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SUMMARY.

'-e

_Page 1 . of 1

Mddule No

.

;

. .
.

.

Mode Title: o y

.. .. ,.
..

.

PublicRelations ° ,

2-
,

. ,

°

_..

Submodule Title: ...

'1. Customer. Relations lk
2.'Complaint Handling
3. public SpeakingApproic. Time: .

\ ,-
. .

..
. .

.

. .

.

Topic: .
.

. I
.

.

t

, -- 4

. k
.

Objectives: ,

Skudents*upon-completion of this module will blett-Ii-o.:
1. Define and explain the need for pubjic relatio .

2. Explain the xtocesses and prated-fares to generalle.favora le
1

%public relations through mass (,'interpersonal dOmmuniita ion.
3. Identify the attitudes, methods, and procedures nee4ed to
r-Atandle various kinds of 'complaints. ,,_

4, Plan and deliver inforMative and_persudsive talks to par-
ticular audiences. . Ask

, -

,
0 ,

. .

,
.

. .

Instrlabtional Aids:
Tr ansparencies ' -

.4,

Handouts - , 1

Instructional Approach: 7 -

Lecture, Discussion; Role-playing, Speeches, Form construction,
Writing, and Ctitiquing. --

.

-'. ,-References: ,

1% 'Public Relatio s in' Govtrnment, Institute of Public Affairs
,of the 'liverUniversity of Iowa, 1972. .

PO Effective Public Relations, 4th ed., Cutlip and Center,
fiiiIN11757Hall, 1971. . _,_

,

3. Communications for Leadership series, Edward ,E. Scannell,
M4raw-Hill, 197-67 -

4. Principles and Typesvf-Speeeh, 7thbed., Monroe &.thninger,
Scott, Foresman,.1974. %

5. Supervision': Concepts and Practices of Manage sent, Haimapn
o and Hilgert, Southwestern
6. SpeOcith Confidence,

PublishingCO., 197Z., - .

Vasile and :Mintz, Winthrop,Palishers

Prentice-Hall, 1975.
Ine:\\1977.

7. FitdIng Facts, Rivers

Class Assignments: ,

.

.

.
.
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I

7

e"

. -
,

--

8. Interpersonal Speech-Communication, 41tner, Wadiworth, -1970.
-g: Fundamentals of Interpersonal Communication, Giffdh & Patton,

harper & Row, 1976.
.

,

10.. Community Journalism, Kennedy, Iowa State University-6.esse

NNI4

1974.
Ti. Oral Communication: Message 'and Response; 3rd ecf., Samovar

and -Mill A, Wm. C. Brown Cb.,1776.
12: Communications Handbook; 3rd ed., American.Association of .

,Agricultural College editors, 1976. ,

13. Supervisory Management in the Water/Wastewater Field, Envi-
ronmental Protection Agency, 1976.

14. The Process and Effects of Mass CoMmunication, SArann *and
. 115efrirlriiTiFs1WIrriTO-Cil Press, 1974.

15. Pradtical Technical Writing, Ritchie R. Ward, Alfred A.
'Knopf, 1976.

16. The Elements of Style, 2nd ed., Strunk:and White, Macmillan,
_,- 1 1972.

17. The Nature of Public Relations, John,E.'Marston, MCGraw-Hill,
I563.

1

18* Handbook of Public Relations:. The Standard Guide to Public
Affairsaila it`--T-onunications, 2na-ia., Stephenson, MaiiiflTill, 1970.

19. Newswritiiii and Reporting Public Affairs, 2nd ed., Chilton R.) '"
.Bush, Chiltorl-Took Co., 197E7-

20. Modern Newspaper Editing, 2nd ed., Gilmore and Root, Boyd §
maser Publishing Co., 1976. -..

4
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'Page 1 of 9 .

Module iio: --,Module Title: z

Public Relations

Approx. Time:

Submodule Title:

Customer Relations

Topic:

0%.1.?75111Thjectums:.

Students upon completion of this submodule willbe able to:
1. Identify the two aspects of- public relations -- communi:-
cations &-service.
2.- Examine plant operators' opportuhities to use interper-
sonal communication effectively.
3. Examine plant operators' opportunities to use mass com-
munication effectively.
4.. Describe the four-step cycle to effectively promote the
-treatment plant image: fact-finding, planning, action,

7-feedback:Instiuctional Aids:

(Transparencies

HandOuts

r

Instructional Approgth:

Lecture
Discussion
Writing

References:

1, 2, 3, 4,[5, 6, 8,

C-

9, 11, 12, 13, 14, 17, 18

II

-2

Clas-s-Assighte-nts:
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\Rage 2 Of.. 9 -

.Module Is,14::___-

. \
. ,

. .

.\

?,

Module Ti tle:
- , -

Public Relations

Submo a u e Tit e:

Customer Relations .-

,
, .

.

Approx. Time: .,.

. -

Topic:
- 'N

Conunun icdt i oirs/Service
Objectives:

, .

........ y .
- ,

Students'will: ,

1. Describe the communications model.
2._xplajn how 'commtnications.and service are interdepeni
dent and-ymbiotic-,- .

. ,- . .

f. '

,

.

Instructional Afds:.
,

Transparencies . .-. . .

. Handouts: communication model

,

Instructional Approach:.

Lectre-- -

Discussion
,

\

_
\ . -

.

......... 4.

- , ,

.
\ -

.
. ...

References :

1, 2, 3, 4, 13', 9., 11, 2,' 14, 18' - _

, .

l *.

_

Class Ass gnments :
, ...

. f
head handouts, ,

.

o

,

Discuss ,e. , f.:

.,.
,

.

6

rir-.7".."0"-

N
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Module No:

.

Topic:,
T

,

.
. .,

Communications/Service

Instructor Notes:
e

.

Instructor Outline:

/
- --

.
-- '' 4

/
'..-: ' .

*

Ask question ,of class. ( -an
case you ask a question and no
one'volunteers an answer, a, k
a specific, student for his,-
opiniow:) , :

Read 'and discuss PRH -l.
. .

Handout PRH-2 and Transparehcy
PRT-1 go over. (Emphasize_ ele-
ments in the model and.possi-
bilities'for static.)

.

Go over PRH-3 (noce the imPor-
ande attitudesAdve) e

-
.

Ask why service and commuhisatilon
are partners. .

. -

Transparency PRT-2 and Handout
PRH-4'go over. Have V,,lidss mein-
bers, fecount poordecisions'by
:lo'cal government that adversely
affected their' work, EmphaSize
that

,
service-arid communication_

are interdependent:, -a,
..

.

.
.

.
.

,

-

.

'-'

.
- - .

.

.
.. .

. , .

.., ,,,,-
.

1. Why learn public,relatIone
, a. To affect 13ublic opinion.
13. To make our job easier.

y .

, .

-

, ----'

2. The coMmunicaions model
a. communicator
b. message
c. recelver

.--d. feedback
,

3. Factors in effective com-
munication -...-:.---

a. message foTmilation .

. .

b: passing message to media
c. media communication

t d. message flow ,

.

e. feedback .

. ,. .. ,

4. Servide/communication
parinerShip

.a. symbiotic -

. J
\:

.

.

(
,

-

-
.

-
.

.
.

.

.

.

/ .

, *
-

,
_

.

.#1

,01P1t-,
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_
Kodu]e No:/ .

0

,

. ,

.

,
.

.

.__

Moduli Title:
. _

-Public Relations
,

,-,-

Submodule Title:

,
.

Customer Relations
. .

.

-

.
.

. .

Apptox. Time

,

,
.

.
.

Topic; 4
. ,

.
., .

.

Interpersdnal Communication
, .

.

Objectives: - .
, -

. .

Students willi_ v.
, ,

i1. State why interpersonal communication is important tb
water treatmentplantis P.R. . 4

.2. Cite criteria for effective interpersonal. communication.
3. List opportunities -for interpersonal communication for, _

plant operators.
4MExplaid how interpersonal communications can.help plant
olierators influence-g7rnment decision-making.

. .
.

.

,

Instructional,,aids: ,.%

.,---- . ,

Transparencies ' - ''

.

. ,

.
.

Handouts: 'interpersonal communication
.

.

. .

Instructional Approac,: i e
. . . ,. .

v-1Lecture . . ,
:=4-- , .

s. ..

. DistuSqon .

.

... .

1(

A

,
References: ,

--
.

1, 2, 3, 8, 9; 11, .13, 18
_

,
. .

4 . s ___.1 s
.

.

../f

,
.-lass Assignments: .'

,...

. .
,,

e

Read handout--
a 1- -' 0

4
.

Discuss . .

-
7

.
.". . ,

. .

,
.

4
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Module Nof
. /

( ,

/

.

Topic: .

-
i

%
.

Interpersonal. Communication',

Instructor -Notes-:

.

,

.

,

.

Instructor Outline:
.

-

.
, S.

. ..

Ask students to pair
someone they don't
veri little and have
the! pair tell the otherts'name
where from and what
Iaptrened to them today.
dents 101 knot take
listenewIll reportr-

spea'ke'rer-told him to.

Stress that both are
-to P.R.

.-

,

_

.
-,

Ask question of class.

.

,

.

Emphasize "both"
-!,

uwith
know or_knOw

each of

good thing.,
Stu.-

notes, but
on what

class.

necessary
.

.

.,

.
......-

.

..

`

.1

.

,--
, ,

,

for
gif-

through

.

interpbr-
can,help

govern

,

N,

, ' '

.

.

.
.

.411

.

st ,

.

*

1: There are 2 kinds of-com-
munication: .

a. mass communication
(through media)

b. interpersonal communica-
t1.9-4...Lion.e.td-one or small.'

.

v 1

the

j

of

an

.group)

2. Why is interpersonal corn
,municatiopimportani to.

water treatment P-lant''s*
Rat.? --

a'. People form opinibns and
attitudes on the basis
both interpersonal and'.
iM communication.

3.Effective Interpersonal ,
,;-Communicdtion,

II

a.,Emphasize -

b.7Know yourself
'\

c. Listen
d. Be positive
e. Watch for `Feedback

.*. /

4. Interpersonal Communication
helps:

a. go*erftment dedision-making
.1. conta'qs in government

can .hVO ydu assess your
relations and gain you

.

:
ear

ons
.

,

b zlibl i C minion

r

. .

. ,

Handout PRH-5 And, Transparency
PRT-3 read and discuss,.

Have claSs cite opportun4ties
plant operators to-reaEh

.-ferent kinds of. people
interpersonal cpmmuniEation
(list on-blackbaard)

lave class expfain,how
'sonal communication
in afqcting responsible
ment decision-making:

v_-,4',4 _._

.

.

1. the same as above

t)e

3.

1
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7

Modu1M1 :

. . .- ,
,

,. .....y ,
.

,

.
.

.. -_--i, .--Module Title: -
. .

.
Public Relations -

,---
. . .

.

Submodule Title:.

. . .,

Customer Relations ,

.
, -

.

.

. .

Approx.' Time: , , .
.. ) . .

-
Topic: .

Mass Communication

Objectives:

Students will: ,

1. Cite- criteria for , effective
2. List opportunities, £or mass

. 3. Identify- the four functions
4. Write news releases for specific
.steps for communication,: surveying,

,

. -

.
4

..-- ,
, .

writien 'communication.
communication.

.

of communication-. --- .
events using' tie three
extracting, treating,

5
Instruttional Aids: .

.
. ,., .

.,Transparencies .
,

. .
Handouts: written communication .

sources of'information
.- four functions of communication

news release facts
Instructional Approach:

,,,,,,

Lecture .

DiscusSion ,-

Writing

.,

:.
..

, t

'
,

..

References:
, .

1,

.

'2, 4, 7, 12, 14, 15", 16, _17,,
.

.

, -

----;

,.

19, 20'
,

.
..

.

Class Assignments:

.

Read° handouts , .
. . - . .

.

Discups .

--t,- '' '
Write-news releases and rewrite if needed.

. , , , ...
. , .

.. r

)0
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Poe 7 of

Module No:

. -

. ,

T Topic:
,

# ..

MasAjchiunuriication
.1

,

Instructor Notes:-..s

..

-

.

Instructor Outline:
,

)
.

Handout PRH-6' .and Transparency'.
PRT:4 go over. '

.

,

a

.
.

Read and 'discuss Handout PRH-7
and Transparency PRT,*,,

Handout PRH-8 (give out and note,
'that this-4ndout helpful in
first step)
,

. ..

Handouts PRH-9 & -lb
Have.4tudents write news .

releases basedaupon the facts
given-in PRH-9. It willbe'4ue
next 'class. GO over PRH710
which is a sample news r,elease.

I.
A t

..

' 7 , ..

.

,
, ,

7

- .

I

9 ,
PS

.
S

.*
9

V' ,'.
.

$'
. 4 _. . .

,

.q---7--7---

,

.
.

,- , .

.-Four functions of coimuni-
cation Ii" ,

.

a._Inform
. .

b. Instruct
c. Persuade
d. Entertain

_

.

2. Three steps tol,effective
communication ,

a. Surveying
, ,_.

bi Extracting)
c. Treating , .

..

;--111Ea
.

3. News reieaSes
.

a. practide 1

.

.

. .'1
..:,- . t

.
.

. .

.

.. ' ..
..

id r . '
, \ 0 ,

4

4 '
s .

't
I

. .
- ,1 ,

,

. , .

,_. 5

, ...
.

..

.,
.
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...

Module No: Ay

, . . ,--
-. .

,
.,.

.

' '.

.. . .

Module.T-itle: ,

:-

. Public Relations'
-. . ,

, '.
'iSubmodule Title: .

..P , - e.-,
. .

.C4stomet Relations '
- , .

,

.

.
Approx..Time:.

, _

-44-
Topic:, .

. . ,... . # .
- ,

, , ., -..

._ P-.1t. is rdur=s-teptApfraa.4 .,
,

. _
INSjectives:% . - ,. . . . .

. '- - .-

.Student , .'will: - ) -.. .

1. List sburce§..:af information- and attitilde-assessment:.
fact - finding:1.7 4 . ,.--r-. ,. )-2. Describe short.range comm. "goal-setting.:__Olanning,4--,-,. .

3. State criteria ofJeffective-comthanicatioir ''action: _

.4. Explain methods 'of evaluation: fee4:111aple. ,-: .-
....--,_. - . ,, \, . ., .

Instructional Aids:

Transparenciei '.. .-
Hindouts: ;:sour.ites of Inftr_mation

mal-setting ana'
communication=

. methods of evaluation

. . - - :

_.'.
, ,. - ..- .,---.'

. 1timetatrle .
, , .tills

- -

- .
Instructional App,roach: ---

-
\1-

;
. -

.,Lecture . . ,-,_. .

..Discuision-, -,
.

,. -," °: 1...

, , . .
:

Referiences: . , , -- ..
k , . . ,,

-0 - . , - 121 '

1, 2', 7, 14, 17; 18, 19, 20 .
-

. . -
.

. , . .

lass Ass gnmen.ts: -. ,, .. .
.

'Read handouts . ,.... . .. _, --
.

., . :Discuss .. w#
. ..

,
. - .. ., .

_ , , .. . . - I ,

r,

1; br ,
vit

-)

.
' r
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Module No: Topic: .

. .
.

P.R. '.s Four-StepApproach

Instructor No4tes: Instructor Otit 'One:

_Read and discuss Handout PRH-11 1. P.R.'s' Four-Step Approach
. and. Transparency PRT-6. a. Analysis

-b. Treatment
c. Distribution

...Recoveryecovery(,
.

Handouts.PRH-12, 13, 14, &.I.S 2. FoUr steps i

a. Analysis .

-.:----_, ,,. 1. information and attitude
assessment ; .

bf. Treatment
- 1. planning ' --.

_

c.' Distribution
.,

,
.

1. communicate .

,; ____...,..--
z,4

. lick :.4------'r,;:
----.---' ----- . .

, -,..:-,_
' e

---- ^ ---:,---,''''3., ...------ '.------_,._:_____,,,,----

! i.#

,

.
o

' '
.

,
.

..

3
s

.
.

,.

, -
I

.

P
1

.

mei (

,
/
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Modulerlo:
.

.. , . .
.

-

.

___ ____

.

Module Title: ,

,

Public Relations -

-

Submodule Title:

Complaint Handling-

.

.. .

... .

/Approx. Time:

.v.

,,,,,,,..#

.

,

, . .

Topic: ,

. .

,

Overal Objectives: .
---

. 0

Students upoh completion of this submodule will be able to,:
1. Describe the-attitude necesiary-for handling complaints.
2. Explain methods used to transform complaints./ into-needed
feedback. ' ,, .

3. Examn precgdures for recording arl reporting complaints_4::--/---- ,
_ / ,

-.-- \ .^a :.v,

7
by . .

...
, , - .Instructional Ai .s: ; -, ,..

.

i

Transparenci s /
I

1

.

Handoute / \ , . , .
..,.. ., .. -,1; .

0 P
I ructional Approach:, . ,

. ,-

Lecture . .,
,

,

-D,iscussion
./Role-glang

Construction of report form
- -' .

References:
c,

1, 2, 3, 4, 10, 11, 12, 18
.

.-- .
.

,
.. ,

.,
, .

Class Assignments:
. .

. ,-,.... ,
..-

.

.-
.

. .

° 14---,-

.
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-Page 2' *of 6

Module No:,

, .
.

, ,
.

.
.,

.

Module Title: . .

Public Relations
.,

Submou e Ti e:

Complaint ndling

Approx. Time: ,

,-
Topic:

.-

Attitudes

Objectives:
_ _

Student will:
1. Characterize the emotions of complainants.
2. Identify elements involved in deftising angry calls. ,

3. Examine how the answering of complaints and requests-for
vinformation are a part of the service plant operators pro-
videi not an interruption to service., .,

.

Inst.,,mtina.1--Aids1---.. --,

,,

''''t

,.--,
-,,,,,-,.--4-

,
.

:,

46

Transparencies -._

Handout: telephone tips

Instructional Approach: -,) if

A.

Lecture A,- _

,Discussion w

,,,s

t

._References: .

,:.4 ,

, .

1, 2, 6; 8, 9: 10, 12, 17, 18 . .

.

.

.

Class Assignments:
.

Read .handOutt,.

Discuss - A- .,%. , . ,P
smm M
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Topic:

Instructor Notes: Instructor Outline:

First ask class-to characterize
the emotions of the usual com-
plaint callers, then ask how
they react to angry callers.

Go over Handout PRH-16

Read and discuss Handout PRH-17
and:Transparency PRT --7.

Emphasiie the importance of tech=
niques to acknowledge feelings,
listen intently, solve prob-
lems, ask questions and really

es

Handouts PRH-18, PRH-19 PRH-26-

*.
and PRH-21.

Have all members of the class
participate in,roae-playing
two at aztime. gest of class
will listen and comment'fol-
loilipg each pair's role -play-
ing. Class should decide what
information would be recorded
and whA,ther complaint needs.
immedidte handling.

1. Attitudes importance
a. Yours
b. Others

2. Telephone tips
a.-Defuse angry callers
b. Know how to handle' ccm-

plainti
c. Follow through

(

-a

. Practice handling
complaints.
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;Module No:

.

Module Title: -\

Public Relations

Submodule Title:

Complaint Handling

N..

. .

, 'Approx. lime:

,

a

Topic;,-, ---____--

I
Extracting' Feedback

.
_

Objectives:
\

Students will: -4 -
1. Categorize types of Complaifitv and information to be,

.recorded. .

. 2: Practice handling complaints tlirmiih rote-playing.
A

) k
,

.

-'A------

.

,

-

.

.
.

action 1 Aids: a ,

Transparenc`e , .

Handouts: 4.ist ning .
/*Air-

. 4,1

ques ioning I .:..- /
. 1 - .

,

_______

structional *roach:

Lecture
_

'
Discussion . -

Role-playing . ____.

References:

, . .
1, 2, 3, 4, 6, 8, 9, 10, 11, 12, i if,, 18 4.

. .

.
_

. ,

Class Assigi : , -...

Read handouts
. ._Discuss . .

Role-playing , r
.

.

$

/
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Module No: .

. .

_

Module Title: ;. ,.'

,

..
.

Public Relations

_
Submodule Title: ..

I

Complaint Handling
.

TApprox- me:
i-,-.-

.

,

Topic: c: ,:-

.

-Recording, Reporting Complaints

Objecti ves :

Students will:
'1. Discuss the need-to investigate complaints promptly.
2. Identify some categories of treatment plants complaints.
3. List information tobe recorded from complaint calls;
4. Modify the "Sample Complaint Report" to suit your-plant_
situation (if-your plant does not already have one). -- .

S. Describe procedures for assessing the 'validity of coml. ,

plaints & incorporate itin above report (if not already).

,.Instrktional Aids: ,--

.
_Transparencies

.
.

Handouts: "Sample Complaint Report----
-,.

,

Instructional Approach:

fo-

Lecture -.
r

J

_

Discussion
Form constructio . .

.
. .

References: -
, t

,_-
3, 18 .

.

. .

.ti

.

.

,ass Ass gnments:.

(scuss
.

-Ctnstruct dorm .
,..'
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Page 6 of 6

Mxidle No:
.

.

.

. s

Topic:

....

Recording, Reporting Complaints

Instructor' Notes:

.

.

Insthuctor Outline: ,

. . ,

Diicuss the need to investigate .. Recor4ing'compl ints
complaiAs promptly.

.

J
,

--,

.
-

-Identify=s0164ypes of complaints ,

.

made to 4MMent plant opera- .

tors. (e.g. wrong department,
property owner's problem, -Th -

sewer backup, etc.) You may
want to list ..on blackboard.

,

---,----

List necessary information to be a.. Name of complainor, pers6A
recorded from complaint calls. taking call. i

. b. Time of complaint and date

'.

c. Nature of complaint
d. Where.compilAint is to be'

sent next:- routing

Go over handout PRH-22 2. Reporting complaints

..!,

.Modify "Sample Job urdet Form
. .

-
and Complaint Report" tp, sult

. .

.s

.....,..,

.

your plant situation or-inc. ,

porate necessary information,, ,-.)

into existing work'order or %-

other form used at your plant. ..

,
.

'Enumerate procedurp for assess-
ing the validity of complaints
and incorporate into form to . ,

be used at'your plant. ,

.

_X, ,,
.

.1

.

lk I.
°

4

.
1

s
. .

.. .

; 1
. / s.

111011P-*.
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Page_l of 5

:

. tkidule Ho: .

' P _
;

0.. . .

. 4.
.

Module Tirlr , ' ,

Public Relations . 1

-,-- ,
ry

Submodule Title: - ...,

Public Speaking-,
L

,

..?4\
Approx. Time:

,
.

Topic-:

( :g'''
.

-1-

Overal Objecti ves :

: StudentS -upon completion of this submodule will be able to:
1. Utilize eaFh of the three steps in speech planning,_sur-
veying, extracting, treating. ,

2. Incorporate elements of effective, delivery in speeches
- and speech critiquing. ,

,

.. . .
.

. .
. ., . ,

Instructional Aids: . ,

Transpaien0.es
\

.

Handout ,

..

Instructional Approach: ,

.Lecture .

Discussion
. .Critiquing

- 1 , ,

. .

References: .

.,
'

1,-1-, 3, 4, 6, 7, 8:11, Ai, 15, 18 '

*

Class Assignments:

...,,

. . ,

. ,

. , .

2a

4.

z

Syr
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Page 2 of 5 .

e.

e

e I

Module No: -

,. 1

Module. Title:; -.,
:

A .

.PulAic RelatiOns, -
. .

i.4 A .

Submodu e Tit e.;. .

. .

,
.

Publit Speaking
,

.

.

, .

Approx. TiMe ,

,, \ :: ,

.

Topic:
,

._ .

Speech Planning
,. -

,
, '

. Objectives: \

-
V

. A
A ' ' 41 1

Students will:, . .

1. Lis-t'and explain the'three steps in speech planning -

surveying; extracting, treating. N

)

2. State' advantages and dishdvantage's of t4 fottir methods
\of ,speech making;

:_,., .

3. Analyze audiences and facilities.
.

4: Describe the process ,for selecting .and flerrowing an '
appropriate topic. ., , ,

S. List sources of information.

.

6. Qutline and write speech.
' 7. Sfate the-value .of practicing,rewriting,

;
evising.

8. Plan effectively an informative talk and h persuasive'`
talk for particular audiences.

1 - '
-% -, Instructional:

1

Transparencies', Handouts: three steps in.speechplhfining
four methods of speech making

-Instructional-Approach: . -
'Lecture. ,

;

Discussioh . ,-
4 .

.

.Writint.P
.

. .

mnermices: ) .r
,

.
5,. .-

2, 4, 6, 7,-14,12, 1.5, V3
e

.
-, . __.

.
. .

. , ,Cl ass Assignments: .

r, . ,
. .

.
.

'

Read handouts
Discuss 'v , ..

-

. p
.

Write speeches .._., -.
'

.

,
. ,

.

_ .

1:7
r

4

K
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.
o

GY

Pace of

Module No: -, . loOic:
,

f , -
, t . 0-:,

.

. -
. , c ,

. -'" Speech -1).(anrilyij '
. , I. . -3 'mot

Instructs* Notes: '' InstructOutline:fw
,

..., ,
,

.- -

' e .
.

. .

Handout PRH-23 -
,,
l.. Three Steps `iii Speech Plan\

. ..Transparency PRT-8 \ rung ,,Note that these arj the same- 3. a. Surveying '- -..,
steps used forwritihg. b. EXtActing

,,,

C. Ti-eating ',
.

.

Handout PRH-24 .

t= -
f: Characterizing Audiences,

. M FacilitiO (go over handout:, .. .

Handout PRH- i
. _ - 3. Selectifigh topic (go Overt

EmphasiZe keeping topic narrow, handout) ' "; -

specific. e' , sf . ,
--/-vt-*

l
*

e

..

laridout PRH -2'6
. 4.',Feur_metgad.of speaking

Emphasize that this method is,the :"a.'. Extemporaneous -.

best (a). . - . . b. Impromptu
Ask students without looking to e. Manuscript reading

state_ advantages and disadvan- d., Speaking from memory
tages of each method (asare-.
View).

1

,

, -
___,.,, .

..,..i>.,12-'-

Ask students to state the value ,5. Valuevf practice
vj, .

.

_ 'of practice first, then add . Bestows confidenee--r---
points net expressed by them Allows feedback'(if tie:
OEMm.list at ', fore another.person),

'-t. FamiliariieS youbwith
.

. , , material. ":
-

...
.

, , .. '----&...Makes reVlsion_easief..
. - 3

Have stjenii p n 5-minute in.-.0 6. Plan talks. \
.

formative takks to a service,.
- \ .

,
.

club\Ake Kiwanis about their \,
i.- treatment plant' g- operations" . _. __I. ,

.

1 and a 10=mindte persuasive talk . .t,
, -

to the city council on .why .

water rates shoUid be raised ' -

51. (The' class will deliyer the -
,'

talks after next topic.) . ,

.
.

. ,

,
t).

-

°-

,t' . .

* ,

. .,
.

,. ,. _ 3. .

22

re"
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Page 4 of 5

Module No:

- 1
. i. .

.

.
,

,

- Module Title:

.

,, ,

Public Relations
,

Submodule Title: .
A .

Public Speaking .2 .
,

Approx. Time: ,

,--
- _ , .

. .

. ,Topic: /
.

.
Speech Delivery

,

Objectilies .. .4: .
. I

Student will: . ..' / /
1. Describe the mental attitude'needed for public speaking.
2. *State the importance of eye contact. 40

/

1., Tell the value of emphasis to enthUsiasm mid enthusiasm
for emphasis:- -

4, Note the 'importance of 'avoiding distracting physica'andfocal.mannerisms.
.,5,0,

5. gnumerrate other.speaking aids.
5. Critiue their own and other students!. s.eech abilifres.
Instructional-Aids: - ,,

, .., . ?
_Transparencie$ ----.-___

,. .

Handouts: speaking,tips
critique sheets ,

''"

o

17.InstruCtibnal Approach: . . .

Lecture ,___- .-
.

Discussion- .
. ,

Speech making' ., .

.

Critiquing p.

I

,

.
, .

.

.References: I
.

1
, , .

/

fr
2, >AVr0 r ir, 124_14, ,

.. . , .

Y . . '; ,.
.

-; . .--....3. . .

.
, '

Class Assignments: .-.

.
.

, .

,
4, ,

4

.
1

9. ...,
Read handouts. --

DiSpus$ 4

Make,speeches
CritigUespeebhes

,

.

23,
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'S.

Pape S of S '

,Module.N :

. .

)

Topic: , .

Speech Delivery

Instructor Notes:

a

,

,

Instructor Outline:
.

.

.

.
.

.

Handout.PRH--2
Emphasize illit everyone

vous 'initially. -

Emphasize importance
y

,_

Transparency.PRT-9
Handout PRH-28

I
( ..

.

,

.

.

.

.

Handout PRA -29-
.

..,

Have students delivet
talks and critique
and each other.

Have-stpdents deliver
speeches and_critique
selves, and each other.

isjier-

of feedback:

.

,/ .

.

informative.
themselves

1. 'Barriers to 'effective
speechmaking

.

a. Neirpiisness , ;:-

b: Lack of enthusiasm
-c. lack of kripi/ledge
d. Poor organization
e. Distracting-mannerisms
f. Lack of eye contact

2.,Elements of Effective
Speechmiking ,

.

a. Plan well'
b:' Be enthusiastid
c. Emphasize;
d. Keep eye contact
e. Be,confi,clent

3. Speechmaking practice
.

a. Informative speeches.
..

_

- ,
t,

b. Persuasive iii,tiches'.

/
.

,

. ..

.
.

.
. .

,
.

.

.

.

.. .

.

.

7

3.
--

a

persuasive
them-

.

G.

1

7

,

--..

.

.

.

.,-

.

.

.

.

. .

'a

.

.

,

.

,

-
%. -

24
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Evaluation Questions

-PUBLIC RELATIONS

Part I. True.- False--Put a "T" or.an "P' to the left of each
numbered item to' des,ignate whether statement is true pr false..

(T) 1. Public relations is utilized to influence publictopinion.

(F) 2. Communication and service are.different tasks that do not
, affect one another: 6

\J
. (

,

. 7
.

/ Z
(F) 3. Attitudes held little importance in effective communication.

I.

(T) 4. Listening is essential to effective interpersOnai communication,-
.

r,.

(F) S. Interpersonal relatibus are little help in affecting govern-
, mental-decision-makingm. .

- .

,

.

(T) 6. The three 'steps to effecti written or speech communication
are: surveying, extracting, and treating:, \

.

(T) 7.-In,P.R.fg four-step 'approach the recovery (feedback). step "
involves .information and attitude assessulent. 1

- .

.

.T) 8. Complaint hindling should be seen as...-.a part of service.
6

,...r--
(F) 9. In speech planning, it doesn t - matter how familiar ,you are with the

subject initially. '
.

.-

(F) 10. There is no 'value to'practicing a speech if-you are a vim!
speaker.

_

Part'II. Multiple- Choice -- Choose the ONE BEST answer for each
of the following numbered items' and write the letter of that

°:1 answer to the left of the number.
/

. uf ,
.

V

. (d) Il. Wi need pUblic relations for which- of the following reasons?'
.. \_. i

,

t
a. To change our image. ..

1

.b. To make our job easier.
,,,

Ca To, influence. governmental decision-making.
d. All of the above , .

,-
e. None of the above.

(c) 12. Identify thejwo-overall aspects of public relations:

a. C6mmunication and speaking
b. Speaking and writing
c. Service and communication
d: Service mod 'handling
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4.

J . ,

,.. "..
v .

,.% .0 , "\ - - , 0
(c 13: Which of the .following is- NOT one of the four main functions ..,

conutunicatiori? ... , . a .
,.."-------\

b

..,

To
instruct.,

. To
a . entertai 4 _ . '.

--.4 c. To. elect. .
y , d. To inforny.

......1.e. To persuade. _ ..,
/' 4 .

. .. .

, ..,_,, .
/ (a) 14. 'The two types of eommunkcatikm are:

. -,, ..
- a. Mass and interpersonal .

b. Radio an TIT- 1

. 4
@. ,

c. )InTerpersonal and personal e

. d/Broadoast and press ,e. None of the above .
(a) lt. Jghich of the 4,following,its NOT one of -the four -steps_ of -P:R.-'s :

;(----., four-step ...approach? ... . ,.. t) ,.
,..,..__

a. instrItetion
= b. analysis

c.... tr4atment (planning) .

d. distribution (communication)
e.. recovery ,(feedback) , ___-________/ 6

. r(d) 16. Which- of the following can result krAk prope'T-trandling of
complaints-?
- .

a. infOrmation for P.12-.. planning - Av'''- ,

b. suggestionS of bet er ways to provide service
'c. satisfied cust rs ' 4.4- .,,
d. all of ,the -above

i(e) 17. Which Of the'- fo lo ing should you kno.aboily_vOioup before
planningla speech to reach.that'gr

'
up

:
.

.cih A c,, . P-0. . 4,.
...e:--- . , A, ,

e4*-

,

4

N

fi .

a. occasion of g up
purpose of gro

c. interests tof mem ers
membeis

- e. all of tit& above
I f.

(c) 18.$ which, of the following methods- of speaking is eye contact.
lacking? .

a. Extemporaneous
b. Impromptu
c1 Reading fro* Inanuscrip-t,
d. Speaking from memory ,

26

_ ,

'4
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-1(c) 19. Why is eye contact important in speech. delivery?

1

(d). 20.

a. You are more persuasive if you stare at members of the audience.
b. You can then gauge the a as_of members of ,the audience and

change your speech i ecessary.
c. You can- pick up lance reactions.
d. None Of the a e.

communication model) refers to the flow of communication
from commu' cator to receiver. It includes six elements
(cohmianic tor, encoder, message; decoder, receiver

.

a. rad'o
b. br adcastirs
c. p rsuasion
d. eedback

none of the above

YS

27

_



www.manaraa.com

t

I

L

WHY LEARN PUBLIC RELATIONS?

As water pollution control and water supply plants
attempt to change their images away from sewage disposal
plants, there needs to be an emphasis.on public relations.
Public relations isall about influencing imagespublic
opinion. Publiefelations means relati

P
ns with your

public' s:--

community /
governmental units ---

m customers

press

WHY CHANGE OUR IMAGE?

To make our job easier.

HOW WILL IT MAKE OUR JOB EASIER?

It aids cooperation in funding, reducing complaints,'
gettirig favorable government decisions and respect.

I,

HOW DO WE INFLUENCE PUBLIC OPINION?

Through communication. aria service.

4

28

4
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CO MUNI.CATI-ON MO'D'EL`

COMMUNICAT ENCODER MESSAGE DECODER RECEIVER

/ :FEEDBACK/

"Iv

TACOMMUNICATION MODEL-IS-BASED IN ELECTRONICS.

ZINTERPERSONAL COMMUNICATION WOULD WORK THE SAME) EXCEPT
THERE WOULD BE NO ENCODER OR DECODER.

THE ENCODER IS-THE BROADCAST TRANSMITT R OR-PRINT MEDIUM.

.THE DECODER IS/MISSING FOR PRINT MEDIA SUCH AS'NEWSPAPERS,
MAGAZINES OR BOOKS. I-OR BROADCAST THE DECODER IS YOUR
4RADIO OR TV SET.

STEPS:
1. THE COMMUNrICATOR FORMS HIS MESSAGE AND GIVES IT TO THE

ENCODER.

2. THE ENCODER REFINES THE MESSAGE AND

3. SENDS It OUT OVER THE AIRWAVES AS A SIGNAL.

4. THE DECODER RECEIVES THE SIGNAL AND

5.ANTERPRETS IT FOR VIEWER-AND LISTENER.

; STATIC BETWEEN_COMMUNICATOR AND RECEIVER CAN BE ELEC-
TRONIC,OR CAN RESULT FROWMISAPPREHENSION) PREJUDICE'
POOR MESSAGE 'STATEMENT) ETC.
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PRH-3

FACTORS IN EFFECTIVE COMMUNICATION Noise)_

I. FACTORS IN MESSAGg FORMULATION:

1: Knowledge of facts, media, audience
2. Skills -of writing, speaking
3.,Attitudes of communicator

: 1

;

II. FACTORS IN PASSIM MESSAGE TO MEDIA-:

1. Understanding of information, instructions
2. Attitudes of media-personne/
3. Attitudes of communicator

III. FACTORS IN MEDIA-COMMUNICATION:

1. Technical skill of media personnel
2. Attitudes of media personnel

ti

IV. FACTORS IN MESSAGE FLOWTO AUDIENCE:

1. Audio, visual interference
2. Listdning skill of'receiver
3. Beliefs, attitudeg of receivet,

V. FACTORS IN KNOWING WHETHER COMMUNtCATION IS EFFECTIVE:
X

1. Direct responses f audience
2. formal, informal gauges of public opinion

,

k'.

/

30

0
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fr

SERVIC

fkt Ji

COMMUNICATION

4
Public reloti/Ons must be aimed toward h

-plant-reach its/ goals of providing more and

g your

etter ser

_vices. to the,,ZOmmunity. Your tommunicati /of your goals

and successes toward reaching those goals will gain you
tcao, ,,e

public support necessary to attain thepti Especially
in government we must have public support to achieve our

goals.

Service and communication are interdependent and

symbiotic, each thriving only if its partner aoes: rf our

services fail, OUT communications will be more crisis

oriented than goal oriented, However, if'we gain support

publicly, we will become a part of the city's decision-
...-.

making-prbcess. We will be consialted ,abo building

projects, zoning and other matters that can very easily

affect our ability to deliver services effectively.

-)

, 31

,
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f'.1cmcnts of Effective Interpersoilal,,Communication

1. EMPATHIZE - Be able to see things as another in dif-,
ferent circumstances might see them. This means you
must be sensitive to others.

2.INOW YOURSELF - Know your, strengths and limitations,
but don't be complacent about. your limitations.
But, be yourself and hold a positive self image.

.1ry

-3.,LTEN - (always first) Be a ready and willing listener
and show.amillingness to respond to others' needs.

'-,,,
4. BE POSITIVE - Yes, s y what you mean Ind mean what

you say, but be poi ive; don't complain, offer
solutions. Humor is usually positive and is often
the best way to make a point.

.

S. WATCH FOR FEEDBACK - Learn to recognize physical
reactions and-Terbal.re'actions to your message.
Belavior on the' part of the listener helps us to
know whether we are getting Our message through.

o.
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' PM-. 6 ,

. .
-*

a

ti
.
ft

"s1

FOUR, FUNCTIONS OF COMMUNICATION:

1: 'To inform

2. To-instruct

3. To persuade

4. To~entertain

..

We will be concerned primarily with the first and

4

third functions, though clearly when speaking 'to school.

students or social clubs the-others may become our

immediate concern. Of course, most communication can

*haite elements o each function.

S.

0.0

7

t-,

V- ;
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'a: PRH- 7

.

THR4E STEPS T

1. Surveying

EFFECTIVE WRITTEN COMMUNICATION

-a. Researching, fact-finding: documented source
material. --

b. Observing, interviewing: interpersonal communica-
tion, broadcast media.

*c

2. Extracting

a.- Pull together material relevant to general subject
matter (some writers prefer to,put one fact or .-----

s atement each on a 3 x 5 card, makingit easier .

to group tEiM later)'.
b. Decide major pciints to be made directly relevan

to single theine..

3. Treating
.

a. Group material far your particular' reader accord-1.
ini to its support of a major point to be made. /

b. Put major points and support material, in order.
.

c. Wfite leading into first majotr_point and ,making'.
transition from one major point and its material
to another.

c1.-"Read, rewrite, revise--be sure who., what, when,
where, why and how are covered in course of writing.

1

,. .3

---...=.--

44
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PRH- 8

a.

.
1,110

DOCUMENTED SOURCE MATERIAL.

1, Store-Houses of Information:

a. Libraries -- public, school, private'
b..Newspapermost metropolitan 'dailies hive a "morgue", - a file

. of news clippings by subject, . ,

°, c. Governmentmany government documents avai4able through'
. librariesLothers can be secured by writing,to particular,7

government agencies whether federal, state or local. !

-101. Expert in field--keep"a' file of experts whose opinioiliyou.
. :?..,...

trust. 4,
- . ;.

tt.------ ,-.
. .

e. Broadcast station--if the newspaper can'tlhelp, maybe it. can.
f. Bookstore--your library.likelyAllas a current copy of Books

in Print, which is.divided into.listings by subjeCt TI
and author.- If not,'most-bookstores do.4nd they can order
directly for you.

g. Files--don't overlook you own file go! Keep copies of 'you own
,

-news releases and clippings of news artiClefs on your plant
or other subjects that pertain to'your wqrlri.

.

, u
.

2. Library ResourcksAltvisians...1

a. Card catalogue--listing of books in library according to
subject, title and author.

b. Reader's Guide to Periodical, Literiture-,magazines_and jquen-
als.indexed according- to subject matter.:

c. Vertical filepamphlets and,,,otheri materials filed according,
ttoy subjett y tter.'

d. Reference b ots7-the library's:referOce librarian can 'help
&

)

l .

.you select apfropriate reference brooks -4f' have difficulty.L.
3. General_Reference Bboks:

a, Dictionaries
b. Books on usage and style
c. Books on synopyis, antonyms Z.

d. Books on quotations
e. Encycloptdias .1

f. Fact-finding guides
g. Bibliographies ,

h. Reader's Guide to Periodicall,itetatuse
i. World Atlas
j. World Almanac
k. Biographical references
1. Yearbooks
m. ,Government publications guides

35

p.

PS.
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I'

i. . e 0 . . ,. '41 Spidific Reference Material for WatezoTreatment and Wastewater
Treatment Plant Operators:

The American City
Berkshire Common
Pittsfield, Ma 01201

Chemical 4 Engineering` News
American Chemical So4iety,
1155 16th St..igN.W.
Washington D.C. 20036

Chemistry
American Chemical Society
'115.5 16th St. N.W.
Washington D.C. 20036

'Envir9nment
5-60 Trinity Ave.
St. Lbuis, Mo. 63130

Environmental News -
ILS:Environmental Protection Agency
Wa'shington,...D.C. 20460

Federal_ Register Bulletin
Washington, D.C

Highlights
Water Pollution Control Federation
3900 Wisconsin Ave. N.W.
Washihgton, D.C. 20016

Journal 'of the ERVipnmental.Engineering°Diyiiion
American Society of CiviLEngineers
-345 East 47th' Street
New York, *N.Y. 10017

,

Journal Water Pollut- ion Control
3900 Wisconsin Ave. N.W..-
Washington, D. . 200r6

OPERATOR
S.C. Enviionmental Systedis
Clemson.Universiti,---
Clepon/S.C. 20651

Opflaw
_Aierican Water. Words .Assqciation
666:W. Quincy Ave.
Denver, Colo. 80235

S7
Pollution Engineering
1301 South Grove Avenue
Barrington, 60010

-

0

Federation

P03

v.

-
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7
.

. Solid Waste Systelp,''
Governmental -Refute Colledtion and Disposal Association
444 .N. 'La Brea Ave.
P.O. BOx 365.91
Los_Angeles, California 90036'

Technology 'Transfer
U.S. Environmental Protectiorl Agency
incinnati,,Ohio 45268

Water _VWA-st-es Digest
P.O. Box 13728
Philadelphis,'PA. 19101

Willing Water
AMerican Water Works Association
666 W. Quincy Ave.
Denver, Colo. 80235

'

37
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P RH,-9

1 NEWS RELEASE FACT

4

1. Construction complete on the new waste water treatment plait.

2. Open house krill be Thursday, June 15.

3. Mayor John Jones will officiate at ribbon-cutting ceremony..

4. Council members and Chamber of Commerce officials will also take

part in the ceremony.,

5. Coffee fox all in attendance will be served at 11 a.m.

6. All in the community are invited.

7. Plant cost $2.3 million to build. It was financed by,revenue

bonds.
a.

8. The plant is on Highway 23 one mile west of Your Town.

9. There is parking available just east of plant-office. There

will be signs to direct cars.

10. Open house hours are from 9 a.m. to.4 p.m.

Q1E: What will interest the reader the most? That should be

yaur lead in.

38
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(SAMPLE PRESS RELEASE)

FOR IMMEDIATE RELEASE

YOUR TOWN -- A ten percent increase in Your Town's water rates will

be proposed at Monday night's City.Council.meeting, according to Jim

Smith, water freatmeni'plant operator.

in

The increase is needeL:to finance repayment of $2.3 million

revenue bonds issued to build an addition onto the city's water

-treatment plant, Smith sal

issue the bonds.

The council voted last Monday to

The rate for treated water metered up to 1,000 c feet

would:increase'from, the present-$1 -per 100 cubic feet, to $1.10 per

100 cubic feet if the proposal is approvedvl

The rate foxy water metered tietween 1,000 'and'5,000.1
.

cubic feet would i crease.froiii 90 cents to 99 cents per 100 cubic,

,feet. Beyond 5,000 cubic feet, the rate would increase from 80

100-cubic 'feet.\
cents to 88 cents p

-

Under the,propos

will be $72, up from $6

15 cents to 17.5 cents pe

the minimum monthly dlarge for faw water

The'raw water rate would increase from

100 cubic feet.\

to issue the bonds praised the

ce tag for the addition and,itated

The council in its dec ion

city engineer for_the modest p

that now is a good time to issue

f ableinheres iiit-ES" of S.8-

I

t e bonds because-of currently

( The rate,increase as proposed woul take effect -next month.'
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fj)

Step One:- ANALYSIS'

411,

,, 1. Determine .he state of relations&with yotfr public
based upon sources of information and attitude
assessment:

a. articles, news stories and letters to the editor

--,,b. opinion polls and surveys
. -

c. types and freOency of complaints and compliments

d, interperonal communication

e. employ e,reports

f..sugges ion box

(If you feel you lack information about people's. ,
attitudes; you may wantolo initiate a questionnaire.
sent out..Tith city billings

2. Recvd and'iile above data by subject matter.

V
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. Stepjwo: TREATMENT

1. Based upon your assessment of your relations with
Your public's and-the plants long-range goals,
(usually set in accord with city planners' and city
government's goals), set very specific quantified
short-range goals to:

a. gotify customers well in advance of service or
or rate changes, or proposals fdr.changeSwith
complete exPlinations of causes and-benefits.

b. Keep citizens and customers informed abg4t
innovations at the, plant, successes ing
service needs,..andpersonal achievements o
employees (whetheron -the job Or oft).

c. Inform citizens-of p0.ities that affect them,
such as methods of handlink_cOmplaints.

d. Don't miss an opportunity 't tastefully tooth
your horn, but. only 4 :your horn is polished--
credibility:lead's to trust and respect, which are
essential elements to effective communication.

e. Quantify your goals as much as possible: "This
year we will get 24 news releases out to the media"
or "By June 1, we will try tohave reached all
cutomers in the southwest district-with three
separate communidations.."

ti
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r

Step Three: DISTRI ,BUTION

s.`

r

_

1. You can get informative and persuasive communications.
- to your publics through:

a, mailings to-accompany billings
\\

b. press releases and photographs to print and,
broadcast news media

c. repOts to city officials'

d. interpersonal communication (opinion leaders)

e. speeches to community and civic groups.

f.,correspondence

g. displays at the plant and elsewhere.

h. plant tours, open house

i. acititing

awards-'

2. Criteriaof effective communication:

a. Use as many avenues as are available d affoid=-'
able,yet appropriate, to a particul r message
forparticular publics.

°I); Always explain technical terms d data fully,
since they will be unfamiliar o many in your
audience.

c. Timing is of the essence a major criterion of
news is_freshness;, stale news isn't news.

l. Clarity, brevity con istency,are P.R. virtuet..

c.

CF

1
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PRH -15

4X

C.,

Step' Four:,. RECOVERY

^

I

_
C ;

1. This is the same as Step One4,.-just be sure yoil follow

up. Remember the bullet theory of communicatiorkis

dead 'and use of it is sure to kill your communication-
-0.

effectiveness. Know the value of' recycling.

a. Be flexiblp--if your goals are unattainable, recon--
$,

sider them; if your methods aren't working, rethink

them. Planning is good anytime -- anytime it's

- thorough. .

.#4.110 wren

.

Q

f
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4,

. YOUR ATTITUDES

1. Your attitudes:
I

a. Toward your job
b. Toward your fellow employees
c. Toward your family
d. Toward others

w
can help or hinder your ability to effectively handle
-complaints, to -remain cool, detached- -take Aare. Of
your Attitude's!

2. See complaint handling as a partIof the ,service you
providt and -Tot an interruption to.that service.

a. A customer is having diffigulty--you serve him.

., b. Complaints can render it
plannink.

ion vital to P.R.

c. Complaints can lead t suggestions. of better ways
of providing servi

, .

d. A well haridled compali'nt call can lead to a sat's-
-fied customer and the kind of P.R.you can't buy .

any other' way.

e'' -
_3. -Some.callers have as tkeirgoal to UpeSet you as much

as they are upset, whether it fias,anything,to do with.
.yourrservice or mot.

a. Are you going to let them do that to you?

b. It mdy be impossible to-cool them down.

t: Can you end the call firmly but tactfully?

45
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TELEPHONE IPS

,

1. Wayg of defusing angry callers: wla
,a. Acknowledge the.'callers feelings--"I can see you

are very-upset..:"-
(

,b. Practice listening--don''t undulyjnterrupt him;
le

let him -get it off his chest.-

c. Be- a problet /solverlisten for clue$ to the real_
problem.

, to

d. Ask questions--"How high is the water?''._ "Isit
rising?" Questions help get-to the real-problem.-

e. Show respect--he-may,eventuhly'show you respect,4
a P.R. plus. -

.f. Remain detached- you can remain cool only if you
remain .detached ibm_your own emotions.

g. Shlyinterest--callerS won't cool down uiless they,
think you really care.

h. Know how to end.a call firmly, but tactfully if
juet a crank call.

k-

a

:

2: Know the procedures of handling complaints so.you won't
promise what can't be delivered.

3.'Recordthe complaint accurately and follbw through on
seeing that the proper person is notified.

'

*it

46
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k

COMPLAINER a

ROLE-PLAYING SITUATION #1

ThereAs-i terrible smell coming from a sewer drain at the end
1

of your block. You arehiving a.family reunion and an outdoor,barbeque
1Mo

this evening and don4t want the odor:to rulm it.

Can the.city'gei there to stop, the odor this afternoon?

If not, is there something you could do to quell the odor? (Sound

very disappointed if they say they can't get to it until another 6.y,

and keep saying that this evening had been plax!ed for a long time and

that some people couldn't be reached'to change the location for the

barbeque, so you really need. help on it.

NOTE: Use you own name, address', and phone number 'and ad-lib any

other comments as *the need arises during your conversation.

1

47 -
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Plant Operator ROLE-PLAYING SITUATION il

.

4
tp

You have a crisis in the southwest part of town where a, water

maln.has broken and,a small brush fire is burning out of control. The

crews areall out working to tepair the break, Iptit you can't count on

the patch job holding until they get.the fire out. Sq, you can't

?Promise any innnediate service except in cases ,of dire emergency./

NOTE: At end,of conversation, tell class whi4 action you would take

and what you would do *With the complaint report.

,'

t I

r

48
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Complainer ROLE-PLAYING SITUATION #2

You have a badked up sewer and can't shower or do-any washing .of

clothes or dishes without the water backing up Ithere is no waterin the

basement now, but all sink and toilet'viater drains very slowly).

You have, called the city before on thisiesterday (though you

got the wrong department -and the new girl who answered said she would

forward your complaint to the right offi,ce-you doli!t know whether tle

did, but after all it's the same city government. Dontt they talk to

each other?)

You wane'altion now and fast orlyou are going to call the mayo

who is a personal friend of yours.
).

NOTE: Use your own name, address, and phone number and ad lib other

comments as the need arises during the conveisation.

- r

_

49
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PRH-19b

_ _

Plant Operas r

zs

b.

ROLE-ILAYING. SITUATION. 42 -

o°

.

is-near the -end of the day and your only crew is working

hard to finish pdtting in a sewer main so homeowners 'in that section

of town can start hookups tomprrow as previousl)idsaheduled.

You can't commit Any workers unless an emergency ar'ses.

I-

could schedule something for tomorrow.

1: 4

NOTE: At end of conversation; to class what Lion you wBUTd-take t

and what you would do with the cOmpl intteport.

You

40
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PRH-2.0,a

Complainer ROLE-PLAYING SITUATION #3

You jusi\went into your basement and smelled gas around your

fuinace. You discoyered the pilot light was opt bilt you don't know

how to turn off the gas. Thr Smell is really strong and you haVen't

opened any, windows yet -you wanted to get help first (You have no

idea how Ring the pilot.has been out; you were gone all day today and

r.'yesterday).
1

-

1

Xpu want them to notify the right department if it is out of
- .----

their jurisdiction, because you have to get the windows open in a
-.0 1.., ,,

,
hurry before thee is an explosion. If the person you are talking

- . .

to protests that -you have to call the right department yourself

'after Saying that >rol have to hurry to open windows, then just
, 1'.

- ,

. .'hang up on him.
/

or

NOTE: Usjedyour own name, address, and phone number and ad lib any

other comments as the need arises during the conversation.

gip/ r

51
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PRH-20b '21

- Plant OPeiator ROLE-PLAYING SITUATION #3

4 YoUr department handles only water and waste treatment the gas

utility is a different and distinct -department.

. ,

NOTE: At the end of the conversation, tell the class what action you

would take and what you would do with the complaint report. _

52
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4

Complainer r ROLEPLAYING SITUATION #4 ,

You just got a,water,bill that is double the last one that you
.

thought was high enough. You say you couldn't have used twice the

-
.4apter, even though you did-witer the garden a couple times during thy'

month. You want your meter checked out, because there must be,

something wrong with it.' You won't take "no" for an answer --how do

you know that the meter registers accurately.

. NOTE: Use you own name,-address, and phone-number and ad lib other

comments as the need arises during the conversation.

7.._

ft

3
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',Plant Operator

fe r

,

ROLE-PLAYING SITUATION #4
er,

.1)

a

1_4

Answer this, complaint as you ordinarily would ill your plant
. A

and tell the
/

customer explicitly .how you will deal 'with it.- -- er

,y-
NOTE: At end bf conversation, tell the class .ilfat 4,

action you mould

. .

1 ..--
.

1
r 6

take and u would do with.the complaint report..

---.,,... If7

-rre

A

N

-.4

7°

54

a

sa

1 Cr

r

' a ,

V

'47

4'



www.manaraa.com

PRH-22

Route to:

.... .. , .

PERSON RECEIVING CALL ......

TIPIE c2tt... RECEIVED-

Nature' of CApldint:
A

DATE'

ACCT. NO

QT.
CODE
NO. DESCRIPTION OF MATERIAL UNIT

PRICE
TOTAL
PRICE

;NO. 24775
i

'NAME OF _C---I TY

AND ADDRESS

GASIJ:3 er

METER - 1

READINGS: -GAS:

SERVICEMANS NAME

WATER

WATER:

i.

\i

SEWER

JOB ARRIVAL TIME

JOB DEPARTURE TIME

COMPLETE EXPLANATION OF WORK PERFORMED

fI

NAME M
. TOTT W TH F S fin RATE TOTAL /

ti

4

TOTAL
1 5
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z

THREE.STEFS IN SPEECH PLANNING

as

. Surveying;
. .

. Determine'purpose you want speech to ifform.
El,. Characterize audience, facility.
c.Pind out time available.
d. Select topic--keep narrow, specific.
e. Pick 'speaking method.
f. Research, fact-find.

2. Extracting:

a. Pull material together.
b. Decide major points to be made.

3. Treating:

a. Put major points and support ma
bF. Write speech, orlsnitline--n cards.

(1),Include anecdotes to illustrate
everyone likes- stories:

. Read,-rewrite, revise.

1

order

major po nts--

t
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///
//

4

CHARACTERIZING AUDIENCES, FACILITIES

..,
,

What type of-audience will It be? .

.

,

a. purpose. of group (e4. social,' religious, educa
tional, humanitarian)=-fit your talk to its pur
pose as much as perible. \- p

.

b. makeup -of gioup--agts, special interests, and -'-

. icnceis knowledge or expertise in possible topics.
c., occasion of group- -fit your - talk to occasion of

grow if special. -.-
, .

. , 0
1 ,

--a

V

2. What facilities will-beavailable?
a. :types of projectors, screens, sound' systems''
b. size of room,, speaker are. .4 Al
c. chalkboards.,_ podium, easels, other vinal.aid

equipment
d. lighting and lighting controls-----.

e .

ti

-

58
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Zt

SELECTING A TOPIC

1., YOur topic should:,

a. Be something you know something about--the,more
'famil4r.you arewith the topic the easier plan-
ning becomes.

b. Pertain to the pdtpose of groUP And occasion.

Be suta ble for the makeu 'of_ the group.

d. Be narrowed to fit. whatever time slot is available
for it and allowtime for'questIons if desirable--
make your topic as specific-and relevant to the
local, situation. as- possible..- A=

.

4

1'

S
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I

FOUR. METHODS OF SPEECHMAKING

1.' Types of speaking methOdS: extemporaneous,'. &promptu, reading_
,

from manuscript, speaking from memory.
1

aExtemporaneous. (not 'read or recited) speaking:
.. .

.

4) allows eye contact for better feedhack
.

(2) necessitates you know the subject-1 -
%

(3) allows use of a ackup system. (outline, or main points
on cards), 4. . t

(4) allows you to to or.talk to those present ,

(5) usually ,poor for.-4mportant statements to government
bodies, press

b. Impromptu (no preparation often in answer to tfi'p pre-§sri7
questions):

(1) necessitates care to answer only what you are certa0 of-
, (2) allows eye.contact andoften'informak atmosphere for

good, feedback .

(3) poor method unless necessary
.

c Reading. from a manuscript: . 1

14
(-1) best for imporitant statem
(2) good for complete securit
(3) often comes across as read rather than. as spoken
(4) eye contact-lost

.$ --
(S) difficult to make language changes called for if aud-

- .ience makeup' different than expetN.1
,

.

-d. ,Speaking, from memory
/- .

. . -

(1) good for opening, cicsing remarks of for short'speeches

a
such as a, speaker dr- accepting an award'

.(2) eye cont gains fetdback
.

)

c.

.(3) can make remembering difficult af ou change wording
to make-appropriate to audienct.;, '

(4): may sound mechanical,--you concentrate moteonwhat to
say than how ,to say it-

, .

v4 , (5) if you forget some, ,you may missiportant points or -

t : become visibly upset, though outline on cards possible

*ft

60
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BARRIERS. TO EFFECTIVE SPEAKING'

.

l., Nervousness--eyeryone is nervus,
I

out most find ways to control
c, or overcome it.

a:- Know that your audience is friendly;-it's only very tontro-
versial people who get, unfriendly audiences.

. b. Know your subject, it will 'raise your level of confidence.
c.'More physically; walking,or gesturing; that will help.work

off nervous energy.
d. "Feel" confident while you are speaking; you' will if you've

picked a'topic you know and are interested 14. 4

e. Spek as often as you are able; .it gets easier each speech.
f. Remember the hardest part of your speech is the beginning;

once.begun the rest merely follows the'lead in,.and if you
have planned an ending,, it will get more and more relaxing
as you continue

- 2. Lack of enthu ou may initially not relish speaking, buts
once intoyou spe if -you know your subject and are keenly._

,interested in it, u will'show 'the enthusiasm necessary to
interest your liste ers.

3. Lack of knowledge- -this shouldn%t happen except in where
you may be asked to answer questions impromptU and you don't

4v have certain data. at hand.
4 \

4 4

-.-

4. oarlyorganized speech=-if you, understand your topic arid coy-
fr,.,._:r all'important points leading from one to the next, you will

/ ,

,-..' have sufficiently well organized speech.
4,

. ...3

/
2'

.,

4Z40Distracting mannerisms:
)

a. If you begin to stutter, slciw down; most beginning speakers
speak too fast becaus-ethey are trying to work, off nervous-

e ness. Speaking slowly. /can help calm, you. -

.c,

.
le ..

b. Try not to make ne us gestures; make gestures that empha-
size points in you Peech--these gestures will help,calM
you. o

6. Lack of eye contact -unless som
with a question COrg)i it is 0o
whether your audience is with yo
or disinterested. ' 1 ..

ne -breaks- into your siiteeh -
r, only means -to 'knowing
or whether they are lost

61
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ELEMENTS OF EFFECTIVE SPEECHMAKING .1

#

1. PLAN WELL - take it step -by, step. 1

S

. .2. BE tNTHUSIASTIC - )f jlou are, they a re.

3./EMPHASIZE - if you're enthusiastic, you 'll emphasize.

4. KEEP EYE CONTACT - leara,to rpad your audience's reactions.

.Go to speeches and cihserve..

5. BE CONFIDENT ta ke care of 'the aboveand ,confidence is yours..

. \

pr V
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Speaker's Name.

Topic

SPEECH, CRITIQUE SHEET

1. Topic appropriate

RATING #
Poor Fair Good. Very Good Outstanding

1 2 3 4 , $ 5

,..

J a

2. tTopic_narrowness st4ficient
3. Substantiat4on of major points
4. Speech orgrnization e. .

5. Explanation of terms
6. Knowledge-of subject.
7-;---Overall preparedness

O

II:DELIVERY
8. Enthusiasm

, 9. Emphasis
10. Eye contact-
11. Lack.of distracting man,pgq.sms
12. Nervousness obvious
13,. Method of speaking. appropriate
14.(Speaker c.onfidence
15. 'Overall audience. interest.

'63
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COMATUNICA.6 ON MODEL° .

P

COMMUNICATOR ENCODER.

Q.

MESSAGE DECODER RECEIVER

f

FEEDBACK;

THIS COMMUNICATION MODEL-IS BASED.IN ELECTRONICSAI i

iNTERPERSONAL tommuNicATIouLD WORK THE SAkE., EXCEPT
THERE _WOULD BE NO ENCODER ORDECODER,'

THE ENCODER IS 111E-BROADTT TRANSMITTER OR PRINT/MEDIUM,

THE DECODER IS,MISSING FOR PRST MEOTASUCH ASAEWSPAPERS,-
MAGAZtNES OR BOOKS, tO BROADCAST THE DECODER IS YOUR.
RADIO OR TV STET''..

STEP'S':

.1"MiTHE COMMUNICATOR FORMS _HIS MESSAGE %ANI5 GIVES
ENCODER.

2, THE ENCODOREFINES THE MESSAGEA4P "I I

3.-SENDS ft. OUT OVER THE AIRWAVES ASIVSIGNAL,

4. THEDECODER° RECEIVES THE SIGNAL AtiD .!es

5. 1NTh1PKETS IT:'FOR::VIEWER AND LISTENER.
1.

IT.TO I"KE

.STATIC BETWEEN COMMUNICATOR AND RECEIVER CAN BE ELEC-',
IRONIC OR CAN RESULT FROM 'MISAPPREHENSION, PREJUDICE,:
POOR MESSAGE STATEMENT, ETC.'

.1(

akv
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EFFECTIVE
k

,

OFECT,IVE INTERPERSONAL COMMUNICATION

EMPHA-SIZEIP:

KNOW YO,WEISEL-4F

4

L. I 1 N .1. I S. T N , LEST.EN
a.

BE POSITIVE

WATCH FOR FEEDBAC.K,

."'

66
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FOUR FUNCTIONS OF COMMUNICATION

4

_INFORM:

INSFRUCT

P E 111 A D E

ENTERTAIN

6
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THREE STEPS IN SPEECH PLANNING

S 11 V E Y I t1 G

EXTRACTI.N,G.

TREATING
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ELEMENTS OF EFFECTIVE SPEECHMAKING
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