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PREPARATION:



	MOTIVATION:



	The importance of effective communication skills through oral and written techniques will be needed by the fire officer to enhance two-way communication between subordinates and supervisors.



	OBJECTIVE (SPO):  13-1                       T-FOI-13-1-1



	The student will be able to describe and apply the communications process from memory, without assistance, to a written test accuracy of 70%.

	

	OVERVIEW:                                    T-FOI-13-1-2



	Developing Effective Communication Skills

	*  Importance 

	*  Elements

	*  Effective Listening

	*  Selective Hearing

	*  Types of Communications

	*  Specialized Reports

	*  Emotional Context

	*  Overcoming Physical Barriers









�SESSION 13-1	DEVELOPING EFFECTIVE COMMUNICATION

	SKILLS



SP0 13-1	The student will be able to describe and apply the communications process from memory, without assistance, to a written test accuracy of 70%.



13-1-1	Describe the importance of effective written and oral communication skills for a fire officer.  



13-1-2	List and describe the five essential elements of the communications process.  



13-1-3	Describe the importance of effective listening.  



13-1-4	Describe selective hearing. 



13-1-5	List, describe, and demonstrate the types of communications.  



13-1-6	Demonstrate completing of reports requested by a supervisor, a narrative report, and other standard reports used by the authority having jurisdiction, given the report forms.  (NFPA 1021 2-8, NFPA 1021 2-9.1, NFPA 1021 2-9.2)



13-1-7	Define emotional context and describe its importance.  



13-1-8	List and describe means of overcoming the physical barriers of communications.   

�I.	Importance of Effective Communication Skills (13-1-1)



	A.	Communications should be viewed as one of the most important processes of management.  There is hardly an aspect of a manager's job that does not involve communications



	B.	NFPA 1021 - Standard for Fire Officer Professional Qualifications - minimum requirements necessary to perform the duties and responsibilities of a fire officer�Discuss the possibility of written reports and documents becoming legal paperwork and may be brought into court



T-FOI-13-1-3��

II.	Elements of the Communications Process (13-1-2)



	A.	Sender - a person to send the information



	B.	Message - information that is to be sent and in a form that is understood



	C.	Method of transmission - medium



	D.	Receiver - a person to receive information



	E.	Feedback - from receiver to sender indicating a message was received and understood�T-FOI-13-1-4

















T-FOI-13-1-5

T-FOI-13-1-6��

III.	Effective Listening (13-1-3)



	A.	Understanding a message requires the existence of an active role in listening 



		1.	Alert facial expressions and posture are examples of a good listener



		2.	Questions and comments from the listener show interest and encourage the speaker to expand on what is being said



	B.	Fire officer must be able to put themselves in the place of others



		1.	Set aside time whenever necessary so subordinates may talk privately



		2.	Boredom can make us hear without listening



	C.	Need for a good listening environment



		1.	No loud background noise



		2.	Comfortable temperatures



		3.	Appropriate lighting�Select 10 students and give the first student info. pertaining to an incident.  Then have student relay info. to another student until all 10 have been given info.  Have the 10th student share info. with remainder of class.  See how much story has changed from student #1 vs student #10��

IV.	Selective Hearing (13-1-4)



	A.	A person hears only what he or she wants to hear



	B.	A common problem of everyone



	C.	Two major reasons for "selective hearing"



		1.	Too much to hear so the listener only hears what he or she can understand



		2.	Listener does not like what is being said, so listens only to the parts of the message he or she agrees with



	D.	People interpret words differently depending on their background and experiences.  May create a major communications barrier



	E.	New firefighters may not understand the language of seasoned firefighters and officers, understanding this may minimize misinterpretation�T-FOI-13-1-7













T-FOI-13-1-8��

V.	Types of Communications (13-1-5)



	A.	Formal



		1.	Written policies and procedures



		2.	Orders



	B.	Fireground - verbal commands



	C.	Face-to-face



		1.	Generally most effective



		2.	Sender and receiver talk directly to each other



	D.	Written



		1.	Memorandum



		2.	Letters



			a.	Avoid



				1)	Overly formal or pompous style



				2)	Excessive wordiness



				3)	Too brief



			b.	Include



				1)	Grammatically correct



				2)	Proper appearance



				3)	Natural and sincere



			c.	Format - 8 parts



				1)	Heading



				2)	Date line



				3)	Inside address



				4)	Subject line



				5)	Salutation



				6)	The body



				7)	Closure



				8)	Signature

	

	E.	Informal - grapevine�T-FOI-13-1-9

























Incorporate local department SOP's forms/reports





Homework - rewrite a memorandum and business letter,  T-FOI-13-1-10 -11A 

Student should see SM































See text pg. 55-58
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VI.	Specialized Reports (13-1-6)



	A.	Fire incident reports



		1.	Maryland Fire Incident Reporting Systems



			a.	Section covers time, Mo/Day/Yr, incident number



			b.	Condition/situation found



			c.	Action taken - check appropriate block



			d.	Fixed property use and ignition factor - use code from manual



			e.	Occupant address



			f.	Occupant information



			g.	Owner information



			h.	Alarm information



			i.	Fire department response



			j.	Injuries/fatalities



			k.	Complex



				1)	Group of buildings or type of building



				2)	Mobile property type



			l.	Fire cause



			m.	Miscellaneous



			n.	Construction information



			o.	Extent of damage



			p.	Detection/protective system performance



			q.	Smoke spread, if beyond room of origin



			r.	If mobile property



			s.	If equipment involved in ignition



			t.	Sign and date report



		2.	Local jurisdictional



	B.	Others



		1.	Casualty



		2.	Accident/injury



		3.	Spill report�





T-FOI-13-1-12

See SM

See MFIRS handbook















































































































See SM for these forms

T-FOI-13-1-13

Casualty, Spills, and MFIRS report for homework 

T-FOI-13-1-14��

VII.	Emotional Context (13-1-7)



	A.	Officers should avoid becoming angry when attempting to communicate



	B.	Emotional state of an individual greatly influences communication abilities



	C.	Messages will not be well thought out when a person is angry.  Likewise, if a person receiving the message is angry, the message may be misunderstood



	D.	Communications will be difficult and inaccurate�T-FOI-13-1-15��

VIII.Overcoming Physical Barriers (13-1-8)



	A.	Be adaptive to audience



	B.	Have specific purpose



	C.	Be brief



	D.	Be focused



	E.	Be clear�T-FOI-13-1-16���SUMMARY

                                                                  



	REVIEW:                                         T-FOI-13-1-17



	Developing Effective Communication Skills

	*  Importance 

	*  Elements

	*  Effective Listening

	*  Selective Hearing

	*  Types of Communications

	*  Specialized Reports

	*  Emotional Context

	*  Overcoming Physical Barriers



	



	REMOTIVATION:



	Impress again the importance of effective and proper communications skills through oral and written techniques that will be useful for the fire officer in the litigation process.



	ASSIGNMENT:



	Have students identify the purpose of effective communications skills necessary for a fire officer.  Give students handouts (bad letter and bad memo).  Have them rewrite them and also fill out various forms/reports.  



=================================================================



	EVALUATION:
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