
Lesson B2–6

Using Communication Skills in

Appropriate Situations

Unit B. Employability in Agricultural/Horticultural Industry

Problem Area 2. Developing Communication Skills

Lesson 6. Using Communication Skills in Appropriate Situations

New Mexico Content Standard:

Pathway Strand: Communications

Standard: II: Use oral and written communication skills in creating, expressing and inter-

preting information and ideas including technical terminology and information within

AFNR.

Benchmark: II-F: Know how to orally communicate clearly and effectively to have dia-

logue with members of an example career field.

Performance Standard: 1. Monitor different kinds of behavior in order to improve com-

munication. 2. Prepare presentations to explain to both large groups and individuals

issues of concern to the industry. 3. Discuss aspects of the industry competently to an

audience of both professionals and people not involved in the industry.

Student Learning Objectives. Instruction in this lesson should result in students

achieving the following objectives:

1. Understand the role of communication skills in the workplace.

2. Understand how to present a problem to a supervisor.

3. Identify the techniques used in requesting information from a supervisor.

4. Explain the role of written communication in an agribusiness.
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List of Resources. The following resources may be useful in teaching this lesson:

Recommended Resources. One of the following resources should be selected to accompany this

lesson:

Stewart, Marshall, et al. Developing Leadership and Communication Skills, Second

Edition. Upper Saddle River, New Jersey: Prentice Hall Interstate, 2004. (Text-

book, Chapter 11)

Ricketts, Cliff. Leadership: Personal Development and Career Success. Albany, New

York: Delmar Publishers, 1997. (Textbook, Chapter 9)

Other Resources. The following resources will be useful to students and teachers:

Agriculture Sale Communication (U6030); Steps in Preparing for the Agricultural Sales

Call. (U6033). University of Illinois, Vocational Agriculture Service, 1401 S.

Maryland, Urbana, IL 61801.

Applied Communication. 1988. Agency for Instructional Technology, P.O. Box A,

Bloomington, IN 47402.

Cheek, Jimmy G., et al. Effective Oral Communication. Danville, Illinois: Interstate

Publishers, Inc., 1995.

Gibson, Jerry D., et al. Agribusiness: Management, Marketing, Human Resources

Development, Communication, and Technology. Danville, Illinois: Interstate Pub-

lishers, Inc., 2001. (Textbook, Chapter 21)

Schroeder, Charles B., et al. Introduction to Horticulture, Fourth Edition. Upper

Saddle River, New Jersey: Prentice Hall Interstate, 2004. (Textbook and Activ-

ity Manual, Chapter 2)

Understanding the Importance of Effective Communications Through the Spoken Word

(#8369); Understanding the Importance of Effective Communication Through the

Written Word (#8370); Improving Communications Skills Through Organized

Activities (#8371); Utilizing the Media for Effective Communication Public Rela-

tions (#8372). Instructional Material Service, Texas A&M University, F.E. Box

2588, College Station, TX 77843.

List of Equipment, Tools, Supplies, and Facilities

Writing surface

Overhead projector

Transparencies from attached masters

Copies of student lab sheets
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Terms. The following terms are presented in the lesson (shown in bold italics):

Business letter

Compromiser

Contributor

Distracter

Dominator

Elaborator

Encourager

Follower

Information-giver

Information-seeker

Integrator

No-show

Opinion-giver

Opinion-seeker

People skills

Personal letter

Personality

Protester

Recognition-seeker

Interest Approach. Use an interest approach that will prepare the students for the les-

son. Teachers often develop approaches for their unique class and student situations. A sample

approach is provided below.

Present the class with a scenario involving a problem at a fictional landscaping company. An example

might be one where the wrong color of rose bush has been installed in a landscape. Have students suggest

methods for bringing the problem to their supervisor. Use the discussion as a means for introducing the les-

son content.

Summary of Content and Teaching Strategies

Objective 1: Understand the role of communication skills in the workplace.

Anticipated Problem: What roles do communication skills serve in the workplace?

I. Employees are always emphasizing the importance of strong communication skills in the

workplace.

A. People skills are the important abilities that help people work together and get along.

1. Effective people skills are one of the many skills sought by employers.

2. People skills are helpful in organizations because they help members unite as a group.
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3. Traits that demonstrate good people skills include:

a. respecting others

b. being courteous

c. using common greetings such as “thank you,” “excuse me,” and “hello.”

d. commending other people for a good job

e. seeking advice of others

f. recognizing different personality types

g. communicating effectively

h. criticizing carefully

i. helping others feel good about themselves

j. allowing others to make decisions

k. having empathy considering others needs

l. using good nonverbal communication

B. Personality can be defined as a collection of a person’s distinctive, individual qualities.

Personality is the way a person thinks, functions, and relates to others. There are many

different types of personalities.

1. Dominator one who likes to control a group.

2. Compromiser one who tries to see all sides of an issue.

3. Follower one who watches, listens, and usually goes along with the group.

4. Protester one who speaks out strongly against a situation.

5. Encourager one who gives courage, hope, confidence, and support to the group.

6. Integrator one who removes barriers.

7. Contributor one who likes to share information and initiate projects.

8. Opinion-seeker one who likes to get other people’s opinions.

9. Opinion-giver one who is constantly providing his or her own opinion.

10. Information-seeker one who seeks out facts and information.

11. Information-giver one who always has answers to questions.

12. Elaborator one who will usually elaborate on issues to the smallest detail.

13. Recognition-seeker one who needs constant recognition.

14. Distracter one who constantly wants attention and sometimes does silly or foolish

things to get it.

15. No-show one who usually does not show up for events or activities.

C. Working with people successfully involves the following positive characteristics:

1. being cooperative

2. respecting authority

3. handling criticism positively

4. doing quality work

5. being enthusiastic

6. being flexible

New Mexico Agricultural Mechanics and Technology Lesson Plan Library

Unit B. Problem Area 2. Lesson 6. Page 4.



7. offering compliments

8. regularly assessing yourself

Use TM: B2–6A to help explain the various personality styles. TM: B2–6B should be used to show the

positive characteristics a person should display in the workplace.

Objective 2: Understand how to present a problem to a supervisor.

Anticipated Problem: How should one present a problem to a supervisor?

II. Three steps should be followed in handling a problem in the workplace.

A. Before talking to your supervisor regarding a problem, certain issues should be addressed.

1. Make sure you understand the problem.

2. Decide if and when you should present the problem.

a. Could it be handled by yourself and the co-worker?

b. Major problems need immediate attention; minor problems can wait until your

supervisor’s workload is light.

3. Think about what your supervisor needs to know.

a. What is the goal of presenting the problem to your supervisor?

b. What are the basic facts that he or she needs to know to handle the problem?

4. Think of possible solutions

B. When you talk or write to your supervisor you should do the following:

1. Explain the problem clearly.

2. Get directly to the point, concentrating on the facts.

3. Give opinions only if requested by your supervisor.

4. Concentrate on the problem and not on what caused the problem.

5. Focus on the solution to the problem.

C. After expressing your concerns to your supervisor, you should:

1. Be modest; avoid taking credit for bringing up the solution.

2. Respect confidentiality by not gossiping about another coworker’s mistakes.

3. Do not be angry or resentful if your suggestions are not used.

Many techniques can be used to help students understand how to present a problem to a supervisor. Role

play situations in agribusiness settings with students in order to better illustrate this objective. Use

TM: B2–6C to help explain the steps in handling a problem. Use LS: B2–6A for students to gain experi-

ence in presenting problems to a supervisor.
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Objective 3: Identify the techniques used in requesting information from a supervisor.

Anticipated Problem: How should you request information from a supervisor?

III. Four steps should be followed in requesting information from a supervisor.

A. Plan your request.

a. Think about your audience, the purpose, and most of all, what you want to say.

b. Do not “engage your mouth before engaging your brain.”

B. State your request clearly.

a. Start with an introductory statement of the problem or situation.

b. Then describe, as best as possible, the information you are requesting.

C. Explain your reasons.

a. Be specific as to the details of why.

b. Provide appropriate information.

D. Keep the request simple, short, and courteous.

a. Remember, you are requesting not demanding information.

b. The tone of voice is important. It should be formal and not directive.

E. When the request is in written form:

1. Use visual illustrations when appropriate.

2. Choose your words carefully.

3. Express yourself clearly.

4. Review the draft for punctuation, spelling, and grammar before sending.

F. When the request is done orally:

1. Listen actively.

2. Maintain eye contact.

3. Try not to interrupt any response to your request.

4. Use pauses to consider what is being said or to allow for questions.

5. Use facial expressions and gestures.

G. There are three types of requests—information, action, and permission.

Use TM: B2–6D to help explain the steps in requesting information. TM: B2–6E can be used to show

techniques in written and oral requests. LS: B2–6B can be used to introduce students to a short memo

request. Use LS: B2–6C to help students learn skills for making oral requests.

Objective 4: Explain the role of written communication in an agribusiness.

Anticipated Problem: When and how does one use written communications?

IV. The primary purpose of written communication is to inform.

A. There are several types of written documents—reports, letters, articles, and forms are

the most common.
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B. There are two types of letters—business and personal.

1. A business letter may ask about a job, send or request information, or have another

purpose. A personal letter is one that we write to a friend or family member.

C. Examples of written communication in horticulture businesses include family inventory

surveys, landscape proposals, floral contracts for weddings or parties, and research arti-

cles.

Many techniques can be used to help students learn the role of written communication. TM: B2–6F can

be used to show the various parts of a letter.

Review/Summary. Focus the review and summary of the lesson around the student

learning objectives. Call on students to explain the content associated with each objective. Use

their responses as the basis for determining any areas that need to be covered again. Questions at

the end of each chapter in the recommended textbooks may also be used in the review process.

Use the lab activities in reviewing and reinforcing student learning.

Application. Application can involve one or more of the following activities using the

attached lab sheets:

LS: B2–6A — Presenting a Problem to a Supervisor

LS: B2–6B — Requesting Information from a Supervisor

LS: B2–6C — Making Oral Requests

Evaluation. Evaluation should focus on student achievement of the objectives for the les-

son. Various techniques can be used, such as student performance on the application activities. A

sample written test is attached.

Answers to Sample Test:

Part One: Matching

1=b, 2=f, 3=a, 4=c, 5=e, 6=d, 7=h, 8=g

Part Two: Completion

1=integrator

2=Personality

3=review

4=information, action, permission

Part Three: Short Answer

1. Plan your request.

2. State your request clearly.

3. Explain your reasons.

4. Keep it simple, short, and courteous.
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Sample Test Name_____________________________________

Test

Lesson B2–6: Using Communication Skills in

Appropriate Situations

Part One: Matching

Instructions. Match the term with the correct response. Write the letter of the term by the defini-
tion.

a. business letter d. compromiser g. distracter

b. dominator e. personality h. personal letter

c. follower f. people skills

_______ 1. One who likes to control a group.

_______ 2. Important abilities that help people get along and work together.

_______ 3. Letter that asks for a job, requests information, or sends official information.

_______ 4. One who watches and listens and usually goes along with the group.

_______ 5. A collection of a person’s distinctive, individual qualities.

_______ 6. A person who tries to see all sides of an issue.

_______ 7. A letter written to a friend or family member.

_______ 8. Someone who acts foolish or silly to get attention.

Part Two: Completion

Instructions. Provide the word or words to complete the following statements.

1. One who tries to remove barriers from a situation in a group is called an _____________.

2. ____________ can be defined as a collection of a person’s distinctive and individual quali-

ties.

3. When requesting information from a supervisor in written form, always ___________ the

draft copy before sending a final version.

4. Three types of requests include _____________, ___________, and ____________.
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Part Three: Short Answer

List the four steps to follow when requesting information from a supervisor.
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TM: B2–6A

PERSONALITY STYLES

1. Dominator

2. Compromiser

3. Follower

4. Protester

5. Encourager

6. Integrator

7. Contributor

8. Opinion-seeker

9. Opinion-giver

10. Information-seeker

11. Information-giver

12. Elaborator

13. Recognition-seeker

14. Distracter

15. No-show
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TM: B2–6B

POSITIVE CHARACTERISTICS

1. Being cooperative

2. Respecting authority

3. Handling criticism

4. Doing quality work

5. Being enthusiastic

6. Being flexible

7. Offering compliments

8. Assessing yourself
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TM: B2–6C

STEPS IN HANDLING A PROBLEM

BEFORE COMMUNICATING WITH

YOUR SUPERVISOR:

1. Fully understand the problem.

2. Decide if and when to present the problem.

3. Think about what needs to be solved.

4. Think of possible solutions.

When talking or writing to your supervisor:

1. Explain the problem clearly.

2. Concentrate on the facts of the issue.

3. Give opinions only if requested.

4. Concentrate on the problem, not the cause
of the problem.

5. Focus on the solution.

After expressing concerns

1. Be modest.

2. Respect confidentiality.

3. Do not be angry if your suggestions are not
used.
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TM: B2–6D

FOUR STEPS IN

REQUESTING INFORMATION

FROM A SUPERVISOR

1. Plan your request.

2. State your request clearly.

3. Explain your reasons.

4. Keep the request simple, short,
and courteous.
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TM: B2–6E

WRITTEN REQUESTS

1. Use visual illustrations.

2. Choose words carefully.

3. Express yourself clearly.

4. Review draft.

ORAL REQUESTS

1. Listen actively.

2. Maintain eye contact.

3. Do not interrupt responses.

4. Use pauses.

5. Use facial expressions and
gestures.

6. Have your material edited.
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TM: B2–6F

PARTS OF A LETTER
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Mailing address

of Sender

Date

(Name of Receiver)

(Receiver’s Address)

(Signature Goes Here)

1. Heading
2. Address
3. Salutation

4. Body
5. Complimentary Close
6. Signature Lines

7. Reference Initials
8. Enclosure Notation
9. Postscript

1

2

1

1

5

6

7

8

9

(Courtesy, Interstate Publishers, Inc.)



LS: B2–6A Name_____________________________________

Lab Sheet

Presenting a Problem to a Supervisor

Purpose:

To learn how to present a problem to a supervisor.

Materials:

Lab sheet

Writing utensil

Procedure:

1. Read the scenario below.

2. Be prepared to report this problem either verbally or in memo form.

3. Your teacher will direct you as to how to report.

Scenario

Assume that you are a driver for a local florist shop. Your delivery truck was purchased about three

months ago and is considered “state-of-the-art.” While making your afternoon deliveries, you realize you

are slightly behind schedule. There are more deliveries today than usual, and you have to have the truck

back by 5:00 PM.

Because the day is very warm and traffic is heavy, the truck starts to overheat. Steam is coming out from

under the hood. You see a service station ahead and pull in. The attendants are busy, so you pick up a

water hose and put cold water into the radiator. The truck will not restart.

When the mechanic at the station comes out and inspects the engine, she tells you the engine block is

cracked because of the cold water you put in the radiator. The estimated cost to repair the damage is

$1,600.00.

Report the problem to your supervisor.
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LS: B2–6B Name_____________________________________

Lab Sheet

Requesting Information from a Supervisor

Purpose:

To learn how to prepare a written request for information from a supervisor.

Materials:

Lab sheet

Writing utensil

Procedure:

1. Read the scenario below.

2. Prepare a written request (using memo format) to attend the workshop.

3. Ask for your company to pay for cost of travel, meals, and the registration fee.

4. Estimate your total expenses, specify the number of days you will be gone, and explain who

will cover for you during your absence.

Scenario

You are employed as a chemical applicator for a local golf course. The local community college is conduct-

ing a Chemical Applicator Workshop on campus. The registration fee for the workshop, which runs for

five days, is $125.00. This includes a manual and all handouts. The State Applicator Test which is now

required for all chemical applicators (and which you have not taken), will be given at the workshop.
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LS: B2–6C Name_____________________________________

Lab Sheet

Making Oral Requests

Purpose:

To learn how to make requests using effective telephone skills.

Materials:

Lab sheet

Writing utensil

Procedure:

1. Read the two telephone requests below.

2. Working in pairs, discuss an appropriate telephone request for each of the situations.

3. On a separate piece of paper, outline what to say.

4. Be prepared to present your request orally to the class.

Telephone Request

A. You are the manager of the L & G lawn and garden nursery. Call and place an order to your

wholesale seed distributor for $1500.00 worth of seeds. You must receive the shipment

within 10 days. Your company may make orders over the telephone by supplying their

account number. L & G’s account number is #7102-410.

B. As manager of L & G Nursery, you want to register a complaint about the service your com-

pany received from a plant container company’s regional representative. The representative

has not returned your calls, has misplaced two orders for trays and cells, and incorrectly

billed you for containers you did not order.
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LS KEY: B2–6C

Lab Sheet Key

Making Oral Requests

A. Students’ request should include the following:

Student’s name

Company name

Merchandise ordered

Account number

Delivery date

B. Students’ requests should include the following:

Student’s name

Company name

Buffer statement

Statement of problem

Supporting details

Action requested

Courteous ending
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