneously has a general

transfer information from the text to

purpose, or what they really want to

someone else, preferably someone who

achieve with the entire training, in mind,

needs

background

and short-term goals, or how to break a

knowledge to understand what you are

big bite down into smaller, more easily

talking about. The way you are going to

digestible pieces. They simultaneously

read that text and the way you approach

take

it as thoughts and metaphors swarm

individuals and the needs of the group

through your mind is the following:

they make up. They are the ones who

“Yeah, this is important, and I could

align the context and content of the

present this through a pair-work activity,

training they offer. They can do this

and how can I avoid telling them this

because they are well-trained. They

a

little

more

into

account

the

desires

of

used to be participants, too. They can

A trainer is actually a modern teacher.

handle their two big and opposing tasks.

They have been transformed by the

They have a group of people in front of

needs of the time, the market and the

them. In terms of their experiences and

participants. This vocation is very similar

backgrounds, they are quite diverse –

to juggling. A top trainer always knows

each of them brings along their own

where their ball is, and what their next

story and their own questions they want

step is. They also know that balls need

to be answered. So, a trainer has the task

to move uniformly in the air, and if they

of providing different teachings. On the

do not, something needs to be done

other hand, the idea is to teach a group

differently. They are ready to seek help

of people one particular skill. A trainer

and work on themselves. Each trainer

also has the task of providing one

first trained themselves, and only then

uniform

others.

lesson

tailored

to

the

participants' learning styles and skill
levels.

Knowledge is easily accessible today, or
rather, what is accessible today is

A trainer knows that the whole is much

information. Few people today really

greater than the sum of its parts. They

know how to look for credible sources of

know how to create a homogeneous

information on search engines like

and

Google. However, if we do not apply the

motivated

whose

information we learn and continue

performance

applying it until we have mastered it, it

becomes excellent in the long run, who

evaporates, and we have just wasted

are able to continually self-correct

time collecting it. All that remains is

themselves and are able to learn

useless knowledge, one might say, book

independently from situations in which

knowledge. On the other hand, a trainer

they find themselves. They know how to

is a practitioner, an alchemist. They

simultaneously

their

strive to turn dry information into

personality and sense of community. A

knowledge, which they then transform

good trainer is not afraid to initiate

into wisdom using their experience. This

resistance from the group and does not

means that nothing they do is random,

allow their own ego to stand in the way.

accidental, or unconscious.

and

curiosity

participants
been

awoken,

natural

group,
whose

has

maintain

What is training?
To begin with, if we are going to hang

thoughts do not wander off towards

out throughout this book, it is quite

body strength training, they want to

important to agree on what a training is

know exactly what topics I deal with. And

and what it is not.

I would really want to tell them that it
does not matter what the topic is – what

A training is an interactive educational

matters is the right didactic structure

process in which participants and a

that will smoothly transform each type

trainer actively participate. A trainer sets

of

a context in which they transfer skills,

competencies and abilities. Learning to

knowledge and motivation through

learn, or how to programme a training

dynamic

methods.

which will help people learn best, is the

Participants become aware of, test, and

topic of this book, and it is you who will

apply

being

enter the content into the structure or

processed. It lasts at least one day and

decide which topic to address. What

consists of a greater share of practice

terminology for educational processes

than theory.

do you know, and can you tell the

and

the

tailored

content

that

is

content

into

the

participant's

difference between the terms?
Often, when I say that I do trainings,
people ask me what I train. And if their

Most commonly combined roles: trainer and coach
In the broadest sense, a coach asks

mean a teacher/instructor who, like a

questions, while a trainer gives answers.

carriage,

A coach works with existing sources. The

through a course. Around thirty years

word coach was written down in the late

later, the word penetrated the sports

16th century and roughly means “to

world and received its well-known

transport somebody by a carriage

meaning – a sports coach. It was not

(coach) from place A to place B.” It was

until the arrival of author Timothy

not until 1830 at Oxford University that

Gallwey (Inner Game of Tennis) and Sir

the slang variant of this word started to

John

‘carries’

Whitmore

the

participant

(Coaching

for

Performance) in the 1970s that the word

victory. A trainer is the one who

coach started spreading from sports

introduces new components step by

into business offices. In the Croatian

step, rehearses, checks what has been

language, there is not a suitable

learnt,

translation, so the Croatian Coaching

proposes, motivates, leads by example,

Association agreed on using the word

and ultimately enables the player to win,

coach and coaching, always in italics or

creates the opportunity for the player to

in quotation marks (Parsloe & Leedham,

become a trainer. Anić's dictionary also

2009).

defines a trainer as “a sports teacher,

There are three basic competencies of a
coach: asking questions, listening and

aligns,

helps,

demonstrates,

one who trains athletes, one who
supervises their training” (Anić, 2009).

giving feedback. They, like a mirror, send
the reflection back and leave the
decision to change to the owner of the
reflection. Coaching is a dialogue that
offers another viewpoint and accelerates
learning. I say accelerates because the
assumption is that we are complete, and
that we possess all the necessary
resources for development, and that it is
always on us to choose whether we want
to reach certain insights on our own
over a longer period of time, or faster
with the help of a coach.
A trainer is actually a modern teacher.
The word trainer is familiar to us from
the sports world and we already have a
pretty good picture of what a sports
trainer does. Whether it is a team or
individual sport, it is the trainer who
devises and adapts the winning strategy
and guides the players from start to

You will often find that the word coach
is translated as trainer. I cannot say that
this is wrong, since Croatian linguists
cannot keep up with the speed of
language development and identify the
subtle differences that society creates on
a daily basis, but I can explain how,
although similar, the two concepts differ
significantly in meaning and in the roles
they perform. Simply put, if you want to
make a hole, a pit, you have to know

which tool you are going to take

have a certain developmental need in a

because it is crucial to know whether it

team, but based on what kind of need

is a hole in the wall or a hole in the

you have, you are either going to invite

ground in order to know exactly which

a coach or a trainer, or both!

tool to use. You, as a businessperson,

What would a coach do, and what would a trainer do?
The biggest difference lies in the fact that a trainer mostly works with a group, while a
coach usually works one-on-one. A trainer develops skills and performance by applying
a directive style, in a way that they explicitly say what needs to be done. A coach
develops a person and their potential using a supportive style by asking how something
should be done.

Take, for example, a situation when you want to make
dinner for tomorrow for ten people and need help. A
trainer will tell you exactly what food you need to buy,
they will tell you exactly how you need to process the
meat, what to do with the vegetables, how to set the
table. Maybe they will even show you first, and then it
is up to you to repeat it and practice it exactly as they
told you. And you will get a fantastic dinner!
A coach will ask you why you are actually preparing that dinner, and what you want to
achieve by it. What atmosphere do you want to create, and what dishes would you like
to offer? What are your expectations for the outcome of the dinner? How do you
propose to process the meat, and where can you find additional culinary tips for your
perfect recipe? And you will get a fantastic dinner!

One talks, the other asks. One approach is not better than the other – it is about when
to apply which one. If you want to make dinner for ten people, and you cannot even fry
an egg, it is good to use a training approach to gradually develop cooking skills.
Someone needs to tell you how something is done first, and not expect great results
without checking your development level, right? If you want to make dinner for ten
people, and you already possess a certain level of culinary knowledge, a coach will work
with these existing resources and raise awareness of the ways in which they can be
creatively used in the challenge presented to you, and in that way help you create your
own insights and conclusions that you can more easily apply later on.

The question of responsibility in coaching and training
In other words, a trainer is responsible

Should I keep you in suspense or tell you

for creating a suitable starting point,

what the answers are? The students

raising awareness of the needs and

would give the following answers: I

motivation.

would continue as if nothing had
happened (it hurts your ego, since I
identify with my training), I would focus
on those who are awake, I would wake
up the student and ask them a question
from

the

covered

material,

etc.

Whatever you do in class is not so
important; it just says a lot about the
type of trainer you are. What matters
more is what you do during the break or
later. The professor wanted to hear: “I
Once upon a time, at the Faculty of

am going to find out why they were

Humanities and Social Sciences in

sleeping, by asking the student directly

Zagreb, at the TEFL oral exam, they used

as soon as possible, or by asking other

to ask problem questions, for example:

people.” You see, teaching, formal or

Imagine you are in class, teaching, and

non-formal,

you suddenly notice that one student is

activity. There is a big difference

sleeping – what are you going to do?

between a student who is tired from

is

still

an

educational

doing two jobs to support a sick mother

are responsible for trying out all the

and studying at the same time or one

available and real options to reach the

who was out last night, but otherwise

participant.

gets straight As and is an exemplary
student; in any case, your training style
is not reaching them for some reason.
Whatever it is, feedback is worth its
weight in gold because you can change
something – in the student or in
yourself. This is a trainer's responsibility.
Although the Croatian language traps us
once again, the English language gives
us a bit more information regarding

responsibility. How confused are you
now? Well, the words responsible and

accountable are both translated into
Croatian as odgovoran (sg.) / odgovorni
(pl.), that is why everyone is confused,
especially parents and leaders. These
people are accountable (odgovorni) for
their children or teams, but at the same

However, at
one point
their circle of
responsibility
stops and the
participant's
circle of
responsibility
begins.

responsible

This difference is not here so that a

(odgovorni) for them. They can be

trainer could shrug and say: “I cannot do

responsible only for themselves, for

anything here, they are impossible.” This

what they will eat, how they will dress,

statement hides ignorance, a lack of

what movie they will watch, what they

knowledge of being able to see what

will do with the criticism they have

their participants need, and especially

received, and how they will apply it as

on how to give this to them. It is always

feedback in their method. A trainer is

easier to put the blame/responsibility on

responsible

broad

somebody else, is not it? This difference

knowledge of their target group, their

serves to relieve the stress we impose on

needs, communication styles, ways of

ourselves when we, as trainers, hold

dealing with what-if situations, and they

ourselves responsible for things that we

time,

they

cannot

for

be

having

a

really cannot be held responsible for. On

embedded in our culture, but that is a

the other hand, we should also deal with

topic for another book.

the feeling of guilt, which is sadly deeply
Responsibilities of a trainer

Responsibilities of a participant

Deliver specific knowledge which is usable for the

Know what and how they want to learn

participant (tailored to the target group and their level)

Find inner motivation

Know the needs of the participants well and adjust to with

Process content

them

Ask questions and ask for help

Use as many practical examples as possible

Apply the learnt material

Use different methods and forms of work

The result of learning

The balance between theory and practice

Give and receive feedback

Collect and apply feedback
Manage contingencies
If something gets stuck, try out all available possibilities
Invest in their knowledge, qualities and development
Table 2 – Responsibilities of trainers and participants

Basic trainer competencies

The competencies listed below are the
product of my ten years of professional
experience as a trainer and as a trainer
supervisor. They have also been subject
to feedback from a number of active
trainers who have contributed their
experience.

Understands how
people learn
Knows andragogical principles, principles of experiential learning, and didactic
principles
Knows how to raise awareness and develop competencies
Understands the importance of using the body, language and mood in the learning
process
Knows how to encourage and support learning
Likes to become unnecessary eventually

Knows their target group
Has mastered The Method of Distinction*
Approaches the group and the individual differently
Successfully creates relationships
Manages to see the bigger picture and details at the same time

Can design a training
Successfully examines the needs of the group and the individual, identifies outcomes
and designs appropriate activities
Applies the most favourable ratio of theory and practice
Knows various roles in the educational process, and applies them as needed
Possesses a strategy that is constantly adjusted to the current situation
Invests in good preparation

Can perform a training

Possesses communication, presentation and negotiation/sales skills
Has mastered Basic and Advanced Training Skills*
Can set the right context for learning
Manages to juggle the individual, the group and short/long term training goals
Is aware of the pre- and post-training activities required
Uses a variety of resources and approaches
Knows how to give and receive feedback

Is able to handle the
unexpected
Successfully recognises resistance and copes with it successfully
Manages group discussions and tricky questions
Knows how to motivate themselves and others
Knows how to adapt themselves and the training concept to last-minute changes
Manages time

Possesses qualities
Authenticity
Assertiveness and positivity
Respect
Playfulness and creativity
Vulnerability and thoughtfulness
Gratitude
Consistency and correctness
Ethics

Is dedicated to personal
development
Constantly works on the development of their own knowledge, skills and attitudes
Is aware of their own system of values and beliefs, and how they influence their work
Knows their limits
Ask colleagues for feedback
Constantly improves their Training Method* with new insights

Promotes training in
society
With their attitude, behaviour and work, they promote and
enhance the culture of training
Participates in important events and networks with colleagues

PARTICIPANTS
And yet, I have been doing it for years. Is it overly provocative to compare grown-ups
with dogs? Will I provoke anger among the readers who find themselves offended? But,
think about it! I am the first to act like a dog when I find myself in the role of a participant.
Not so much because of professional deformations which often bug me because I
notice all kinds of trainer-related details, but because my personality is developed, I
have got certain expectations, I most often think I know it all (let him who freed himself
of his ego cast the first stone), and I know exactly what I want. The trick is to know your
participants and the pitfalls they fall into before that even happens in order to help them
bypass these pitfalls, smoothly and painlessly guiding them through the learning
process. You can read this whole chapter from the participant's perspective and the
trainer's perspective; you will benefit from it in both cases.

Kolb's learning cycle
Experiential learning is a theory popularised by
David Kolb in the late 1970s. His research and
ideas suggest that meaningful knowledge
comes through a range of experiences. He
argues that our individual and personal
experiences serve to teach us about various
topics.

If

the

experience

is

interactive,

challenging and emotional, it will stimulate
further learning. Kolb emphasises that active
participation in the experience is vital. It is not
enough to just be present. Those who are not

fully involved in the experience will not gain any useful knowledge. When new
knowledge is not acquired, there will be no personal growth. In other words, experiential
learning requires meaningful participation (Kolb, 2015).
What matters here is the fact that we can learn from anything. If this sentence sounds
too simple, it is because it is! We learn from any event in our lives: break-ups,
promotions, falling off a bike. Of course, only if we consciously decide this; if not, then
these are just linear sequences of seemingly unrelated events, such as climbing stairs.
Learning does not have to be just a consequence of opening a particular book. As our
life is full of events, so it is, indeed, full of magical learning opportunities.

Learning styles
Description of the styles and how to identify them?
If we reduce the general learning process to an individual level, we can notice that all
people learn through four steps, but some are more committed to certain steps. Thus,
we come to the four learning styles, a theory devised by Kolb and elaborated by Honey
and Mumford (1992).
This link between learning styles and the steps in the learning process indicates that for
people who, for example, favour the acquisition of direct and specific experiences, this
learning step will be the most prominent one (doing and feeling), and they will go
through the other steps quickly and superficially. In fact, most people prefer two or
several learning styles, rarely only one. Quality learning happens when you are equally
committed to each of these learning steps. This means that in the learning process, and
especially in the process of knowledge transfer, we need to apply learning methods that
suit every learning style. For example, if we notice that we really like to experiment a lot
and think about what we do only a little bit, we discover why we are not making any
progress. All the steps should be balanced for effective insights.

REFLECTORS
Reflectors love to think about experiences and see them from many different points of
view. They collect data, both first-hand and second-hand, and prefer to stop to think
about it than to start drawing conclusions. They will delay this for as long as possible.
They will embrace an activity such as reading and being able to repeat what they have
learned. Their philosophy is to be careful. They are contemplative people who like to
consider all the possible angles and consequences before making a move. They like to
take a back seat in meetings and discussions. They enjoy watching other people in
action. They listen to others and express their opinions only when everyone has
expressed theirs. Reflectors tend not to stand out, they tend to be a little distant, tolerant
and calm. When they act, it is part of a bigger picture that includes the past, and their
own and other people's thinking.
They love:
•

to think before they do something

•

thorough preparation

•

to research and evaluate

•

to make decisions when it suits them

•

to listen and observe

The question they most often
ask is WHY?

They wonder:
•

Will I have enough time to think, adjust and prepare?

•

Will there be enough chances/opportunities to collect relevant data?

•

Will there be enough opportunities to listen to other people's opinions?

•

Will there be enough useful opportunities to watch other people do it?

THEORISTS
Theorists adapt and incorporate observations into complex but logically sound theories.
They think about problems in a consistent and systematic way. Theorists like to see how
things come together as a whole. They merge different facts into coherent theories.
They tend to be perfectionists who will not rest until things are neat and fit into a rational
scheme. They like to analyse and synthesise. They are fascinated by fundamental
assumptions, principles, theoretical models, and systematic thinking. Their philosophy
rewards rationality and logic. “If it is logical, then it is good.” The questions they often
ask are: “Does this make sense?”, “How does X go with Y?”, “What are the basic
assumptions?” They strive to be independent, analytical, and committed to rational
objectivity, and in no way susceptible to emotional subjectivity or any ambiguity.
Theorists like to increase the accuracy of the facts presented as much as possible, and
they feel uncomfortable with interpretations, lateral thinking and anything new and
unproven.
They love:
•

concepts and models

•

to see the whole picture

•

to feel an intellectual challenge

•

structure and clear goals

•

logical presentation of ideas

The question they most often
ask is WHAT?

As they consider engaging in educational activities, theorists will often ask themselves:
•

Will there be enough opportunities to ask questions?

•

Will the goals be clearly defined, and will there be a plan/structure for achieving

those goals?
•

Will I come across complex ideas and concepts that will present an intellectual

challenge to me?
•

Will the approaches used and the concepts explored be sensible and validated?

•

Will this experience give me the opportunity to develop a general view or model?

PRAGMATISTS
Pragmatists want to try out theories and techniques to see if they work in practice. They
optimistically look for new ideas and the first opportunity to experiment with various
applications. They are the kind of people who come home from training full of new
ideas that they want to put into practice. They like to do tasks that appeal to them
quickly and efficiently, with little preparation and only a few guidelines. They grow
impatient in long discussions. They are essentially hands-on, down-to-earth people who
like to make practical decisions and solve problems right away. They respond to them
as opportunities and feel good when they ‘fix’ something. Their philosophy is “There is
always a better way” and “If it works, it is good.”
They love:
•

to see the importance of their work

•

to see the practical benefits of learning

•

to have credible role models

•

to gain insight into proven techniques

•

to get to know the real activities

The question they most often
ask is HOW?

The key questions that pragmatists are interested in will be:
•

Will there be enough opportunities to practise and experiment?

•

Will there be enough practical tips and techniques?

•

Are we going to address real problems, and will that lead to action plans for

solving them?
•

Will we have the opportunity to work with experts who have the necessary know-

how / can they do it themselves?
•

Will this really improve my efficiency?

ACTIVISTS
Activists engage in new experiences fully and without prejudice. They enjoy the here
and now and are happy that the immediate experiences prevail. Activists love to take
matters into their own hands. They are energetic and accept new challenges and new
experiences. They are less interested in what happened in the past and are primarily
interested in what is happening here and now. They like to try again, check different
things, and participate. They are open-minded but not sceptical, which means that they
are mostly delighted with everything new. Their philosophy is: “I will try everything
once.” They act first and only later consider the consequences. Their days are filled with
activity. They deal with problems by brainstorming techniques, or they simply ask
someone who has already done it (a theorist) in order to save time. As soon as the
excitement from one activity subsides, they are busy searching for the next. The
challenge of new experiences awakens excitement and advancement in them, while
long-term changes, maintenance and reflections wear them out. They are loud and
cheerful people who constantly want to get involved, and when they do, they tend to
focus all activities on themselves.
They love:
•

to think on the spot

•

to learn in shorter intervals

•

many offered versions

•

to have the opportunity to start an activity

•

to participate and have fun

The question they most often
ask is WHAT IF?

The answers to the following questions will be important for activists:
•

Will I be able to learn something new or something I did not know before or could

not learn before?
•

Will there be many different activities available to me? (I do not want to sit still and

listen to a lecture for more than an hour without a break!)
•

Will it be okay to try/relax/make a mistake?

•

Will I encounter difficult problems and challenges?

•

Will I meet other people similar to me for socialising/having fun?

•

Will there be a lot of work / many opportunities for participation?

IMPORTANT SKILLS IN
COACHING AND
TRAINING
What communication skills are essential

language – we ‘speak’ with our whole

to trainers? Everything matters to them!

being: both our hands and feet, and

And

intent, and emotions, and words, and

besides,

what

are

actually

communication skills? Eh, it is a hard

silence.

question.

misunderstood than understood. Here,

involves

In
the

fact,

communication

transmission

of

We

are

more

frequently

any

too, I have decided to put the biggest

message, usually using language, they

emphasis on one trainer. Not so much

say. But it does not have to be just

for them to master all possible ways of
conveying the message, but to reduce
misunderstanding. What I would like to
point out as the most basic things to
begin

with

are

Distinction,

the

Method

building

relationship/rapport,

feedback

of
a
and

storytelling. We can look at these
elements from different points of view
through

Message

levels,

while

simultaneously applying Presentation
skills.

The Method of Distinction
The difference that sets professionals apart from others is the recognition of details that
the untrained eye cannot see in the same picture. It is not magic – it is information. The
Method of Distinction helps trainers give better feedback, develop participants or
themselves faster, and solve problems that they encounter more effectively. In addition,
everyone likes to hire and pay a professional who understands everything right away.

Let me tell you a story of the first date of

would say something along the lines:

a young couple who had just met. He

“Look! Venus, Little Dipper, Orion Belt,

wanted to impress her, so he decided to

Milky Way, Andromeda...” The same

take

Medvednica

eyes, but a completely different sky. A

mountain on a Saturday night, to a

sky full of distinctions, differences that

scenic turnout that offers a beautiful

had not existed in the mind of our young

view of both the city lights and the night

female protagonist until then. And

sky. A romantic young man, for sure. It

which inevitably gave her more breadth

was a warm spring evening, so they got

and better insight. Now, imagine that

out of the car to stretch their legs a bit.

this young man had been an astrologist

They leaned against the hood. He

and that he had said, “Look! Sagittarius,

casually

her

Lion, Gemini, Capricorn...” Same sky,

shoulder, pointed at the sky, and said,

different eyes. New distinctions. After all

“Look how exceptionally bright the stars

these layers of information, it is no

and moon are tonight!” Wonderful, the

wonder that the two of them continued

girl was impressed! Imagine if our young

looking at the sky for hours, and seeing

man from the story had been an

and discussing things that the first

astronomer, how would the story have

young man might not have been able to

gone? He would put his hand around

provide. This is one of the reasons why

her shoulder, just as casually. Being an

they say that information is the currency

astronomer does not immediately mean

of today.

her

to

put

Zagreb's

an

arm

around

that he is an incompetent nerd! And he

Whatever a trainer is doing, they observe the non-verbal communication of participants,
plan the training, prepare for a sales interview. It is not only important for them to look,
but to see. In fact, to look is a biological property – we do it with our eyes; to see is a
cognitive property – we do it with our brain. And in order to prepare and practice their
Method of Distinction, a wise trainer makes their own List of Criteria for each of their
activities – a list of four, five points they want to focus on so that they can successfully,
through practice, manage to see the forest for the trees. And to become a well-paid
professional with time.

RAPPORT
How to build it?
What to do in order to speed up the process of developing a
relationship with another person?

Rapport is a relationship of compatibility, trust and understanding between two or more
people. To establish a rapport means to build a two-way connection. Once you have
established it, it makes any relationship easy: family, marriage, business, in a store, at
the doctor's, at the market. In this chapter, I will treat it as a general term, and in the
next one, I will be a little more specific and explain group rapport.

How to build it?
Perhaps the simplest way to explain that

problem, you have similar fillers, or there

magical sense of trust and friendship is

is simply ‘chemistry’ between the two of

by comparing it to a moment when we

you, and you say to yourself, “We are

realise that we are on the same

very similar, I like this person.” If you

wavelength with another person. You

have ever been abroad, especially

know

someone,

somewhere far away, and after a long

someone who is similar to you, or you

time you meet a person from your

like or dislike the same things and

homeland, it does not take long before

people,

you give them a smile and grow to like

when

you

you

meet

encounter

a

similar

that person almost instantaneously. The
context is much different, and we tacitly
understand each other at the level of
belonging to the same country and
everything that goes with it, much more
so than with any person from Thailand,
Australia or Iceland. And maybe we
would not hang out in Croatia at all.

The two are in
a relationship,
they are
flowing.
The simplest way to illustrate the
process of creating rapport is to ask you
if you have ever watched a western
movie. You know, those, often blackand-white, movies that take place in a
small town in the middle of a dusty
desert, each with at least one saloon, a
brothel, a bank, a sheriff, and a train
station that is also the only connection
to the outside world if you do not own a

Rapport can be explained by a wide
variety of words, such as connection,
trust, harmony, comfort, openness, flow,
respect. It is the first step of any
relationship. Rapport is like dancing –
before you know what is going on, you
do not know who is leading and who is
following. The two merge into

a

wonderful relationship in which they
work together to create steps that create
dance, which in turn creates one
particular energy.

horse. Can you picture this setting? The
hot morning sun at the train station, the
sound of a whistle, that special smell of
a steam locomotive just coming in, the
roar of excited passengers. Are you
there? Great! The trains then carried
whatever could not be put on a horse,
and that was almost everything. So, this
was how banks transferred their money
and documents from one place to
another. Now, do you know how
robbers robbed those trains back then?
What was their strategy? They could not
get on the train while it was still at the

station because everyone would see

probably fall off the horse before they

them, and the sheriff would easily catch

could climb it due to the collision of two

them. They had to wait for a bit for it to

different speeds. Therefore, they would

leave town. The danger that existed if

first determine at what speed it was

they waited too long was that they

moving, and then try to reach it by riding

would not be able to reach it because

alongside it, and then they would

although steam locomotives took a long

elegantly and almost invisibly jump into

time to reach the maximum speed and

it. I always wondered what happened to

were slower at first, they later reached

the poor horses without their riders in

speeds too high for a horse. So, the wise

the middle of nowhere. And once the

robbers roughly decided on the place

robbers are in the locomotive, they can

for an ambush, where the locomotive

hijack the train – stop it or divert it.

should be fast enough to leave the town
behind and convince everyone it was off

The same process takes place when you

on its journey, but still slow enough for

want to develop a relationship with

them to reach it on horseback. And then

someone – there is nothing sudden

they would ride towards it. If they simply

because only resistance comes out of it.

attacked

it

vertically,

they

would

What to do in order to speed up the process of
developing a relationship with another person?
The most important thing is to look at the person in front of you, and first try to notice
non-verbal, paraverbal and verbal details so that you can adapt to this person. The
Method of Distinction comes first – you must first be able to notice before you can do
anything about it! It is not just about completely mirroring or mimicking what you see
that the person in front of you is doing. Here lies the danger that the process of
establishing rapport becomes artificial, obvious and hard. The point is to experience the
energy of the person, whether they are fast, slow, talkative, keen on philosophy,
impatient, cheerful, and to adapt to this the best that you can, using those characteristics
that you have, without changing yourself. Here are all the levels at which you can align:

PHYSIOLOGY

THINKING STYLE

Make eye contact

Adapt to the style of learning, the

Adjust body position, sitting position,

representational system

walking pace...

Adapt to the decision-making process,
deduction/induction

VOICE
Adjust the tone of

EXPERIENCES

voice/rhythm/pauses/intonation

Use experiences that you have in
common and that connect you
Find common ground where your

WORDS

interests overlap and express your

Use the words/metaphors/details/fillers

enthusiasm

that you have heard the other person
use
Use the method of backtracking,

VALUES/BELIEFS

paraphrasing, summarising

Align with the motivational value
system (honesty, competitive spirit,
independence, caring) and beliefs. (“A
penny saved is a penny earned.“) (“If I
have a good diet, I will have more
energy.”). In other words, all that is true
of that person.

Rapport with a group


Distinguishing states



Anchoring emotions



Establishing rapport



Storytelling

All right, trainers. Now that you know what rapport is, you also know what a group or a
team is. The next question is: how to establish rapport with a group? Since I am asking
this question, it is obvious that there must be a catch. And there is one! Just as there
are different approaches to an individual and a group in education, they are also
approached differently when creating relationships. A different objective, different rules.

DISTINGUISHING STATES
First and foremost the state, the state
comes first. By state, I mean the whole
mood we exude at that moment, which
is reflected in our emotions, language
and physical manifestation. When you
are in a good state, or as people in NLP
(neurolinguistic programming) like to
say, in a state full of resources, people
say that you are kind of charismatic,

cool, that your energy is good. No
wonder, since you are probably present,
sharp, confident, resourceful, original,
patient, optimistic. You have managed
to

bring

yourself

into

your

own

masterpiece from which you can access
any resource you might need, and from
which you can simultaneously see the
bigger picture in front of you and the
details. A very powerful training tool!

The untrained
eye sees the
consequence,
whereas the
trained eye will
see exactly
what you did in
order to put
yourself in that
particular state.

Many

trainers

much

changing your language, it will affect the

attention to it when they stand before

other two. Come on, just try to sit on a

their participants, but after a while they

chair, shoulders bent, head bowed,

know how to notice the participants'

looking kind of downcast. Maybe even

states, especially if they are not the way

place your palms on your forehead,

they have imagined it. Let me tell you

leaning against the table with your

another secret: the state acts like a virus,

elbows,

it is contagious. Your state of being is

statements, such as “I am a great trainer

reflected on the participants, whether

and everything I do turns out great.”

you like it or not. Remember that the

“Today is a beautiful day, and I am going

next time you get ahead of yourself, and

to take full advantage of it.” “Life is

say things like “They are unbearable

magical, and I cannot wait to see what it

today”, “I cannot do anything about this

has in store for me now.” It just does not

when they are constantly talking to each

work; it is funny even. This is because the

other”,

completely

triad tries to be uniform, harmonious.

uninterested and they are getting on my

Check your mood as well, that is, the

nerves!” The trainer is responsible for

emotional state that you slip into while

setting the learning context, and the

sitting like that. How are you feeling? At

participant is responsible for harvesting

what level is your liveliness on a scale of

the

important

1 to 10? Now, try to change something

components of this context is the state.

in your physical manifestation – maybe

fruit.

“They

One

do

not

are

of

the

pay

and start making positive

stand up straight, raise your arms and
And the answer to the question of how

head up. You literally have a different

to get into the right state is simple – by

point of view now. Are the words that

briefly preparing yourself before you

have just been spoken still appropriate?

step in front of your participants,

Play

whatever works for you in this triad:

vocabulary in this position, and watch

mood, language, physiology (Sieler,

what happens. Find inspiration in a TED

2005). If you start working on your

talk by American social psychologist

posture, you will notice that your mood

Amy Cuddy “Your body language

and language are changing. If you start

shapes who you are.”

around

and

change

your

Another practical way of bringing yourself to a certain
state is the NLP Circle of Excellence (Masiokas, 2015). It
can be done in three simple steps:
1)

Using your imagination, picture a circle on the ground in front of you, big

enough to enter. If you cannot really imagine it, draw it with chalk, tape or rope.
2)

In that circle, imagine every good thing about yourself. Take every good deed,

every accomplished goal, every strength, and any other source of positivity that is within
you, and put it in that circle. Imagine the colours, shapes, sounds and feelings (try to
use all the senses) that appear inside the circle as you look at it from the outside.
3)

Now, step inside the circle for real, and experience what is happening inside it.

Take a deep breath and feel the positive vibrations. Enjoy it for a moment! Now you can
do some of the following things if you want to keep this source. While still in the circle,
imagine the rest of the day, week, or month. Imagine all the moments and places
needed to display these sources. Project your excellence into these situations. When
you are done, use your imagination to ‘pick up’ your circle of excellence, and put it in
your back pocket. In the future, whenever you wish, you can take this circle, throw it on
the floor, and step into it! This circle actually moves from pocket to pocket in your closet.
Even when you are not wearing any clothes with pockets, your circle will still find a place
to hide, so you can use it whenever you need it. Unbelievable, is not it?

ESTABLISHING RAPPORT
Since people are different, there are

when one person changes the position

several techniques used here. First, you

of their legs, soon everyone around

need to practise your peripheral vision

them changes their position as well.

skills so that when you look in one

There will be a few of them. Focus on

direction, you see a lot more. Second, if

them, they are the keys to building

your gaze or head is looking in one

rapport fast (O'Connor & Seymour,

direction, try to point your hands or feet

2011).

in the other. Especially, for example, if
you are standing in front of participants

With a larger number of participants, or

sitting in a semi-circle around you. In this

if you find yourself in a situation where

way, you are speaking with your whole

you are recording a video in which you

body, and are not neglecting anyone. It

have no contact with the audience at all,

is not as if you have to look directly at

you can use several strategies for

someone

feel

establishing rapport fast (Lawrence,

subconsciously involved. And third, try

2017). What is very important is that you

to figure out who the ‘rapport leader’ or

constantly calibrate your participants

the unconscious leader is. For example,

and align with them:

for

them

to

 Highlight or make them verbally aware of what the whole group has in common.
 Establish common values and goals (this is especially helpful if you are introducing a new
training day).
 Use predicates of all representational systems.
 Use vague, abstract language that most participants can identify with (strength, success,
persistence, courage).
 Recall the memory of another pleasant situation.
 Use the YES kit: a series of statements to which you know the answer is YES (“We are all
here today, we are all in this hall together, and we have all come to hear and learn something
new.”). Participants will usually nod to these.
 Catch them like those train robbers by Using sentences from the past, through the present to
the future: “You probably received my message last week, and you were wondering (X), but
now that we are all sitting together, it is easier because of (X), and it is going to be even easier
once we can rehearse it in the next module. Then you are really going to master the skill of (X).”

ANCHORING EMOTIONS
Some trainers wrongly believe that

the reaction that your body/mind

walking around the stage is the best way

produces

to ‘get in touch with the audience’ and

special moment. Another example is

they

Pavlov and his dogs!

subconsciously

produce

when

remembering

that

unnecessary adrenaline. This can cause
some problems for the participants

There are many ways anchors can be

because anchoring is a tool we use with

used, and spatial anchors are what is

the

important

help

of

our

body.

So,

our

for

us,

trainers.

Spatial

unconsciousness communicates with

anchors are created when a particular

their unconsciousness. If so, we should

place

really be careful about what we say.

subconsciousness,

becomes

anchored
and

we

in

our

thereby

attribute a special meaning or sense to
it. One example would be our childhood
bedroom where we felt protected,
loved, surrounded by our things, with
many happy memories, etc. Every time
we go to our old bedroom, the old
feelings automatically come back.
Ian

Brownlee,

a

top

international

educator, says that as a trainer, he
always sets the spatial anchors for his
communication beforehand, spending
Anchors are an NLP term for something

the first few minutes of his presentation

that acts as a trigger that creates a

or training on one particular spot. This is

special response or reaction in one's

usually close to, and in front of the

mind/body. Think about how you feel

screen/board

when you hear that special song that

presence/image

marks a special moment in your

linked to his words and the pictures on

relationship with your significant other.

the screen/board. This static spot is

A song can be considered an anchor for

known as the ‘presentation point’. He

so

that
is

his

physical

psychologically

says he never wanders around the room

An example of the spatial anchoring that

talking to the participants or looks at the

Ian uses in his trainings is that he stands

screen. There are various reasons for

for the first 10 to 12 minutes, and just

this.

when the participants’ attention begins
to wander, he moves and sits on a desk

If you are constantly moving, how can

near the participants to tell them an

you observe the audience's response to

anecdote, a short story, to answer a

your communication, and adjust your

question, etc. This change in activity

delivery accordingly? It is common

ensures that their attention is focussed

knowledge

nonverbal

again when he comes back to the main

communication is a crucial part of

topic of the training. After he does this

influencing other people. The main

several times,

components

gaze,

subconsciously learn that when he sits

orientation, proximity and gestures. I

on a desk, they can lower their pens,

cannot stress this enough – it is

lean, relax a little, and they know that

important

is

what is coming is not necessarily related

constantly calibrating the participants'

to the content. Once he gets up and

nonverbal

comes back to his starting position, they

that

are

that

posture,

the

presenter

communication

adjusting their own.

and

the participants

will

know that he is about to go back to the
content, so they may need to focus
again and continue taking notes. The
same goes for using the board: when he
starts using the board, the participants
know that what he is presenting is
something that is not in the manual, and
that they are required to pay special
attention to the information.
Everything that is relevant to your work
can be anchored in space, and it is
especially

interesting

to

anchor

emotions or different roles in storytelling
activities.

STORYTELLING FOR RAPPORT
Here are some reasons why you would want to include storytelling in your training
method:



Stories are an emotional glue. Stories connect the participants with the trainer's message.
Much of what the participants remember from the learning experience are the feelings
they get from the background message, not a multitude of minor facts. Stories are an
important way of tugging at the participants' heartstrings , providing a channel for
conveying a deeper message based on emotions.



Whatever information a trainer provides, it is received better through a story. This is
especially true for dry facts or figures. Organise your information into a form that has a
start (scene-setting), a middle (challenge) and an end (new reality).



Stories shape knowledge into something meaningful. For centuries, people have used
stories in order to convey knowledge. When information is embedded in the context of
a story, it is conveyed in a unique way. More recent research shows that 70% of what
we learn comes from storytelling.



Participants find themselves in stories. If you know your target group and the problems
or emotions that preoccupy them, you will soon get through to them and encourage them
to draw lessons for themselves.



Good stories can teleport you. They can take participants from lifeless meeting rooms,
offices and halls into an adventure world full of possibilities. In this altered reality, the
mind becomes more open to new points of view and ways of thinking. It is the best place
to learn!



Stories motivate. They are particularly motivating when participants hear an inspiring
story of how someone has succeeded despite obstacles.



A story always has an audience. Everyone will stop and listen to a story. Have you ever
noticed that even the busiest people and the most anxious participants will stop to listen
to someone's story or even to tell one themselves? Stories are the reason why we are
attracted to novels, movies and the yellow press. If you want to hold the participants’
attention, you will be most likely to do so through storytelling.



Stories are told to be shared. They are shared not only in the real, but also in the virtual
world. Remember how many times you have shared something on your social media wall,
and how many likes you got for it.

Feedback
What makes it important?
Tips for giving effective feedback
Tips for effectively receiving feedback

What makes it important?
For our purposes, effective feedback is

over whether or not the recipient

clearly heard, understood and accepted.

chooses to respond to our feedback, so

We want to stimulate growth in future

we should immediately dismiss that as

trainers (peer feedback, supervision), as

an option and remember that we are

well as foster the participants' learning

doing the best we can with the moment

experience.

we have.

Feedback is a powerful skill that trainers

Feedback is given solely for two reasons:

handle together with other skills in their

to correct an unwanted behaviour/fact,

method. It is often used only at the end

or to encourage desired behaviour/fact.

of a training session, but since it can

The easiest way to describe the idea of

change a participant's point of view in

giving feedback is by looking at the

an instant and give them a clearer

mirror metaphor. Be a mirror for

insight into what they are doing / what

another

they have / what they are, it is more

judgment a fact that has taken place. In

useful if given during training, more

this way, you are supporting that person

specifically at a given moment, on the

in acquiring a more objective image of

spot. Giving and receiving feedback is

themselves.

within your power. We have no power

person,

reflecting

without

Tips for giving effective feedback



Assume good intentions.



Intentions are energy, and energy can be felt and appreciated.



We give feedback on behaviour, not personality.

 We do not comment on what the person is like, nor do we touch on their values or beliefs.
We only comment on how they have behaved. Do not be tempted to discuss aspects of
personality, intelligence, or anything else. Just behaviour.


Say what you have noticed, avoid interpretations.

 What you have noticed comes through our five senses. Interpretations are our analysis or
opinion of what we see. Say what you have noticed, not what you think about it. Observations
are more influential because they do not contain judgmental facts.


Feedback should be timely.

 It is not wise to mention something that has offended you or that you have liked six months
later. It would be good if the feedback was timely, which means that everyone can still remember
what has happened. If you want to say something to someone, simplify the emotion, say just that,
and move on. In that way, the whole relationship or growth of that person can move in a different
direction, not to say in a better one, than it would if you had waited for the ‘right moment’.
However, it does not mean that you will not think about it at all when you give it. You still need
to think about what and how to say (De Galan, 2011).

Tips for effectively receiving feedback
It is also important to think about the skills you need to receive feedback, especially
when it is something you do not want to hear, and because not everyone is capable of
giving feedback (just remember parents and their ‘criticism+).



Be open to feedback.



In order to hear feedback, it would be a good idea to listen to it. Do not think about how
to reply, just listen. And notice nonverbal communication (your own and others') and listen
to what your interlocutor is not saying as well as what they are saying.



Thank them.



Do not get into the explanations of what you actually meant by this, and do not begin
to justify the reasons why you did it. Know that when someone gives you feedback, they
are showing their support, care and best intentions. Think of it as a free consultation. They
are giving you a gift. Accept it with gratitude.



Check it.



The worst thing you can do is accept feedback as your truth and apply it without a filter.
It is the fastest way to a broken heart and loss of your own identity. Someone else has
given you their truth, but that does not mean it is your truth. Check whether this feedback
encourages you to grow, or if it is something you do not find useful.



Apply it as soon as possible.



If it is not useful, do not apply it; if it encourages your growth, apply it. And remember
to leave your ego at the door.

The process that happens after you receive feedback is paramount. When I say after, I
mean maybe five minutes, five hours or five days later, depending on how strong your
powers of self-deception and your ego are. You have been given free advice, and it is
time to take inventory. Imagine taking a big tray, and placing everything that is inside
you on it first – all your values, beliefs, patterns of behaviour, role models and desires.
They need to be brought to light for a very simple reason: while they are still inside you,
you do not see them, they are literally behind your eyes. In this way, you can choose
what you want to put back inside, and what you want to throw away. And so begins
your inventory. All the things that you see now developed at certain point in your life
because were of great use to you. However, is this the case now? Or do you still keep
them out of habit, like those childhood friends you consider friends, and after so many
years you are aware that they do not know who you are, and you hardly talk to each
other, maybe just at the holidays. You now decide which item to discard, and which to
return. Next, look up from the tray and look around. Remember that feedback you
received. It could be that it is someone else's well-intentioned truth, and that it has

nothing to do with you. In that case, just throw it away. It may be, however, that in your
own intimacy you admit to yourself that this has something to do with you, and that
applying that special feedback would really benefit you. Then put it together with the
rest, and continue to look up, and notice the beliefs, values and behaviours of others
around you. Feel free to take them and adopt them. You should stick to the strategy
that works. If such spring cleaning were done more often, the term spring cleaning
would disappear because it would not be something time-consuming and tedious, but
something short and routine. Have a nice cleaning!

Storytelling
I am sure you have heard of storytelling,

Telling stories is not just about saying

or narratives. If not now in your

things. If you look closely, conversations

adulthood, then surely when you were a

around us are mostly based on retelling

child. And I am also sure that your

compelling

associations with this term are positive.

commercials,

Of course, unless you are a parent-

stories about “how my sister-in-law was

victim at the time of reading, forced to

cured”,

tell ten good night stories every night.

neighbour is so successful at this”, tips

stories.
gossip,

stories

These

include

wishes,

about

“how

jokes,
my

on “what awaits you when you give
birth: first-hand accounts”. And if you
look closely, anything that has a ‘good
story’ is ‘sold’ better. Moreover, good
storytellers pull you into the plot, you
somehow identify with the characters or
emotions, and the story stays so
engraved in your mind that you keep
retelling it to other people. It does not
matter that the details differ from one

storyteller to another – in that way the

through videos, charts or drawings;

story becomes a legend.

another 40% will be auditory types,

In addition to helping you create

learning best through lectures and

instantaneous

with

your

discussions; the remaining 20% will be

can

make

kinaesthetic participants who learn best

learning more efficient, help participants

through work, experience or feeling.

process and remember information,

Storytelling has properties that are

trigger creativity, and make learning

effective for all three types: the visual

inconspicuous.

types appreciate the mental images that

participants,

rapport
storytelling

storytelling awakens; the auditory types
In his book ‘Lead with a Story’ Paul Smith

focus on the words and voice of the

(2012) wrote that in any group, there will

storyteller;

be approximately 40% predominantly

remember the emotional connections

visual

and feelings in the story.

participants

who

learn

best

and

the

kinesthetics

Message levels
A myth
3V=3

A MYTH
True or false: Only 7% of the meaning in

is known as the 7%-38%-55% rule

communication comes from the words

applies

themselves. If you answered ‘true’, you

communication

are not the only one. You might also

application

assume that 38% of our message is

communication

conveyed by tone and 55% by body

misinterpretation of Albert Mehrabian's

language. It is one of those ‘facts’ that

1960 research, which persists despite the

has crept into what is considered

efforts of Mehrabian himself and others

common knowledge. Unfortunately, the

to rectify it. His research addressed the

fact that it is common knowledge does

relative

not necessarily make it true. In fact, what

nonverbal

only

to

very

special

circumstances.

of

this
is

importance

rule
generally

of

verbal

communication

The
to
a

and
when

communicating explicitly about people's

persists. How is it that an idea that fails

attitudes

asked

to answer a simple question, and that

respondents to evaluate the speaker's

does not provide evidence for the

feelings by listening to a recording of

limited interpretations that such results

one spoken word uttered in different

can give, is considered gospel?

and

feelings.

He

tones of voice. Yes, one word only!
It is also important to consider how
come

that

this

interpretation

still

 Can my students truly learn 93% of my message if I stand in front of them and pass on all
the material without using any words? Imagine how much we, as educators, could save on
curriculum design if only 7% of the message were transmitted by words!
 How much easier my job as a project manager would be if only 7% of communication came
from the words! Goodbye to carpal tunnel syndrome, welcome stiff facial muscles and damaged
vocal cords! Could I get rid of the hassle of breaking bad news about a problematic project by
announcing the status of the project in words that tell one story, and tone of voice and body
language that tell another?
 Does the 7%-38%-55% rule assume that we only get 45% of the message from the radio
because we cannot see the sender's body language?
 Since only 7% of the message is transmitted by words, then 93% is transmitted by nonverbal
communication, which assumes that much can be achieved without understanding a single word
spoken by people. The whole world would be like a scene in a Star Wars cafe – they all speak
different languages, but they still understand each other in as many as 93% of cases.

It is true that the speaker's words are

components

only a small part of their efforts in

important clues about the speaker, their

communication. The pitch and tone of

thoughts

their voice, the speed and rhythm of the

substantiating

spoken word, and the pauses between

speaker's own words. What we can truly

those words can express more than

say is that nonverbal communication,

what is conveyed by words alone.

while sometimes invisible, overpowers

Furthermore, their gestures, posture,

the other two, especially when it comes

position and expressions usually convey

to first impressions.

various subtle signals. These nonverbal

can
and
or

give

the

listener

feelings,
contradicting

thus
the

Let me see if I can illustrate this with

this written anecdote. But let me tell

one example, although you will not be

you exactly how she said ‘no’. First,

able to see it – just read it. Imagine a

when she heard the question, she

Saturday night, and that the same

flushed because she liked that nice,

previously mentioned couple had just

persistent young man who did not give

met. Location: a cafe. Time: just before

up despite his jitters. She liked it. As

closing time. The two of them were

soon as she realized what he was

sitting at the bar, he had just managed

asking her, she looked down and

to approach her, and they had been

began to stare at the surprisingly

chatting for a while. At one point, he

interesting wood patterns on the cafe

noticed that the cafe was about to

floor. Since they were not sitting but

close, and that if he did not make a

just leaning against the high bar stools,

good move, he might never see her

she then stood up and started to

again. So, he decided to bravely invite

unconsciously play with her foot. When

her over because, well, he lived nearby

he finally finished his question, she

and alone. Of course, the adverb

looked at him shyly with a mischievous

‘bravely’ is here just so that we do not

traitorous semi-smile, took one step

take away his manhood. He did his best

forward, and said with her hands

so that it would seem that way, but it

tangled behind her back, in a singing

was more like the unstoppable

voice “well, I do not know...” Haha, do

stuttering of Looney Toons' Porky Pig.

not get me wrong, 'no' means 'no'!

Fortunately, the young lady was

However, there is a difference between

preoccupied with thinking up an

the interplay of all three main

answer. She told him she would not

components of communication that tell

come over. Now, this is what you get

our youngster whether to try again or

when you ‘see’ only the verbal part of

give up.

3V = V
People most often do not know what

his TED talk The Long Life of First

paraverbal communication means. And

Impressions (Phillips, 2016).

then, of course, I explain to them, I am
at my wits' end explaining that para is a

It is essential to manage all three levels

Greek prefix meaning something like

of the message, rather than to know

‘more

that

what they are called. And to understand

complements verbal communication.

that when all three letters V are aligned,

But it is not important, it is really not

they invoke the fourth letter V: vibe, or a

important to break your tongue and

certain kind of energy. That something

strain your brain over the semantic

that happens when there is harmony

differences between those words, so

and credibility. But more on that in the

instead

and

Presentation skills section that follows.

can

See below for an overview of the

insert visual, verbal and vocal – let's

differences between each of the three

insert three Vs, as advised by Ric Phillips,

message levels.

than’.

of

paraverbal

So,

something

nonverbal,

verbal

communication,

we

a Canadian Communications trainer in

VISUAL | facial expressions and gestures

VERBAL | written or spoken words

Posture (shoulders, spine, head)
Fillers
Distinct facial expressions (eyes, eyebrows, forehead,
cheeks, lips...)
Position of the foot
Movement of hands and palms
Movement around the space
Style of dressing
Breathing

Vocabulary (learnt, foreign, simple, expert terminology...)
Catch phrases
Slang
Swear words
Jokes, metaphors, proverbs
Generalisations, distortions, deletions, exaggerations
Sarcasm, cynicism, irony
Rhyme
Dialect, standard language

Table 3 – Visual and verbal message levels, (Pease & Pease, 2006)

VOCAL | elements of speech

Tone

The tone is the frequency of our voice. Each of us naturally speaks in a higher or lower tone, but we
can also control the tone. The meaning of some of the verses will require a lower tone, and some
others a higher tone. We usually realise positive emotions using a higher tone, and sad ones using a
lower tone.

Intonation

The intonation of a sentence is creating its tone. Just imagine a robot speaking in one tone, and it will
be clearer to you. Intonation can be rising, falling or flat. Falling intonation is realised at the end of
the sentence. If we often use rising intonation (like, for example, residents of the city of Rijeka), it
seems as if we are humming a song.

Timbre

That is the only thing of all the ones mentioned that we cannot control much – the colour of our voice is
our distinctive brand that we are born with. You must have been in a situation when you recognised
an old friend or a teacher just by their voice, although after so many years you would not have been
able to recognise them just by seeing them.

Intensity

Intensity is also called the volume of speech. When you are standing in front of participants or a
larger audience, you often get stage fright, so you begin to speak silently. You should not forget that
you are addressing a larger number of people, that a large room has poor acoustics, and that those
in the back should also hear what you are saying, even when you speak softly. A professional singer
would tell you to use your chest voice, not your head voice. It is one of the tricks of how to also
preserve your voice from cracking after a whole day of use.

Tempo

Tempo is the speed. Beginner trainers sometimes speak too fast because they think they will not be
able to say everything they had planned. Since most people are visual types, they need to be given
some space to create an image of what you have said in their head. So, speak slowly. Unless, of
course, you are telling lively story for which a higher speed would be appropriate. By changing the
speed, you achieve a higher degree of expression.

Pause

Pauses or breaks are interruptions in speaking. They are very useful if you do not want to faint due
to a lack of air, but they can also be planned so that we increase the tension, and attract attention
before a certain part of the text we want to highlight.

Word stress

Whether you will pronounce ADdress or adDRESS, PREsent or preSENT, INcrease or inCREASE TIhana
or tiHANA (as they usually pronounce my name abroad) depends on the part of the word you will
stress.

Table 4 – Vocal message levels (Težak, 1996)

Working with a group or with
an individual?
If a group were an animal, what would it be?
The difference between a group and a team?
Group development and the trainer's tasks

If a group were an animal, what would it be?
If a group of participants you are

wine fly? And how did you come to that

currently working with were an animal,

conclusion? If you could move away and

what animal would it be? A monkey, a

see your participants from afar, you

shark, a sloth, a squirrel, a gorilla, a

would certainly notice the features that

golden retriever, a chamois, an ant, a

stand out:



playful, restless, mischievous, humorous, head in the clouds: monkeys;



curious, quick, cheerful, verbal: squirrels;



kinaesthetic, slower, do a lot of listening: sloths;



proud, direct, provoking, biting: sharks;



rough, uncoordinated, impatient, stubborn: gorillas.

Here you can really let your imagination

example, there are ten participants in a

go, it is important to notice the

group – you are not actually working

characteristics and draw your own

with ten, but with the eleventh entity

conclusion. And why does it matter?

born

Because you will be working with that

interaction. That is the best difference I

animal, and not with the sum of

can help you with in your work at the

individuals standing before you. For

moment. If you focussed on each

out

of

their

dynamic

and

individual participant during the training

with the sum of the participants in that

process, not only would you waste

group. A great trainer must be able to

energy unnecessarily, and the quality of

notice three things at any time:

your work would be reduced, but you
would still be firing blanks because you

Working with the animal metaphor

would actually miss the whole target.

means that once you notice it, you can
give it what it needs in the appropriate

Do not get me wrong and tell people

way. Or rather, not what it thinks it

that Tihana said that you do not work

needs, but what it truly needs. The

with individuals in trainings! Of course

squirrels think that they need more

you do, you bet you do. That is why

activity, more variety, and to get all of it

there is a very common expression: the

at once and fast, now if possible. You

individualised

breaks,

see, their curiosity is insatiable! And

alone, between modules, one-on-one

what they truly need is to slow down so

during some group tasks or sometimes

that they can hear their thoughts and

in front of everyone. This will greatly

reflection, and use them to create the

help your training skills. It is also

wisdom for change. The sloths should

advisable to know your participant so

be accelerated; the gorillas need to be

that you can know as quickly as possible

given an intimate atmosphere in order

which button to push in order to

to thaw and relax a little; the monkeys

motivate, interrupt, or calm them down.

need structure and responsibility; the

What I want to say is that there is one

sharks need a safe and non-judgmental

component creeping around in the work

environment. In fact, when you know

of a trainer which is overlooked by

what you are looking at, the answers

many, and because of that it creates

and

problems for them, and that component

themselves.

approach.

In

is the group, and it has nothing to do

training

strategies

appear

by

The difference between a group and a team
A team is a small group of people with

the group, and individuals become less

complementary

are

aware of the consequences of their

committed to a common goal, a group

actions. Drivers, just remember toll

of tasks, and who have a common

booths as you are driving towards them:

approach to work for which they hold

although they are all empty, you follow

themselves

the car in front of you as it follows

skills

who

mutually

accountable

(Katzenbach, 1993).

another car. Why?

What does a small group of people
mean, how small should that number be
in order for this group to be developed
and led successfully?
Can I gather associates from different
departments of one company so that
there is more of us with different
knowledge

in

order

to

create

a

successful team? No, because that is a
group, not a team. The difference that
makes

the

difference

is

that

not

everyone in the group has the same
approach to work, and accountability is
almost never taken. Anyone who has
been to a concert, protest, or waited in
a long queue knows that people in a
crowd

behave

differently

than

individuals – as if they were possessed
by something. Crowd psychology says

“Grouping up
meets the
deep needs
of the human
soul.
Nowadays, a person feels alone in a
huge mass of people. To avoid this
torment of solitude, they resort to the
warmth of small groups. Today's
educational discipline and intellectual
education have asked them to subdue
their senses. When this became
unbearable, they looked for a group of
friends, where they were free to express
their feelings knowing that they would
be accepted.” (Bezić, 1975)

that they create a unique, collective way
of thinking, which results in the creation
of a feeling of elation in each member of

A group of people is a working group
that

may

have

complementary

knowledge, but it lacks synergy and

tolerance

is

practised,

conflict

is

empathy. A group of people is a group

resolved, best solutions are found,

of individuals who separately align their

transfers and emotional aberrations

own interests. The sum of individuals in

enabled, a climate of trust and a spirit of

one group is the one that can be

community created.” (Bezić, 1975) This is

counted. No new entity is born, there is

the power that is born by the birth of a

no magic. “While the masses level the

team.

personalities (mostly downwards!), the
small community lifts them up, builds

Training participants, I would say, have

them and perfects them... It cultivates a

foot in each category, with great

sense of responsibility and duty. It is a

potential for becoming a team if the

school of thought, debate, reasoning

training is long term. On the one hand,

and

to

these are individuals with their own

uncover the truth (removing masks),

needs, and on the other, they have a

destroys prejudices, acts as a mirror in

common goal: to become excellent in

which our weaknesses are reflected,

the training topic. How things will

provides the opportunity to learn about

develop further, or how participants will

other people's motivation for action,

be able to be shaped, depends solely on

reduces fear of criticism, encourages us

the trainer's power of distinction and

to express our own point of view,

their set of skills!

decision-making.

It

helps

awakens self-confidence. In group work,
aggressive impulses are exhausted,

Group development and the trainer's tasks
The FSNP Model: Just remember this and you will remember the chronological stages
of group development forever (Tuckman, 1965).

F – FORMING
It is that slight feeling of discomfort when all the new participants are slowly coming
together for the training, none of them know each other, and everyone is very nice. Too
nice. The basic characteristic of this stage is uncertainty, distancing, and sometimes

partial withdrawal. Group members are trying to adapt to the new environment and
new people. A special behaviour appears here: a constant alternation between distance
and closeness, familiarity and defensiveness . Everyone wants to show their best sides,
the way they want others to see them, while evaluating and analysing other group
members.
If some group members already know each other from before, subgroups are
immediately created. Everyone will compare the other members of the group with their
pre-existing perception they have of similar people, and then assign them a place – this
is an example of classic labelling and attribution of stereotypes. They are not yet
committed to group goals but to individual goals.

The trainer's tasks
In the forming stage, the behaviour of group members depends largely on the
behaviour of the trainers. All eyes are on them, and this is the moment to set the rules
and foundations which will last throughout the educational process. Just like in
parenting: from the start, being consistent by making deals is vital; otherwise, children
will eat their parents for breakfast. The trainer should directly address the wishes of the
group members. It would be good to leave plenty of time and help them to get to know
each other. The presentation circle should give everyone the opportunity to introduce
themselves, and provide a suitable introduction to the training. I will talk more about
the introduction in the chapter 'Advanced training skills', in the process of designing the
programme.
The participants then usually identify the space in which they will be able to move,
literally and metaphorically. This is especially important for the next step, the power
struggle. Complex tasks, especially those comprising intensive work in small groups or
pairs, should be completed at some later stage. In this step, the group is generally not
yet ready to cooperate.

S – STORMING
Mutual disagreements and differences are surfacing, often in the form of a quarrel. That
niceness from the beginning of the training could not have lasted long. Authority is
beginning to be questioned.
Unlike the previous stage, the roles are already clearly divided here. Leaders are slowly
emerging. This refers to the members of the group who, through their personality and
behaviour (also unconsciously), bind other members to themselves. Therefore, now
comes the fight for the position of the leader and his counterpart, the outsider. Just like
in an American movie that takes place in high school corridors. This positioning can lead
to mutual conflicts as well as conflicts between subgroups. The result is rarely known in
advance – how many leaders, outsiders or subgroups will emerge.
The hallmarks of this stage are tension and interaction that is unproductive, inconsistent
and inefficient. The trainer is the first one to face criticism and disapproval. Unless the
participants know otherwise, the aggression will be directed at the trainer. Due to this
emotional friction, there is sometimes a danger that individuals will be excluded from
the group.

The trainer's tasks
The trainer's tasks This stage is also a test of the strength of the group itself. It becomes
apparent who will withstand the power struggle, and who will not. It is often the case in
this stage that the authority of the trainer is significantly diminished because they have
over-exposed themselves to the management/influence of some group members. The
trainer should continue to develop confidence, processes and a positive atmosphere.
Conflict recognition and resolution skills as well as assertiveness are now coming to
light. Such struggles can and must exist because conflicts contain many possibilities. It
would be good for the trainer to specifically emphasise their position, and that will be
easy for them if they set a good foundation, remind themselves of them, and arm

themselves with patience. The group has to go through this stage, and after a while the
storm subsides. It just takes time.
Creative training ideas are very useful in order to wage these battles through games.
These tasks should be alternated with tasks that require collaboration should be given.
The trainer must, therefore, make sure there is a sufficiently diverse programme.

N – NORMING
Initial competition is turning into ever more intense collaboration, the group is creating
new common rules for acceptable behaviour. The goals are clear, and a team spirit
develops. The prevailing attitude is WE instead of I.
The roles within the group are divided, everyone has their place under the sun, or rather
a task. The members of the group accept each other. All roles are contributing. A strong
sense of community and strength within the group develops. This is when it happens
that for this very reason the group is not able to tolerate new members. They act like
an old married couple, with those peculiar signs and jokes that no one else can figure
out. Affiliation is born!

The trainer's tasks
The trainer will now act wisely if they slowly begin to disappear, and help the participants
take responsibility and ownership of the goal. In doing so, it would be good not to
become part of the group, but to use its harmony from a sufficient distance. The fact
that roles are divided does not mean that they must remain the same forever, or at least
they can rehearse the new ones while retaining the old. It is important to intentionally
split the internal roles so that the competencies of the individual group members can
be utilised fully . For example, an outsider may be given responsibility in order to show
the others their leadership qualities.

P – PERFORMING
Now, everyone in the group is working great together. The group is efficient, productive,
focussed on success and solutions instead of problems. It is aware of the strengths and
weaknesses of its members, and everyone has their own clear role and place in the
group.

The trainer's tasks
Define tasks and projects as much you can. Once the team finds its pace, you should
strive to meddle as little as possible, and transform your role into that of a facilitator.
The ultimate goal of a trainer is to become redundant, and to guide participants through
their own learning process in a straight line towards the goal.

What is it that we develop in
others?
Two types of activities
Competencies, capability, capacity

Two types of activities
Everyone works with people today, in

X is a prerequisite for Y, but Y is not

whatever sector they are employed.

necessarily a prerequisite for X. What do

Sometimes it is about networking,

I mean by that? Many training sessions

sometimes about sales, negotiation,

advocating behavioural training actually

project

never move beyond raising awareness.

management,

communication.

Trainers

simple
work

with

Take sales skills training, for example, in

people, too; however, they also develop

which a trainer, most often inspired by

people. And it is very important for one

their own research into a topic, is

trainer to know exactly what they are

studiously engrossed in a variety of

doing before moving on to engaging

introductions,

activities. The answer is – competencies.

approaches and methods, in a way that

Only they can be developed so that the

the training eventually turns out to be a

result is visible. Now, some of you will

lecture, and the exercise that was to

surely ask – What about awareness? We

crown the keyword from the title – ‘skills’

should surely develop that, too? And

– is either done quickly in the last half

that is right, that is why there are two

hour or ignored due to a lack of time.

types of training or activities:

Would you say that this was a training of
raising



those that raise awareness

sales

awareness

psychology,

or

practising

behaviour? Yes, and you would be right.
Therefore, awareness of sales skills is, of



those that practise behaviour

course, necessary, especially when it
comes to adults, but it does not become
a skill until you have rehearsed and done

more than one exercise. I would even

such as in pregnancy or engagement

say that it takes one whole day just to

courses. It depends on what the trainer's

practise. And sometimes it is enough to

intention is. The point is that they do it

stay on the level of raising awareness,

intentionally, not randomly!

Designing didactic activities
The TV diagnostic model
Three steps of performing an activity

The TV diagnostic model
On what basis or in response to what do

corrected, but then it becomes an entire

we, as trainers, design an activity?

missed track. Beginner trainers, when

Whether someone is asking us, whether

given the communication skills topic to

we have independently found a niche

work with, most often cheerfully start

where there is room to offer what we

brainstorming various activities, and

possess, based on the topic we are

then do them one after another,

covering or the problem we are solving?

following

If we are doing an activity as part of, for

Participants cannot be satisfied with

example, communication skills training,

such a generic approach, as most often

the pitfall we may encounter is doing an

such training does not offer a solution to

activity that we like, the one that fits the

their problem, but rather considers the

topic, or that we think is interactive,

main topic of which that problem is a

instructive, and fun. There is a possibility

part.

some

random

logic.

that it will be able to satisfy the target
group/client. But a small possibility. And

The aim of a training is to enable

that is where most beginner trainers fail.

participants to acquire new knowledge

Especially when it is not a single activity,

and new skills that they can apply in their

but a whole series of activities that then

work. So, the first step to successful

form the training. A small miss can be

training is to put yourself in their shoes

and start rethinking their current needs.

skills topic, they do not know what to do

How do you ensure that your training

until they talk to whoever ordered the

runs

detailed

topic, and ask them what is behind it?

diagnosis. If you do not start here, but

What makes them think it is important

take your own ideas as a starting point

to cover this topic? What problem does

instead, later it will be more difficult to

it solve? Which target group does it

determine which issues are important

concern?

and which are not. In addition, exercises

behaviours that need to be corrected, or

and examples will be less in line with the

do they want them to be alerted to

participants' expectations.

something? What effect do they want to

smoothly?

Through

Are

there

participants'

achieve? What results do they want to
More specifically, I am talking about the

see? The training topic is only seemingly

following. If a trainer is tasked with

equal to the problem situation behind it.

making an activity for a communication
TRAINING TOPIC

Communication skills

Feedback

Assertiveness

PROBLEM SITUATION
Human resources at a company called Petal Ltd. have started noticing that people gossip behind
each other's backs more and more rather than express their opinions and desires directly. This has
led to a rather cold and disapproving atmosphere, even though everyone seems to have a smile
on their face. They would love to improve interpersonal relationships in the company.
The head of Salt and Pepper Ltd., a company with ten employees, is looking for help because she
wants to learn how to give negative feedback at quarterly appraisal meetings.
Mystery Ltd., a sales company, has problems with a few of their sellers who give up the moment
the buyer says no, and because of that sales are suffering tremendously. They were not paying
attention to their psychological profile and motivation when hiring them.

Holding effective
meetings

Within the scope of Leadership Academy that is intended for new leaders, the goal is to teach
them how to successfully hold effective meetings. All participants are motivated, and they want to
participate.

Time management

Students of the Faculty of Humanities and Social Sciences have problems passing exams, and
therefore an elective ‘Time management’ course is introduced.

Change management

Restructuring is taking place in a multinational company Cherry Blossom Plc. and the remaining
employees must take a change management training course so that they could handle the new
regime and new tasks. Employees are a bit lethargic because they have been in limbo for a long
time, they fear the unknown, and are prone to resistance.

Table 5– How to define a problem situation from a training topic, author's work

How do you discover what participants

of the activity itself. To be prepared

need to learn? If you ask for learning

really is half the victory. When we

goals, you generally accomplish nothing

separate the topic from a specific

because they themselves often (at the

problem of the target group hiding

moment) do not even know what they

behind the topic (“Can you do a

need. What works is an analysis of their

communication skills training?” is really

current

too broad a request), it is easier to break

practices

using

three

key

questions:

down what we as trainers actually can
do, or what is the behaviour which



What situations do the

requires us to get involved. It is also

participants find difficult?

useful for us to know what the visible



effect of the wanted and unwanted

What exactly do they do in these

situations?

behaviour is so that we can adapt their



activities well and check their efficiency

What effect does their behaviour

have in these situations?

immediately in training. It may be that
the post-training behaviour is checked

De Galan gives us a simple model that

by us or someone else in the company

helps us analyse the topic at the outset

as there is a certain delay from the end

so that it is easier for us to make sense

of the training.

Three steps of performing an activity
If that beginner trainer we talked about jumped from one activity to another, he would
probably forget in each iteration the first and third components: the art of giving
instructions, and the art of reflection following an activity. They come together, and each
is a small piece of art that requires our separate attention. Just like miniature model
soldiers – each one in a different position, each one must be separately and thoroughly
assembled and painted, but together they create an unbeatable team.

1) THE ART OF GIVING DIRECTIONS
If you tell the participants that they will

for me to laugh, hahaha!), you are

now share with each other in pairs the

doomed to fail. They will do what they

secrets of their wallets, and reveal what

see, not what they hear.

they really say about them, and only
then do you split them up in pairs, you

If you are explaining to the participants

are doomed to fail. After you have told

the content of an activity, and if you are

them the content, everyone is already

distributing the materials at the same

preoccupied with it, and no one is

time, you are doomed to fail. Once a

following the logistics any longer, or

participant receives something that is

paying attention to their assigned

being distributed, no matter how old

partner, or how long the activity will take

they

and where they need to position

academic background, they will stop

themselves.

listening. They miss out on a few

are

and

regardless

of

their

important seconds, and then ask their
neighbour what has happened – first
there is whispering, then shouting. The
trainer repeats the instructions several
times, tries to be louder than the
participants,

loses

their

voice

and

authority. Regardless of their respect for
the trainer, the participants take on the
creation of context and atmosphere,
which is the primary purpose of the
If you are explaining to the participants

trainer. The result is not only an

the content of a particular piece of

unnecessary waste of time, but also

material you are holding in your hand,

confusion of the participants regarding

flipping through it and explaining what

what they need to do. And we all know

is on which page, and if, unfortunately,

that uphill battles are hardest to win.

they also have that material in their

Experienced trainers know that even

hands, and if you ask them after that not

after explaining the instructions in the

to go through it themselves (please, wait

best possible way, there is always

someone who has not heard them well

large number of people, the sooner you

– this is the nature of working with

will see how this little crumb turns from

people, especially when they know their

a trifle into a bundle of obstacles, like a

instructions were unclear.

pea to a princess. Below is a quick guide

It

seems

banal,

and

the

more

to mastering this skill successfully.

opportunity you have to work with a



Logistics first (explain and perform, or relocate if necessary. If there are more

steps in the relocation process, perform them step by step, waiting after step for them
to settle down and calm down).


And after that, the content (you might want to say at the beginning of the content

“I will repeat it all again at the end”. This is not a bad idea since the participants may be
present in body, but they can be mentally absent because something new is happening
now, they are thinking about who they will do the task with, why they had to move from
their usual place, what they smell like, and whether they have goop in their eyes).


Matching verbal and nonverbal (look at the participants, not the materials).



Speaking slowly and clearly (you know what you want to do, participants do not),

especially when it comes to logistics.


Present the content using the 4MAT model.



If you mess up, make a joke!

2) THE ART OF DESIGNING ACTIVITIES
Designing activities as a response to a
target group problem is more than
providing a solution. It is the creation of
a context that is created to trigger
learning

and

make

a

change

in

awareness or behaviour. Of course, in
case that context is set up properly, and

a

trainer

has

the

patience

and

competence to implement it.

go too fast over the basics that you
know,

but

which

are

completely

unfamiliar to your participant. If they get
Didactics, the science of teaching,

lost at the beginning, there is often

assures us that if we want to do

frustration,

something well, we should break it up

participants begin to think that this is not

into small pieces and chew each one

for them.

quitting,

or

worse,

politely, instead of stuffing the whole
cake in our mouths, and then have a

Just as athletes warm up before the

stomach-ache.

workouts and cool down and stretch
after them, so we as trainers plan to

We bring the participant to the desired

break down one topic into multiple

outcome slowly; we may already be

successive activities, or one activity into

there, so it is easy to get impatient and

multiple successive steps. And by that, I

forget about the path we needed to

do not mean just a combination of

reach our destination. Be careful not to

theory and practice.

The step-by-step system
A) Understanding | Working on competencies
Explain it to them so that they understand what it is all about. If we refer to Kolb, that
is, to the 4MAT system, it is important that they know Why, What and How. It is
important for them to understand the Topic, how it works in practice, to try it out several
times, and to understand Why. By Why I mean not only what the higher purpose of the
Topic is, but also why it should be interesting to them, what they gain by knowing about
it, and where they can apply it in order to make it meaningful. Understanding in the
context of training.

B) Aha!
The difference between the participants saying “I understand how the steps in this topic
work, and I am able to repeat them in theory and practice” and “Ahaaaa, I get it! Now

it is clear to me” is huge. This is the moment they Realise, when Kolb's application is
done with meaning and purpose. In fact, there is no new information compared to the
previous step, except for the magical Awareness ingredient that the trainer seeks to
unite through repetition, an individual approach/coaching, reflection, discussions and
the like.

C) Application | Working on capabilities
This is a step in which we have gone through the Kolb's entire circle of learning, and in
which we want to continue applying new insights. Such utilisation of acquired
competencies ultimately undoubtedly leads to capability. This step does not necessarily
occur during the training exercises themselves, but also outside the training context,
through homework, and especially through application in another context (private –
business).

D) Action | Working on capacity
This step is beyond the reach of trainers, and participants, just like young birds, must fly
off from their nest. Some will survive, and others will be caught by predators. The socalled knowledge transfer is underway. It is the trainer's responsibility to do the best
they can with what they have at that moment. It is the participant's responsibility to
harvest the fruits that the trainer offers in order to consume them after the training.
How they will act with the newly acquired knowledge, skills and communication
depends, of course, on how well the previous steps have been acquired. Capacity
development in itself means the development of potential. Just remember the example
of my driving to Split.

Dangers lurking on our path
If we are tasked with designing one or only a few activities, not the whole training, then
there are two dangers on our path:

If all you have is a hammer in your toolbox…
...everything looks like a nail. Beginner trainers
often fall into the trap of giving too much
content, whether theoretical or practical, and
especially the content that they really like for
some reason. This may be because they really
like the content or know how to perform it well,
and then the participants admire them. In any
case, the focus is on the trainers, and it should
not be – the focus should be on the participants
and what would be best suited to them at some
point in order to make progress in their learning. Personally, I am a supporter of small
on-the-go content redesigns, regardless of the wonderful plan we made earlier. It
prepares and serves to prepare us for what looks most likely, but we only get the final
confirmation live. And then we may realise that we will have to serve the participants
something else instead of a hammer, something less pleasing to us, already rusty. So,
trainers, clean, refill and use your toolbox. You never know when you will need that drill
bit or a small cross screwdriver. Also, the golden rule is – less is more. It is better to
cover one topic or concept through a number of different exercises and leave some
time for synthesis or discussion so that the exhibited content is appropriately acquired,
than to jump from topic to topic. In the first version, the next day, when someone asks
them what they had done, the participants will at least be able to answer the question,
while in the second, a curious person will probably get a shrug of a disinterested
teenager. Remember, 20% of content = 80% of outcome.

How to make a bridge?
I do not mean a gymnastics bridge, but a skilful linking of activities if you put them in a
sequence. Whether it is exercises with the same topic or moving to a new one. Create
a bridge between activities so that participants do not feel the transitions and sudden

changes. Now you can see why those cake bites from the beginning of the story are
important – it is hard to bridge the Grand Canyon.
How to bridge topics in conversation is best illustrated by this joke taking place in one
elementary school. Little Johnny knew that he would have a Biology oral exam, so he
prepared for it. He learnt all about mosquitoes because he had calculated that the
teacher would certainly ask him about this topic. Indeed, the teacher called Johnny's
name, and asked him to tell him everything he knew about elephants. Johnny hesitated
for a moment, started sweating because he did not revise anything on elephants, but
very quickly he came up with an idea, and began talking with self-confidence: “Elephants
are large land animals, there is an African and an Asian species. Mosquitoes live on
them, and mosquitoes are divided into...” And so little Johnny successfully bridged two
seemingly incompatible topics.

3) THE ART OF REFLECTION FOLLOWING AN ACTIVITY
Why do we need to look at a completed

The art of reflection following an activity,

activity at all, many trainers ask me,

so-called debriefing, is necessary to

especially those who work with adults?

raise

Are not people aware enough of what

teachings and conclusions, as well as to

has happened, why should we also

bring them to light. Most participants

bother them with questions that are

experience short-term insight and then

somewhat basic? I smile because I know

they forget it or they are not even aware

that at that moment it is not the trainer,

of what they have gained from the

the educator talking, but the enthusiast

experience until they comment on it in

who is preoccupied with their self-image

the group. Reflection, of course, can be

and wants participants to like them.

done in various ways: individually, in

However, making participants like you

writing, orally, in a group, through

and doing the job properly may or may

drawing, etc. The most important thing

not be connected.

is that it is done immediately after the

awareness

of

the

insights,

activity, while the material is still fresh,

and it is especially useful when it is done

teachings, and conclusions of a single

in a group so that the participants are

participant do not necessarily have to do

inspired by each other. The greatest

with that activity, but they usually

benefit of this last part of the puzzle of

spontaneously connect with other areas

one

of life and the patterns that lie there.

activity

is

that

the

insights,

During my studies, I worked as an instructor at the Outward Bound school, a school of
experiential learning in nature in Croatia. The programmes were held in nature, mostly
on the mountain Velebit or on an island, and the most common activities were hiking,
orientation, rock climbing, knot tying, kayaking, and a handful of problem and research
tasks. Outward Bound, for your information, is a worldwide organisation, and in America
it is as well-known as the word Konzum is in Croatia. Almost everyone has been at one
of their trainings at some point in their lives. Anyway, I was a guide for a group of
elementary school students during their seven-day training session in the mountains,
and we were climbing a 200-meter rock. Just imagine the following images! A group of
children giggling and enjoying themselves with helmets, belts, ropes, carabiners. We are
fortunate to have been able to explain all the safety precautions, operating rules and
warnings to them before arriving at our destination because as soon as they have their
gear in their hands and see the rock, the fun begins. They are taking photos, waving at
each other, and fastening the ropes and carbineers in pairs. While one of them is at the
bottom, the other one is climbing, and vice versa. Debriefing after the activity was
stunning. An inexperienced trainer would say that everything they managed to gain
comes down to insights into the rock-climbing activity itself: the skill, types of knots, the
technique and the method of moving your arms and legs for successful climbing. But
after prompting them a little more, they began to give answers such as these: “Now I
realise that I cannot do anything in my life alone, and that it is good that someone
always has my back.”, “If I do not turn back, and if I do not ask myself all the time about
what I am leaving behind, I can reach the very top. It reminds me of a situation that
happens to me at home. Some friends are constantly asking me to go out when I should
be doing my homework. I feel sorry about not going with them and letting them down,
so I often get bad grades, or I skip classes. And if I looked ahead more, to what I can
accomplish by doing that homework, and where it can take me, it would not find it

difficult to say ‘no’ to my friends when I want to.”, “While securing a climbing buddy, I
realised what it meant to provide support to someone in the worst case scenario. My
mum must have felt the same when she took care of her old mum before she died,
when she needed her most, regardless of the fact that they had not spoken for a long
time, and lived in different countries. Being there for someone means fully supporting
them in their intentions, successes and tribulations.” Monumental, right?

There are five basic methods for triggering learning following an activity. There is no
standard order in the sense that a certain method of debriefing must follow certain
activities. It depends more on many other factors: the context, the target group, and,
above all, the trainer's intent.

1) The experience speaks for itself. A time for a break or change of activity is given
straight after an activity so that certain concepts do not mess up everyone's individual
insight. The focus is on individual self-perception, and no conversation, written or oral
(e.g. watching a movie, the final activity of the day that covers everything learnt during
the day, karaoke, public speaking with courage and emotion) is included.
2) Speak for experience. A trainer wants to convey the essence and wants everyone to
understand it equally because it is crucial. There is no room for misinterpretations (e.g.
of things that everyone should understand equally well, rules, dangers, fire drills, training
in using special software...).
3) Debriefing the experience. This is a reflective conversation after an activity in which
participants express their views, observations, thoughts, feelings and conclusions about
a past event. A trainer does not want to convey the essence, but wants each of the
participants to develop their own. The beauty of this way of creating Learning is that
through one activity, everyone gets the answer to their question, i.e. one activity
generates as much Learning as there are participants. Everyone gets something
different for themselves.

Debriefing
planning

IMPORTANT DEBRIEFING INSTRUCTIONS
Debriefing goals help you stay focussed. Ask yourself the following: What are the most important
questions to which you want participants to get answers? Ask only open-ended questions and use
silence. It is useful for reflection.

Depth of
experience

Caution during debriefing: we do not expose the psychological background of the experience,
but we focus only on the here and now, i.e. we talk about the recently performed activity.

When to debrief?
Where to debrief?

Ideas for debriefing

As soon as possible, preferably immediately after the activity – in that way the reflection is
fresher.
Approximately at the same place where the activity itself took place – this helps participants
remember and picture what has happened.
Questions from Kolb's Learning cycle, general questions (What was the biggest challenge? How
did you communicate with others? When did you realise that you had come up with a solution?
How do you associate it with the way you normally act in life? Which of your strengths stood out?
What would you do differently now if you could? What has surprised you? If you were a mentor
to someone who was about to go through the same situation, what would you tell them?),
colours/pictures/cards, one word that describes the experience, write it in a hat, draw...

Table 6 – Important debriefing instructions, author's work

4) Prepare the experience in advance, so-called frontloading. This is a process in which
participants are asked to reflect on a task before the performance, that is, to prepare
themselves in advance for the experience that follows. We, as trainers, conduct this
conversation before the activity so that going through the activity itself then produces
insights and provides a conclusion. This is often useful if we want for the participant to
consciously go through the activity, paying attention to things that we would otherwise
emphasise later. Therefore, a trainer can decide if they want to order the activities so
that the theory comes first, and the practice second (just a note – in theory, I do not
mean instructions, but the content/topic of the activity), which is a classic, logical
approach where this type of debriefing fits in nicely. Or they can choose the option in
which the experience comes first, only then followed by debriefing, which is a longer,
more durable, and a more psychological approach. Debriefing number three fits better
into this picture.

1)

5)

DEBRIEFING METHOD 4: PREPARE THE EXPERIENCE IN ADVANCE
Remind the group of the conclusions from the previous activity which they said they
Remembering
would use next time.
Ask about the goals of the activity, and what can be gained from it.

2)

Objectives

3)

Motivation

Ask why this experience might be important, and how we could connect it to everyday
life.

4)

What works

Ask what kind of behaviour would help them succeed, and how the group could help
with this.

What does not work

Ask what kind of behaviour could interfere with success, and what the group could do
to prevent it.

Table 7 – Debriefing Method 4: Prepare the experience in advance, author's work

5) Framing. This is the process of connecting activities with everyday life of the
participants, usually through metaphors. Here, a trainer wants to enable them to look
back at the activity, and put their stamp on it, but in a subtle way, whereby they let the
participants identify with a particular part, and let everyone get something for
themselves. Unlike debriefing number one, here the trainer sets the direction, i.e. the
frame for the movement of possible learning.
✔ Fictional stories: imaginative fairy tales, fables
✔ Real-life stories: case studies, experiences of a person related to the topic
✔ Comparisons: comparing and drawing parallels between two complex situations,
usually a combination of the private and the business domain
✔ Quotes

Learning through play
Playing is not just for children, just remember Peter Pan. We have forgot to have fun,
and we often identify education with sitting at a desk, with a book in front of us. Maybe
it is because of the subconsciously instilled beliefs and programmes that many of us

have. “Do your homework first, then you can play!” And this programme also
accompanies us into adulthood, but there is so much work that we forget to relax, we
forget to play. And playing opens up inexhaustible sources of our creative being, which,
among other things, help us deal with stress. But let's take a look at the educational
consequences of playing, and what playing really means in this context
The world of computer games brought playing back to us when it became clear how
many transferrable competencies they actually develop. After that, more and more
strategic computer games were produced until these principles came off the screen into
the real world of education. Learning through play, or so-called Game-Based Learning
(GBL). generally means using game methods solely in an educational sense. It may refer
to internet approach, but not exclusively.

I can best illustrate what this means using a few examples.



Location: The USA. Context: History
lessons in one elementary school.



Topic: They are currently learning about
the

American

political

system.

Remember how we all felt when we were
studying history – a lot of dry, irrelevant
information we needed to learn by heart
at that moment. And it was sooo boring!
What this teacher did to bring the
subject closer to the students in this case
was to make the learning process fun by investing time in designing a game that
accompanied the theory. The game was a version of problem-solving situations
that a player needed to go through in order to achieve their goal: to become the
president of the USA! Similarly to Monopoly – the players needed to have good
knowledge of the parliament, government, laws, power games and tricks to
achieve their goal. Just as in a good crime film, the components of a game such
as competition, limited time or point collection encouraged them to continue.

Needless to say, not only did they master the school subject, but they also
studied it at home.


At the training we place great emphasis on practice, and strive to create a context
that will provoke it as much as possible. Therefore, in the module in which we
address adapting to the participants and their differences, after we have dealt
with more significant parts of the theory, the task of applying that theory follows.
This in itself sounds logical; however, it is designed to be both educational and
fun. After the participants are introduced to the terms for representational
systems (visual, kinaesthetic and auditory style) and learning styles (reflectors,
theorists, pragmatists and activists), we pair them up and give them time to
prepare. What are they preparing? Their task is to devise a learning strategy for
a board game of their choice (chess, Ludo, Monopoly, Pictionary, card games...)
for the real needs of their partner, i.e. their student. In this way, we achieve
relaxation because we did not immediately fall into the rigorous context of
training (we can make the transfer during the next task, after reflection and
insight into this one), into the reality because they are preparing for the real
participant, and not their fictional needs, and as an added value they immediately
receive feedback, and ultimately have fun because we forget how much fun it is
to play from time to time.



Game-based learning is most often associated with the world of the internet,
especially for younger generations. There is a sea of possibilities for using this
world, and one of the more practical ones is to test your knowledge in an
interesting programme called Kahoot!, which allows individuals or groups of
participants to see their questions on the big screen, answer them on their
smartphones within the given time limit, compete, study the statistics offered
immediately after the correct answer is displayed, etc.

The basic principles and mechanisms of game-based learning (Perrotta, 2013) are listed
below.

Principles
1) Intrinsic motivation. The game is motivated intrinsically because it is mostly a
voluntary activity. Therefore, playing for learning works best in the context of invitation
and persuasion, not coercion.
2) Learning through intense enjoyment and ‘fun’. Several authors have stated that
games can be a means of involving students in the ‘flow’. This is a state of consciousness
during which the individual controls their actions and is completely immersed in the task
presented to them.
3) Authenticity. Authenticity means concern for the real nature of learning, which is
supposedly different from the ‘artificial’ or decontextualized forms of learning that take
place in schools. In the context of authenticity, contextualised skills are given priority
over abstract concepts that are valued in traditional teaching. Therefore, a ‘good’ game
reflects real learning processes that are always grounded in particular contexts and
practices. They can be real professions, but also strange, wonderful roles and ventures.
4) Self-sufficiency and independence. A game encourages independent testing and
research; occupations and passions can be further expanded from the individual game
to the aspects of the ‘ecosystems’ that surround it. These aspects include technical and
artistic skills, such as programming, writing, drawing, composing; but also a desire to
discover additional things about particular topics, such as science, history, or mythology.
5) Experiential learning. The notion of experiential learning is very old and influential in
education, dating back to the legendary work of John Dewey. Many claim that a game
provides a more cost-effective alternative to learning in a real-world environment.

Mechanisms
1) Rules. At the most basic level, video games represent a set of rules. These rules can
be more or less complex, depending on the choices they stimulate and their
consequences. For example, rules can be simple and binary (if/then) or multi-layered,
containing a wide range of decision-making processes.
2) Clear but challenging goals. The presence of clearly defined, challenging activities
that, while seeming arbitrary and unnecessary, allow people to see the direct effect of
their actions.
3) Fiction or fantasy that creates a compelling background. This is a key aspect of
games, but it is easily misunderstood. Regardless of their tendency to satisfy their sense
of escape and compensatory fantasies, classic gaming research states that pretending
can also be a deliberate and conscious strategy that aids learning. A consensual and
transparent respect for such a fictional environment or role allows a player to
experiment with skills and identities without experiencing the consequences of failure in
real life.
4) Progressive difficulty levels based on understandable advancement criteria. Over the
years, game developers have developed mechanisms for advancement and transitions
to new levels to a considerable degree of refinement. Not all of these mechanisms are
appropriate for the educational context, but they do raise interesting questions for
educators – especially the fact that players can try various challenges and tests (such as
exams), without lasting consequences, in order to advance from one level to another.
5) Interaction and a high level of control by the player. This mechanism is strongly
related to the notion of ‘mediation’: the feeling that you have control over one's destiny
through actions and choices. Most importantly, it refers to the guarantee that effort and
dedication will be recognised and rewarded.
6) A degree of uncertainty and unpredictability. As long as it is not inconsistent with
point 5, a measurable dose of uncertainty in the execution of tasks is in accordance with

the principles of many game developers. For example, in Quest, students are not given
tasks as such, but are asked to choose from a number of possible ‘missions’. The scope
and purpose of the missions become clear only when certain clues are collected and
figured out.
7) Direct and constructive feedback. One of the most powerful video game mechanisms
is the ability to provide real-time feedback, not only as evaluation, but more often as
guidance for correcting task performance and helping you achieve results. This property
is in line with the principle of formative assessment in education.
8) A social component that allows people to share experiences and create connections.
As mentioned several times in this chapter, a game is not a merely a product or tool
that may or may not be related to learning. The ecosystem that surrounds a game is
equally important. Actually, it is probably even more important from an educational
standpoint because it gives players a variety of opportunities to share, collaborate and
pursue their interests and passions.
At this point, it is important to distinguish between game-based learning (GBL) and
gamification, in which only the components of a game are taken and applied to another,
usually business, context in order to bring more adrenaline to the whole story.
Gamification is fun, but it has no educational purpose. Examples can be found
everywhere: collecting points in stores or on credit cards, collecting miles when flying,
competing for the Employee of the Month award, etc.

ADVANCED TRAINING
SKILLS

Most inexperienced trainers make three major mistakes. The first is to stop trying out
new things and thus stop growing; the second is to begin designing the training at the
Planning Step; the third is wanting to do activities that they like or they are good at, but
not necessarily those that participants need in their learning process. Winkelaar, a
member of an old generation of methodology experts, provides twelve very simple
steps that help the trainer to soar into the field of professionalism, i.e. to begin to see
an ever broader picture (Winkelaar, 2001).

Twelve steps of designing a training

1)
2)
3)
4)
5)
6)
7)
8)
9)
10)
11)
12)

Initiation
Beginning
Investigation | focus on context
Analysis | focus on the target group
Defining the problem
Setting the goal
Planning | focus on logistics
Strategy | focus on the trainer's tactics
Designing the programme
Performance
Closing | what is important to the participants
Evaluation | what is important to the trainer
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1. INITIATION
Whatever direction you take, the first step is only and exclusively up to you. It is the
trainer's story, and it has nothing to do with the topic or the participants, or whether
anyone has approached you to design a training. It is the subtle link that connects the
trainer's purpose (it will be much easier for you to imagine this step once you go
through ‘Developing a Method’ in chapter 7 – ‘Trainer development’) and this specific
training.
How did you get into training business, and where did you get the idea for this training?
What has inspired you to embark on this journey? Where exactly are you now? If you
find out the answers to these questions, you will be able to explain your presentation as
a trainer more clearly, which can be useful on various occasions, especially with new
groups at the beginning of a training.

2. BEGINNING
The training begins with the first action taken, by you or somebody else. It may be the
moment when you finally sat down in front your computer to design a training, when
you were approached as a potential trainer by a certain company, or when they were
discussing contacting you in their offices without you even knowing about it yet. In fact,
this is the real systematic beginning, which is immensely important in the later
development of things. In this step, you learn what matters to you in order to
understand the intention behind the invitation.
Ideas for the List of Criteria:


Who contacted you? How?



What industry? The size of the organisation?



What are the expectations? What has been agreed? What are the roles?



What are the financial arrangements?



Is there a contract? Deadlines?

3. INVESTIGATION | FOCUS ON CONTEXT
In this step, you collect the information you need to understand the broader picture of
the topic and the target group. Resist jumping to any conclusions in this step. For
example, you need to design a Stress Management Training for high school teachers,
or Basic Sales and Customer Relations for new employees in the sales department of a
cosmetics company. You want to break the concepts down a bit and see how you
understand them. E.g. What is stress? How does it appear? How do you handle it? What
does a working day of a teacher look like? What are the differences between primary
and secondary school teachers? Etc.
You look for the broader context of the environment in which your target group works,
the kind of education they have previously undergone, more about their supervisor and
work structure, about the person who requested the training, company culture, the
culture of the country, internships, etc. I know you would prefer to dive into the topic
itself, but that same topic may be more nuanced, depending on the information you
collect. You want to know if the target group is a team or they do not know each other,
whether they have volunteered to participate, or they are required to participate.
It is best to do your investigation using the deduction method, starting from the
context/general things, and then moving to content/details, in order to create your own
List of Criteria which will speed up and streamline your investigation process, as soon
as possible.
Below are the ways in which you can do an investigation, beyond just by talking to the
client:


Self-assessment questionnaires for the target group



Assessment questionnaires about the target group for other relevant persons



Individual meetings with the target group



Focus groups with the target group/relevant persons



A meeting with another important person for a different point of view (their
manager, the department they work with most, their users)



Shadowing – spending one working day with them

4. ANALYSIS| FOCUS ON THE TARGET GROUP
Only when you have all the necessary information can you start analysing and drawing
conclusions. These conclusions will become more and more accurate as your experience
grows; in the beginning, it is enough to have them because in the later steps you will
use them to build up your strategy. Let the conclusions be directed towards the target
group; in any case, all the information about the company and other broader elements
that you were interested in has led you to this. Now that you know what you thought
was important to know, you can organise, make decisions, make assumptions, draw
conclusions.
It is a good idea to call a fellow trainer to consult them on this. Maybe they have
experience with sales representatives of a pharmaceutical company who have been
without a manager for half a year, in a company that was established by merging two
smaller ones a year ago, with representatives who are very independent and noncooperative, and who have a fixed salary and bonuses, regardless of their annual sales.
What conclusions can you draw about this target group? Pay attention not only to what
they have but also to what they do not have. Can you, like Sherlock Holmes, see what
is missing without anyone pointing it out?

5.-6. DEFINING THE PROBLEM AND SETTING THE
GOAL
At the heart of these twelve steps is something we have actually already gone through
in this book, in the chapter 'Basic training skills'. I am talking about designing didactic
activities and De Galan's diagnostic TV model. Feel free to go back and revise the
material. Maybe now it is a little clearer why there are basic and advanced training skills.
Most beginners who are not aware of this difference start from this step, not knowing
that there is a whole Narnia hidden in the previous steps. So, you have already made
conclusions about the target group, and here you are moving a step further and relating
them to the training topic. I will wait for you before I move on.

7. PLANNING| FOCUS ON LOGISTICS
Now you are moving on to planning logistics. Logistics always comes first: Where will
the training take place? What is the venue like, and what do you get with it? What is the
access to the venue like, and what can be found in the area? What things can be done
in this space? Do I have all the cables I need? Worksheets? Do my pens work? Are the
tables arranged the way I want them to be? How do you turn on the air conditioning?
Am I insured against possible injuries of the participants, and have I foreseen logistical
‘what if’ situations: parking, toilet, wireless internet, hunger and thirst? Am I going to
respond promptly to the participants' queries, or tell them everything at the beginning
to save time? How much time do I have? This is also the time to look at the financial
aspect of your training: What kind of a budget do you have, and to what extent does it
cover all that you need? Do you have any idea about your return on investment (read
more about it in Step 12)?
Get to know the space you will work in and adapt it to the needs of your training. The
space in which people learn should serve the learning purpose as much as possible,
which means that it should be comfortable, bright and adaptable. Therefore, if
necessary, do not hesitate to move the desks out of the room at the beginning and
bring them back in after the break. Do not hesitate to look for a space that has enough
daylight, especially if the training is held for several days in a row. You are responsible
for creating the best possible context for learning, and they are responsible for taking
(or not taking) that learning in. Place yourself in a spot from which you will be able to
cover most of the space with your peripheral vision to react to even the smallest
nonverbal gestures of the participants.
What is indispensable for you, but is missing from the space in which you will be holding
your training? Which of these things can you get yourself or ask the client to get, without
being complicated and while remaining competitive?
Make your own List of Criteria.

8. STRATEGY| FOCUS ON THE TRAINER'S TACTICS
Now that you have a picture of the target group, their needs and the topics they need
to master, as well as the logistical capabilities of the environment in which they need to
master them, you can start thinking about the trainer's strategy. What tactics will you
choose? What is the intention behind these tactics, what do you plan to achieve with
them? Who do you want to be? Why is that? What kind of atmosphere do you want to
create? What context do you want to set? What makes you think it is a good idea? What
do you expect to happen? And if that does not happen, what is plan B?
Designing a strategy is not just about designing specific attitudes and action plans – the
intention behind it is more important because, based on all the information available
up to that point, you, as the trainer, need to be able to decide which direction to move
in, bearing in mind that it will take you somewhere. Otherwise, your strategy comes
down to pure guesswork, or worse, just going through the motions of what you usually
do well, not adjusting at all to what is in front of you. And there is plenty of that, believe
me! This means that once you decide on your strategy, you have to be able to justify it:
what made you decide to apply that approach, and what you are hoping for.
And do not be afraid to make a decision – of course, it will not always be the right one,
but it is important that there is one and that you have your reference point, rather than
letting the participants play you like a fiddle – otherwise you will be in real trouble! Your
power of insight will grow with experience, with the number of decisions made, and
with the number of times you witness their achievements. The difference between a
professional and an amateur is that the former knows what they are doing, or that they
base their decisions on certain assumptions. And assumptions are your interpretations
anyway, which, of course, would be shaped differently by someone else. But here we
are not talking about someone else – we are talking about you, your training and your
target group. Just dare, have no fear! And if you decide to change your strategy during
the training, that is fine! You are probably going to do this by focusing on observing
the participants and weighing what is most important to their learning. Sometimes it is
necessary to make a difficult decision: you are not there to make them like you – you
are there to do the job! Of course, if they like you, it is definitely added value.

!

Remember the various roles you can take in one training session – we have

mentioned them in the chapter 'The concept of training: Who is a trainer?'
!

Remember which animal your target group would be – we have mentioned them

in the chapter 'Communication skills important to the trainer: Working with a group or
an individual?'
!

Remember the context that you want to create – we will mention it in the next step,

Step 9.

9. DESIGNING THE PROGRAMME


Procedure or process



Methods of work



Logical or psychological



Forms of work

beginning



Training outcomes



Building the context

We have come to the crucial moment when all those wonderful and stimulating ideas
about what could be done with the participants need to take on a work-appropriate
format. An experienced trainer probably already has their own method for designing a
programme. I am sharing my own method with you here, a template of which can be
found on the last pages of this book, in the chapter 'Additional materials'.
The first part of any workshop, seminar, lecture, training, speech or interpretation is to
build and maintain rapport with the audience. It enables the flow of the workshop by
engaging with the audience and preparing them to receive your message. Building up
rapport with the group is largely based on shared values or goals. Identify them before
you begin and let them guide you. It takes a certain level of interaction to make maintain
rapport with the group. However, this does not mean that participants have to speak

out loud – they can give answers to themselves, and you are going to achieve your goal
by asking rhetorical questions, such as “Do you follow?”, “OK?”, “Does that make sense
to you?”, “Right?”, which you are going to use from time to time, and thus elegantly
ensure active participation and minimise wandering thoughts.
Embrace the diversity of your audience. This means that when you speak and when you
select activities to put theory into practice, you should pay attention to all
representational systems and learning styles. Visual aids (e.g. during the presentation)
should be appropriate, clear, legible and not cluttered. Colours will be helpful, and the
pictures will liven up a serious topic and help the participants remember it faster by
anchoring/connecting it to that picture. Specifically, if we are talking about a PowerPoint
presentation, a picture is better than a text – reduce the text to two, three bullet points;
animate the images so that the participants follow your speech, rather than read
something else as you speak; use humour and black letters on a white background so
that they can be seen from afar. If you are working on personal development topics,
then you only need a board because it is a topic that is not treated as a procedure but
as a process. After reading a few more pages, you will understand what I have just said!
Aside from the fact that most participants are visual types, almost everyone is emotional,
so it is wise to have an example, an anecdote or a metaphor for each topic to help them
to better relate to the topic, and then to the trainer, which means to the next topic as
well.
Always remember to pay attention to the context, and put yourself in your participants'
shoes! How long does your training last, and how are you going to ‘resuscitate’ them
after lunch? How are you going to relax them, get to know them, and create a safe
environment on the first day? How are you going to maintain their concentration in the
late afternoon? As they say, a change is as good as a rest, so keep in mind that you
should keep the participants, not just yourself, active. Usually, people find it most
interesting and feel that time flies the fastest when they are engaged and doing
something. Ignore their possible objections – this is mostly due to the pressure of their
environment. When was the last time you heard someone say “Yes, I want to practise
and learn!” without some endearing teasing by their colleagues? The worst thing that

you can do is to be the one who does all the talking, because then they would just be
looking at you, with their thoughts wandering elsewhere. Remember, if you are sweating
and out of breath by the end of the training, you have done something wrong.
Make sure that the topics or activities which you plan to cover in one day or one training
session are in accordance with the 20/80 model. Twenty per cent of the content will
give you eighty per cent of the outcomes. Beginner trainers usually fill the day with
different topics, while experienced trainers cover two to three topics in different ways.
The dynamics is the same, but the retention rate is higher. And those activities that
follow each other have their didactic flow in your head, and on paper, they are in a
logical sequence. Remember that they should also be connected by an elegant and
subtle transition in reality so that the participant glides smoothly through the content,
without a feeling that unrelated topics are simply sequenced. Any topic can be linked
to any other topic if you go about it skillfully.
After you have prepared your plan and your surroundings, prepare yourself. Take a step
into the future; in other words, do a mock presentation in your head. Play it out, and
give your rehearsal a proof of success. How does it seem? Include all the senses in the
imaginary presentation. The longer you picture your desired outcome, not only is it
more likely for it to happen, but you will also believe in it and create for yourself a state
of BEING – SUCCESS. And whatever you DO and GET from that state will be successful.
Remember that we are human beings, not human doings, not human havings. You can
prepare your state in a variety of other ways: by using breathing techniques, motivating
yourself with music, using anchors with sources of self-confidence, composure or
whatever feeling suits you. Remember the part in the chapter 'Communication skills
important to the trainer' when we talked about achieving an ideal state.

!

In the chapter 'Additional materials', treat yourself to a training planning

template. In addition, when designing your training, it is worth paying attention to some
other differences that I am going to explain in detail below.
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In the training which we do for a much larger number of participants, up to 60 of them,
in a large hall, we have the opportunity to merge the processual and the procedural
training concept through the embodied approach. We like to use the body and
movement in education because we believe that in this way learning becomes a faster,
easier and more holistic endeavour. In
this case, the activity is done before
the theory. Here it is about raising
awareness of the two important
principles that trainers use, and if only
one is used, the method tends to go
to extremes. On the floor of a spacious
hall, we use self-adhesive tape to
make a large x-axis that represents the
procedure and a y-axis that represents
the process. The leitmotif of the
activity is tango. The goal is to dance it

in pairs. We teach one half of the participants the basic tango step. And then we arrange
all the participants in the coordinate system. For example, we put four participants who
have learnt the basic step on the x-axis – they represent the procedure; and we put four
participants who did not learn the basic step on the y-axis – they represent the process.
These are actually four dance couples. The idea is that when the music starts, the
couples go towards each other following their own method: a structured basic step or
freestyle, and when they reach each other, their task is to find a way to dance together
in rapport, with each partner continuing to follow their method. The point is to introduce
a well-measured ratio of procedure and process which a trainer applies in their training
through a fun, seemingly unrelated activity such as dance.
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participants. Furthermore, in this step,

I will illustrate this best using an example. Let's say you want to hold an Advanced
Training Skills training, where the main content are these twelve steps for designing a
training. If you follow the logical running order, you will move from step one to step
twelve, number by number, alternating between theory and practice as desired. If you
follow a psychological running order, you might decide to start from steps 5 and 6, after
a proper introduction to the training give the participants a hands-on task, or rather a
mini-project to work with De Galan's TV model and create their own activity example.
This would, of course, be a big bite for them to take, but it would be just as good an
indicator to the participants themselves of how engaged they are, where they are in
terms of their knowledge, and how much more they need to learn in order to reach
their goal. The easiest thing is when you experience it first-hand. And in this way, the
training starts with an exciting dynamic in which there is never any yawning!

Building context
I have to admit that many find this term

young lady (unless this is no longer the

confusing, albeit unreasonably. When I

case today), you want to create a

say it would be good if the trainer knew

romantic atmosphere. You will probably

how to work with context, everyone

dim the lights, play soft music in the

nods in awe, but few actually know what

background, throw pillows on the couch

I have said. Let me explain, it is simple.

to make it comfortable and fluffy, light a

Young men, if you want to seduce a

scented candle. You will not be doing

anything else but creating the context

The trainer is responsible for setting the

with which you want to trigger a

learning context, and the participant is

particular state. We do the same thing

responsible for harvesting the fruit.

as trainers.

Some of the elements you can play with
are the following:

✔

lighting

✔

positioning

✔

music

✔

air conditioning

✔

hall layout

✔

the state of the trainer

!

In Dutch trainings, when I work with groups of over 30 participants, I often work

with music, playing it to mark the end of a break and the beginning of a new part of the
training. At least that is what it looks like. By carefully choosing which song to play from
big speakers, I choose the atmosphere I want to create. There are two possible paths to
follow now. Some trainers want to create an atmosphere with their energy, create an
atmosphere with the lecture itself – for them, this invitation song would be a song they
find pleasant, one that motivates them, lifts their spirits and means something to them.
So, when everyone gathers and the training starts again, they are activated. Other
trainers adjust the music to the content of the upcoming or preceding training session.
They are extremely careful about the rhythm and the words. For example, if an activity
dealt with something related to introspection prior to sharing in a large group, the
trainer is going to play light, meaningful music, with optimistic lyrics. Maybe Life by
Desirée, Miracle of Love by Annie Lenox or Shout by Tears for Fears.
!

On the third day of the seven-day training, I noticed that something was not

right with the participants. We were not in rapport as we should have been by then –
as if they were also incompatible with one another, in disharmony. Although, of course,
everyone had already met, they did not listen to each other when they were saying
something, they did not support each other, they were constantly late, and were not
very cooperative. Unable to give more concrete feedback than “This is your training,
come on time, listen to each other, etc.”, which sounds more like a sermon, and bearing

in mind that Gandhi's saying “Be the change you want to see” is not for nothing, I
decided to play around with the context. I wanted to create a context of intimacy and
comfort to encourage connection. Instead of a loud invitation song Mad Love by Sean
Paul and David Guetta, I played a more silent one – Let Her Go by the Passengers. I
dimmed the lights that had been too bright, I put the chairs that had been quite spread
out so close together that the participants were almost touching one another when
seated. And since we were in a hall that was too large for the number of participants,
and we were almost lost in it, I decided to create a more intimate atmosphere – I
arranged the chairs in a semi-circle, facing one corner of the hall in which I placed the
whiteboard and myself so that they could
not see the empty half of the hall behind
my back. It took one day to see the changes
happen. In the evening training, the
participants started arriving on time, in
pairs or small groups, whispering and
giggling amongst themselves. They started
asking questions and making comments
during the session and were generally
more present.
!

At one point in the middle of a training, the participants' tensions turned into

resistance – they were dissatisfied, and this seemed to unite them. Their comments were
stubborn and their views static. We were sitting in a large hall in a circular setting. None
of my verbal intrusions made sense anymore because they fell on deaf ears. I knew I
had to make a change on the physiological level in order to loosen them up a bit so
that we could have dialogues, not monologues. I decided to try positioning and told
them openly that I felt palpable tension, and I suggested changing our seating
arrangement to see if it would help us. We all sat randomly on the floor, ten metres
away from the chairs, and with that very act you could feel a different energy. We could
start constructive conversations.

Methods of work
The Croatian Agency for Vocational
Education and Training and Adult

The key is
diversity and
dynamics.

Education gives us examples of eleven
methods of work and says that in order
to choose the appropriate method it is
necessary to know their advantages and
disadvantages as well as to take into
account some criteria that answer the
following questions (ASOO, 2012)



Does the method fit the set goal and lead to the development of skills,
knowledge and abilities?



Does the method allow for different learning styles?



How much time, space and material does it take to implement the method?



What level of previous knowledge and skills does a particular method require?



Does the method fit the trainer's method?



Does implementing the method require the participants' activity?

LECTURE
Definition: Oral presentation of content or a large amount of information.
What? Theoretical property of the content.
How? By verbally transferring the course content.
For whom? Participants who favour abstract learning.
Benefits: Quick and easy preparation, a large amount of information in a short time,
economy.
Disadvantages: Monotonous, difficult to maintain the participants' focus, not much
room for communication.

PRESENTATION
Definition: Transfer of information by visual means.
What? Theoretical property of the content.
How? By verbally transferring content with the help of visual aids.
For whom? Participants who favour abstract learning.
Benefits: Successful with large groups of participants, attractiveness, multisensory
learning.
Disadvantages: One-way communication, participants' passivity, expensive equipment
which requires rehearsed use.

MODIFIED LECTURE
Definition: A method in which a trainer orally presents content by actively including
participants.
What? Theoretical property of the content.
How? By verbally transferring content while engaging participants by asking questions.
For whom? Participants who favour abstract learning.
Benefits: Easy to prepare and plan, successful in large groups, economical, encourages
collaboration between participants and trainers.
Disadvantages: Passivity of participants due to difficulties focussing, not suitable for skills
development.

BRAINSTORMING
Definition: A method which generates a large number of ideas that serve as a starting
point for a brief discussion.
What? Theoretical property of the content.
How? By introducing the topic, encouraging participants to form keywords that are
classified and serve as the basis for a discussion that leads to a solution.
For whom? Participants who favour abstract learning and learn better by receiving
feedback.

Benefits: Encourages the participants' interest and activity, relies on their knowledge and
experience, the ability to come up with unusual solutions.
Disadvantages: Short-term, does not include all participants.

GROUP DISCUSSION
Definition: An active method that relies on participation and interaction of participants
discussing a particular topic.
What? Theoretical property of the content.
How? Introducing the topic and giving participants the opportunity to talk about it and
debate it. The trainer takes on the role of facilitator.
For whom? Participants who favour abstract learning and learn better by receiving
feedback.
Benefits: Encourages the interest and activity of participants, relies on their knowledge
and experience, the ability to come up with unusual solutions to problems. It broadens
perspectives, allows criticism of an attitude or opinion, not of a person. Improves
communication and social skills. Provides feedback on topic knowledge and
communication skills of participants.
Disadvantages: It is time-consuming, difficult to control, easy to get off topic. It requires
careful planning.

DEBATE
Definition: A method similar to a discussion but requiring a more organised structure.
Used when there is not only one solution.
What? Theoretical and emotional properties of content.
How? By choosing a topic suitable for debate, giving clear rules, forming arguments
and for and against groups, by selecting a group representative and preparing
assignments.
For whom? Participants who favour abstract learning and learn better by receiving
feedback.

Benefits: It encourages the interest and activity of the participants who take the lead.
Improves argumentation skills and enhances teamwork.
Disadvantages: It requires a lot of time; a smaller number of participants dominate the
debate.

SIMULATION
Definition: A method through which real-life situations are imitated by applying various
aids or equipment.
What? Practical property of the content.
How? By providing an appropriate scenario of an actual situation, and by directing
participants to act as if they were in such a situation.
For whom? Participants who learn best from experience.
Benefits: The technical, mechanical and operational skills required in work are practised.
Decision-making skills are acquired. Experiential learning is applied, which makes
participants responsible for learning and active in the learning process.
Disadvantages: This method requires more preparation and analysis after the practice.
It adapts harder to the individual needs of participants in larger groups.

ROLE-PLAY
Definition: A method in which participants act out real-life situations and practice new
behaviours which they can apply in business situations or prepare for future situations.
What? Emotional property of the content.
How? By providing an appropriate scenario of an actual situation, and by directing
participants to act as if they were in such a situation.
For whom? Participants who learn best from experience.
Benefits: It imitates the real world, participants are active, they have the chance to see
the world from another point of view. This method develops the skills of adopting and
defending a standpoint.
Disadvantages: Difficult to standardise and control (participants identify themselves too
much with the roles). It takes longer to analyse after the exercise is completed.

CASE STUDY
Definition: A method that provides insight into a particular problem situation, involves
group discussion and leads to generalisation.
What? Theoretical property of the content.
How? Introducing the topic and providing an opportunity for the participants to analyse
it.
For whom? Participants who favour abstract learning, and learn better by receiving
feedback.
Benefits: Can be performed as a single and/or group activity, develops critical thinking
and problem-solving. Participants are actively involved in the educational process. This
method develops social skills. The learning process can be observed.
Disadvantages: Hard to standardise and control. The method needs to be elaborated in
detail, with clear instructions, the trainer needs to set the goal clearly.

DEMONSTRATION
Definition: A method in which the trainer performs and demonstrates a way of doing a
task or skill.
What? Practical property of the content.
How? By demonstrating how a task is performed and by allowing participants to practise
performing.
For whom? Participants who learn best by observing and imitating.
Benefits: Facilitates understanding and memorisation, and encourages interest.
Connects theory and practice. It is an active form of learning.
Disadvantages: Sometimes requires expensive equipment and takes a long time to
prepare. There is a danger that the demonstration itself is more engaging to the
participants than the topic being demonstrated.

GAME
Definition: A method by which the content is repeated or defined by competition or
collaboration of participants.
What? Theoretical, affective and practical properties of the content.
How? By presenting the game and its rules, and by giving directions.
For whom? Participants who learn best from experience.
Benefits: Ensures participants' activity, builds self-awareness and develops social skills.
Enables learning while having fun, the learning process can be observed.
Disadvantages: Requires a lot of time to prepare and analyse after the exercise. It may
not be appropriate for participants who have a different learning style. There is a minor
danger of creating a negative atmosphere.

Forms of work
✔
✔
✔

pairwork

✔

individually

smaller groups

✔

frontal work

everyone together

The number of forms of work that you

It is like walking a narrow path of least

can use is not unlimited, but there are

resistance from which you might quickly

many

logistically

fall when you see boredom and lack of

organise participants in these forms. If

engagement in the eyes of your

you do a dynamic training with a lot of

participants, or no results from the

practice, it is not very creative to say

activity given to them. Making working

every time: “Now, comment/share it

in pairs or small groups interesting

with the person next to you / at the

requires the trainer's preparation in

same table.”

order to ensure a different combination

creative

ways

to

of people or a different method of
organisation of people each time.

!

You can arrange chairs in ‘flowers’, which will simply organise their seating

arrangement automatically as they enter. You can ask them to stand in a line according
to palm size, date of birth, eye colour, but without any verbal communication. And then
simply separate them into groups. You can try to count them; you can ask them to
choose to work with someone who inspires them / whom they fear / who makes them
laugh / whom they have talked to the least. Be creative, and it will pay off tenfold.

Training outcomes
Learning outcomes are everything that is gained through learning, namely
competencies and the associated independence and responsibility. They launch a
potential participant into the future and let them know what they will own after your
training. When putting them into your template, into a development plan for your client,
or when using them for marketing purposes, do not forget to use dynamic verbs (in the
infinitive form or in the present tense), and include the theoretical and practical parts of
the content of your training.

Convenient verbs you can use:


to be trained to, to appreciate, to possess knowledge, to learn, to become aware,
to collect, to be familiar with



to master, to understand, to realise, to develop needs, to meet, to memorise, to
know, to adopt



to explain, to create, to interpret, to describe, to notice, to solve, to classify, to
demonstrate



to apply, to differentiate, to recognize, to implement, to interpret, to participate,
to design, to write



to draft a memo and plan, to design a group, to review a strategy, to analyse, to
select



to propose, to develop, to prepare, to argue, to present, to harmonise, to foresee



to compare, to define, to evaluate, to realise, to use

E.g. After the training, participants are going to:


explain the basic idea behind the Big Bang theory



explain the thermonuclear processes in stars and radiation energy



perform the Friedmann-Robertson-Walker metric



analyse their own strengths and weaknesses



put together a development plan



successfully apply the lessons learnt in practice the very next day

10. PERFORMANCE
Now, you are ready to go and work with

wrong buttons and rub salt into the

people. Not everyone can do that.

wound. And you thought you were
teaching THEM something! Working
with people is a two-way street, and the
sooner you see it, the sooner you will
rise

to

the

heights

of

personal

development. If you are not relaxed, and
something you did not expect to
happen actually happens, it is likely it will
get to you. The fight, flight, or freeze
mechanism

will
at

that

be

automatically

It is easy to talk about what needs to be

triggered

moment.

Your

or should be done, and it is a little more

defensive attitude will cause you to start

challenging to actually do it. Especially

arguing with the participants, which will

when we take into consideration that we

put you at risk of losing the fight. Either

always get what we deserve, that is, we

way, the consequence is that the

get the participants who are essential to

participants no longer feel safe, and they

our personal development and who, like

feel that it is not okay to express their

children with their parents, press all the

opinions at this training. Running away,

either by deciding not to hold a part of

thus

losing

the training or by avoiding certain

relationship with the audience. This may

topics, will result in a feeling of

not be so comfortable at first, so keep

abandonment or unreliability by the

your

other party. If you do not take on the

headings/bullet points, or a mental map

role of a leader, people become lost. If

as a reminder. The worst thing that you

you freeze, there can be various

can do is to insist on doing what you

consequences, and they in no way

have envisioned despite the different

accelerate the learning process for the

demands of the target group. Of course,

participants. Your job is to make the

they will not tell you this, but the trained

participants feel free and secure as well

eye will, for example, stop following the

as to keep the insights flowing. And you

plan, and focus on some obviously

can achieve this if you are completely

pressing issue that will help not only the

clear with yourself.

person who raised it, but turn it into a

notes

your

in

carefully

the

created

form

of

learning opportunity for everybody.
After spending considerable time on all
of the above-mentioned steps in order

To a large extent, our adult participants

to design your training, it is time to let

did not learn to own or direct their own

them go. Yes, do not look at me that

learning. On the contrary, they have that

way! The point of preparation is for you

old system anchored in them in which

to be prepared, not necessarily for you

information, whether they are interested

to go through it without thinking. Your

in it or not, was merely placed before

brain, your method of distinction and

them. They are conditioned to be

tuning should now be at its most active.

dependent on teachers. Therefore, they

Manage the present – you have live

often experience some form of a culture

participants in front of you now, in the

shock when exposed to adult training

flesh! They are the ones to whom you

for the first time. For this reason, it is

will easily adjust your training, not the

wise to point it out at the outset, and

other way around. Everything is stored

equip

somewhere, and you cannot react to

knowledge of how to learn, how to ask

situations that arise during training by

what they are interested in (because if

trying to remember/read because you

they do not ask, they will never find out,

then you would be absent/in the past,

and the only ones who are at a loss are

your

participants

with

the

themselves), and how to give feedback

about it secretly in the hallway, and not

on what does not suit them (because if

get what they actually want).

they do not say it aloud, they will talk

11. CLOSING | WHAT IS IMPORTANT TO THE
PARTICIPANTS
The closing serves to close whatever you have opened. And do you even remember
what you have opened? The wisest thing is to close the training in two steps – first, the
content step, and then the process step.

1)

Closing the training content, ideas:


The trainer summarises the topics covered, or lets the participants do it through
an activity.



The participants summarise what was important to them / what they will apply
in practice (they could also connect it with their own expectations if the trainer
made them obvious at the beginning).



Participants share their insights and lessons learnt, and a number on a scale of 1
to 10 indicating where they are currently located on their development path
related to the topic covered (it would be helpful if they had initially had a number
indicating their starting point so that their progress could be evident. The trainer
can now ask various questions: “What do you need in order to reach number 10?
What would happen if you awarded yourself number 11? What resources do you
have now that you did not have before? What would others say, i.e. what number
would they award you? What is the next topic you want to start improving?” etc.).

2)

Closing the training process; ideas:


The participants express their view of the training through a metaphor (e.g. a
photograph, a quote, a drawing).



The participants give feedback regarding the timing and logistical organisation
of the training.



The participants give feedback to the trainer about their competencies.

12. EVALUATION | WHAT IS IMPORTANT TO THE
TRAINER AND THE COACH
Company management generally does not care much about how many of their
employees have received training, how much training costs on average, or to what
extent employees are satisfied with that training. On the other hand, the management
would like to see the return on the money invested in training through better business
results.
The question is how to find out the true benefit of the training we have conducted
among the employees, i.e. was the training successful, and will the company benefit
from it? Can we somehow measure or calculate what this benefit is? How can we
calculate the return on investment?
In order to do this, we need to start by determining the value that the training should
bring, or why we are organising it in the first place (Learning outcomes). Once
determined, we need a tool to help us measure performance. One option is Donald
Kirkpatrick's model. He published his ideas in 1975 when he wrote the book entitled
‘Evaluating Training Programs’ which made his theory popular and widely available
(Kirkpatrick J. & Keyser W., 2016).

The levels of Kirkpatrick's evaluation model measure:
1)

participants' response: what they think, and how they experienced the training

(evaluation form immediately at the end of the training)
2)

what has been learnt: the results of increasing knowledge or skill (by testing

knowledge at the end of training or somewhat later)
3)

behaviour: the level of change in behaviour or skill, and the application by the

participants (testimonies of colleagues or superiors after a certain time period)
4)

impact: the effect of training on the business or company that will affect the

participants' work (visible, for example, in better sales results of the participants)
5)

return on investment (ROI): finally, at level 5, we are interested in whether we

have a return on investment, and how much it is, or what the ratio is between the profit
we have received because of the training and the funds invested in that training; by
definition, ROI is the ratio of net profit to cost, i.e. the benefit of training minus the cost
of training divided by the cost of training times 100%.
In addition to Kirkpatrick's evaluation criteria that focus on others, a trainer can choose
to evaluate themselves regardless of the success of the training. All the criteria above
can prove excellent; however, it is a good training skill to address one of your technically
weak points, for example through the Learning Acceleration Method (more on this in
the chapter ‘Trainer development’). In this way, the training and the trainer get better
and better with each performance, and the following conclusions can be converted into
applicable improvements:
✔

Unit X before Unit Y.

✔

I was rushing when giving instructions.

✔

I needed to arrange them into different groups for this task.

✔

I did not consider VAKs (visual, auditory and kinaesthetic types).

✔

Instead of the word ‘problem’ I am going to use ‘opportunity’.

✔

I forgot to pay attention to my state.

In the chapter ‘Additional materials’, treat yourself to a training evaluation example.

WORKING WITH
RESISTANCE

Neurobiological responses to threat
When

feeling

stressed,

angry

or

attacked, we tend to tell others or
ourselves to “keep calm”. Saying that not
only doesn’t work but makes things
worse.

moments we tend to lose our wit and we
don’t respond skillfully.
The triggers vary from person to person
and can differ from receiving negative
feedback or a participant’s look in a

In our professional interactions with

certain way. There is no chance to

adult learners, sooner or later, we come

escape feeling triggered. When under

across

These

pressure, there is a whole group of us

moments can trigger us and evoke

who tend to fight back. Fight is the most

resistance into a conversation.

That

common response - when somebody

the

goes against you, you want to strike

stressful

happens

because

moments.

these

are

back.

In this article, we are going to:
●

Shed some light on what happens during critical conversations.

●

Explore the 3 most common responses (Fight, Flight, Freeze) to a threat.

●

Discuss the correlation between an embodied response and a verbal response.

These focus points will enable you to recognise your automatic response and get a
perspective of the way you handle yourself during critical conversations.

According to neurobiology, resistance

Later, prehistoric humans developed

triggers a threat response. The older

more responses. When animals came

parts of our brain – the limbic system or

into sight, they would run or climb a

mammalian brain – are usually the ones

tree. This is Flight response. Now, you as

which are activated when we perceive

an adult educator, trainer or coach, you

something as a threat. This happens

don’t run away (hopefully). You don't go

because of our biological development

away physically, you don't leave the

and our primitive responses, which are

room - but you avoid the issue. You

hardwired in our genes.

escape from what is happening and

Let’s go back to the years when it all
started and examine the response of

bring your attention to someone else or
move on, change the subject etc.

prehistoric humans to a threat. In those

At last, the prehistoric humans created

days, animals meant danger. What did

weapons. So they used spears and fire,

the prehistoric person do when animals

starting to fight against the animals. This

appeared? They played dead - they lied

response is called Fight. Nowadays, we

on the ground and pretended to be

fight with words and our conversations

dead until the threat went away.

look more like volcanoes erupting.

This response is called Freeze. In the

Fight,

frame of a conversation, freeze is when

neurobiological phenomenon. We are

we shut down and lose contact. Losing

hardwired to react in this way. It’s

contact with yourself and with the

instinctive and our response happens

people you are having a meeting with is

without cognitive thought. What is

a clear sign of Freeze. These are the

interesting to see now, is that our mental

moments you are unable to speak

reactions

and/or unable to hear. It feels like being

embodiment.

an actor who goes blank on stage.

Flight

and

Freeze

correspond

with

are

a

our

So, let’s continue by looking at this
phenomenon
perspective.

from
For

an

embodied

example,

when

somebody physically takes your hand. A
freeze response would mean that you
are physically stuck in a place and you
can’t move. A flight response would

mean that you take steps back or lean

intervene on a physical level. For

backwards as you try to free your hand.

instance, if your response to threat is to

A fight response would mean that your

freeze, then most probably you are

hands form fists and you go against the

physically stuck in a place. The first thing

person who grabbed you.

you can do to support yourself gain

Your reactions are very physical and
they

simultaneously

say

something

about your verbal response. The same
way you respond to the physical
grasping, you react to the mental one. In
other words, your embodied reaction
reveals the way you behave in a critical
conversation.

control is to move. You could perhaps
take some steps, move your hands or
relax your shoulders, stand up if you
were sitting or vice versa. With this, you
send a message to your brain that
everything is ok and you are not under
attack. It can help you to relax and
approach the critical conversation with
confidence.

Becoming aware of your embodied
reaction offers you the opportunity to

Handling Critical Conversations
Knowing your neurobiological response to threat is the first step of handling a Critical
Conversation successfully because your next moves should come from a place of
serenity and not from a place of fear.
What is important, next, is to strategically approach the verbal part of the conversation.
You can do so by using the Victim and Accountable chart. It is a powerful coaching tool
which gives you structure and direction during a critical conversation. This tool can
support you understand where your interlocutor stands during the conversation and
gives you a practical way of dealing with them.
The great advantage of the Victim and Accountable chart is that it is schematic, it draws
a clear distinction between two main positions: to be in the victim position and to be in
the accountable position, and consists of simple steps.

In this article, we are will:


Offer the framework and the context of the Victim and Accountable chart



Explore the victim position



Explore the accountable position

These focus points will offer you a new

to judgements, suggestions and advice.

perspective into the way you structure a

As an adult educator, a trainer, or a

critical conversation and a strategy on

coach you need to be aware that

how you can support your interlocutor

genuine support can only happen when

to find workable solutions.

the person acknowledges their reality

Now, let’s have a closer look at the tool.
The leading principle is that your
interlocutor should be able to generate
their own solutions and be successful.
Your role is to be a catalyst in this
process and to reinforce that ability. You
are not there to prove that you are
correct, more competent or that you
have the perfect solutions. You are there
to identify what the person can do, and
support them in their development.
Ultimately, by following this leading
principle your interlocutor grasps the
opportunity to claim their own power for
making their choices, instead of listening

and wishes to find accountable, feasible
solutions (Accountable position). While
this person is in the victim position little
progress can be made, as there is a lot
of resistance to change (Victim Position).

In order to familiarise with this chart, we will go through the two positions: the Victim
and the Accountable and we will explore all the steps that belong to each position.

Victim position
The first part of the chart is the Victim position. You know that your interlocutor is in
that position when they behave powerlessly or are a victim of circumstances. These are
the moments where people become passive towards what is happening to them and
deny their ability to find a solution.

AUTOMATIC THOUGHTS
Human behaviour is structured in patterns. The brain can easily deal with matters which
are repetitive because they require less cognitive work to be processed. For example,
you learned how to walk at the age of 2. Your ability to walk is now internalised. You
never think about how you walk, or what kind of movement is required. Walking is a
natural activity or in other words, you do it on autopilot. The same applies to all patterns.
Now, these patterns were created at a moment that they were beneficial to a person.
We make such good use of them that they become internalised and this can be helpful
unless it is no longer beneficial.
This is where the problems arise because the world changes. Thus, new situations occur
and the person can't keep up with the same automatic responses. At the same time,
they don’t want to change them. On the contrary, people tend to stick to these
thoughts. This happens because in the past the automatic thoughts worked well and
then they want to prove themselves right, so they do it again and again and again. In
other words, people are not yielding because they are trapped in internalised responses
and find it difficult to change.
Now let’s go back to the moment the automatic thoughts do not work. This is a crucial
moment because only then we understand that we possess them. There are situations
which bring these internalised responses to the surface and then we question them. For
example, a person thinks they are well paid and all of the sudden they find out that at
other companies this position is better paid.

BLAMING
As unexpected as life can be, new situations arise which make us realise that the
automatic thoughts clash with reality. So, what do we do if the automatic thoughts do
not work? Instead of reexamining them, we look for a scapegoat. We blame others,
ourselves, society, parents, etc. Blaming takes place because we are convinced it works,
and all of the sudden it doesn’t work. In our example, the person is likely to think: “My
bosses don’t acknowledge my work/ they probably take advantage of me, etc”.

EXCUSES
Next are the excuses. After putting the blame on ourselves or others, it’s time to justify
our blaming so we can make excuses for our own behaviour. “Covid will result in an
economic crisis so I’d better be careful and not make a fuss/ At the end of the day I
have a decent salary.”

WAIT AND HOPE
When we get tired of blaming and making excuses, we wait, and hope that something
will magically change. We hope that somebody does something that will change our
situation. “When the economy improves, I’ll approach another company/ I’ll wait for a
pay rise”.

Some more about the Victim Position
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Accountable position
The shift from being the victim to accountability is essential in having an effective
conversation and maintaining quality leadership. Why is it so difficult to move to the
accountable part and stay on that path? Because being accountable implies that the
person acknowledges their active role in the situation. The moment they realise that it
depends on them to make a change, this is the moment where there is a chance for
change.

ACKNOWLEDGE REALITY
The first step is that the person acknowledges the reality they are in. Acknowledging
reality is very much connected to acceptance. Accepting things as they are and being
able to state the situation without the victimising part makes all the difference. In our
example: “I acknowledge that people in the same position earn more money.”
People usually arrive at this step the moment they realise that the price they pay is
higher than the benefits. In order to support their development further, you can work
towards enhancing the person’s awareness on what they do have control over in a
situation and what is beyond their control.

ACCEPT OWNERSHIP
The second step is letting the person face and deal with the reality. This is the moment
when the person accepts that they contribute to this reality with their thoughts, mindset
and actions. This requires asking themselves what their role in the situation was. In other
words, what they have actively done in order to end up in this situation. In the example:
“I always keep my head down and hope that my bosses will notice me one day/ I didn’t
initiate any negotiation meeting about my salary.”

FIND SOLUTIONS
The third step is about creating solutions. Solutions are the steps a person can take to
change the given situation. These actions can be related to short-term or long-term
goals. It’s advisable to support the person to brainstorm a lot and come up with their
own solutions. It is of great importance that the person comes up with more than one
solution. In our example: “I am going to schedule a meeting with my bosses for next
week/ I will approach the L&D department and ask for advice on negotiation skills / I
am going to do market research.”
It is important to note here that you should create the space where the person can
come up with their own solutions. If you are eager to give suggestions, bear in mind
that everything you suggest is your perspective and your point of view in life. This may
work for you but may not work for your interlocutor.

IMPLEMENT SOLUTIONS
The last step is about supporting the person in choosing one possible solution and
implementing it. In this stage you agree with the person about the chosen solution and
you assess this after an agreed period.
Follow up is crucial, to examine the effectiveness of the solution. If the solution did not
work, the possibility that the person falls into the victim position again is high. Then they
find themselves trapped in the same loop: blaming and finding excuses, and again
waiting and hoping that one day it will be different. This very often happens because

people want to be true to themselves and prove that they are powerless to change. At
this stage, they might state: “I told you, it wouldn’t work! / As always…”
Your role is to empower the person in taking again the first steps of accountability by
acknowledging reality, accepting ownership, finding and implementing new solutions.
You can do this, until the person finds a solution which works.

An afterthought
You might have encounters with people who display a victim mindset and behavior.
There you may have the chance to hold a conversation which can help them move
towards an accountability mindset. You are not part of the situation the person is in and
this gives you the benefits to discern what does not work and which kind of stories and
excuses are repeated. If you let this situation continue by reinforcing the victim position,
you do not really offer support. By doing this, you only become a friend of the victim.
As is stated above, true support can only exist if your interlocutor acknowledges their
reality and wishes to find accountable, workable solutions. The Victim and
Accountability chart gives direction in how to achieve that. Below you can find examples
of questions to guide critical conversations and support the people in order to take
steps towards accountability:


What are the benefits of your current situation?



What are the disadvantages of your current situation?



What can you do to change?



What would you like to change?



What would you like other people to do?



How can I help you?



What is the problem?



How often has this happened to you?



What would you do if these obstacles disappeared?



What is stopping you?



Why are you in this situation?



What decision can you make to change your reality?

Developing a method
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Assumptions
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they are the things in relation to which
Examples of assumptions


They have their own method



They arrive at least half an hour early at the location



They do their homework (explore the target group, place and context)



They understand that a map is not the territory



They understand that the meaning of their communication is the response they
receive



They know that everyone works for themselves, no one against me



They are in charge of what they have power over (knowledge, attitude, nonverbal communication, voice, words)



There is no failure, only feedback



If I do what I have always done, I get what I have always been getting

Declaration

By declaration, I mean a statement such
as the US Declaration of Independence.
In 1776, thirteen British colonies in what
was the New World back then declared
themselves independent through one
statement:

!

“We hold these truths to
be self-evident, that all
men are created equal,
that they are endowed by
their Creator with certain
unalienable Rights, that
among these are Life,
Liberty and the pursuit of
Happiness.”

Remember every time you said the word ‘yes’ in your life. Every time. Now think

what would have happened if you had said ‘no’ each of these times – would your life
be different? Is being married different from not being married? Yes. It is different
legally, socially, sexually, emotionally, financially. It is different. So, the question is: How
do we go from being married to not being married? By stating or declaring. Is there not
a moment at most weddings when the person conducting the ceremony says
something like this: “If any of you has a reason why these two should not be married,
speak now or forever hold your peace.” I promise you: at that moment, stand up and
shout: “I object!” – do not describe, create! Think about it. You create chaos, crisis, you
also create a whole new relationship with the groom. Think for a moment. A brand new
public identity for yourselves as well. I am not saying that we do not describe using
language. What I am saying is that this is not all that we do with it. And that is exactly
the whole point, that it is ‘not all we do’. (Chalmers Brothers, 2004)

What does this mean for one person, for

statement of who I am is given, it

one trainer? This means that when,

becomes true. The origin of the creation

based on other parts of the method,
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especially

followed by a word, and then by action.

the
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Examples of declarations
✔

I am a successful trainer.

✔

I take you to be my wife.

✔

I protect the environment and recycle.

Purpose/Goal
It relates to the method; it is the motivator of the method. What makes me do what I
do? What is the purpose and goal of this training, activity, venture? What result do I
want to see in the end? With what do I want to leave the participants? The working
principles and the purpose/goal are mutually connected just like the process and the
end result. Success requires both How and What.

Working principles
Working principles have emerged from practice and reflections on that practice. They
are the foundation of each method, and they answer the questions “How do I do
something? What are my processes, principles, sequences?” They are upgrades to
assumptions and a guide to skills. It could be said that a working principle is a
combination of declaration and skills.

An example of a working principle:


I work as a soft skills trainer with young people up to the age of 20.



In my practice, I use music, movement and pictures.



I do not work with alcoholics, or at weekends.



I am available every day from 8 a.m. to 4 p.m. for meetings, and up to 6 p.m.
for calls.



I respond to emails within 24 hours.

Personal Development Plan – PDP
Whatever business you are in, the point is to move forward. The Personal Development
Plan can steer your progress in the desired direction, but there is one thing to keep in
mind. This is not an action plan where you will list all the things you want to do. Where
is learning in this? PDP serves to select the competencies that you want to acquire, it
helps you figure out the best way to acquire them, and by using a series of other
questions it clarifies whether you really want it and how much it will benefit you. PDP is
one handy self-development toy.
In the ‘Additional materials’ chapter, I invite you to find a blank PDP form and embark
on your personalized journey.
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Marko Vlaming, Head Trainer and Director, Olde Vechte Foundation
Marko started 25 years ago as a youth worker after obtaining his university degree in
social and cultural work. Besides doing youth work and trainings, he uses coaching
approaches in his daily work. In the last 12 years he developed into an all-round coach.
Learning by experience as a method in coaching created a coaching approach that is
very focused on working in the here and now. In his practice he works a lot with onthe-job coaching, supporting people to build up their life dream in the way they create
fulfillment in their lives, using a wide spectrum of coaching methods and techniques
that are currently available.

Tihana Dragicevic, Elevate
is a Senior Practitioner EMCC coach, trainer, supervisor and author. She held the Board
Member position for three years in Croatian Coaching Association. She has worked in
the world's leading companies such as Allianz, Bayer, in national and regional positions
of human development. Became a COACH finishing Oxford Coaching & Mentoring
School and NLP master, gaining a diploma with Richard Bandler.
She has over 10 years of experience in education, more precisely in coaching and
training individuals, companies and NGOs. Regularly holds the Practicing Coaching
Training and Practicing Trainership Training in Olde Vechte, The Netherlands.
The topics Tihana makes greatest difference in, are leadership and team development,
individual potential development, and trainer education through a comprehensive

School of Trainers®, which she herself patented as well as EMCC internationally
accredited School of Coaches. Author of two books for the two Schools, available on
Amazon in 2020.
The coaching she is practicing is inspired by ontology and embodied cognition. All her
trainings are based on experiential learning method.

Lena Nasiakou, Olde Vechte Foundation
is a Learning Designer with a strong background in the field of education and training.
She holds a bachelor in School Education and a masters degree in Adult Education.
While working as a trainer in the topic of Coaching, Pedagogy, Learning Process design,
and Embodied Learning, her focus is on how the trainees can gain a deeper
understanding and at the same time enjoy the learning process.
As such, embodied and creative approaches come along while training people. Her
approach is built on many years of experimental work and tested on more than 2.000
people from 30 different countries. It puts into practice notions that have been
developed throughout the history of Embodied Cognition, Ontological coaching, NLP,
Provocative Coaching, Systemic Constellations and Psychology of Movement. Apart
from her academic qualifications, she holds a Training Certification, an Embodied
Methodology Specialization and a CRKBO Teachers Quality Code.

MEET THE PARTNERS
OLDE VECHTE FOUNDATION, THE NETHERLANDS
In 1966 Olde Vechte Foundation was
created out of the initiative of a group
of enthusiastic people who identified
the need for learning which was not
provided by the established educational system. The foundation aimed to create a living
and learning environment for individuals whose needs were not met by formal
education. Olde Vechte Foundation stands in the long and rich tradition that the
Netherlands has in non-formal learning.
Society keeps on changing and it is becoming more and more intercultural; still the
need of an “out of the school system” education remains. Olde Vechte provides a
playground where people can experiment and experience different aspects of learning
and development. The foundation’s mission is to include everyone in its services
regardless of age, gender, nationality and background. By this the Foundation brings
to life its vision of love, care and cooperation.
Olde Vechte is a project organization that creates space and supports people to
implement their own initiatives. All the projects derive from people with great interest
and concern about the subject. The director of the Foundation is there to support them
to realize their ideas. These people are trainers, coaches, mentors, project managers,
learning specialists, as well as cooks and people who take care of the accommodation
that belongs to the Foundation.

ELEVATE, CROATIA
Elevate is a company for personal and professional
elevation. Consisting of ten employees and 20 outside
associates, we work on human potential development
because we believe everyone is their own master piece
.We do it focusing on the method of coaching, training
and

mentorship,

We

focus

mostly

on

individual/team/group coaching, trainings dealing
with leadership, team development, business development and

personal

transformation and developing new trainers and coaches through our
comprehensive School of Trainers and School of Coaches. We work with big
companies and NGOs, but also with start ups and youth. We have a network of
alumni. The approx no of staff and learners per year is 1000.

ADVENTURE SPIRIT, LATVIA
PG was founded on 2011 as outdoor youth organisation.
We

have

grown

to

become

experiential

and

experimental education organisation, that focuses on
individual & group development processes, social
inclusion and cooperation. Our main focus group is 1628 years old youngsters, but often we work with 11-18
year old pupils and as well with teams from business
sector. Or main work methods are outdoors and adventure activities, thus they are not
limited to these.
Our vision is - “Outstanding human and nature synergy”, meaning that we focus on
improving human-to-human cooperation skills, as well as creating & restoring the
balance within human connection to work, nature and peace.
On yearly basis PG involves, with active participation, about 5-8 thousand people in its
activities. On daily basis we work with school classes, youth leaders, young adults,

volunteers, young people with fewer opportunities or with disabilities, and also with
adults (mostly company teams).
PG has developed Tree-house building camps, Night-Strategic-Game movement,
various adventure program's and, of course, its signature personal development
training “LEC” (Love Every Challenge).
PG core team consists of 6 people and has about 10 highly capable trainers,
approximately 20 instructors and more than 50 volunteers. Through our activities we
create learning context for each individual and by using outdoors we provide equality,
equity (we design our programs and activities in a way that everyone can be part of
them) and inclusion (one of our main working principles is to create both active and
passive inclusion). We understand and accept differences of people and value diversity
within our core team, instructors' and volunteers' teams, as well as in groups we work
with and in general our society.
Topics and methods we are competent are as follows: outdoors as a method for
learning, social inclusion, non-violent communication, team-building and team
development, dance and movement, value based leadership, fear overcoming and
control (FEARLESS model); gamification; survival; climbing; kayaking; tree-house
building; leadership and self-deception; accountability; mission & vision setting; goal
acquiring.
Our mission is: “Constant development by creating adventures and opportunities for
ourselves and others”

SOLIDARITY MISSION, GREECE
Solidarity Mission is a training, research
and innovation centre for social economy
and entrepreneurship, established in 2016,
in Athens and it is supporting since 2013
social entrepreneurs and NGOs to grow
their social impact. Solidarity Mission is the most recognized non-profit organisation in
Greece, supporting Social Entrepreneurial ideas and transforming them to actual social
enterprises sustainably, effectively and successfully. We plan, develop and implement

innovative training programmes, coaching, and mentoring, aimed at increasing
knowledge, cultivating skills, as well as participants’ personal development.
Our Mission is to contribute to the development of social and solidarity economy
globally. Our Vision is to create a global network of social entrepreneurship centers for
those who try to make the world a better place.
Our main aims are:
To support the development of social enterprises.
To improve the knowledge and skills of social entrepreneurs.
To enhance the sustainable development and the responsible entrepreneurship.
To support the inclusion of young, unemployed, and socially vulnerable people in job
market.
To share the idea of volunteerism and social solidarity.
To educate teenagers and youngsters on ethics and values of social entrepreneurship
and fundamentals of sustainable development.
To empower and support young people in their learning, personal and professional
development.
The target group is people who have an idea that tries to solve a social or environmental
issue and want to get either educated and prepared to start it up or assisted to
transform the idea into a business plan. Special focus is given to unemployed youth and
through our programmes, we reach people wanting a second chance in life and people
stuck in life that they don’t know what to do. Also, people aged 20-35 unemployed, in
transition between studies, stuck in life, coming from different fields and backgrounds
without discrimination and judgment. Our programmes are open to everyone and we
embrace people with fewer opportunities and disabilities equally in our programmes.
Our main programmes are:
“Social Entrepreneurship Incubator & Accelerator” that provides necessary training,
consulting and entrepreneurial support for business planning and for starting up new
social enterprises and already existing Social enterprises respectively. The programme
provides coaching and mentoring, development of personal skills and team spirit,

modern tools of holistic approach such as NLP, coaching and systemic business
constellations.
“Social Entrepreneurship Academy” which provides a wide spectrum of training
programmes in:
social entrepreneurship (business plan design, service design, financial planning,
marketing planning, project management, social impact measurement, tax and
corporate law for social solidarity economy, etc.)
soft skills (personal development, leadership, effective communication, conflict
management, negotiation, mindfulness, time and stress management, team building,
coaching, emotional intelligence, dialogue facilitation, etc.)
technical skills (computer literacy, social media, photo shooting, filmmaking, web
design) and aims to enhance the knowledge and skills of prospect and existing social
entrepreneurs, in order to fulfill their solidarity mission.

SCOALA DE VALORI, ROMANIA
At Școala de Valori we create learning
opportunities for teenagers/students
through non-formal education.
We use different educational patterns
and the possibility to interact with role
models in order to increase personal
responsibility

and

manage

their

personal choices.
Our vision is to guide the teenagers so we can transform the Romanian society in a
community that generates trust, balance and courage. We aim to create through
education a community of young people who activate together in a responsible, ethical
and autonomous way.
We are working to achieve our vision trough workshops, coaching, camps, simulations
and case-studies, gamification and challenges, role plays and free
practice-learn step-up

talks/activities,

methodology, long term projects and programs, online

interaction and webinars, face to face interaction and preparation, interaction with
companies, mentors and young professionals.
We have local and national projects, where the teenagers can create and implement
their own projects or where they learn more about their professionals and personal
opportunities and options.
Our most successful learning model is Practice, Learn Step-up, designed by us,
developed after running over 30 TTTs and different implementation stages
• 2017 means 17 employees and 38 collaborators, over 200 volunteers, aprox 6000
beneficiaries of our projects, 20 projects.

UNIVERSITY OF MACEDONIA, GREECE
The University of Macedonia (UoM) is a public, social and
business oriented university, located in Thessaloniki since
1957. Nowadays, it consists of 4 schools (Business
Administration, Information Sciences, Social Sciences
Humanities and Arts and Economic and Regional
Studies) with 8 Departments (Business Administration,
Accounting

and

Finance,

Applied

Informatics,

International and European Sciences, Educational and Social Policy, Music Science and
Art, Economics and Balkan, Slavic and Oriental Studies).
The University offers twenty five (25) graduate programs (Master’s Degrees) in
disciplines with high demand in the labor market, attended by hundreds of graduate
students. Moreover, nine departments also offer a doctoral program (Ph.D.). In all
undergraduate and graduate programs both teaching staff and academic programs are
evaluated every semester by the students, while eight out of the ten undergraduate
departments have already completed the process of internal evaluation.
The University of Macedonia is a relatively new but very dynamic institution, which has
already made its presence felt in Greece, the Balkans and the rest of Europe. A strong
research activity has been evident through numerous international agreements with
organizations related to higher education, cooperation with several universities on a
bilateral basis (e.g. Universities in the USA, Italy, Great Britain, Romania, the Russian

Federation, France, Albania, Bulgaria, Yugoslavia), participation in programs funded by
the EU. The University participates also in many exchange and research programs either
as a coordinator or as a member. Specifically, it participates in the Erasmus-ECTS,
programs Alfa, ADAPT, Leonardo, Tempus, Med-Campus, Continuing Education
Program and the Jean Monnet as well. Additionally, every year members of the various
academic departments as well as the administration take part in the biggest educational
exhibitions and fairs.
The Department of Educational and Social Policy (DESP), that belongs to the School of
Social Sciences Humanities and Arts, was established by the Presidential Decrees 267/93
and 391/95 (published in the Government Gazette No. 217/25-10-95) and the first
students were admitted in the Department in September 1997.

SYNERGY BULGARIA, BULGARIA
Synergy Bulgaria is an organization where friends,
volunteers, youth workers and trainers bound up with a
common

interest

of

sharing

our

personal

and

professional experience with exploring active young
people in the area of non-formal education.
The main goals of Synergy Bulgaria are promotion of
non-formal education and volunteering as a strong
platform for personal and professional realization,
encouragement of informal communication and social contacts between people from
different ages in social, educational and business environment and the spread of lifelong
learning and development of new competences and employability skills.
We organize and implement public events, regional and international conferences,
trainings, seminars and workshops. We are creating a learning environment by
receiving, sending and coordinating youth, volunteers and youth workers to trainings
and exchanges within projects of our own or our partners'.
Our staff consists of about 20 members and have approximately 2000 learners each
year.
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