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Event — Capacity Building/Training Program for Inter Organizer - Internal Quality Assurance Cell IQACSU)
Hostel Administration Staff (Hostel Warden and Associated Department — Skill Development Sharda
Manager) ' University

Title - Soft Skills and Effective Communication

Objectives of Event:

" To ensure that Inter Hostel Administration staff be more friendly and empathetic towards the students from various

nationalities and mindsets.

* To ensure a peaceful environment for students from different parts of the country, conducive to living together
harmoniously and nurturing friendly relationships.

s To enable participants to improve the satisfaction of the hostellers through effective counsehng and guidance whenever

required
= To ensure that the hostel env1ronment positively affects students' academic performance
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Training Program (Module and Methodology)
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Training Program
Program - ("é‘;{ﬂﬂ'ﬂ"') Soft Skills and Effective Communication

S.No

Module

Methodology

Introduction | Ice Breaker | Activity | "The Human Rope" | De Brief of Activity and Group
Discussion | Context Setting

Activity & Discussion | Instructor Led | Learnings from the "Human Rope" Activity

JPerceptioh is Reality - What Students | Staff | Management | Others Perceive About

2 SHARDA Wardens Discussion | Experience Sharing | Presentation Based | Instructor Led

Feeling the "Pulse” - Understanding the Needs | Interests | Concemns | Expectations of N . : : . ..
3 & Studen tsgan d Other Sltakehol dexl-s | NICE Analysis Video | De Brief | Splinter Group Discussion Activity | Instructor Led

Delivering the Total Care Experience - How? ( Connect with Students, Staff
Management | Stakeholders
4 | Provide Service| Build Relationships) Importance of Communication | 7 C(s) of Activity & Discussion | Experience Sharing | Case Studies | Videos | Role Plays
Communication | STAR and the PRIDE Mode! of Communication
What is Attitude - What is Your Service Attitude - Share Your Best | Worst Attitude
Story | Building a Positive Outlook and Attitude | How to Display the Service Attitude at . .
4 Workplace. How does this impact and influence behaviour Vidcol Bl [InstuetenEed) [SenpiPiscussion
For the Students YOU are SHARDA University - Moment of Truth - How? | How . . . - .

6 MOT(s) make and Break Perceptions Group Discussion | Experience sharing | Facilitator and Instructor led sessions
7 Understanding Ownership | Accountability | Responsibility | Initiative Video | PPT | Instructor Led | Group Discussion | Storyboarding
8 Taking The H.E.A.T - Hear | Empathize | Apologize | Take Action PPT Led Sessions | Role Plays
9  |Connect - Convey - Convince - Learn The Art of Connecting, Conveying and Convincing Video Based | Instructor Led | Expenwe S/a.nn’ cal \\Ol\ O
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Program - ("W') Soft Skills and Effective Communication

S.No. Module Methodology
10 |[When You HEAR, Do You LISTEN? | Listening Skills | LACE - Listen, Acknowledge, Clarify and Explain Concept Discussion | Experience Sharing | Instructor Led Facilitation
pe g
11 The Art of Probing - Probing Pays ( How To Extract Meaningful and Critical Information to help better ) Concept Discussion | Experience Sl:l:;sg | Instructor Led Facilitation | Role
12 [When You HEAR, Do You LISTEN? | Listening Skills | LACE - Listen, Acknowledge, Clarify and Explain Concept Discussion | Experience Sharing | Instructor Led Facilitation
13 Rapport Building - Seek to UNDERSTAND first and then to be UNDERSTOOD Concept Discussion | Experience Sharing | Instructor Led Facilitation
14 Do You INFORM? Or Do You INVOLVE! ( Your Peers, Staff, Management, Students) Concept Discussion | Experience Sharing | Instructor Led Facilitation
3 ’ a . 7. e

15 COMPLAINT is a GIFT! CATCH it Behawo;rEie;\:lrce is NOT a Matter of ART!.....it is a Matter of Concept Discussion | Experience Sharing | Instructor Led Facilitation
16 Empathy VS Sympathy Case Studies | Role Plays | Videos \ /

17 . 7 (GAO)

Recap | Summary | Closing Instructor Led RSburagne C.e“
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Excellent

Average

"Below Average
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Capacity Building/Training Program - Feedback Participants - 20
20
18
16
16 15 15
14 14
14
12
12
10
8
8
6 6

6 5 : 5

4

, _

0

[The purpose and [The content was easily [The sessions were [Over all time allotted [l feel confident in using [The training room and
relevance of the training understandable] interactive] for the workshop was  the concepts/methods facilities were adequate
program was clearly sufficient) for the enhancement of and comfortabie]
defined] customer satisfaction]
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[Subject knowledge and presentation skills]
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Comments / Suggestion o %5&%3[1) -

- Beyond Boundaries

 Such training program should be conducted every quarter.

« Training programme was well organised, | hope this kind of training sesssion should be conducted on Quarterly
basis, rather than once in a year (If possible). It will enhance the performance and overall skills of each employee
attending the training.

 Training should have more games

« Workshop was very learning and inspiring. It's my humble suggestion that this type of workshop should be
conducted on quarterly basis.

« This training was very useful, innovative and motivating. Request management to conduct such trainings atleast
twice a year. Thank you team for refreshing our minds with a wonderful session.

* Provide this objective type training after every three or four months

» This type of training should be done four times a year.

» This type of training should be done two times a year.

» This meeting should be held every month.

o Inspired to work together without discrimination. Such meetings should be held from time to time for
motivation.

« There should some activity session between inter department to increase the working bonding.

* This type of workshop helps us a lot so it should be conduct regularly. Great job done by Divya mam.

* In my opinion training programme was good attempt to teach all wardens the aspects of many types of
situations.
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Training Programme - Soft Skills and Effectlve Communication
Organised by IQAC, Sharda University
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Organlsed by IQAC, Sharda University
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