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Use the planner below to work out timings
Activity

Time

One – Thinking about
communication

60 mins

Two – Impact of non-verbal
communication

30 mins

Three – Organisational values
and workplace behaviour

30 mins

Student Sheet

PDF

Start time

Finish time

PDF Presentation Slides

Look out for these icons throughout the following activity steps which will direct you to
the relevant student handouts and slides. If viewing online these are not click-throughs.

Note: see LifeSkills Content Guide PDF on barclayslifeskills.com for programme overview and curriculum links.
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Activity one: Thinking about communication
Time needed: 60 minutes

Aims
• To consider the process of communication and how communication skills help personal
and career development
• To help students understand the impact of non-verbal communication and how it can be
used to positive effect

Key learning outcomes
By the end of the activity students will have:
• discussed a model of communication
• identified what can affect communication
• explored aspects of non-verbal communication and how these can be interpreted

Resources
The resources needed for this volunteer-led lesson are:
• Student Sheet PI1.1:
Available on page 6
Barriers to communication (one per pair or small group)
• Student Sheet PI1.2:
Available on page 7
Tips for good communication (one per student)
• Student Sheet PI1.3:
Available on page 8
A game of consequences? (one per student)
• People Skills Personal impact volunteer-led lesson PDF Presentation Slides
• Flipchart
Student Sheet

PDF

PDF Presentation Slides

Look out for these icons throughout the following activity steps which will direct you to
the relevant student handouts and slides.

Note: students who want to collect evidence of their progress through LifeSkills can add their worksheets and summary sheets
to a folder, along with any additional relevant materials.
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Activity steps
PDF

PI1.1

1. A model of communication

PDF

PI1.2

• Introduce the session by explaining that you’re going to work with the group to explore
some skills that make a difference to the personal impact we can have on others. The
first of these skills is communication. Set the scene by showing PDF Presentation Slide
PI1.1* which has quotes about the importance of communication. Read out each quote
in turn and ask students what the key point of each quote is
• Put up the phrase ‘How do we communicate? on the whiteboard or a flipchart and invite
students to spend a few minutes in small groups or pairs discussing how they would
answer this question
• Invite groups to share their thoughts, gathering contributions on a flipchart. Possible
responses might be: talking to people, using a phone, text, email, FaceTime, Skype,
listening
• As you discuss and write up their ideas you can steer them to bring out the concept
that all forms of communication link into the four areas of reading, writing, speaking
and listening (If body language is offered tell them this is in the speaking and listening
categories and you will explore that separately in a later activity)
• Show PDF Presentation Slide PI1.2 to summarise, explaining that the communication
skill we use most is listening, followed by speaking, reading and writing. Tell students
that in a survey of 500, 000 job advertisements the word ‘communication’ appeared
more than 68,000 times (research findings from search-engine Adzuna, quoted on
Guardian.com April 2013)
• Ask the students why they think employers place such importance on this skill
• Ask students to think about what happens when we communicate something
to another person. Set the question, ‘What do we have to think about before we
communicate anything?’ They should offer variations on:
– who (person receiving the message)
– what (content of what they need to convey)
– why (what outcome are they expecting, how important it is)
– how (medium, e.g. text, email, face:face, phone, social network)

PDF

PI1.3

2. What can affect communication

PDF

PI1.4

• Explain that thinking about the process of communication in situations that haven’t gone
to plan can help us develop our skills and become better communicators

Sheet PI1.1

Sheet PI1.2

Available
on page 6

Available
on page 7

• Ask each student to think about a time when they’ve communicated something
inappropriately and caused a misunderstanding as a result, e.g. telling someone a meeting
is next Friday (without giving specific date) causing confusion. (Have an example of your
own to offer if they need one to start them off.) Ask one or two students to share their
example with the class

*

barclayslifeskills.com

These quotes are taken from a series of interviews with professional business people. February 2014
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• Next, divide students into groups of 2 or 4 and give them Student Sheet 1.1. Ask the
groups to think about those things that can get in the way of the communication process
and write them on the worksheet. These are grouped into two categories: ‘physical
effects’, e.g. noise, and ‘emotional effects’. Use an example to prompt their thinking
• A good example to give is one of dress. When we are in trouble or are hurt the sight of
someone in uniform, e.g. a police person or nurse, can immediately reassure and calm us
down. How we react to an instruction from them may be different to how we might react
to someone not in uniform
• Ask groups to share some of their thoughts. Show PDF Presentation Slide PI1.3. This
model shows the process of communication, i.e. one person is a sender of a message;
another is the receiver
• Talk through the slide with students. Describe how the sender has to think about how
they send the message (method, timing, wording, who the message is aimed at). The
receiver has to hear the message (listen or read, interpret and understand). The barriers
the students have thought about affect both the sender and the receiver
• Our assumptions about other people (pre-conceived ideas, or views based on negative
experience and sometimes people’s prejudices) can affect how successful our
communication is
• To summarise show PDF Presentation Slide PI1.4 and go through the different pointers to
help students ensure their communications are well constructed
• Give out Student Sheet 1.2 which they can use as a reminder of the key points

3. A model of behaviour

PDF

PI1.5

Sheet PI1.3
Available on page 8

• Explain to students that our personal attitudes and how we behave have a major impact on
our personal effectiveness
• Show them PDF Presentation Slide PI1.5 and explain that how we behave affects how
other people behave. Ask students to think of a time when the way they’ve reacted to a
situation and what they’ve said has had a negative effect
• Ask students to share an example (have one of your own ready to offer in case of no
contributions), e.g. showing irritation and impatience in a situation that then prompts a
defensive response
• Refer again to PDF Presentation Slide PI1.5 and explain the cycle of behaviour. Explain
that our attitudes and behaviour will have an effect on the other person’s attitudes and
behaviour making any negativity a downward spiral
• Give out the case study example on Student Sheet 1.3. Ask groups to discuss the negative
and positive response in each case and what the consequence might be for the employee
• Explain that in a work-based situation taking responsibility for your actions and behaviour
and presenting yourself positively has a major impact on your development and career
progression. Employers will value qualities such as integrity, honesty and a willingness to
learn and develop

barclayslifeskills.com
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Barriers to communication

Student Sheet PI1.1

Discuss together what things can get in the way of clear communication and list them here.

Physical barriers (e.g. noise)

Impact it might have on the communication process

Emotional barriers (e.g how someone is dressed)

Impact it might have on the communication process

Remember to get online at barclayslifeskills.com and use our great interactive resources to discover even more about People Skills
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Tips for good communication

Student Sheet PI1.2

Use this template next time you need to communicate something important. Think about each step and make notes in the
boxes to help you focus on how to make your communication effective.

What

What needs to be communicated? What result do you want from the communication?
How you construct the message will have an impact on how effective it is.

Who

Who do you need to communicate with? How much do they already know? Don’t make assumptions
that they will understand. Your message needs to be clear and complete.

How

What method is best? Is a text or email appropriate or does the situation need a personal call or a faceto-face meeting? Do you need to limit who the communication goes to?

When

When is the best time to communicate the message? Instant messaging is not always best. Sometimes
you need to pick the best moment for your message to be effective.

Remember to get online at barclayslifeskills.com and use our great interactive resources to discover even more about People Skills
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A game of consequences

Student Sheet PI1.3

With a partner or small group discuss each scenario and think about the consequences of applying negative behaviour or
positive behaviour. Then identify what skills someone would need confidence in to take the positive route.
Scenario
You’ve just found some information your line manager asked you to post to another branch of the company a week ago.
You realise that you forgot all about it. What do you do?
Negative behaviour applied

Positive behavior applied

You hide the document rather than admit you’ve
forgotten to send it as you fear you will be in trouble and
you’re too embarrassed to own up.

You go straight to your line manager and admit your
mistake. You suggest you will phone the other office and
explain and will send the information immediately.

Possible consequence

Possible consequence

Skills needed to resolve the situation positively

Scenario
You think you know how to do something but you’re not sure. You’ve already had the task explained to you twice. It’s
important not to get it wrong. What do you do?
Negative behaviour applied

Positive behavior applied

You don’t want to look stupid by asking again so you get
on with the job anyway and hope for the best.

You don’t want to get it wrong so although you’re worried
about looking stupid you go to your line manager and ask
them to go over the task once more explaining you want
to get things right.

Possible consequence

Possible consequence

Skills needed to resolve the situation positively

Remember to get online at barclayslifeskills.com and use our great interactive resources to discover even more about People Skills
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Activity two: Impact of non-verbal communication
Time needed: 30 minutes

Aim
To help students understand the impact of non-verbal communication and how it can be
used to positive effect.

Key learning outcomes
By the end of the activity students will have:
• explored aspects of non-verbal communication and how these can be interpreted

Resources
The resources needed for this volunteer-led lesson are:
• Student Sheet PI2.1:
Available on page 11
Body language (one per student)
• People Skills Personal impact volunteer-led lesson PDF Presentation Slides
• Flipchart
Student Sheet

PDF

PDF Presentation Slides

Look out for these icons throughout the following activity steps which will direct you to
the relevant student handouts and slides.

Note: students who want to collect evidence of their progress through LifeSkills can add their worksheets and summary sheets
to a folder, along with any additional relevant materials.

barclayslifeskills.com
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Activity steps
PDF

PI2.1

PDF

PI2.2

Sheet PI2.1
Available on page 11

1. Non-verbal communication
• Introduce the topic by asking the question ‘What is non-verbal communication’? and
gather ideas on the whiteboard or flipchart. Students are likely to offer gesture, facial
expression and body language. Encourage them to think of others: tone of voice, volume,
appearance, proximity, eye contact, touch
• Show PDF Presentation Slide PI2.1 to summarise the different categories
• Ask groups to think about and identify different scenarios where non-verbal
communication is used to support another form of communication, e.g. sports referees
use eye contact and hand signals to reinforce a decision
• Give students Student Sheet 2.1 and ask them to identify what message the images are
conveying
• Show PDF Presentation Slide PI2.2 to compare answers

PDF

PI2.3

2. Tone of voice
• Ask students to think about possible misinterpretation of what you say because of the
way you say it, e.g. the tone of your voice in conjunction with your facial expression and
gesture
• In their groups ask them to write down all the different ways they could ask someone to
be quiet (tell them that their responses can range in levels of politeness but no rude words
are allowed!)
• Circulate around the groups to check their ideas and then ask for some volunteers to ask
the rest of the class to be quiet using one of their examples (they can use facial expression
and gesture to support if they wish). Then ask the group for feedback on the tone of the
request and how effective it is
• Show PDF Presentation Slide PI2.3 to show the different levels of tone and discuss what
might be appropriate in different situations

Extension idea
The concept of tone can be extended to use of text messages and emails, e.g. using
capital letters to ‘shout’ and show aggression, and the importance of email etiquette.

barclayslifeskills.com
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Body language

Student Sheet PI2.1

With a partner discuss the images and write underneath each one the emotions they could be displaying. If you were
communicating with that person, what clues would their body language give you about how to approach them?

Remember to get online at barclayslifeskills.com and use our great interactive resources to discover even more about People Skills
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Activity three: Organisational values and workplace behaviour
Time needed: 30 minutes

Aim
To introduce students to the concept of organisational culture and values and why
organisations look for employees with specific skills and qualities.

Key learning outcomes
By the end of the activity students will have:
• explored the concept of organisational values and identified some examples
• reviewed and discussed mission statements from a variety of organisations
• identified skills and behaviours appropriate for those organisations

Resources
The resources needed for this volunteer-led lesson are:
• Student Sheet PI3.1:
Available on page 14
Organisational values and culture (one per student)
• Student Sheet PI3.2:
Available on page 15
Research and preparation (one per student)
• People Skills Personal impact volunteer-led lesson PDF Presentation Slides
• Flipchart
Student Sheet

PDF

PDF Presentation Slides

Look out for these icons throughout the following activity steps which will direct you to
the relevant student handouts and slides.

Note: students who want to collect evidence of their progress through LifeSkills can add their worksheets and summary sheets
to a folder, along with any additional relevant materials.

barclayslifeskills.com
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Activity steps
1. Organisational values
• Explain to students that many organisations have their own culture and values that are
important to them. Some of these are written down and promoted, some of them are not.
Discuss the concept that when you work for an organisation you are representing that
organisation when you are at work
• Ask students to volunteer ideas about what values might be important to an organisation.
Gather some thoughts on the flipchart. If you are a Barclays colleague you may wish to
share the Barclays Purpose and Values here too

2. Analysing the values

PDF

PI3.1

Sheet PI3.1
Available on page 14

• Show PDF Presentation Slide PI3.1. Ask students to discuss the statement and identify
what they think the expectations of an employee might be
• Give out Student Sheet 3.1 and ask groups to work through the different examples and put
down their ideas about what each organisation might be looking for in their employees

3. Pre-interview research
• Discuss with them how important it is to find out as much as they can about an
organisation before submitting a job application or attending an interview
• Get them to come up with ideas about how they could find the information and compile
these on a flipchart

Summary discussion
Sheet PI3.2
Available on page 15

barclayslifeskills.com

Give students Student Sheet 3.2 and go through the top tips reminders. Explain to students
that they can use this template when they are applying for an opportunity or attending an
interview to help them think about the key evidence they need to provide.
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Organisational values and culture

Student Sheet PI3.1

Different organisations will look for specific skills and qualities according to the nature of the work they do and the focus of
their mission statements. With a partner or in a group discuss these statements from some well-known organisations. What
type of skills and personal qualities do you think they will look for in their employees?
Apple (UK)

Apple is committed to bringing the best personal computing experience to students, educators,
creative professionals and consumers around the world through its innovative hardware, software and
internet offerings.

Skills and qualities needed in an Apple employee:

Tesco

Everyone welcome at Tesco

Skills and qualities needed in a Tesco employee:

Virgin Media

Value for money, good quality, brilliant customer service, innovative and challenging, fun.

Skills and qualities needed in a Virgin Media employee:

BHF (British
Heart
Foundation)

Our mission is to play a leading role in the fight against disease of the heart and circulation so that it is
no longer a major cause of disability and premature death. Our vision is of a world in which people do
not die prematurely of heart disease.

Skills and qualities needed in a BHF employee:

Barclays

Our common purpose is to help people to achieve their ambitions – in the right way. We respect and
value those who we work with, and the contribution that they make. We act fairly, ethically and openly
in all we do.
We put our clients and customers at the centre of what we do.
We use our energy, skills and resources to deliver the best, sustainable results. We are passionate about
leaving things better than we found them.

Skills and qualities needed in a Barclays employee:

BUPA

Our Mission Statement of helping people live longer happier healthier lives is supported by six values –
Accountable, Caring, Respectful, Enabling, Ethical and Dedicated.

Skills and qualities needed in a BUPA employee:

Remember to get online at barclayslifeskills.com and use our great interactive resources to discover even more about People Skills
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Research and preparation

Student Sheet PI3.2

You can use this template to remind you about the key points in applying to an organisation and to record notes to help you
prepare a focused application or for an interview.
Name of organisation:
What is its mission statement or declared values?

What do I know about the organisation?

What is the role?

What do I know about the role?

What skills and qualities will I need to demonstrate?

What is my evidence?

Why does this organisation need me?

What are my hopes in working for this organisation?

Name of organisation:
What is its mission statement or declared values?

What do I know about the organisation?

What is the role?

What do I know about the role?

What skills and qualities will I need to demonstrate?

What is my evidence?

Why does this organisation need me?

What are my hopes in working for this organisation?

Remember to get online at barclayslifeskills.com and use our great interactive resources to discover even more about People Skills

© Barclays 2015

