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INTRODUCTION

"

"Without the courage to change, it is impossible to achieve improvement.

Tomas Bata

Young people preparing for the world of work and employment currently need support in
developing versatile competencies and changing their attitude towards employers. The general
influence of society on young people often shapes the attitude “school is here for us” during their
education in the school environment. When starting a job, they must adjust this attitude to “we are
here for the employer”, not just “the employer for us”. The growing “virtual life of youth” has
suppressed the so-called soft skills, crucial in teamwork, adaptability, flexibility, creativity, and a
proactive approach in employment.

The authors of this publication, STARTIS—Training methodology for youth workers,

focused on developing young people's attitudes and skills in relation to employment, which you
have just opened, surveyed various employers in Slovakia, the Czech Republic, and Poland about their
needs and expectations from young people entering the world of work.
The above findings resulted in the "Report on the needs and expectations of employers from young
people in the area of attitudes and personal skills when applying for a job." The report contains a set
of 12 most frequently recurring expectations and needs. Based on the outputs, methodological
procedures were created for educating young people in preparation for their work in teams with
employers.

The methodology's activities are developed using non-formal education methods. Each
activity has attachments that a youth worker who is dedicated to developing their competences can
immediately use in the educational process. The activities are aimed at young people with work
experience from youth work or student internships.

The educational blocks are divided into 12 areas and contain 42 activities and 90 annexes
to the activities. Nineteen experts in informal education, personnel workers, and consultants —
employers — from Slovakia, the Czech Republic, and Poland participated in creating the
methodology.

The educational blocks were validated in each country; the validation was carried out in
training for trainers and youth workers.

We believe that this publication offers inspiration, ideas, and encouragement on the path
of educating and shaping young people toward a positive approach to future employment and
towards the development of personal and team cooperation in the work collective.



POSITIVE APPROACH
TO THE WORK ENVIRONMENT

Objectives of the block:

« To understand and explain the basic features and principles of a positive approach.
« To analyze one’s own sources of vitality and propose ways to support them.

o To learn how to find a positive benefit in problematic situations.

« To understand how a positive approach influences career growth.

Target group:
12-20 participants

Materials:

o Flipchart, flipchart papers, sticky notes (small cards), paper, markers, pens.

o Activity 1: Printed Appendix No. 1 for each group, large sheet of paper

o Activity 2: Vitality Pyramid according to Appendix No. 4, printed cards from Appendix No. 6 — 5
copies

o Activity 3: Appendix No. 9 for each participant

o Activity 4: Image from Appendix No. 10, printed Appendix No. 11 for each participant

Duration:

240 minutes

Summary:

Activity 1: The Employer’s Dream
Activity 2: The Vitality Pyramid at Work
Activity 3: Treasure Hunt

Activity 4: My Path of Positive Growth

Instructions:

Activity 1: Employer’s Dream (60 min.)

Preparation before the activity:

The trainer prepares a flipchart and sticky notes (small cards) before the activity.

They print Appendix No. 1 for each group and prepare a large sheet of paper and markers.
Each participant receives a printed copy of Appendix No. 2.

Course of the educational block:

The trainer welcomes the participants. At the beginning, they inform them that they will temporarily
become “employers.” Each participant will name their dream company—the one they would like to
own someday. This company has employees, including young beginners. Like any employer, they
have certain expectations of their employees' attitudes. The task for each participant is to write down
on the prepared sticky notes what kind of behavior they expect from their employees. One
expectation should be written on each sticky note.

After completing this task, the trainer invites each participant to come to the flipchart. In one
sentence, they introduce their dream company (what it does) and share the expectations of their
employees that they wrote on the sticky notes. Then they stick the sticky note on the flipchart. All the
potential employers take turns presenting their companies and employee expectations.



When everyone has finished presenting their expectations, the trainer, together with the participants,
sorts the expectations according to agreed common characteristics. The ones that refer to a positive
attitude towards work are placed in a special spot on the flipchart and their content is highlighted.

After this activity, the trainer divides the participants into small groups (4-5 people). Each group
receives a large sheet of paper, writing tools, and cards from Appendix No. 1: Situation Scenarios. The
task of each group is to graphically or creatively express (e.g. by drawing or writing) what positive
reaction they expect from an employee in the situation described on the card. The group work is
allocated 20 minutes.

After the time is up, each group presents its poster and shares its expectations of the employee.

Once all the presentations are done, the trainer asks the participants reflection questions, such as:
“What surprised you in the activities you did?”
“Was it easy to put yourself in the employer’s shoes? If yes, why? If not, why not?”

After the shared reflection, the trainer offers the participants support material (Appendix No. 2:
Characteristics of a Positive Approach to Workplace Situations) and briefly introduces its content. (If
the trainer wants to offer examples of situations and appropriate responses, they can also use
Appendix No. 3.)

Activity 2: The Vitality Pyramid at Work (60 min)

Preparation before the activity:
The trainer prepares a visual representation of the vitality pyramid based on Appendix No. 4, or
optionally a PowerPoint presentation. They print the vitality pyramid sentence cards (phrases) five
times and cut them out. The cards are then divided into 4 piles according to the levels of the pyramid
as described in Appendix No. 6.

Course of the educational block:

At the beginning, the trainer places the vitality pyramid on a flipchart (Appendix No. 1). They explain
to the participants what the pyramid represents and why this model is important for supporting and
developing positive attitudes (the trainer can refer to the content in Appendix No. 5).

After explaining the meaning of the vitality pyramid, the trainer divides the participants into smaller
groups. Representatives from each group approach the prepared piles of sentence cards and draw 3
cards (sentences) from each pile — see Appendix No. 6. The task of each group is to sort the sentence
cards into 4 groups according to the levels of the vitality pyramid (usefulness — effectiveness — stability
— dynamics). After 20 minutes, the groups present their constructed pyramids. Under the trainer’s
guidance, everyone participates in a discussion and exchanges opinions on the correct classification of
the sentence cards. The trainer observes whether the sorted content corresponds to the respective
pyramid levels and guides participants with questions in case of incorrect classification.

After the discussion, the trainer asks participants to individually choose one level of the pyramid
where they would like to improve — the level they want to start working on now to begin practicing a
healthy inner mindset. This is because without a sense of meaning, stability, or growth, a person’s
positive behavior cannot be sustained in the long term.

The trainer gives one example: "I want to improve my effectiveness — sometimes | don’t manage to
complete tasks on time. Starting next week, I’ll make a simple schedule with my tasks and hang it
above my desk."

At the end of the activity, participants can voluntarily share which area they want to improve and
what they will work on.




Activity 3: Treasure Hunt (60 min.)

Preparation before the activity:
The trainer prepares Appendix No. 9 for each participant.

Course of the training block:

At the beginning of the activity, the trainer explains the purpose of the entire activity — to show that
even from an unpleasant situation or experience, we can take away something positive. The trainer
shares a example: "When | worked as a temp in a store where | stocked goods on shelves, sometimes
1-2 jars of preserved fruit would break because they fell to the floor due to my carelessness. This
happened because | would carry up to 4 jars at once. | was always in a hurry. | wanted to finish the job
quickly. The unpleasant part was that | always had to pay for the damage. This kept happening until |
finally understood that every job needs to be given adequate time in order to be done well. After that,
I didn’t break any more jars and | earned more because | didn’t have to cover any losses."

Other examples of problematic situations for the trainer can be found in Appendix No. 7.

The trainer then asks participants to recall situations from part-time jobs or other work experiences
that they considered problematic. In one minute, they briefly write them down on paper. Next, the
trainer facilitates a moment for mutual sharing of experiences. Each participant briefly describes their
situation. The trainer notes down short versions of participants’ examples on a flipchart (e.g., group
conflict, time pressure, etc.).

After the sharing, the trainer selects one commonly recurring problematic situation and invites
participants to search for a positive resolution to the situation and to reflect on what the person
could have learned from it for their life. The trainer records these proposed solutions and lessons
learned on the flipchart in the form of a mind map (see example in Appendix No. 8).

After presenting one example of a mind map based on one problematic situation, the trainer invites
each participant to create their own mind map on paper. As a tool, the trainer distributes Appendix
No. 9: Treasure Hunt in Challenging Situations, which contains several guiding questions to help them
with the process. Participants have 20 minutes to create their maps.

Once the maps are completed, the trainer invites participants to share with each other what positive
takeaway — what “treasure” — they found in their problematic situation.

Activity 4: My Path of Positive Growth (60 min)

Preparation before the activity:
The trainer prepares the image from Appendix No. 10. Each participant receives a printed worksheet
from Appendix No. 11.

Course of the learning block:

The trainer introduces the purpose of the upcoming activity: “This activity is focused on helping you
realize how your positive attitude can influence your work and career path. We will try to connect your
experience from part-time jobs or other employment with your personal and professional growth.”

The trainer invites participants to share their answers in a brainstorming session to the following
question: “What do you think influences whether a person grows in their job?” (Participants’ answers
are written down on a flipchart.)

The trainer explains that a positive attitude is one of the key factors in life and today they will explore
it through their personal journey.



They draw the image from Appendix No. 10 on a flipchart and explain the different milestones along
the path. Each participant then receives the worksheet from Appendix No. 11. Participants are
encouraged to answer the milestone questions honestly. They will draw their own map on paper (or
use cut-out pictures from magazines to symbolize their answers). The trainer monitors the
participants' work and offers help in clarifying questions. This part of the activity is allocated 20
minutes.
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After this time, the trainer divides participants into groups of three or four. Each participant briefly
presents their map and answers the following questions, which the trainer writes on the flipchart:

¢ What moved me forward the most?
e Where did | realize the power of a positive attitude?
e What did | learn from others?

The trainer allocates 15—-20 minutes for this part of the activity.
To conclude the activity, the trainer asks participants to write in a separate section of their worksheet:

1.0ne treasure from the past.
2.0ne change in attitude.
3.0ne goal for the future.

Participants are then invited to share their answer to the third point: “My goal for the future in
maintaining a positive attitude on my path as a professional in my future job.”



APPENDICES

Appendix No. 1: Situation Scenarios and Positive Attitude
Describe how an employee can respond positively to the following situations.
Situation 1: Being late for work

o Employer: “You’re late again. This is the third time already!”
Situation 2: Criticism in front of colleagues

« Employer: “Your package handling is too slow, everyone is waiting on you.”
Situation 3: Unfamiliar task

« Employer: “I need you to serve customers today. | know you haven’t done it before.”
Situation 4: Unpleasant customer

o Employer: “A customer complained about your attitude. They said you were arrogant.”
Situation 5: Mistake at the cash register

« Employer: “You made a mistake at the cash register, the discrepancy is €10.”
Situation 6: Sudden transfer to a different position

« Employer: “We have to move you to cleaning today, we’re short-staffed.”



Appendix No. 2: Signs of a Positive Approach to Workplace Situations -

1. Focusing on Solutions Instead of Blaming
« Instead of asking: “Who is to blame?” | ask: “What can | do about it?”
2. Managing Emotions and Respectful Communication

o | stay calm even in difficult situations.
¢ | avoid conflict and look for ways to reach an agreement.

3. Openness to Feedback
« | don’t get defensive. | see feedback as an opportunity for improvement.
4. Taking Responsibility for My Actions

o | admit my mistakes and propose a solution.
¢ | don’t shift the blame onto others.

5. Effort to Understand the Other Side

o | ask: “What might be behind the colleague’s/customer’s behavior?”
6. Willingness to Cooperate and Help

¢ Evenifit's “not my job,” | help when I can.
7. Flexibility

o | adapt to changes in plans or unexpected situations.
8. Self-Reflection

o After a difficult situation, | ask myself: “What can | learn for the future?”
9. Motivation to Do Things Well

« | care about the result and try to do things properly, even when no one is checking on me.
10. Maintaining Respect Even in Difficult Situations

« Even when I'm angry, | don’t belittle, shout, or use sarcasm.




Appendix No. 3: Signs of a Positive Attitude with Real-Life Situations
Trainer’s aid.

1. Looking for solutions instead of blaming
Situation: A customer complains that an item is missing from their order.
Response: “l apologize, I'll check on it right away and make sure you receive it as soon as possible.”

2. Managing emotions and respectful communication

Situation: Your supervisor, under stress, tells you that you’re working too slowly.

Response: Instead of getting offended, you calmly reply: “l understand, I'll try to speed up. Can | ask
what the priority is right now?”

3. Openness to feedback

Situation: A colleague tells you that you weren’t accurate enough during inventory.

Response: “Thanks for letting me know. I'll be more careful next time—if you have any tips on how to
check it better, I'd love to hear them.”

4. Taking responsibility for your actions
Situation: You missed the start of your shift.
Response: “Sorry, | overslept—it’s my fault. I'll come in earlier next time and make up the time.”

5. Effort to understand the other person
Situation: A customer is unpleasant and impatient.
Response: “Maybe they’re just having a bad day. I'll try to stay calm and help them.”

6. Willingness to cooperate and help
Situation: A colleague can’t manage to serve all the guests.
Response: “Would you like me to take one of your orders?”

7. Flexibility
Situation: Your supervisor changed your schedule on a day you had off.
Response: “It’s a bit unexpected, but | can come in if it’s really necessary.”

8. Self-reflection
Situation: You were nervous and rude to a customer during your shift.
Response: “l shouldn’t have reacted that way. Next time I'll take a break if | feel tension building.”

9. Motivation to do things well
Situation: At the end of your shift, you quickly clean up even the things you didn’t have to.
Response: “l want the next shift to start off smoothly. I’'m doing it for my colleagues too.”

10. Maintaining respect even in difficult situations

Situation: A client swears at you.

Response: “l understand you're upset, but please let’s treat each other with respect. I'll be happy to
help if we can talk calmly.”




Appendix No. 4: The Vitality Pyramid

development, inspiration,

DYNAMICS growth

security, self-confidence,
environment

performance, abilities,
coping

meaning, value,
contribution

Appendix No. 5: What is the Vitality Pyramid and Why is it Important?

Trainer's Aid
The Vitality Pyramid is a model that illustrates the layers that make up an individual's “viability” —in
other words, how well they are able to function, develop, and cope with work demands.

In the context of a young employee, it consists of 4 interconnected levels:

1.Usefulness — | feel that my work is meaningful and makes a contribution.
2.Effectiveness — | know what I’'m supposed to do and | do it well.
3.Stability — | feel secure, supported, and able to manage stress.
4.Dynamism — | want to improve and grow.

Why is this important? Because a positive attitude doesn’t start with just a smile — it starts with a
healthy inner mindset. If meaning, stability, or growth are missing, positive behavior cannot be
sustained in the long term.

That’s why the pyramid is a great tool for discussing young employees’ workplace well-being and
identifying what they need in order to grow.




! Appendix No. 6: Cards for the Vitality Pyramid — Sentence Phrases

i\ é ~ USEFULNESS (Meaning, value, contribution)
= 4 o | do something that truly matters.
o My work produces results that others appreciate.
e | know why | do what | do at work. | see that my activity helps someone.
o | feel like I'm part of something bigger.
e | know my work has an impact on customers or the team.
e My job is not just about performance but also about relationships.
o | see that people value when | do things well.
| have a clear purpose for doing this work.
o What | do helps the company run or supports my colleagues.
o My ideas are heard and have influence. | have space to suggest improvements.

EFFECTIVENESS (Performance, skills, coping)
| can organize my work well.
« | can manage even under pressure.
o | don’t hold others back — | work reliably.
e | canlearn new things when needed.
o | handle changes or new tasks without panic.
o | can manage my time and tasks effectively. | can handle multiple things at once without stress.
« | have a system that helps me through tough days.
o | know where to find help when | don’t understand something.
o | know my role and what is expected of me.
o | work fast, but without unnecessary mistakes. | ask questions when | don’t know something
instead of arguing.

STABILITY (Security, self-confidence, environment)
e | know people can rely on me.
e I'msurrounded by people | trust.
« | have basic certainties — time, space, and conditions.
o Even when something goes wrong, | don’t hit rock bottom.
« | have established habits that support me.
e I’'m surrounded by people | can count on.
e | manage stress without exploding.
e | know how to respond in crisis situations.
o | feel like a part of the team. | have support when something goes wrong.
o My work environment is fair and predictable.
e | know how to rest when | need to recharge.

DYNAMISM (Development, inspiration, growth)
e | have the drive to move forward.
o |look for ways to do things even better.
o | want to grow — both personally and professionally. | enjoy challenges that push me ahead.
e | am open to new experiences.
o | seek new challenges that move me forward.
e | want toimprove in what | do.
o | observe how | can grow in this area.
o | work on myself even outside of work hours.
« | want to progress — not just for money, but for myself.
e I'minspired by people who work with passion.
« | see opportunities to move into a higher position.



Appendix No. 7: Treasure Hunt :

Perceiving problems as opportunities for growth is a key skill for youth workers. It helps to approach
challenges constructively and fosters a positive atmosphere within the team.

Examples of problematic situations:
1.Young people are not showing interest in the activity.
2.The group is passive and refuses to cooperate.
3.A participant feels unappreciated and wants to leave.
4.0nly a small group of people are getting involved in the project.
5.Communication problems within the team.

Appendix No. 8: Mind Map - Solving a Problem Situation

A tool for the trainer.

Center of the map (main bubble): Problem Situation
(e.g. Conflict with a boss during a part-time job)

Main branches (three basic directions stemming from this situation):

1. Possible Positive Solutions
e Direct communication,
o Asking for feedback,
¢ Managing emotions,
o Looking for a compromise,
o Support from colleagues.
2. What | Have Learned
« Handling conflicts better.
¢ Asking questions instead of making assumptions.
« Listening to the other side.
« Staying calm under pressure.
« Standing up for myself in a respectful way.
3. How It Will Help Me in the Future
¢ My resilience will increase
o | will trust myself more
« | will gain the ability to solve similar situations
¢ I'll know that conflicts can be resolved
o | will learn to communicate better

Tips for visualization on a flipchart:
o Use different colors for each branch.
« Symbols — they make the map more lively.
o Write participants’ names next to ideas — it increases engagement.




Appendix No. 9: Treasure Hunt in Challenging Situations

This template will help the participant visualize what they have learned from a challenging situation
experienced during a job or temporary work.

1. What was the situation?

Describe the problem or difficult moment that happened at work. It could be, for example: a conflict,
stress, a mistake, a misunderstanding...

Situation:

2. How did the situation develop?
How did you react? What happened next? How was it resolved or how did it end?
Reaction/development:

3. What did you take away from this situation?

Reflect on what positive outcome this experience brought you. What did you learn? How did you
grow?
Lesson/treasure:

4. How would you react differently today?
If this situation were to happen again, what would you do better or differently?
My new strategy: :

5. Title of your map/treasure

Give this experience a title — like a chapter in a book or the name of the treasure you discovered within
yourself.

Title:

Appendix No. 10: The Path of Growth

7
My next goal e

Growth points

Treasures - what | have learned

My challenges and obstacles

Start of my journey




Appendix No. 11: My Positive Growth Map

This worksheet will help you reflect on your work experience so far and discover how a positive
mindset has supported you in overcoming challenges — and how it can continue to help you grow in
the future.

1. The beginning of my journey
Where did | start my work journey? What were my first feelings, expectations, fears, or motivations?

2. My challenges and obstacles
What difficult situations did | encounter? What did | struggle with?

3. Treasures — What | have learned
What did | take away from these situations? What skills or insights did | gain?

4. Growth points
When did | realize | had made progress? What helped me move forward?

5. My next goal
Where do | want to go? What is my next career step, and how can a positive mindset help me get
there?

Summary - 3 key takeaways:
« My biggest treasure from the past:
« One change in my mindset | want to strengthen:
« My specific goal for the future:




ORGANIZATIONAL AND PLANNING SKILLS
IN THE WORK ENVIRONMENT

Objectives of the block:
o To understand the basics of planning and organizing.
o To develop the ability to plan and organize tasks in a team.
o To understand the principles of effective planning and delegation of tasks within a team.

Group:
12 - 20 participants

Materials:
e Flipchart, flipchart paper, paper, glue, markers, pens.
o Activity 1: Presentation according to Appendix No. 1
o Activity 2: Cut tasks for each team according to Appendix No. 2 - Detailed plan for the festival
organization
o Activity 3: Worksheet according to Appendix No. 3 - Deadline Game (prepare for each team) and
write/stick all the tasks from the worksheet on flipchart paper

Duration:
120 minutes

Summary:

Activity 1: Planning and organizing — the basis for success at work
Activity 2: Logistics of the festival

Activity 3: Deadline Game

Instructions:

Activity 1: Planning and organizing — the basis for success at work (20 min.)

Preparation before the activity:
The trainer will prepare:
a) Presentation from Appendix No. 1.

Course of the educational block:

At the beginning of the educational block, the trainer will present the focus of the new educational
topic in a presentation: "In today's activity, we will focus on a skill that you will use in almost every job
- planning and organizing work ." He will also present a short theoretical introduction according to
Appendix No. 1. In the following activity, participants will try out planning and organizing procedures.

Activity 2: Festival logistics (50 min.)

Preparation before the activity:

The trainer will prepare for each team:

a) flipchart paper and markers,

b) print and cut out the tasks according to Appendix No. 2.



Course of the educational block:

At the beginning of the block, the trainer will divide the participants into small teams (4-5 people
each). Each team will plan a one-day festival for 300 people.

Each team receives 1 task, which they have to elaborate in detail so that it includes all the details.
They make sure that nothing is forgotten. Each team develops a plan on flipchart paper according to
the assignment (Appendix No. 2), which the trainer offers to each team. The logic coordinator
coordinates all teams. The team has 30 minutes to develop a plan.

After developing all the steps for the individual tasks, each team presents its plans, and the logic
coordinator monitors, asks questions, adds information in case one of the teams has forgotten
something, eliminates duplicate activities, etc. After summarizing all the flipcharts from the joint
presentation, all procedures for preparing and implementing the festival should be clear.

At the end of the activity, the trainer asks questions in group reflection: "What was the most difficult?
Which organizational skills did you use?"

Activity 3: Deadline Game (50 min.)

Preparation before the activity:

The trainer will prepare:

a) print out a worksheet for each team (according to Appendix No. 3),
b) write/stick all the tasks from the worksheet on flipchart paper.

Course of the educational block:

The trainer creatively divides the participants into working teams (3-4). The teams are tasked with
preparing materials for the company's presentation at the job fair, which is in 3 hours. Each team is
given a sheet with a list of tasks that need to be remembered (Appendix No. 3). The task of each team
is to create a plan and sort the tasks from the list by importance, time requirement, and sequence.
The teams have 20 minutes to complete the task. After the time has elapsed, each team approaches a
common flipchart paper on which all the tasks will be written, assigning a sequence number to each
task (according to the chronological sequence). In this way, all teams take turns at the flipchart.

After determining the order of importance for each task, they will look together at the priorities that
the teams considered important. The trainer will compare the differences in the order of functions
and discuss whether, from an overall view, any of the teams would correct the order and why.




APPENDICES

Appendix No. 1: Planning and organizing — the basis for success at work

Why planning and organizing are essential.
Companies expect employees to:
o knows how to organize time and tasks,
o understands priorities — knows what needs to be done first,
« does not passively wait for assignments, but actively organizes work,
o can handle changes and unexpected situations.
An employer often appreciates not only the task being completed but also the way you organized it.

The difference between planning and organizing:
e Planning = what, when, and why | do.
o Organizing = how, with whom, and with what | will achieve it.

Basic planning elements:
o Goal setting — what do | want to achieve?
o Division of tasks — what all needs to be done?
o Timeline —when will | do what?
o Responsibility — who is responsible for what?
o Reserve and flexibility — what if something goes wrong?

Common planning mistakes:
o "I'l somehow make it tomorrow" (without a specific plan).
o Underestimating the time for the task (it's a "quick fix" - and it will take half a day).
o Forgetting to take breaks and transition between tasks.
o Unpreparedness for changes or crises.

Organizing is not just a calendar:
Organizing work doesn't just mean writing tasks down on a calendar. It means actively thinking about
what makes sense to do when and how (even in a team).

A person who can organize:
o can work systematically,
 can distribute energy (not all at once),
o Heisreliable — colleagues know that he has the task under control.

Conclusion of the theoretical introduction (link to the activity):

Today, we won't just think about what needs to be done. We'll look for solutions for when, how, with
whom, and what to do if something doesn't work out.

"Are you ready to plan like a pro? Let's get started!"




Appendix No. 2: Detailed plan for the organization of the festival

Description of .
Team Contents Task . Deadline
activity
Team
Logistics Management coordination, During the
1. team , . schedule control, .
Coordinator and supervision o festival
and crisis
management
. . Participant Lists, welcome 1 day before +
2. team Registration . . .
registration packs, welcome arrival
. Material and Flipcharts, forms,
Material ) 2 days before
tools decorations
Sound system,
Technical roiectors 1 day before +
3. team Technique pro) S y
support electricity, and continuously
technical support
Communication
. with
. Assignment and . ) .
4. team Accommodation accommodation, | During arrival
control .
resolving
complaints
. A weekin
Cateri Food and Order, diets, g
aterin . advance +
8 refreshments distribution .
ongoing
. . Photos, videos, During + after
5. team Documentation Documentation .
feedback the festival
First aid,
emergency exits, | 1day before +
Safety Safety measures gency ) .
and contact with | continuously
rescue services
. . Waste sorting,
Eco-friendly Ecological ) & 1 day before +
6. team . marking, and .
approach solutions o during the event
communication
. Arrivals, drop-
) Transportation of P ) )
Transportation . offs, maps, During arrivals
participants )
connections




Appendix No. 3: Worksheet for the activity: Deadline Game

The team ranks the tasks in order of importance and time required when preparing the presentation.

Task: Design the visual structure of a PowerPoint presentation
Estimated time: 30 min.
Note: Creative work

Task: Determine who will present and assign roles within the team
Estimated time: 10 min.
Note: Quick deal

Task: Prepare information about the company (history, activities, mission)
Estimated time: 30 min.
Note: Requires a summary of facts

Task: Compile an overview of the job positions offered by the company
Estimated time: 20 min.
Note: Information from HR

Task: Provide company logo and graphic materials
Estimated time: 15 min.
Note: May be delayed

Task: Prepare flyers for fair visitors
Estimated time: 25 min.
Note: Content + design

Task: Print 30 flyers
Estimated time: 15 min.
Note: There may be a technical problem.

Task: Prepare business cards for the team presenting the company
Estimated time: 10 min.
Note: Personalized

Task: Provide equipment (laptop, USB, projector)
Estimated time: 10 min.
Note: Often forgotten

Task: Check presentation location and internet access
Estimated time: 15 min.
Note: Logistics

Task: Prepare a short 1-minute elevator pitch about the company
Estimated time: 15 min.
Note: For quick conversations



Task: Decorate the company's stand/poster —~
Estimated time: 20 min.
Note: Voluntary but effective

Task: Practice the presentation
Estimated time: 20 min.
Note: Often underestimated

Task: Prepare a small gift for visitors (e.g., a promotional item)
Estimated time: 15 min.

Note: Voluntary

Task: Prepare a list of questions from participants and answers
Estimated time: 10 min.

Note: Helps with improvisation




THE SECRET OF COMMUNICATION IN THE
WORKPLACE

Objectives of the block:
o To understand the basic principles of active listening.
e To become aware of how non-verbal expressions influence communication.
o To understand the reasons behind different interpretations of communicated information.
o To verify how information can be distorted in informal verbal communication and how we can
prevent it in the workplace.

Group:
12 - 20 participants

Materials:
o Flipchart, flipchart papers, paper, markers, pens.
o Activity 1: Printed and cut-out cards from Appendix No. 1 for each participant. Printed
worksheets from Appendix No. 2 and Appendix No. 4
o Activity 2: Cut-out sentences from workplace situations and emotions from Appendix No. 5
o Activity 3: Printed cards from Appendix No. 8 — Strange Job Advertisements, tasks
o Activity 4: Printed Appendix No. 11 — Job notice

Duration:
180 minutes

Summary:

Activity 1: Active Listening in Communication
Activity 2: When Words Aren’t Enough

Activity 3: Four Levels of Communication

Activity 4: Distortion of Information in the Workplace

Instructions:

Activity 1: Active Listening in Communication (50 minutes)

Preparation before the activity:

The trainer prepares:

a) colored cards (paper) so that there are two cards of each color,

b) speaker cards with one question each, according to Appendix No. 1, so that every participant gets
one card,

c) printed worksheets for all participants (Appendix No. 2) with tasks and example questions for the
listener,

d) six sentences from Appendix No. 3 written on a flipchart, and printed copies of Appendix No. 4 for
each participant.

Course of the educational block:

After opening the session, the trainer asks participants to stand in a circle. Each person chooses one
card and a pen. Their task is to quietly write one word on the card that comes to mind when they
hear the word “communication.” Then, each participant finds a “pair” with a card of the same color.
In pairs, participants share their chosen word and explain why they wrote it.




The trainer then introduces the topic of the session: “Communication is more than words — it’s the
energy between people. At work, it’s often not just about what we say, but also about how we (don’t)
listen.”

Participants remain in pairs. Each person draws a speaker card with a question and receives the
listener worksheet (Appendix No. 1 and No. 2). The trainer gives the following instruction for the
activity: “Speak and listen.” Each participant reads the question on their card and reviews the content
of the worksheet. After a few minutes, the trainer invites one person in each pair to answer the
guestion on their card for five minutes. The other person follows the instructions on the worksheet
and may also ask one of the suggested questions. After five minutes, they switch roles—speaker
becomes listener and vice versa. After each round, both participants take a moment to write down a
few notes about how they felt in their role and what was most difficult.

Once the activity is complete, the trainer invites participants to share their reflections: What was
more difficult — speaking or listening? What surprised you?

After the discussion, the trainer flips the page on the flipchart to reveal the sentences from Appendix
No. 3. Participants are asked to fill in the missing words in the sentences. Once the sentences are
completed together, the trainer asks participants to write two short, clear, and anonymous sentences
on their original cards:

1.“What did | realize during this activity?”

2.“What do | want to change in my approach to communication?”
The cards are collected in a box, and the trainer reads 10 randomly selected responses aloud.

To conclude the session, the trainer thanks participants for their honesty and effort in understanding
the importance of speaking and listening in communication. Then, the trainer hands out the prepared

handout with Principles of Active Listening — Appendix No. 4.

Activity 2: When Words Aren’t Enough (45 minutes)

Preparation before the activity:
The trainer prepares cut-out sentences describing workplace situations and emotions from Appendix
No. 5.

Course of the educational block:

The trainer divides participants into pairs. One member of the pair draws one sentence from the
workplace situations and three emotions (Appendix No. 5). The task of the person who drew the
sentence and emotions is to say the sentence according to the emotional tone — the three emotional
states they selected. The second person in the pair has to guess the “mood/emotion” being expressed
and respond as they would in a real workplace situation.

After conducting the interviews, all participants engage in a group discussion on the topic:
“Characteristic features of verbal and nonverbal communication.”

The trainer writes down the identified features on the flipchart in two columns: verbal and nonverbal
signs of communication.

At the end of the block, the trainer summarizes the characteristics of verbal and nonverbal
communication (see Appendix No. 6) and concludes with a thought.
“People tend to trust nonverbal signals more than words. If there’s a contradiction between them, a
person is more likely to believe what they ‘see’ from body language.”

Activity 3: Four Levels of Communication (40 minutes)

Preparation before the activity:
The trainer prepares:




a) presentation based on Appendix No. 7,
b) printed cards for the group from Appendix No. 8.

Course of the educational block:
At the beginning of the session, the trainer explains the Four Levels of Communication model, as
outlined in Appendix No. 7.

After introducing the model, the trainer divides participants into smaller groups of 3—4 people. Each
group receives two cards containing ambiguously worded job advertisements or assignments
addressed to the recipient (Appendix No. 8).

Each group is tasked with:

a) Decoding what the text might communicate and how group members interpret it on the following
four levels: Content level (factual information), Self-expression level (what the author reveals about
themselves), Relational level (what the author thinks about the recipient), Appeal level (what the
author wants the recipient to do). The groups write down their answers for each level on paper.

b) Proposing a clearer and more professional version of the ad or assignment that accurately reflects
the employer’s expectations.

Groups have 30 minutes to complete the task. When time is up, the trainer invites group
representatives to present their revised versions and facilitates a discussion about the proposed ads
and assignments. A professionally revised version of the assignment ad can be found in Appendix No.
9.

The trainer concludes the activity with: “In real life, young employees often face unclear assignments.
Being able to correctly decode them—and knowing how to ask clarifying questions or confirm
understanding—is key to avoiding misunderstandings.”

Activity 4: Distortion of Information in the Workplace (45 minutes)

Preparation before the activity:
The trainer prepares a printed text — Appendix No. 11: Workplace Announcement for part of the
participants.

Course of the educational block:

At the start of the activity, the trainer explains the difference between formal and informal
communication in the workplace, based on Appendix No. 10. The trainer then asks five volunteers to
temporarily leave the room. The remaining participants receive the text from Appendix No. 11:
Workplace Announcement, and their task is to read it. Once everyone has read it, the trainer collects
all copies of the text. The trainer invites the first volunteer, and the task of the participants who read
the text is to tell the volunteer what was in the text. The volunteer must remember the information.
Then, a second volunteer is invited, and the first volunteer passes the information to them. Each
following volunteer continues to pass the information orally to the next one. The last participant says
out loud what they remembered.

After this, the trainer facilitates a discussion using questions like: “What was lost, added, or changed?
Why?”

Following the discussion, the trainer divides the participants into smaller groups. Each group is tasked
with creating a list of tips and rules that help prevent the distortion of information in the workplace.
After 10 minutes, each group writes their suggestions on a flipchart.

To conclude the activity, the trainer reads all the suggestions from the flipcharts and adds any
additional tips from Appendix No. 12, if necessary.



APPENDICES =t

Appendix No. 1: Topic Cards for the Speaker

Choose one of the following topics and speak about it for 5 minutes:

+ How do you imagine your ideal workday?

« What kind of work culture would you like to experience in your future job?

« What is more important to you — stability or creativity at work?

« What kind of job would you never want to do, and why?

« What qualities should your future colleague have to make collaboration enjoyable?

« How would you like your future supervisors to perceive you?

« What would you like to be able to say about your job when you look back in 10 years?

Appendix No. 2: Worksheet for the Listener
During the conversation, focus on these principles of active listening:

« Look at the speaker, maintain eye contact.

« Don’tinterrupt them, don’t speak over them.

« Use encouraging non-verbal signals — nodding, smiling.
« Ask follow-up, open-ended questions (listed below).

« Paraphrase or summarize what the speaker is saying.

Examples of questions for the LISTENER:
« What is the most important thing about this for you?
« How would you feel doing that job every day?
« Why did you choose this particular idea?
« Do you have any experience that has influenced you in this way?
+ What challenges might you face in such a job?
« How would you react if reality turned out to be different from what you expect?
« What would you need in order for your dream job to become a reality?

Appendix No. 3: Sentences to Complete with a Word

In active listening, it is important to maintain .

You must not the other person while they are speaking.

You should aim for and understanding the other person’s perspective.
means repeating in your own words what you heard.

Active listening requires full
is the foundation of accepting the other person.

Instructor’s Hint:

In active listening, it is important to maintain eye contact.

You must not interrupt the other person while they are speaking.

You should aim for respect and understanding the other person’s perspective.
Paraphrasing means repeating in your own words what you heard.

Active listening requires full attention.

Empathy is the foundation of accepting the other person.




Appendix No. 4: Principles of Active Listening

Full Attention — Give the speaker your full attention, avoid distractions (phone, other activities).
Maintaining Eye Contact — Signals interest and focus.

Non-verbal Signs of Interest — Nodding, smiling, open body posture, appropriate facial expressions.
Not Interrupting — Allow the other person to finish speaking, do not speak over them.

Verifying Understanding — Paraphrase (“So, you’re saying that...”) or ask a clarifying question.
Respect and Empathy — Try to understand the feelings and perspective of the other person, even if
you disagree with them.

Open-ended Questions — Asking questions that encourage conversation (“How did you feel at that
time?”).

Refraining from Judging — Do not judge, criticize, or immediately offer a solution.

Observing Tone of Voice and Body Language — Sometimes how something is said is more important
than what is said.

Summarizing and Feedback — At the end, you can summarize what you heard and verify if you
understood correctly.

Appendix No. 5: Work Situations and Emotions

Work Situations

A colleague takes your tool without asking during your shift.

A customer raises their voice at you for being late with service.

You received criticism from your supervisor in front of colleagues.

Your colleague didn’t come to work, and you’re doing their tasks as well.
Your employer changed your shift without prior consultation.

Someone among your colleagues is making fun of your performance.
You received praise, but a colleague responds coldly to it.

It's your first day at work, and no one explained anything to you.

A customer smiles at you but makes passive-aggressive comments.

You received a task that was poorly explained, and no one is helping you.

Emotions to Act Out:
Disgust, Uncertainty, Joy, Anger, Fear, Surprise, Doubts, Contempt, Expectation, Curiosity, Fatigue,
Enthusiasm, Arrogance, Irritation, Sadness, Freezing, Distrust, Pride

Appendix No. 6: Verbal and Non-Verbal Communication

Trainer’s Aid

Verbal Communication is what we say — the words. It can be oral (conversation, phone call) or written
(email, message, document). The foundation is the content and meaning of the words we use.
Non-Verbal Communication is body language — how we say something: tone of voice, facial
expressions, gestures, posture, eye contact, distance from the other person, and even silence. It
reflects our feelings, attitudes, and moods — often more than the words themselves.

Appendix No. 7: Theory — The Four Sides of Communication According to Schulza
von Thuna

Trainer’s Aid
The Four-Sides Model of Communication explains that every statement we make has multiple layers —
and the receiver may interpret it in various ways.

1. Factual Level —- WHAT are we saying? (Content)
Facts, information, objective data. The expectation is that they are accurate and clear.
2. Relational Level - WHAT kind of relationship are we expressing?



Indicates what we think about the other person, how we perceive them. It can come across as
respect, criticism, irony, etc. ;
3. Self-Revelation — WHAT are we revealing about ourselves?

Every message tells something about the speaker — their mood, values, needs.
4. Appeal - WHAT do we want the other person to do?

The message often carries a request — to act, think, or feel in a certain way.

Practical workplace example:
Statement: “That presentation wasn’t very clear.”

Level Possible Interpretation
Factual The presentation had issues with structure and clarity.
Relational | don’t consider your work to be of good quality.
Self-expression I’'m confused or having trouble finding my bearings.
Appeal/Request Next time, make it clearer/more structured.

This model shows why misunderstandings occur in workplace communication — the speaker and the
listener may focus on different levels of the message.

Appendix No. 8: Cards — Strange Job Advertisments, Tasks

We are looking for someone who knows what to do without being told.
Level

Factual:

Relational:

Self-expression:

Appeal:

Our new colleague should be able to handle stress without unnecessary questions.
Level

Factual:

Relational:

Self-expression:

Appeal:

Ideally, you can multitask and don’t need supervision.
Level

Factual:

Relational:

Self-expression:

Appeal:

Loyalty and reliability are expected in our team.
Level

Factual:

Relational:

Self-expression:

Appeal:




If you’re the type who doesn’t need precise instructions, we’re looking for you.
Level

Factual:

Relational:

Self-expression:

Appeal:

We expect new employees to integrate quickly without the need for training.
Level

Factual:

Relational:

Self-expression:

Appeal:

We are not looking for someone who needs to be led by the hand.
Level

Factual:

Relational:

Self-expression:

Appeal:

We prefer people who can manage on their own even when things aren’t perfect.
Level

Factual:

Relational:

Self-expression:

Appeal:

Anyone waiting for instructions won’t last long here.
Level

Factual:

Relational:

Self-expression:

Appeal:

An employee must understand what’s expected even without words.
Level

Factual:

Relational:

Self-expression:

Appeal:




Appendix No. 9: Professional Rewrite of the Job Advertisement — Task

Trainer’s aid.

We are looking for an independent colleague who can take responsibility for assigned tasks and
actively ask questions when something is unclear.

We expect the ability to handle challenging situations, communicate calmly and effectively, and
formulate questions that help solve tasks.

We are seeking someone with organizational skills, who can set priorities, work efficiently and
independently, and communicate progress regularly.

Trust is an essential part of our team culture — we value reliable people who keep their commitments
and actively contribute to collaboration.

We welcome candidates with a proactive approach, who can independently manage routine tasks and
are not afraid to consult uncertainties that require clarification.

We are happy to onboard new colleagues into our team — however, we expect them to actively seek
out information and ask when needed.

We offer space for people who can organize their work and, in case of uncertainty, seek out solutions
independently as well as collaboratively.

We are looking for a flexible person who can adapt to changes and effectively look for solutions even
in less standard situations.

This position is well-suited for candidates who are proactive and unafraid to take responsibility for
their decisions.

We expect active listening and the ability to think in broader contexts when completing tasks.

Appendix No. 10: The Difference Between Formal and Informal Information Sharing
at Work

Trainer’s aid.

Formal information sharing takes place through official channels and has a clear structure — for
example, emails from a supervisor, internal directives, meetings, or meeting minutes. These are
pieces of information that have a clear sender, recipient, and purpose.

Informal information sharing occurs outside of official communication channels — for example, casual
conversations over coffee, gossip among colleagues, or personal messages. It is often a faster way of
sharing information, but it can be distorted or incomplete.

It is important to recognize when it is appropriate to use each method and be aware that while
informal communication has value for relationships, it is not always a reliable source of information.




Appendix No. 11: Staff Notice

Notice for warehouse employees:

The management of the company would like to inform all warehouse employees that starting from
Monday, May 15, there will be a change in the work schedule for the night shift. The night shift will
now begin at 9:00 PM (instead of 10:00 PM) and end at 5:00 AM. All employees affected by this
change are required to confirm their acknowledgment of this change by Friday, May 12, at 2:00 PM
either in person with the shift supervisor or via email. Additionally, the option to take vacation from
May 15 to May 21 is canceled due to the warehouse inventory.

Thank you for your understanding. For any questions, please contact warehouse supervisor Mr.
Marek Simek.

Appendix No. 12: Tips and Rules to Prevent Information Distortion

Trainer’s aid.
Stop distortion, change your communication!
Verify understanding — ask: “Did we understand this the same way?”

Don’t make assumptions — if something is unclear, ask.

n u ” o«

Be specific — avoid vague phrases like “soon,” “sometimes,” “maybe.”
Repeat key information — this helps ensure proper understanding.

Listen actively — pay attention to what the other person is saying, don’t just wait for your turn to
speak.

Stay calm — emotions can distort what you say or hear.

Ask about context — understanding the broader context helps prevent misunderstandings.

Stop spreading "rumors" — only share verified information.

Write down important agreements — written form helps prevent misunderstandings.

Distinguish between facts and opinions — this helps with objective perception.

Focus on the goal of communication — this helps avoid going off-topic.

Give others space for feedback — it may reveal discrepancies.

Be aware of non-verbal communication — it can also indicate whether the message was understood.
Don’t delay important communication — the later it’s addressed, the more it can become distorted.

Confirm agreements — for example, by saying: “We agreed that...”






TEAM COLLABORATION IN THE
WORKPLACE

Objectives of the block:
« To experience the sharing of information and knowledge necessary for teamwork.
« To recognize and interpret another person's perspective in a challenging work situation.
« To verify collaboration within a team (and also between teams) in achieving goals.
o To become aware of the importance of collaboration in a team where everyone contributes to
a common goal.

Group:
12 - 20 participants

Materials:

o Flipchart, flipchart papers, papers, markers, pens.

o Activity 1: Cards with job positions (Appendix No. 1), task card from Appendix No. 2, Appendix
No. 3 (Example of information sharing)

 Activity 2: Cards according to Appendix No. 4 (Departments — one card per department),
Appendix No. 5 (Principles of team collaboration in the workplace), markers, colored papers,
magazines, scissors, glue, sticky notes

« Activity 3: Cards with short descriptions of challenging work situations from Appendix No. 6 (to be
printed and cut), Appendix No. 7 (Tips for building empathy in a work team)

o Activity 4: One A3 sheet per team, markers, Appendix No. 8 (Cards: One Goal — Different Paths),
stopwatch

Duration:
190 minutes

Summary:

Activity 1: Chain of Experiences Helps the Team

Activity 2: Department Under Pressure — Team Collaboration
Activity 3: In Their Shoes — Empathy in Teamwork

Activity 4: One Goal — Different Paths in the Team

Instructions:

Activity No. 1: The Experience Chain Helps the Team (45 minutes)

Preparation before the activity:

The trainer prepares:

a) Prints and cuts the cards from Appendix No. 1,

b) Prints the work cards from Appendix No. 2 (for each participant),
c) Prints the card from Appendix No. 3 (2x).

Course of the educational block::

The trainer opens the educational activity: “Since you already have experience with a part-time job or
other work, | offer you the opportunity to put yourselves in different job positions. Each of you will
draw a card with a job position and a description of the work experiences you’ve gained.”



The trainer distributes the job position cards from Appendix No. 1 and the work cards from Appendix !:

No. 2 to the participants. [ 5-2

L

“Your task is to choose a colleague. You will each introduce your job positions to each other and share % = 3
a useful experience (advice, tip) that helped you in your work according to the description. Listen to '
what your colleague wants to share with you — remember what was new or interesting for you. Write

it down on your work card.”

After 10 minutes, the trainer invites two volunteers to demonstrate the conversation for the
participants based on the example in Appendix No. 3: Example of Information Exchange.

Then each participant conducts a conversation with 3 others. After 10 minutes, the trainer asks the
participants to form a circle and share what they learned or discovered.

They will focus on answering the questions written on the flipchart:
« What did you learn today from others?
+ Was it easy for you to share something useful?
+ Who in the team can be a “carrier of experience and knowledge”?
« Why is it important in a team to consciously help each other and share know-how?

At the end, the trainer summarizes why sharing experiences is important to support teamwork.
« Sharing know-how increases efficiency, prevents mistakes, and helps new colleagues adapt more
quickly.
« Mutual help in the team strengthens relationships and creates an environment where people are
not afraid to ask questions or admit they don’t know something.
« This creates mutual respect, openness, and a culture of learning within the team.

Activity No. 2: Department Under Pressure — Team Collaboration (75 minutes)

Simulation of a Real Work Situation

Preparation before the activity:

The trainer prepares:

a) Cards from Appendix No. 4 (Departments — each department has its own card),

b) Appendix No. 5 for each participant (Principles of Team Collaboration in the Work Environment),
c) Pens, markers, colored papers, magazines, scissors, glue, and post-its.

Course of the educational block:

The trainer divides the participants into 5 teams/departments (Marketing, Content, Design, Client
Service, Project Management). Each team receives a card with a specific task and information
(Appendix No. 4).

The task for all participants is to create a single output — an informational flyer according to the
client's requirements — within a 30-minute time limit.

The trainer presents the guidelines for the work: The teams (by department) will start by reading the
task and planning the division of responsibilities within their team. Each team only has a portion of
the information, so without communication with other departments, they will not be able to
complete the task.

The trainer allows for one representative from each team to meet every 10 minutes for a meeting.
They can share what they are working on, what their department is doing, ask questions, and
negotiate.



The meetings are led by the "Project Management" team, which can help coordinate the entire
process, keep track of time, and organize the meetings.

During the activity, the trainer observes how collaboration and communication are progressing.

After 30 minutes, some members will present the final product — the informational flyer.

The trainer or the Client Service team will provide feedback from the "client's" perspective.
The trainer then leads a discussion: The questions for the discussion are written on the flipchart. Each
participant takes 6 post-its (cards). On each one, tey write a short answer to one of the questions:

1.How did | collaborate in my team, and why?

2.What helped good collaboration between departments?

3.Did you experience a moment during the activity when you shared or received something from
another team? If so, how did it affect the result?

4.What was the hardest part of the activity for me, and why?

5.What role did | play in the team? (e.g., leader, observer, coordinator, "creative")

6.What did | learn about myself?

After writing the answers, each participant approaches the flipchart, answers the question, and sticks
their post-it to the corresponding number on the flipchart.

After the presentation at the end of the activity, the trainer summarizes and emphasizes the need for

collaboration, active communication, and sharing (key skills in any job). They encourage participants
to transfer this experience into practice and offer them supporting material from Appendix No. 5.

Activity No. 3: "In Their Shoes" — Empathy in Team Collaboration (40 minutes)

Preparation before the activity:

The trainer prepares:

a) Prints and cuts the cards from Appendix No. 6,

b) Flipchart papers, post-its in four colors, questions for group work,
c) Prints Appendix No. 7 for the participants.

Course of the educational block:

The trainer divides the participants into smaller groups (4-5 people per group). Each group draws one
card with a short description of a colleague's situation, which is a fictional team member in a work
environment (Appendix No. 6). On the flipchart paper placed in the center, the group writes the
situation from the card, and around it, using post-its of different colors, the team members respond
to the questions that the trainer has posted on the main flipchart:

1.How does the person feel in this situation? (answers are written on yellow post-its)

2.What are their needs, concerns, or expectations? (answers are written on green post-its)
3.What could colleagues or the team do to help this person? (answers are written on blue post-its)
4.How could we prevent similar situations in the team? (answers are written on red post-its)

During the next 10-15 minutes, the teams discuss, write, and stick their answers on the flipchart paper
(around the created situation of the colleague).



After the time has elapsed, each team shares their results with the other participants: they present !-‘

the situation, the feelings, and the suggestions for team support. Participants can add to or comment =2
on the shared ideas. \ é

h T

At the end of the activity, the trainer provides a summary of the principles that support empathy in
building team collaboration. After summarizing, the trainer offers the supporting material from
Appendix No. 7 to the participants.

Activity No. 4: One Goal — Different Paths (30 minutes)

Preparation before the activity:

The trainer prepares:

a) Prints and cuts Appendix No. 8,

b) Markers, A3-sized papers, stopwatches.

Course of the educational block:
The trainer distributes a marker to each participant (one marker per person). The task is for the
participants to form a group of 6 members, ensuring that no two people have the same marker color.

Once the groups are formed, each group receives an A3-sized paper. A representative from each
group approaches the trainer and draws a card, which contains a goal that the group must work
together to achieve (Appendix No. 8).

The team then sticks the card with the goal onto their paper.
The trainer explains the following rules:

« Each team has been assigned a goal.

« The task is to collectively create a solution — each team member must contribute to the solution.

« The first team member approaches the paper and, using their marker, writes or draws their
suggestion for achieving the goal. They have 1 minute to do so.

« After the time is up, the trainer announces for the next team member to approach the paper and
add their ideas to the solution (they can build upon or add to what the previous person wrote, or
introduce something new).

« This process continues, with each team member taking turns every minute.

+ No one is allowed to erase anything; they can add to, build on, or connect ideas.

« At the end, when the final team member has added their suggestion, all members of the team
discuss and agree on the final output, which will be the solution for achieving the goal.

All groups and teams start together and rotate tasks whenever prompted by the trainer, who keeps
track of the time.

After the team work is completed, each group presents their goal and shares their ideas on how they
would achieve it. Team members explain how their contributions, based on what they wrote, would
help fulfill the goal.

At the end of the activity, the trainer introduces the principles that should be followed when working
together as a team to achieve a common goal (Appendix No. 9).
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APPENDICES

Appendix No. 1: Cards — Job Roles for the "Experience Chain" Activity

Card 1: Café Assistant — You know how to communicate with customers, handle orders, and
manage pressure during peak times.

Card 2: Kitchen Assistant — You understand how a fast-paced kitchen works, you maintain
hygiene, and collaborate with the chef.

Card 3: Summer Camp Animator — You have experience organizing activities, taking care of
children, and working in a team.

Card 4: Waiter/Waitress in a Restaurant — You handle multitasking, have experience serving,
dealing with table drama, and managing tips.

Card 5: Vendor at a Snack Stand — You work quickly with the cash register, prepare food, and
smile under pressure.

Card 6: Festival/Event Worker — You can handle chaos, direct people, and often resolve
unexpected situations.

Card 7: Hotel Room Cleaning Assistant — You have an eye for detail, work quickly, and often
worked unsupervised.

Card 8: Flyer Distributor — You worked independently, planned your route, and managed your
time well.

Card 9: Reception Assistant — You handle administration, customer interaction, and know the
importance of a company’s first impression.

Card 10: Stock Taker in a Supermarket — Precision, teamwork, and night shifts have taught you
patience.

Card 11: Food Delivery Person — You had customer contact, relied on navigation, and quick
orientation.

Card 12: Construction Worker, General Labor — You know hard physical work, the importance of
safety, and the need for team coordination.

Card 13: Library or Information Center Assistant — Communication, system navigation, and
helping others were part of your daily routine.

Card 14: Caregiver for Children/Seniors — Responsibility, empathy, attention to detail, and
independent decision-making are second nature to you.



Appendix No. 2: Participant's Work Card

1. My Role:

2. Who did | share something with?
Name: What | shared:
Name: What | shared:
Name: What | shared:

3. Who did I learn something from?
Name: What I learned:
Name: What I learned:
Name: What I learned:

4. What surprised or intrigued me the most?

Appendix No. 3: Example of Information Exchange During the "Knowledge Chain"
Activity

Participant A: Café Worker

"You know how to communicate with customers, handle orders, and manage pressure during peak
times."

Participant B: Intern with No Experience

"You're motivated and willing to learn from anyone."

Their exchange:

Step 1 - Initial Contact:
A: "Hey, I'm a café worker. Would you like to exchange any tips or experiences?"
B: "Sure, I'm totally new — an intern. I’'m looking for anything that will help me survive my first week!"

Step 2 — Sharing Knowledge (A shares with B):

A: "Okay, here’s a tip from the café — when a customer gets angry, | never return the same energy. |
always start with, 'l understand that this is frustrating' — it helps to lighten the situation. Try it, even
when you’re just explaining something to someone."

B: "That’s awesome! I’'m always scared someone will yell at me and | won’t know what to say."

Step 3 — Sharing Knowledge (B shares with A):

B: "l don’t know much, but I've found that if | write everything down, | forget less. | have a notebook
and | mark down everything, even the smallest things. Maybe it would help you when you’re training
someone new."

A: "That’s a good idea, actually — it always annoys me when they ask me the same thing over and
over. If | gave them a notebook... maybe it would go better."

Step 4 — Departure:
A: "Thanks, that’s a great idea. I’'m going to find someone to share that customer tip with."
B: "Me too, maybe I'll gather a few more things!"




Appendix No. 4: Cards for the "Department Under Pressure” Activity

Department: Marketing

o Your task is to clearly define the target audience for the flyer.

o You know the target group is young people aged 18-25 years.

e The client wants the flyer to look attractive and be written in a modern language.

o Work with departments that have information on content and design.
Department: Content

o Your task is to prepare the text content for the flyer.

e You know that three key points are crucial:

1.The benefits of teamwork,

2.Practical tips for sharing information,

3.Real-life work experience.

o Don’t forget to keep the language simple and concise.

o Ask the marketing department for information on the target audience.
Department: Design

o You’'re responsible for the visual aspect of the flyer.

o You know that the client wants a modern and clean design.

e The flyer should be A4 format, divided into 3 parts.

o Use vibrant colors, and ensure the text is easy to read.

o Ask the other departments for text and recommendations.
Department: Customer Service

o You’'re responsible for communication with the client.

e You know the client insists that the flyer must be delivered within 30 minutes.

o The client emphasized: simplicity, clarity, and no technical jargon.

o You have the information that the flyer will also be used on social media.

o Your task is to ensure everyone understands what the client expects.
Department: Project Management

o You’'re responsible for time management and coordinating teams.

o You know that the final product must be a single flyer delivered on time.

e You can organize joint meetings every 10 minutes.

o Make sure teams are sharing information with each other.

e You can decide whether the activity will be extended or shortened.

Appendix No. 5: Principles of Teamwork in the Workplace

Clear Goals — All team members know the direction the team is heading and the objective of their
collective work.

Mutual Trust — Team members trust each other, rely on one another, and respect the differences
between them.

Open Communication — Everyone has the space to express their opinions, ask questions, and share
information without fear.

Task Distribution — Tasks are fairly distributed based on the abilities, interests, and capacities of
individuals.

Accountability for Results — Each person is responsible not only for their own tasks but also for the
team's overall outcome.

Active Listening — In the team, we truly listen, not just wait for our turn to speak.

Feedback — We give constructive feedback, engaging in dialogue rather than placing blame.

Support and Help — Team members offer support when someone is falling behind or facing
challenges.

Flexibility — We are ready to change plans, accept new ideas, and adapt when circumstances change.
Shared Learning — We learn from experiences, mistakes, and successes, and share our knowledge
with each other.



Appendix No. 6: Cards — Empathetic Situations for Teamwork !
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o Card 1: Newcomer Under Pressure — It's your second day at a fast-paced snack bar. Your i\é
colleagues are busy and don't respond when you ask something. You feel like no one is taking you =
seriously.

« Card 2: Forgotten in the Corner — At a large event, you're supposed to help with the organization,
but no one has assigned you a task. You’re sitting on the side and feel like you have nothing to do.

« Card 3: Colleague Having a Bad Day — Your colleague at the register is quiet and distant. You used
to chat with her, but today she just nods her head. You have no idea what happened.

o Card 4: After a Mistake — You made a mistake — you sent the wrong order to a customer. Your
colleagues found out, but no one is talking to you. They just whisper to each other.

o Card 5: Too Many Tasks — Suddenly, you’ve been given more tasks than others. You can’t keep up,
but you're afraid to speak up because you don’t want to look incompetent.

« Card 6: Different Working Style — You’re very precise and like to work according to the rules. A
colleague works fast, sometimes inaccurately. You start to disagree on approaches.

e Card 7: The Boss Yells — The boss yelled at you in front of others for a mistake you didn’t make.
You feel humiliated, but you’re not sure how to react.

« Card 8: Personal Problems — At home, you're dealing with issues; you're sleep-deprived and tired.
Your colleagues don’t notice and just comment that you seem “out of it” today.

o Card 9: Invisible Work — You’re given unpopular tasks — cleaning, taking out the trash. Your
colleagues don’t even notice or thank you. You feel like your work isn’t valued.

o Card 10: Speaking Another Language — Your native language isn’t Slovak. You know what you
want to say, but sometimes you express yourself poorly. Your colleagues laugh, though not with
the intention of hurting you.

« Card 11: Working Extra — You stay after your shift, helping others. No one appreciates it, and you
feel like it’s just expected.

o Card 12: Forgotten Birthday — Birthdays are usually celebrated in the team, but no one noticed
yours. You don’t want to make a big deal of it, but it still bothers you.



Appendix No. 7: Tips for Building Empathy in the Work Team

Guide for Trainers or Support Material for Participants

Take an interest in the reality of others.

Notice what others are going through — there’s often more behind the question "How are you?"
Try asking: "What made you happy today?" or "What makes your work harder?"
Listen with the aim to understand, not to respond.

Don’t interrupt. Don’t make assumptions.

Paraphrase: "If | understand you correctly, you're frustrated because..."

Put yourself in their shoes — Try to imagine how you would feel.

What would you need if you were in their place?

How would you want others to treat you?

Encourage a culture of feedback.

Create space where people can share if something isn’t working.

Encourage with phrases like: "Thank you for sharing that."

Model empathetic behavior.

Be the example: Apologize if you unintentionally hurt someone.

Show understanding, even in tense situations.

Encourage mutual learning and sharing.

Everyone has different experiences, perspectives, and work styles.

Empathy is built through shared learning, not just through “feeling.”
Remember that empathy is not weakness — it’s a team strength.

Teams that trust and understand each other work more efficiently.

Empathy reduces conflicts, improves communication, and fosters collaboration.

Appendix No. 8: Cards: One Goal — Different Paths

Each goal is designed to raise awareness that every team member contributes to the overall result.

1.Design a way to improve the onboarding of a new team member so they can integrate faster into
the team.
2.Think of a way to create a friendly work environment where everyone feels respected.
3.Develop a simple system for helping each other during tough days.
4.Create team communication rules to prevent conflicts.
5.Come up with a way to share information more effectively within the team so that no one is left
"out of the loop."
6.Design a team activity that will help team members get to know each other better.
7.Think of an improvement that would make working with customers easier during peak hours.
8.Propose how the team would handle an unhappy customer—quickly, respectfully, and efficiently.
9.Create a system for asking customers for feedback and how to use it within the team.
10.Collaboratively design improvements to work organization during shifts (e.g., morning/evening
shifts).
11.Think of a way to simplify or speed up a routine task that everyone in the team does.
12.Propose how to implement regular team sharing of improvement ideas.
13.Design a way for the team to show appreciation for good work.
14.Think of ways that temporary employees can feel like a valuable part of the team.
15.Develop a system for giving each other simple praise and encouragement.



Appendix No. 9: Principles of Maintaining a Common Direction Toward a Goal in the !
=

Work Team i § \
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Support Material for Trainers

What does it mean?
o Every team member understands the main goal of the joint work and knows their own role in
achieving it.
o The team regularly checks alignment — reminding each other why we’re doing what we’re doing.
« Different approaches and roles are welcomed, but they all lead toward the same result.

Why is it important?
« Prevents chaos, unnecessary conflicts, and wasting energy on side issues.
« Increases team efficiency — everyone is working on what contributes to the whole.
« Strengthens motivation — people see the meaning of their work in a broader context.
« Helps the team respond to changes more quickly without losing direction.

What does this look like in practice?

« At the beginning of a project, the team clearly defines the shared goal and each member's
expectations.

o The team regularly checks: "Are we still heading in the same direction?"

« Individual ideas or initiatives are assessed by the question: "Does this help us get closer to the
goal?"

« Conflicts are resolved through the lens of the common goal: someone may be right, but what's
best for the team and the goal?

Practical Tips for the Team:
+ Remind everyone of the main goals during meetings — either visually or verbally.
« When someone suggests a change, ask: "How does this help our goal?"
« Encourage questions like: "What will move the team forward most right now?"
« Appreciate even the small steps that contribute to achieving the common success.



SELF-REFLECTION AND RECEIVING
FEEDBACK

Objectives of the block:
o To analyze your behavior, assess your strengths and weaknesses through self-reflection.
o To understand the difference between criticism and constructive feedback.
o To learn to analyze situations using the STAR method.

Group:
12 - 20 participants

Materials:

 Flipchart, flipchart papers, paper, markers, pens.

o Activity 1: Small slips of paper for each participant (Appendix No. 2)

 Activity 2: Printed and cut-out cards — Sandwich Method (Appendix No. 4)

 Activity 3: Printed worksheet — Problem Solving Analysis Using the STAR Method (Appendix No. 5)

Duration:
160 minutes

Summary:

Activity 1: The Mirror of Myself
Activity 2: Feedback vs. Criticism
Activity 3: Effective Problem Solving Through Accepting Feedback

Instructions:

Activity 1: The Mirror of My Self (70 min.)

Preparation before the activity:

The trainer prepares:

a) presentation according to Appendix No. 1,
b) small slips of paper or cards, pens,

c) Appendix No. 2 for each participant.

Course of the educational block:

At the beginning of the educational activity, the trainer introduces the topic: “In this activity, we will
focus on an important topic — self-reflection.” Then the trainer launches the presentation based on
Appendix No. 1.

The educational block opens with a short activity called “The Key to Myself” (5 min.): “Each of us
carries a key within. A key to understanding our own successes as well as our mistakes. Before we dive
into deeper self-reflection, take a moment to stop and answer a simple question.”

The trainer writes the question on a flipchart: “Which quality or skill helps you the most in dealing
with the challenges life brings you?”



Participants are asked to write down this quality or skill on a slip of paper. They keep this paper with
them as their “key” — a reminder that they already possess tools for coping with challenges. The
trainer adds: “This key will help you during your self-reflection today.”

After this short activity, the trainer invites participants to actively engage in the following task, which
will focus on consciously reflecting on their own work. Participants will identify their strengths and
uncover areas for improvement. The trainer encourages openness and reminds everyone that even
failures can give rise to opportunities for growth.

Each participant receives a SELF card (Appendix No. 2), which they use to analyze a recent situation
where they failed to complete a task successfully (at school, at work). During 20 minutes of individual
work, each participant conducts their own self-reflection on that specific event.

After completing the worksheet, participants briefly share their insights in a safe and supportive
atmosphere. The trainer facilitates a discussion on the topic: “How easy or difficult is it to be honest
with ourselves? What does self-reflection reveal about us? How can viewing mistakes help us grow?”

At the end of the activity, the trainer thanks the participants for their courage and willingness to
share. They emphasize that the SELF technique is a great tool for building self-confidence and

professional development.

Finally, the trainer reminds everyone that self-reflection is not a one-time activity but a lifelong
process of learning from experience.

Activity 2: Feedback vs. Criticism (45 minutes)

Preparation Before the Activity:

The trainer prepares:

a) prepared presentation according to Appendix No. 3 — The Sandwich Method and the Difference
Between Criticism and Feedback,

b) Printed and cut-out cards — Sandwich Method according to Appendix No. 4.

Course of the educational block:

At the beginning of the activity, the trainer invites participants to recall situations where they were
criticized. Participants are encouraged to share what comes to their mind when they hear the word
“criticism.” The trainer writes the responses on the flipchart:

— Red colour for negative emotions (e.g., shame, defensiveness, uncertainty),

— Green for positive emotions (e.g., growth, learning, progress).

After the brainstorming session, the trainer summarizes the difference between criticism and
feedback: “Criticism is an expression of disapproval or pointing out a mistake, which can take various
forms. Feedback (constructive criticism) leads to development, includes specific suggestions for
improvement, and is delivered respectfully.”

Using the presentation, the trainer introduces the principles of giving feedback using the sandwich
method and highlights the difference between criticism and feedback (based on Appendix No. 3).
After the presentation, participants practice giving feedback. The trainer divides participants into
pairs. Each person draws a card with a workplace scenario (Appendix No. 4). The task for each
participant is to prepare feedback for an employee using the sandwich method. They then present
their created texts to each other in pairs.

Once group work is completed, the trainer invites each pair to reflect on how they did, what was
challenging, and what kind of reaction they expect from the employee receiving their feedback.




In conclusion, the trainer emphasizes that:
¢ The sandwich method helps soften the tension when delivering unpleasant information.
e Feedback is a tool for development, not an attack.

e Communication skills play an important role in healthy workplace relationships.

Encourage participants to try giving or receiving feedback using the sandwich method in a real-life
situation during the upcoming week.

Activity 3: Effective Problem Solving through Receiving Feedback (45 min.)

Preparation before the activity:
The trainer prepares:
a) printed copies of Appendix No. 5 — STAR Method Problem-Solving Worksheet for the participants.

Course of the educational block:
At the beginning, the trainer clearly and visually introduces the STAR method as a simple tool for
reflecting on problematic situations:

S — Situation: What happened? Where and when?

T — Task: What was your role? What were you responsible for?

A — Action: What steps did you take? How did you respond to feedback?

R — Result: What was the outcome? What did you learn? What would you do differently?

The trainer then distributes the STAR Method Problem-Solving Worksheet (Appendix No. 5) to the
participants.
Each participant is asked to:

« Choose a specific situation from work, school, or personal life where they faced a problem.

« Fill out the worksheet using the STAR structure.

« ldentify what feedback they received and how it influenced their solution.

After completing the worksheet, participants briefly share their experiences in a group circle. The
trainer poses reflective questions such as: “What surprised you most when analyzing the situation in
hindsight?” “How did feedback help improve your solution?”

At the end of the activity, the trainer emphasizes that feedback is a key learning tool and a pathway to
effective problem-solving.



APPENDICES

Appendix No. 1: Self-Reflection — What It Is?

Trainer’s Aid

Self-reflection is a conscious and honest process in which a person reflects on their own thoughts,
decisions, behavior, and outcomes. In both professional and personal life, self-reflection allows us to
better understand ourselves—our strengths as well as the areas that need development.

Why is self-reflection important?

o It supports personal and professional growth: It helps us develop skills, adapt to change more
easily, and deal with challenges more effectively.

e It increases awareness of our own reactions and motivations: This leads to a deeper
understanding of our decisions and their impact.

« It enables more effective learning from our own experiences: Every situation—even a difficult one
—can become a valuable learning opportunity.

o |t reduces stress and builds resilience: When we can name our weaknesses and work on them, we
strengthen our mental stability.

What does self-reflection mean in the workplace?
« Valuing your successes and learning from failures without blaming yourself or others.
« Openly receiving feedback as an opportunity for improvement.
« Creating your own action plan for development and growth.

Key principles of effective self-reflection:
« Be honest with yourself—but kind.
« Focus on facts and specific situations, not assumptions.
¢ See mistakes as learning opportunities, not proof of inadequacy.
« Focus on solutions and next steps—not on unnecessary self-criticism.

Remember: Self-reflection is not about finding someone to blame—it’s about discovering your own
potential.

Appendix No. 2: SELF Card — Self-Reflection on Success and Failure

S — Situation (Overall Evaluation)
What task or project have | recently worked on?
Am | satisfied with the outcome? Why or why not?

E — Excellence (Strengths)

What went best in this situation?

Which of my skills or qualities did | use most effectively?
What am | proud of?

L — Limits (Weaknesses, Mistakes)

What could have gone better?

What mistakes or obstacles did | encounter?
What did | learn about myself in this situation?




F — Future (Plan for Improvement)
What specific steps will | take to improve?
What will | do differently next time?

A little inspiration:
"Mistakes are lessons in disquise. Every attempt brings us closer to success."

Appendix No. 3: Sandwich Method and the Difference Between Criticism
and Feedback

Trainer’s Aid

The “Sandwich Method” in feedback is based on presenting negative comments in a softer and more
motivating way. Its structure is as follows:

Positive comment — Start with praise or by pointing out something that was done well.

Critique/Area for improvement — Give a constructive comment about what needs to be improved
and why.

Positive closing — End with a motivational comment, highlight the person’s potential, or offer your
support.

Criticism Feedback = Constructive Criticism
Information focused on what the participant Information focused on changing the

should have been like. participant's behavior in a positive direction.
Characteristics: Characteristics:

- General - Specific

- Judgmental - Descriptive

- Focused on the person - Focused on the issue/ problem

- Vague - Clear

- Past-oriented - Future-oriented

- Seeks blame - Seeks solutions




Behavior of the Person Giving Feedback:

« Don’t wait too long to give feedback.

« Address the person directly.

« Be specific about which aspect of their
behavior or personality you're addressing.

« Offer your feedback as information, without
attaching conditions.

« Provide only as much as you think will be
useful.

« Don’t give an overly long list all at once.

o Clearly distinguish between observation
and evaluation.

« Don't forget to give both positive and
negative feedback.

« Pay close attention to how your feedback is
being received and ask for a response.

« Try using expressions such as:
“Next time, try it this way...”
“I recommend that you...”
“If | were in your place...”
“It might be worth considering...”

Behavior of the Person Receiving Feedback:

« -Treat feedback as information.

o Don’t react immediately.

e Think through what you heard.

« Decide what you want to do with the
feedback: accept it, reject it (partially or
fully).

o Let the feedback-giver know what you plan
to do with it.

« Avoid arguing, denying, or making excuses.

o Ask for clarification if you didn’t understand
the feedback.

« Distinguish between the content of the
feedback and your emotional reaction to it.

« Say thank you, try to understand what was
said, reflect on whether you can change it—
and if yes, begin applying the suggestions.

Appendix No. 4: Cards — Sandwich Method

Read the statement and reflect on whether it’s an appropriate form of constructive feedback. Suggest
how it could be rephrased using the sandwich method (Positive comment — Criticism/area for

improvement — Positive closing).

1.You missed the deadline again. We can’t work like this.

2.Your work is full of mistakes.

3.Your presentations are boring and unnecessarily long.

4.You were late again.

5.You’re not listening to what I’'m saying. You need to get your act together.
6.When you present, you don’t explain the details enough.

7.You failed. We can’t rely on you.

8.Your attitude toward the client was unacceptable.
9.Your behavior during the meeting was completely inappropriate.
10.You don’t consult with me on your tasks or the steps you take.




Appendix No. 5: Worksheet — Problem Solving Analysis Using the STAR Method

1.S - Situation
o Describe the situation where a problem or challenge occurred.

(Where and when did it happen? What were the circumstances?)

My description of the SIitUTION: ......coiiiiiiiii e e

2.T —Task
« What was your role in this situation?
(What were you responsible for? What was your goal?)

YAV = ] TSR PP

3.A —Action
o What steps did you take to solve the problem?
(How did you respond to the situation? What decisions did you make?)

YAV Tot 4 0] F-5 PP TSR PPPRPPPPP

o Did you receive feedback in this situation?
(If yes, from whom and what was the content?)

[RY=Te [ o =] RN

4.R - Result
o What was the result of your actions?
(What went well? What would you do differently?)

RS e e e e e e et et e e e e e e e e e e et —— b —————————

o How did the feedback influence your decisions or solution?

IMPACt Of FEEADACK: .uuuceiriiiiiiicccccerr e ce s e rrrena s see e e s e e e e e ennnssseesseeeesnnnnnsssnnnnans

Extra Reflection:
o What did you learn from this experience?
(What lesson did you take away from this situation?)
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SOLVING PROBLEMS IN THE WORK
ENVIRONMENT AND ANALYTICAL THINKING

Objectives of the block:
« To gain essential awareness of a systematic approach to problem solving and its methods.
« To identify the core of the problem in the work environment based on an analysis of a specific
situation.
o To analyze complex problem situations and identify possible effective solutions.

Group:
12 - 20 participants

Materials:

o Flipchart, flipchart paper, paper, markers, pens, post-its

o Activity 1: Flashcards Appendix No. 2 and No. 3

o Activity 2: Flashcards Appendix No. 4 and worksheet — Appendix No. 5
o Activity 3: List from Appendix No. 5

Duration:

180 minutes

Summary:

Activity 1: Problem decomposition and analysis
Activity 2: Naming the problem and the solution mapping
Activity 3: Brainstorming creative solutions

Instructions:

Activity 1 — Problem-solving approaches and problem analysis (60 min.)

Preparation before the activity:

The trainer will prepare:

a) presentation according to Annex No. 1,

b) for groups, print out Appendix No. 2 (Problem Scenario) and Appendix No. 3 (Working with a
Complex Problem).

Course of the educational block:
At the beginning of the educational block, the trainer will present a systematic approach to problem
solving and dividing problems, which we will address in the following activities (Appendix 1).

After introducing problem-solving approaches, the trainer will divide participants into small groups
(4-5). Each group will work together to break down the problem into manageable components. The
trainer will provide each group with a printed problem scenario (Appendix 2) and flipchart paper with
markers.

The trainer asks the participants to read the problem scenario and identify all the components
involved.



The facilitator encourages them to think about the problem in terms of smaller, simpler parts. For
example, they might look for specific causes, barriers, or factors that contribute to the complexity of
the problem. The groups should write down and organize their findings on a flipchart or large paper
(with markers). The facilitator asks each group to break down the identified components into
manageable parts.

To analyze the problem, they will be provided with Appendix No. 3 — Working with a Complex
Problem.

The trainer will help them organize the findings into categories such as root causes, contributing
factors to the problem, and possible areas for improvement. The goal is to make the problem more
understandable.

After 20 minutes, each group presents its problem breakdown to the whole group. During the
presentation, the trainer asks them to explain how they categorized the problem and which
components they identified as key factors. The other groups ask questions or offer suggestions for
further simplifying the problem.

The trainer concludes by discussing the importance of breaking down problems into smaller,
manageable parts. Each group reflects on how this process can lead to more effective problem solving
by solving problems one step at a time, rather than overwhelming people with them. The trainer
facilitates a short question-and-answer session: “Now take a moment to share your experiences.
What challenges have you encountered in solving complex problems when you have broken them
down into manageable parts?” Participants can share their experiences and difficulties in analyzing
problems.

Activity 2 - Naming the problem and mapping the solution (60 min.)

Preparation before the activity:

The trainer will prepare:

a) prints out Appendix No. 4 for the group — Case describing the problem,

b) worksheet for each participant, Annex No. 5 — Naming the problem and mapping its solution.

Course of the educational block:

The trainer divides the participants into six groups. Each group is given one case describing the
problem (according to Appendix No. 4). Each group is given a worksheet: Naming the problem and
mapping its solution (Appendix No. 5) and flipchart paper with markers.

The trainer asks the groups to define the problem together in their own words and identify its
essential elements. Then, they follow the worksheet and draw a “problem solution map” on flipchart

paper.

The trainer helps participants categorize similar solutions and explore alternative methods or
strategies for solving the problem. After 20 minutes, each group presents its problem name and
solution map to the larger group, allowing for comparison of approaches to solving the problem.

The trainer ends the activity by discussing the questions: “What helped you understand the problem
better?” Were some of the proposed solutions surprising? Which solution would you like to try first?
How did breaking the problem into parts help you?” After the discussion, he will close the activity and
invite participants to the next activity.




Activity 3 - Brainstorming creative solutions (60 min.)

Preparation before the activity:
The trainer will prepare:
a) For each group, print out Appendix No. 6: List of challenges.

Course of the educational block:
The trainer will divide the participants into small groups and provide each group with flipchart paper,
post-its, and markers. Each group will also receive a list of challenges (Appendix No. 6).

Group members read the challenges. They write numbers from 1 to 5 on the flipchart so that there is
free space around the numbers. The group's task is to write their creative solutions to the individual
challenges (numbers) on post-its. This is a free brainstorming session in each group.

The trainer encourages the participants: “Every idea is good! Even the seemingly craziest idea can be
the trigger for a great idea. Write each idea on a separate Post-it and stick it on the poster. Don't let
yourself be limited — combine, invent, exaggerate!”

Tips for sparking creativity:

After 15 minutes of work, the trainer invites the participants to spend 10 minutes sorting the ideas by
combining those with similar content. Once they combine similar ideas, the group members select 1-2
of the most interesting solutions and prepare a short presentation focusing on the questions: “What
makes this solution innovative? Why could it work? How is it different from common approaches?”

After completing the task, the trainer will invite participants to present their solutions and responses
to the challenge.

At the end of the activity, the trainer emphasizes the importance of creative thinking and adopting
unconventional solutions. The trainer emphasizes that innovation often comes from stepping outside
traditional thinking and considering bold, unconventional approaches.



APPENDICES

Appendix No. 1: Systematic approach to problem solving

1. Stop and look at the problem. First, be clear about what you are solving. Don't jump to solutions
right away. Ask: “What is happening? Why is this a problem? Who is involved?”

2. Name the problem clearly and precisely. Instead of saying “everything is bad,” say, "Customers are
unhappy because they wait too long for a response.” (An apparent problem = a more straightforward
solution.)

3. Break the problem down into parts. Big problems are often made up of smaller ones. Break them
down: “Where is the problem? Are there people, tools, and processes involved? What do | know and
what do | still need to find out about the problem?”

4. Look for more possible solutions. Come up with as many suggestions as possible. Even the craziest
ideas can bring something. Help yourself with questions: "What could we change now? What would
help in the long run to solve the problem?"

5. Evaluate the options and choose a solution. Consider: Which solution is the fastest? Which
solution has the most significant impact? Which solution is the most realistic?

6. Take the first step and see the results. Are you unsure whether it will work? No problem. Try a
small step and see what happens. Adapt and improve as you see how it works.

Appendix No. 2: Problem scenarios

Scenario 1: Low motivation at work

At a local coffee shop, part-time workers have started to underperform. Customers complain about
long waits and unfriendly staff. The manager has noticed several employees are often late or taking
time off. At a recent team meeting, there were complaints about unclear communication,
unpredictable changes in the shift schedule, and a lack of feedback. Management is considering
improving the situation, but they are unsure where to start. The problem seems complex.

Scenario 2: Conflict within the team

A team of young community event organizers has developed strained relationships. Two members
repeatedly clash over the division of tasks. The others avoid interfering, leading to frustration. As the
event deadline approaches, tasks are not evenly distributed, and some are even duplicated.
Communication is mainly through messages, which are often unclear or incomplete. The team leader
does not know how to resolve the situation without provoking further conflict.

Scenario 3: High turnover of temporary workers

A small supermarket has seen 10 part-time workers leave in the last three months. Most of them have
left after the first week. The HR department cites unclear expectations, poorly trained staff, and low
wages. Experienced employees are overwhelmed by having to train new ones constantly. Customers
complain about confusion at the checkout. The store manager says that “young people don’t want to
work these days”, but he’s unsure what to do about it.

Scenario 4: Unmanageable work pace
In a fledgling startup, three young employees are tasked with launching a new web platform. The
deadline is tight, tasks are not clearly divided, and everyone feels responsible for everything.




They work long hours, often on weekends. After a month, everyone is exhausted, the outputs are
inconsistent, and communication is poor. One member is considering leaving. The team realizes their
pace is unsustainable, but they don't know how to organize their work better.

Scenario 5: Volunteer project failure

Volunteers planned to create a community garden in the housing estate. They received funding and
materials, but the initial enthusiasm waned. Several stopped attending meetings, and no one followed
up on what had been done and what still needed to be done. Someone complained that “everything
is left to a few people.” The residents of the housing estate are starting to be skeptical. The project
leader is demotivated and wonders if continuing is possible.

Trainer's aid:
Example of systematic problem solving — Low motivation at work

1. Stop and look at the problem

Situation: In recent weeks, the team leader has noticed that employees are only doing the bare
minimum, not coming up with new ideas, being late for tasks, and avoiding volunteer activities.
Question: What's going on?

People have no desire to work and do not show initiative.

2. State the problem clearly and specifically
Low employee motivation manifests itself in low activity, failure to complete tasks on time, and lack of
interest in cooperation.

3. Break the problem into parts
o Isthere a problem with leadership? (e.g., are they not receiving feedback, praise?)
o Are there missing challenges or opportunities for growth?
« Isthe team overloaded or does it not know what is expected of them?
o Does it affect the atmosphere in the team?

4. Look for more solution options
« Establish a regular space for feedback and recognition
e Involve the team in project decisions - Take a " pulse" check — short anonymous satisfaction
survey
o Organize teambuilding or breakfast together
o Reassess workload and priorities

5. Evaluate options and choose a solution

Selected solutions:
e Monthly 15-minute " check-in" meetings with each team member
o Atrial system for rewarding ideas and initiative

6. Take the first step and watch the result
Step 1: The manager schedules interviews with all colleagues for the following week.
After a month, he evaluates the change in the workers' mood and willingness to engage.




Appendix No. 3: Working with a complex problem

1. Find answers to questions:

Find out what makes up the problem — the people involved, the systems, the factors, the
circumstances, the sources of tension, the consequences. It’s not just about what’s happening, but also
why it’s happening and who’s involved.

Find answers to the questions:

“Who or what is involved? Who has what role? What are the consequences? What factors are
influencing the situation?”

2. Categorizing_ ingredients

Bring order to the list of components. Divide them into clear categories to help you better understand
where the problem starts, what makes it worse, and what options are available for change.
Recommended categories:

Root causes — the underlying roots of the problem (e.g., lack of communication, poor conditions).
Influencing factors — circumstances or behaviors that worsen the problem (e.g., stress, poor
organization).

Possible areas for improvement — places where change or improvement could be implemented.

3. Which components are key?

Help participants to focus. A complex problem has many components, but not all are equally
important. Identifying the key components will allow participants to focus on what is most important.
How to do it:

Which components have the most significant impact on the emergence or persistence of the
problem? If we were to solve just this one thing, what would change? Which factors are associated
with the most significant frustration/failure?

4. How did we divide the problem?

Reflect on the chosen procedure and allow the groups to name their method of reasoning. This is
about developing metacognition - conscious thinking about how we think.

Possible reflections:

What approach did we take? (For example, we looked for actors first, then causes.) What helped us
grasp the problem? What was challenging? What would we have done differently?

Appendix No. 4: Case describing the problem

Case 1 — Customer dissatisfaction

Our customers are increasingly complaining about our service. Reviews show that some talk about
slow response times, others about unfriendly staff, and others mention unclear information on our
website. We don't know what the real problem is and where to start.

Case 2 — Poor teamwork

There is tension in our team. Some colleagues feel overwhelmed, others feel no one takes their
opinions seriously. Cooperation is strained, and deadlines are often missed. We feel the problem is in
communication, but we can't exactly name it.

Case 3 — Workflow that doesn’t work

The order processing process is slow and error-prone. Each department works “in its way,” and
sometimes we forget to pass on information. Our managers have warned us that customers are
starting to leave for competitors.




Case 4 — Declining employee morale

In recent months, we have noticed that team members are less motivated. They only do what they
have to, they avoid taking initiative, and there have been more PNs. It is not clear whether this is
overwork, weak leadership, or something else. Management is asking for suggestions for solutions.

Case 5 — Problem with newcomer adaptation

New employees often don't feel "fitted in" in our company and leave within 3 months. We don't know
if they lack support, training, or clear assignments. The adaptation takes too long, and the company
loses money.

Case 6 — Resistance to change
As part of digitalization, we have introduced a new system for assigning tasks. However, many

employees resist — they do not use the system, are still sending emails, and everything is slowing
down. Some say they find the new system complicated but refuse to train.

Appendix No. 5: Worksheet — Naming the problem and mapping the solution

1. Read the problem description

2. In your own words: How would you define the main problem in your own words?
Write what you think is the core of the problem — what is really happening?

My description of the problem:

3. What are the basic elements of the problem?
Think about everything that is related to this problem.

4. Create a team “solution map”

Draw a solution map on a flipchart: The problem's name will be in the middle. Write possible solutions
or actions around it. Connect similar or related solutions. Use colors, arrows, icons — be visual and
creative!

Tip: Don't be afraid to break it down into smaller parts. Small steps make a big difference.

5. Name your problem with one sentence or title. Problem name:

Appendix No. 6: Introduction to the challenges

1.Suggestions to support customer retention in a competitive market.
2.Simplifying communication between remote teams.

3.Reducing waste and improving sustainability in product packaging.
4.Improving teamwork during short project deadlines.

5.Addressing employee burnout and promoting work-life balance.






PROACTIVE APPROACH IN THE WORK
ENVIRONMENT

Objectives of the block:
e To understand the proactive approach.
« To analyze the situation and create your proactive solution strategy.
o To recognize the difference between proactive and reactive behavior.
« To identify opportunities for a proactive approach in the future.

Group:
12 - 20 participants

Materials:
o Flipchart, flipchart paper, paper, markers, pens.
e Activity 1: Cut out cards in the envelope from Appendix No. 2
o Activity 2: Scenario cards for each team, one from Appendix No. 3
o Activity 3: Printed and cut-out cards from Appendix No. 4 — all cards are 3 times, and Appendix
No. 5 for each participant

Duration:
150 minutes

Summary:

Activity 1: Proactivity Detectives
Activity 2: How would you behave?
Activity 3: The journey to becoming a proactive employee

Instructions:

Activity 1: Proactivity Detectives (40 min.)

Preparation before the activity:

The trainer will prepare:

a) presentation from Appendix No. 1,

b) cut out the cards and put them in an envelope for each team from Appendix No. 2.

Course of the educational block:
At the beginning, the trainer will introduce a new topic of the educational block through a
presentation focusing on proactive behavior in the work environment. The presentation will provide
information according to Appendix No. 1 to help the participants understand the difference between
proactive and reactive behavior.

After the presentation, the trainer randomly divides the participants into teams of 3-5 people. Each
team is given an envelope with cut-out cards (from Appendix No. 2). The team members lay out the
cards and sort them into two groups: "proactive" or "reactive" behavior. In the team, the participants
explain to each other why they were placed in a given group. Each team chooses two cards that were
the most difficult to classify.



After sorting, each team presents the chosen cards and explains why they placed them in the
appropriate group.

At the end of the activity, the trainer will summarize why employers prefer proactive people.

« They can adapt faster.

« They save the team's time and energy.

« They bring new ideas and solutions.

« They are independent, but they know how to cooperate.

+ They move the team and the company forward, not just "keep up."

Activity 2: “How would you behave?” (60 min.)

Preparation before the activity:
The trainer will prepare:
a) scenario cards (one for each team — Appendix No. 3).

Course of the educational block:

The trainer will divide the participants into small groups (3 people each). After a 2-minute
preparation, each group will play a mini-scene (3 min.) based on the drawn scenario (Appendix No. 3).
The scene does not mention the problem in the scenario.

After all groups have prepared, the first group begins to play; the trainer keeps track of time. After the
mini-scene is played, the other participants are asked to name the problem that the group was
solving. The next group continues with the scene, and the activity is repeated until the last group.

Finally, the trainer asks the participants to name the skills they demonstrated most during the
proactive role-plays. The trainer writes them on a flipchart and concludes the activity with a summary
of the proactive approaches.

Preparation before the activity:

The trainer will prepare:

a) printed and cut cards from Appendix No. 4 — all cards are in triplicate,
b) Appendix No. 5 for each participant.

Course of the educational block:

The trainer distributes the cards (from Appendix No. 4) around the room. Each participant chooses
two that appeal to them the most. The participant's task is to think about the selected cards. Then the
participants form random groups (of 3) and share their answers to the selected cards in a circle.

After sharing in a small group, the participant presents one answer from the participant sitting on his
right, e.g., “John waited for instructions from the supervisor while working in the garden, instead of
asking him what to do.” In this way, all participants presented to each other the answers of the
neighbors sitting on their right to one selected card.

At the end of the activity, the trainer summarizes the young person's proactive behavior as a future
employee.




A young person preparing to enter the job market can greatly impress an employer not only with their
skills but also with their attitude. Proactive behavior is one of the most valued skills. It means being
active, curious, willing to learn, and contributing, even if it is not explicitly required.

He can develop more according to Appendix No. 5 (prepared for participants as supporting material).




APPENDICES

Appendix No. 1: The difference between proactive and reactive behavior

Trainer's aid

Proactive behavior
A proactive person acts in advance, anticipates situations, and looks for solutions before problems
arise. They are proactive, independent, solution-oriented, and do not wait for instructions.
Characteristics of proactive behavior:

« Anticipates needs and changes.

« Suggests improvements without being asked.

o Tries to keep things under control.

+ Responsible and interested in the result.
Acts on his/her initiative — "What can | do?"
An example from the world of work:
An employee notices new colleagues are unfamiliar with the timekeeping system, so he volunteers to
create a simple tutorial to share with the team.

Reactive behavior
A person with a reactive approach reacts only when something happens - they wait for instructions,
allow themselves to be influenced by circumstances, and only work in response to stimuli.
Characteristics of reactive behavior:

« He only solves things when a problem arises.

« He relies on others to tell him what to do.

« He feels like a "victim of circumstances" - "l can't do anything about it."

« He avoids responsibility.

« He reacts from a "wait and see" position.
An example from the world of work:
An employee notices that a colleague is making a mistake that may be repeated, but says nothing
because "it's none of my business" and waits to see if the boss notices.

Appendix No. 2: Sorting cards: Proactive vs. Reactive behavior.

Proactive behavior (correctly classified into this group):
1.The employee finds out everything he needs to know about the new project and takes notes.
2. After receiving feedback, he thinks about improving his work and creates a plan.
3. Offers help without being asked when a colleague is struggling.
4.Suggests a change in workflow that would save the team time.
5.Volunteers for training to handle the new role better.
6.Warns the team that misunderstandings may occur if the communication system is not changed.

Reactive behavior (correctly classified into this group):
1. Waits for his boss to tell him what to do, even when he has free time.
2.Doesn't say anything during the meeting, even though he or she has an idea for improvement.
3.When a problem arises, he or she says, "It's not my fault."
4.lgnores a mistake made by a colleague because "he's not the boss."
5.Does not attend the training because "no one forced him."
6.Complains that the assignments are poorly written, but he doesn't clarify anything.




Appendix No. 3: Work situations — How would you behave?

o Your manager gives you a task, but it's unclear what he expects from you.
How would you solve this?

e You see a new colleague is having a problem with the company system, but no one is helping
him.

How do you react?

o The project deadline is approaching, and the team is in a slump. It's not your fault.
Do you react or wait for your manager to do something?

o You've received feedback that you're acting disinterested during a meeting.
What will you do next?

o You don't have many tasks during your first week at work.
How will you use your time?

o During an internal training session, opportunities to improve communication within the team
are discussed.

Will you join the discussion or remain silent?

« You find that your idea has helped the team work more efficiently.
What do you do about it? Do you tell your manager?

« Your boss makes a decision you disagree with, which may have consequences.
Will you express your opinion or keep it to yourself?

o While working, you discover an opportunity to improve an existing process, but are unsure if it
is “appropriate” to propose it.
Will you react to the situation or stick with the old process?
o You get a task outside your specifications — it's a challenge, but you're afraid you won't be able

to handle it.
How will you deal with that?

Appendix No. 4: Flashcards - The Journey to a Proactive Employee

Card 1: When did | last take the initiative without being asked?

Card 2: In what situations do | wait for others, even though | could act for myself?
Card 3: What concerns prevent me from being more proactive at work or in a team?
Card 4: How could | feel more confident in my new work environment?

Card 5: What does a "proactive" employee look like? What are their characteristics?
Card 6: What specific skills would | like to develop to be more independent?

Card 7: In what area could | suggest improvement—in the company, in the team, or in the
organization?



Card 8: How would | support a colleague struggling with something?
Card 9: In what situation could | volunteer to show my initiative?

Card 10: How can | actively get feedback on my work?

Card 11: How can | make a new colleague feel accepted in the team?

Card 12: How can | support open communication in the team?

Card 13: When was the last time | suggested a joint improvement in teamwork?

Card 14: How do | react when the team needs help, but no one directly asks for it?

Card 15: How does my proactivity benefit my team?

Card 16: How would | like to appear to my future employer?

Card 17: What motivates me to take initiative, and what discourages me?

Card 18: What would my “ideal first day at a new job” look like from a proactive perspective?
Card 19: What would | do differently if | had the chance to return to my last job?

Card 20: Which of my actions most closely reflects proactive behavior so far?

Appendix No. 5: What a young, proactive person looks like at work

o He/sheis interested in what is happening in the company and asks how he/she can be helpful.

o He/she generates ideas for improving, making something more efficient, or solving a problem.

o He/she is not afraid to ask questions when he/she doesn't understand something, and then seeks
information/.

o He/she doesn't wait for instructions, but thinks about what he/she can do independently.

o He/sheis interested in feedback so he/she can improve.

« He/she follows developments in his field, learns new things, and develops his/her skills.

« He/she approaches his/her tasks responsibly, plans his/her time, and keeps his/her word.

o He/she helps his/her colleagues when he/she sees they need something, even if it's not his/her
duty.

« He/she respects the rules, but is not afraid to suggest a change if he/she sees a better solution.

Why is this important?
« Employers are looking for people who can "think with their heads" and are reliable.
« Proactive employees save time, bring value, and improve the atmosphere in the team.
« In a competitive work environment, proactivity can set you apart from others.




DECISION-MAKING IN THE WORK
PROCESS

Objectives of the block:
¢ To understand decision-making techniques.
« To generate solutions using various decision-making tactics.
o To recognize the different types of "pressures” that influence decision-making.

Group:
12 - 20 participants

Materials:
o Flipchart, flipchart papers, paper, markers, pens, sticky notes.
o Activity 1: Presentation (Appendix No. 1), cards (Appendix No. 2), worksheet (Appendix No. 3)
o Activity 2: Cards from Appendix No. 5
« Activity 3: Cut-out cards for each person in the role-play according to Appendix No. 6

Duration:
120 minutes

Summary:
Activity 1: Decision-Making Techniques

Activity 2: “3-2-1 GO!”
Activity 3: “Decision-Making on Thin Ice”

Instructions:

Activity 1: Decision-Making Techniques (50 min.)

Preparation before the activity:

The trainer prepares:

a) presentation according to Appendix No. 1: Decision-Making Techniques,

b) Printed and cut-out situation cards from Appendix No. 2 so that each team receives 3 cards,

c) Three printed copies of the worksheet Decision-Making Techniques in Practice (Appendix No. 3) for
each team.

Course of the educational block:

At the beginning of the training block, the trainer introduces the topic: “Employees often find
themselves in situations where they are expected to fulfill multiple tasks or meet different
expectations from their supervisor at the same time. They face the question: What should | do first?
The method for handling this will be the focus of today’s training.”

After the introduction, the trainer uses the presentation to introduce three techniques that can help
participants make decisions. The presentation follows the content in Annex No. 1.

After the presentation, the trainer offers participants the chance to practice the decision-making
techniques. Participants are divided into teams of 4-5 people.



Each team draws 3 cards from the “decision box” (according to Appendix No. 2) — each card contains
a model situation from the workplace. The team's task is to jointly decide, within 10 minutes (trainer
keeps time), what they would do first in each situation through team discussion. As a support, each
team receives three printed copies of the worksheet (Appendix No. 3).

After the time is up, a representative of each team presents to the group what decision the team
would make first in each situation. The representative also explains which technique was easiest to
apply and why. During these presentations, the trainer records the techniques used on the flipchart.
This allows the group to see which technique was the most preferred by the participants.

After all teams have presented their results, the trainer invites participants to write a motivational
thought or word on a sticky note—something that could help people make decisions. Then, each

participant goes up to the flipchart, reads their thought aloud, and sticks it on the flipchart.

To conclude the block, the trainer thanks the group for their inspiring contributions and hangs the
flipchart paper with the collected thoughts in a visible place in the room.

Activity 2: “3-2-1 GO!” (30 min.)

Preparation before the activity:
The trainer prepares the cards from Appendix No. 5.

Course of the educational block:

The trainer divides participants into small teams (4-5 participants per team).

Each team receives the same situation card (selected from Appendix No. 5).

Each team has 3 minutes for a brainstorming session, where they focus on generating 3 possible
solutions - 2 most realistic ones - 1 final decision.

The trainer reminds the group that stress and time pressure are a natural part of the workplace —
they shouldn’t be afraid to make mistakes.

After the 3 minutes are up, each team briefly presents their final decision to the rest of the group.
Then, on a scoring axis (points 1-10) drawn on the flipchart, each team rates themselves in three

categories: Speed — Quality — Team Cohesion.

At the end of the block, the trainer encourages the teams to share tactics that helped them make
effective decisions — to inspire one another.

Activity 3: “Decision-Making on Thin Ice” (40 min.)

Preparation before the activity:
The trainer prepares cut-out role cards for each person participating in the role-play, according to
Appendix No. 6.

Course of the educational block:

The trainer selects 5 participants to take part in the role-play. Each participant receives a card with the
role they are to play (based on Annex No. 1). The rest of the participants act as observers, and their
task is to identify what roles the players had after the role-play ends.

The role-play centers around a new part-time worker, who has to make a decision. Thoughts begin to
emerge in their mind, played out by the other role-play participants. After making the final decision,
the “Decision-Maker” (i.e., the person making the decision — hereafter referred to as the “Decision-
Maker”) explains why they chose that course of action.




Once the role-play is complete, the trainer invites the group to identify which values (or concerns)
appeared most frequently, and what their characteristics were.

Following a group brainstorming session, the trainer invites each of the “voices” to reveal whom they
were portraying and what role they played.

At the end of the training block, the trainer concludes: “Every human decision is influenced by life
experience, logic, core values, emotions, and fear. Whether it’s you or someone else making a choice,
always remember: the decision made in that moment is the best possible one for that person at that
time — even if you personally would have done it differently.”



APPENDICES

Appendix No. 1: Decision-Making Techniques

Technique 1: The 80/20 Rule (Pareto Principle) - 20% of causes lead to 80% of effects

How does this help with decision-making?
When you have many options or tasks, focus on the most effective ones — the 20% that will bring the
greatest impact.

Example from the workplace:
If something goes wrong during event preparation, don’t try to fix everything at once. Focus on the key
problem that affects the most (e.qg., sound system failure = it affects the entire event).

Technique 2: Priority-Based Decision-Making (Urgent vs. Important)

Often used is the Eisenhower Matrix:

¢ Important and urgent — do it immediately
e Important but not urgent — schedule it

e Urgent but not important — delegate it

e Neither urgent nor important — eliminate it

How does this help?
It helps you quickly sort tasks based on their true importance, not on noise and chaos.

Example from the workplace:
You have 5 tasks but only 30 minutes. Focus on the one with the biggest impact (e.g., reviewing a
presentation for a client) — not on someone asking you for tape at the moment.

Technique 3: “Worst Case” Strategy (Worst-Case Scenario Thinking)
Ask yourself: “What’s the worst that could happen if | make this decision?”

How does this help?
It reduces anxiety about making decisions — once you realize the worst-case scenario is manageable,
you can decide more quickly.

Example from the workplace:

You’re unsure whether to admit to your manager that you don’t understand something.

Worst case — they tell you to go study it more. But that’s better than pretending you understand and
making a mistake.

Appendix No. 2: Decision Box — Situation Cards

Card 1 - “The Customer Is Always Right?”

While working a shift at a restaurant, a customer shouts that their food is cold and demands a
replacement. You know the food was served hot, and no other customers have complained. The
manager is not present.

How do you respond? Make a quick, but professional decision.




Card 2 — “Missing Inventory”

You are a part-time warehouse worker and realize that one of the key products scheduled for
shipment is nowhere to be found. Your supervisor asks if the order can be shipped within the next 10
minutes.

What do you do? Decide as quickly and responsibly as possible.

Card 3 — “Cash Register Misunderstanding”

A customer accuses you of giving incorrect change. Your coworker insists you handled it correctly. The
store is crowded, and the situation is escalating.

How do you resolve it to calm the customer and avoid worsening the conflict?

Card 4 — “Team Chaos”

Your team is preparing to present results to a client. However, two colleagues are arguing over the
approach and have stopped communicating. The presentation starts in 15 minutes.

How do you respond if you want the team to deliver a united performance?

Card 5 — “Unexpected Change of Plan”

You arrive at work and are told to cover for a colleague in a completely different department that you
know nothing about. The supervisor gives you only basic instructions and expects you to start
immediately.

How do you choose to act in this situation? What will be your first step?

Appendix No. 3: Worksheet — Decision-Making Techniques in Practice

Title of the situation:

Task: Use the three decision-making techniques to try to find a solution.
Technique 1: The 80/20 Rule
Which 1-2 things will influence most of the outcome (e.g. guest satisfaction, event success)?

Answer:

Technique 2: Priority-Based Decision-Making
Sort the tasks based on their importance and urgency.

Important and urgent:
Important, not urgent:
Urgent, not important:
Not important and not urgent:

Technique 3: “Worst Case” Strategy
What is the worst thing that could happen if you make this decision?
Is this worst-case scenario acceptable or manageable?

Answer:

Summary of Your Strategy
What will be your first decision and why?




Appendix No. 4: Work Situation

Trainer’s aid

You are a part-time worker at an event (e.g. a conference), and your task is to handle technical
support.
30 minutes before the start, you discover that:

« the projector is not working,

« guests are already arriving,

» your colleague who was responsible for it is late,

« at the same time, your boss is calling to urgently confirm the lunch menu for VIP guests.

How to use the techniques:
Technique 1: The 80/20 Rule
What are the 20% of actions that will impact 80% of the outcome?
A functioning projector is key. If you don’t fix or replace it, the event will fail.
You decide to deal with the technical issue first, and then return the phone call.
Technique 2: Priority-Based Decision-Making
Use the importance vs. urgency matrix:
« Important + urgent: Projector - act immediately
« Urgent, not important: Menu selection - can be postponed (e.g. send a quick text: “I'll call back
in 15 minutes.”)
Technique 3: “Worst Case” Strategy
What’s the worst thing that could happen?
If you don’t answer the call, the boss might be upset — but you can explain it later.
If the projector doesn’t work — the guests won’t see anything = major issue.
The worst-case scenario from delaying the phone call is less risky.

Appendix No. 5: Situation Cards

Situation 1 — Technology Failure

You're a temporary worker at an event. In 5 minutes, a client presentation is supposed to start, but
the projector isn’t working and the presenter is panicking.

Task: Propose 3 solutions - Choose 2 realistic ones - Decide on 1 solution.

Situation 2 — Unprepared Team

Your team is about to present the results of its work. However, two colleagues have argued and
refuse to communicate.

Task: Propose 3 ways to save the presentation with a disrupted team dynamic.

Situation 3 — Customer Under Pressure

You work at the “information desk.” An angry customer arrives claiming they didn’t receive what they
ordered. Your colleague insists everything was correct. The manager is unavailable.

Task: Propose 3 possible approaches to the customer - Choose the most appropriate solution.
Situation 4 — Work Overload

Suddenly, you realize you have to complete three tasks at once: restock goods, fill out a form for your
supervisor, and help a customer. Everyone wants something right away.

Task: Propose 3 ways to prioritize and communicate with the people around you.

Situation 5 — Unexpected Colleague Absence

Your colleague, who was supposed to prepare visuals for an important event, called in sick this
morning. The event starts in 2 hours. No one else has done graphic work, but you have at least basic
experience.

Task: Propose 3 ways to solve the situation - Decide how to proceed.




Appendix No. 6: Decisions and What Influences Them

Instructions:

The “Decision-maker” introduces themselves and what decision they face. Then the individual
“voices” speak out loud with a few lines from their script. At the end, the “Decision-maker” makes a
decision.

Character: The “Decision-maker”

The “Decision-maker” says aloud:

“I am a young temporary worker in retail. I've only worked here a few days. On Saturday afternoon,
the store is full of customers and the colleague who was supposed to be on shift with me called in
sick. The manager asks me to stay two hours longer because they are understaffed.

The problem is, | already have a planned (and paid) event with friends, which I'll miss if | stay. | feel
pressure because I’'m new here, but at the same time, | feel my personal life is important too.”

Then the following voices speak:
Character: Voice of Logic
Your task is to bring rational arguments. Think about what's practical, lowest risk, and the
consequences from a work perspective.
o Think practically — if you stay, you help the team and might gain your manager’s trust.
« If you leave, you might not be given future shifts.
o Rationally, work is now the priority — you’re responsible for your shift.

Character: Voice of Emotion
Focus on how the “Decision-maker” feels. Express emotions — anger, disappointment, pressure, joy.
Emphasize the human side of the decision.

e You feel pressured — it’s natural that this makes you angry.

« You’'re disappointed to miss something you were looking forward to.

« If you stay, you might feel sad or angry at yourself.

Character: Voice of Values
Focus on personal principles and moral dilemmas. Highlight what’s right according to beliefs, and
what’s fair to both work and self.
o What’s more important to you in this moment — loyalty to work or keeping your word to friends?
 If you were to decide based on your values, what would you do?
o You want to be a reliable person — but also someone who respects their own free time.

Character: Voice of Fear
Talk about concerns and risks. What could go wrong? What are the consequences of a bad decision?
Reveal internal uncertainties.

o What if your manager remembers this and doesn’t give you another shift?

o You’re worried you’ll lose their trust or be seen as unreliable.

o You’re afraid of making a mistake — and people will remember it.

"The Decision-Maker” chooses one of the alternatives or comes up with another one:
Your task is to listen to all voices. At the end, decide what you would do in this situation — and explain
why.
o “l decided to stay because | want to show I’'m responsible. Even though I’'m sorry to miss time
with my friends.”
o “l decided to leave because | value my free time and my plans with friends — next time I'll try to
arrange things in advance so I’'m not making pressured decisions.”






MOTIVATIONAL APPROACHES AT WORK

Objectives of the block:
« To know the difference between intrinsic and extrinsic motivation.
o To be able to identify your motivational factors in the work environment.
o To identify types of motivation.
e To know the tools and techniques to maintain your motivation.
o To describe the elements of a persuasive and motivational speech.
« To experience the process of learning a new skill.
o To realize the role motivation plays in personal development.

Group:
12 - 20 participants

Materials:
« Flipchart, flipchart papers, paper, post-its (small cards), markers, pens.
o Activity 1: Worksheet — Appendix No. 1, flashcards from Appendix No. 2
o Activity 2: Appendix No. 4
 Activity 3: Appendices No. 5, 6, 7, large paper for groups
« Activity 4: Phones/tablets with internet access, origami paper, cards, props for balancing,
computers with Canva, appendices no. 8 and 9
 Activity 5: Presentation (Appendix No. 10), cards from Appendix No. 11

Duration:
290 minutes

Summary:

Activity 1: Internal vs. external motor

Activity 2: Motivational Compass — Discover What Drives You
Activity 3: How to cheer myself up when | don't feel like it

Activity 4: Growth Challenge — Learn something new in 30 minutes
Activity 5: Voice of motivation

Instructions:

Activity 1: Internal vs. External Engine (90 min.)

Preparation before the activity :
The trainer prints out Appendix No. 1 and the cards from Appendix No. 2 for each participant.

Course of the educational block:

The trainer welcomes the participants and introduces them to the topic of the educational block:
"Today we will address the topic of motivation, which affects how we feel at work and how we work.
We will address different perspectives on motivation. We will begin to learn about the factors of
intrinsic and extrinsic motivation. Now we will look at what drives a person, whether they work for
money or for the feeling that what they do is meaningful."




The trainer gives the participants post-its (small cards) and asks them to remember their last job or
the job they had. On the post-it, everyone writes the answer to the question: “Why did | work there?”
Then everyone goes to the flipchart, sticks the post-it, and shares their motivation with the other
participants. This way, everyone presents their answers and sticks them on the flipchart.

The trainer then gives each participant a worksheet titled "My Motivation at Work" (Appendix 1) and
asks them to mark what they think is an internal and external motivational factor in the first table. If
something is missing, they fill it in the next table. The trainer gives them 5 minutes to complete the
worksheet. After filling in the worksheet, they check their answers together and discuss with each
other the decision to include the factor in the appropriate group.

After the discussion, the trainer invites participants to approach the flipchart. Each person will place
their post-it in their category according to the motivational factors. This way, they will once again
check their understanding of the meaning of the motivational factor and visually identify which
factors prevail in the group.

After this activity, the trainer creatively divides the participants into pairs. Each pair receives a card
with a description of two characters (Appendix No. 2). The pair's task is to present the card's content
in a 3-minute role-play interview—a conversation between colleagues during a break at work. The
pairs are given 5 minutes to prepare for the interview. After preparation, each pair will present their
interview. After the interview, the trainer leads a joint discussion. He asks questions and encourages
participants to discuss their experiences and views on motivation.

“How did people feel in both situations? How did they behave?”

"How did their motivation affect their eventual performance and job satisfaction?"

“Do you think extrinsic motivation can ever grow into intrinsic motivation? How?”

"How can we strengthen our own intrinsic motivation at work or in life?"

At the end of the activity, the trainer summarizes (writes on a flipchart) the key insights on the topic
of the activity (Appendix 3):

« The difference between intrinsic and extrinsic motivation

« The impact of motivation on job performance and satisfaction

« Ways to strengthen your intrinsic motivation

Activity 2: Motivational Compass - Discover What Drives You (45 min.)

Preparation before the activity:
The trainer prints Appendix No. 4 for each participant.

Course of the educational block:
The trainer will start the activity with the words: "We all have an engine inside us that drives us. Some
want recognition, others freedom, and still others desire stability. If we find out what it is, we can
choose a job that suits us and build our career in it."
The trainer asks participants to silently recall for 2 minutes a specific situation when they were
enthusiastic about something — at work, at school, in their free time. They are asked the following
reflective questions:

« What motivated you?

« What did you feel during this activity?

« Would you do it again even if there was no money for it?

After the time has elapsed, the Motivational Circle (Appendix No. 4) will be distributed to the
participants. The participants' task is to remember a part-time job or other job and fill in each section
based on the questions (" What do | enjoy?", "What am | good at?", "What makes sense to me?",
"What brings me rewards?”). Participants can draw, write keywords, or use symbols. They are given
10 minutes to do this activity.











































































































































