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Course Number:
 SDP 125

Retail Interpersonal Communication 



Credits:


 1
    
Date:


 Oct 2005 
Institution: 


Clackamas Community College

Outline Developed by:  

Peggy Falkenstein/Joan Ryan

Type of Program:  

Professional Technical Supplementary 
Course Description:  This course is composed of four interpersonal communication topics as applied to the retail workplace: communication styles, listening, managing conflict in the workplace, and the challenge of change.
Course Objectives:

1. Explore styles of communication;

2. Develop ways to maximize one’s communication style; 

3. Practice methods of improving communication;

4. Develop a communication strategy;

5. Explore effective listening and describe why is important;

6. Examine layers of listening;

7. Practice active listening;

8. Examine conflict management styles;

9. Explore the challenges of communicating during a period of change.

Student Learning Outcomes:

Upon successful completion of this course, the student should be able to:

1. Define four styles of communication.

2. Define the assertiveness scale and its application in the workplace.

3. Describe several ways to strengthen communication abilities.

4. Identify three layers of listening.

5. Demonstrate active listening.

6. Describe five conflict management styles.

7. List the stages of change.

Length of Course:
11 lecture hours

Prerequisites:

Prior supervisory experience suggested

Grading Method:  
Pass/No Pass




20%
Participation




30%
Homework and written assignments




15%
Self-assessment and growth plan




35%
Term paper or project
Required Text:  
Flexible Communication Styles Target 2003; Listening Target  2001; Managing Conflict Target 2002; The Challenge of Change Target 2001

Recommended Reading:  
Interpersonal Skills for Leadership, Fritz, Brown, Lunde, Banset, Prentice Hall, 1999

MAJOR TOPIC OUTLINE
I. INTRODUCTION

A. Overview of  topics

B. Communication Styles Inventory

II. BEHAVIORAL STYLES

A. Alike Styles 

B. Conflicts

III. COMMUNICATING WITH DIFFERENT STYLES

IV. TEAM ANALYSIS

V. LISTENING BARRIERS AND ASSUMPTIONS

VI. ACTIVE LISTENING SKILLS

VII. CONFLICT MANAGEMENT STYLES

VIII. STAGES OF CHANGE

A. Five steps of change

B. How change feels

C. Communication tips to navigate change
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