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Ø  Introduce the workshop. 
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Ø  Introduce yourself, then go around the room and solicit brief introductions from participants. 

Ø  Ask the following questions of the group and solicit participation.  �
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Exercise 1: Review the five kinds of intelligence. 
 

Ø  As you review the five types of intelligence, ask participants to raise their hand if they are 

particularly strong in a given type.   
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Ø  Emphasize that something happens (an event, which can be minor, e.g., can’t find a parking 

space, spill coffee on your shirt, forget your lunch), which elicits the feeling.  Only use examples 

that include the experience of NEGATIVE feelings. You can explain that, for children, it might 

be important to learn how to manage positive feelings – just picture a kid dancing all over the 

classroom when he gets excited.  But for most of us, positive feelings are not a management 

problem. 
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Exercise 2: Solicit two personal and two work scenarios that follow this pattern. 
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irritated unhappy pleased anxious  guilty 
annoyed despondent adequate worried  jealous 
angry blue delighted concerned  embarrassed 
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upset lonely eager fearful  frustrated 
irate downcast thrilled shocked  envious 
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hysterical low jubilant alarmed  anxious 
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Ø  Have the participants stand and express the following emotions.  First do “Confident” by 

following the criteria as they are described.  Then have the group switch to “Anger,” “Anxiety/ 

Fear,” “Sadness,” and then “Confident” again.  Ask the participants to feel sad without changing 

the [confident] position of their bodies.  People will inevitably switch into some of the signs of 

sadness, e.g., sagging shoulders, head down.  Point this out to the group and suggest that it is 

difficult to feel sad while you are standing confidently – i.e., smiling can actually make you feel 

happier.    

*insert Peanuts cartoon from JCC 

 

The Feeling The Body and Voice Language 



                      
  

 
Confident Erect body stance, shoulders back, balance in the center or slightly leaning  

back, tone of voice is calm and firm. 
 
Happy   Laughing, singing, smiling, kissing, stroking or gently touching another,  

reaching out warmly to other, tone of voice is comforting and relaxing. 
 
Interest Maintaining eye contact, participating in a task, eyes follow an object or  

person, turning your body or moving toward a person or an object. 
 
Anger Shaking your fist, clenching your teeth, drawing your eyebrows together, pursing 

your lips, narrowing the eyes, yelling, cursing, menacing, sharp, low voice tone, 
snappish.   

 
Anxiety/Fear Tight facial muscles, hand wringing, eyes wide, line between the eyebrows  

and across the forehead, trembling or shaking of body, shaky tone of voice. 
 
Sadness Shoulders sagging, eyes or head turned down, eyes drooping at the  

corners, frowning, crying, frowning, eyes drooping, moaning, sighing, head  
in hand.  Voice is slow, catches. 
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I could tell my partner was feeling  _______________ because his/her face looked like 

______________, his/her body looked like ____________________, and his/her voice sounded 

like _________________. 
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Ø  Remember, this exercise is part of “Stop.”  It should not be presented as a relaxation strategy 

- participants have not yet learned about those. 
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Ø  Remind the participants about the importance of emotions, review the overall goal. 
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feeling]  ���
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��+  [stopping, taking a moment to breathe and think before 

doing anything.  Instruct the group to open to page 7, the homework for last session.]  
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Ø  Review the examples, stopping before discussing a strategy.  You should be prepared with 

two examples of what happened in your life and how you felt in case the group does not 

spontaneously give an example.  Either way, conclude with one of your examples (e.g., co-

worker not doing task – feel frustrated, resentful). 
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Examples of How to Use the Four Strategies to Manage Emotions 
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Ø  Read together:  
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-Paraphrased from Haim Ginott, teacher and psychologist 
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I could tell the resident was feeling  _______________ because his/her face looked like 

______________, his/her body looked like ____________________, and his/her voice sounded 

like _________________. 

Ø  Review one example for each person. 
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Ø  As you introduce this point, try to stretch out the conversation as an illustration of the 

use of minimal encouragers – keep talking until at least one participant demonstrates 

some minimal encouragers to you. 
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Exercise 1:  Practice active listening  
 

Ø  Have the participants form triads; one person should play a resident, one should “play” a 

CNA, and the third should observe each one closely.   

 

Exercise 2:  What did you do?   
 

Ø  List the active listening skills on the board.  Have the third person describe what s/he 

observed in the interaction, in terms of active listening.  Ask the resident and CNA for their 

impressions, as well.   
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Ø  Also, what “tactics” did the CNA use to engage the resident?   
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Shifting your Focus 
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Task Focused 

Exercise 1:  List 10 daily job tasks  
(in column 1 on board, as they’re called out). 
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Resident Focused 

Exercise 2:  List communication skills that make residents happy  
(in column 2). 

Ø  Reframe participants’ input in terms of the Top 10 list (make eye contact, give a limited 

number of acceptable choices to help make a decision, smile, etc.).  �
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Exercise 3:  Review the list. 
�

'���%-�:�	����
�F���	���8��������
����$����	��

%��� 7������$��
�
��������
���*��
���
������
�
����������������������

� )�������������	����
�������������������	������	�
�����

�
����������������	����������

����
������	�
����������

/��� 2��
�

�����$��
�� �������
�������$����&�
������� ���
�����$��
��
����

*��$��
�����������=�
��
��
���������	���������	���
���
��	�����������
��
�
�������
�

����	���������   

Ø  Model "Come with me, Mrs. Taylor" with different voice tones.   
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The first communication skill I will focus on improving is __________________. 

 

Taking Care of Residents’ Feelings: Summary 
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Exercise 1:  Have participants report what they have learned from the entire workshop.   
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Exercise 3:  Read the quote out loud, together. 
�

*�����������
��
������
�
����
�������	����
��
�*����
�������	����������
���������������*
�	����

�

�
����
��
�����
�	�
��������
����*
�	���������������
��
�����	�
������
�������	�������
������*�

��		�		���
��������	�������
������������	���	��������	����������!����	���*����������
�������


��
������������	
�����
������	����
������*������������
���������������
�����������*������	�
��
���	��

�
��	������	���	��
��
�������	����
���������	�	����������	����
����������	����
������������	���

�������������������������� �         

     -- Haim Ginott 
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