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1 Introduction

People who professionally facilitate participatory processes use special communication skills in their work. These skills can be improved with practice. This Unit takes communication techniques used by professional facilitators and applies them to PGIS. The Unit challenges trainees to take an introspective look at their own personal values, attitudes and behaviours and consider how these influence their communication style and increase or decrease their ability to serve as a PGIS facilitator. 
2 strategies for group collaboration

Professional facilitators have a large repertoire of participatory methods they use to focus a group’s energies and build a team mentality. The first obvious step, when working with a new group, is to have people introduce themselves to one another. From the beginning, PGIS practitioners need to be explicit about their roles and responsibilities, transparent about their motives and who funds their work and communicative about the pros and cons of community mapping. The facilitation team’s role is to help focus people’s energies on accomplishing a task.      

Facilitators agree to remain as neutral as possible, while at the same time defending participants from others who may take advantage of them and helping all participants contribute their views. If a community chooses to engage in PGIS, they need to discuss and clarify their expectations of participatory mapping, the facilitation team and one another early in the process. This is an important issue in PGIS and will be elaborated on in the next two Units of this Module.

2.1 Norms of Group Behaviour

One technique used to promote teamwork within a group is to establish “norms of group behaviour”, also known as “ground rules” or “group values”. These rules are developed collaboratively by the participants at the beginning of a process and serve as guidelines for group behaviour. Making these rules provides participants with clarity about how meetings will be conducted and how decisions will be made. Group participants develop these norms collectively and thus they will be unique with each new PGIS project. The following six topics should be discussed when developing norms of group behaviour:
 

· group goals and objectives – What is the purpose for having the PGIS process? What does the group hope to accomplish collectively?

· role of participants – Are participants serving as representatives of a larger group? What responsibilities do they have to their constituency and to the current group?

· role of PGIS facilitation team – What role(s) does the PGIS team play in the process?

· behavioural values – What behaviours are valued by the group (e.g. transparency, collaboration, respect)?

· operating procedures for meetings – Where, when, how often and for how long will meetings occur? How will participants be notified of meetings and how far in advance? How will agendas be developed? 

· decision-making method(s) – Will decisions be made by majority vote, consensus or another method?  

A facilitator helps the group brainstorm and narrow down the norms of group behaviour for their process. Often these norms are posted in large lettering on a wall so that the group can see them and refer to them during meetings. These norms are a great way to provide structure for a group of community representatives working together in a PGIS process. Norms of group behaviour are a social contract within a group, but are not a substitute for prior informed consent, which is discussed in Module 2, Unit 3: "Free, Prior and Written Informed Consent".

2.2 Group Memory and the Recorders
“Group memory” is a visual record of the group’s discussion. Group memory helps a group to focus, legitimises people’s ideas, depersonalises ideas, provides a non-human target for criticism, prevents repetition, can be used as meeting minutes and is low cost and easy. Typically the group memory is documented using large sheets of paper and markers. After each sheet is filled up, it is taped on the wall so that everyone can easily see it.      

The group memory is documented by the facilitation team’s “recorder”. Like the facilitators, the recorders agree to put the interests of the group above their own. The recorder’s job is to capture ideas from the group in writing and display them in a manner that all the participants can see. The recorders use the group’s key words and phrases when they write. The recorders do not participate in the conversation except to get clarification on what has been said. If necessary, the recorders can ask the group to speak more slowly or repeat something. 

The recorders should position themselves where they are visible to everyone and should write clearly and with lettering large enough for people in the back to see. To make the group memory more readable, recorders typically label page numbers and use colourful markers to highlight main points.
  

2.3 Group Decision-Making

There are many ‘tools’ that have been developed for planning and making decisions in a group. Experienced facilitators pick from a variety of possible group decision-making strategies in their toolbox, choosing the one that is most appropriate for each situation.
 Below is a general 3-step outline for a group decision-making process.
 

Step 1: Brainstorming

· Contributions are encouraged.
· Ideas are not evaluated or judged. 

· Creativity is valued.
· People build on one another’s ideas.
· Every idea is recorded.
· The aim is quantity of ideas.
Step 2: Prioritising

· Together the group prioritises what is most important.
· Ideas are organised and combined if similar.
Step 3: Narrowing

· Options are narrowed down by the group.
· The group tries to find a solution with which everyone is happy. 

· Options are combined and compromises are made with the goal of reaching group consensus.
There are four typical ways decisions are made for a group: 
· Someone decides and then tells the group. 
· Input is gathered from a group and then one person decides for the group. 
· Individuals in the group vote. 
· The group comes to a consensus. 

There are appropriate times for each of these but the goal in PGIS is group consensus. The facilitator strives to help groups find win-win solutions with which everyone in the group can agree.

2.4 Examples of Group Decision-Making Tools  

Specific tools to assist with group decision-making include the following:

	Clustering

Sorts and combines the ideas of individuals into a larger group product


	Method: 

· Participants brainstorm individually or in small groups, writing down ideas/goals/solutions on slips of paper (one idea per piece of paper).
· After brainstorming, people post their ideas on the wall. They then cluster similar ideas together into columns.

· The columns of ideas are read through by the group and labelled into categories. 

· Finally, the categories are ranked by participants according to their preferences.

	Go around
Gives everyone an opportunity to voice their opinion


	Method: 

· Everyone in the group is given the opportunity to share their opinion and offer a possible solution. This is done either anonymously (by writing ideas) or in the open (by going around a circle and taking turns expressing ideas). 

Shortcoming:

· This method puts people on the spot and can expose individuals to attack or embarrassment. This can be overcome by having people anonymously write their ideas, but if participants are illiterate this puts them at a strong disadvantage. 

	Voting with stars
Serves as a ranking system
	Method: 

· A variety of options developed through an earlier brainstorming activity are written on separate pieces of paper and posted.
· 
Participants have a particular amount of pretend money or points (e.g. 5 stars) and they use this to vote for what is most important to them. They could put all of it towards one item, showing they place heavy importance on this one item, or divide the amount among the items.   

· 
After everyone has ranked the items using this system, the total amount of points/stars/money for each item are tabulated and the resulting order of items is discussed.

	Fist of five
Polls a group’s opinions during a discussion

	Method: 

· Participants ‘vote’ with their hand, but instead of a simple yes/no, they can vote the following:

· Fist – absolutely disagree

· Three fingers – neutral

· Five fingers – absolutely agree


3 Facilitating Group Communication

Successful communication depends heavily on people’s ability to listen to others’ points of view and coherently articulate their own. Facilitators can assist with this by clarifying and rephrasing what people are saying and summarising points that are being made by the group as a whole. 

3.1 The Challenge of Listening

Facilitators need to consider the listening challenges of participants. How can PGIS facilitators help participants personally and collectively overcome typical listening challenges faced by everyone? Common challenges for listeners include boredom, thinking about how to respond, being impatient with others, having a question but not asking it, having difficulties understanding the level of material being discussed, being tired, thinking about something else and so on. People’s ability to listen and remain focused decreases when they are hungry or thirsty, hot or cold, physically uncomfortable, distracted by interruptions and noise, or unable to hear the conversation or understand the language fluently. 

Facilitators can help participants be better listeners by addressing typical listening challenges. Meetings and workshops should be set in a location that is comfortable, quiet, an appropriate size and handicapped accessible. Facilitators can help participants remain focused by providing drinks and snacks, using visual aids, taking breaks, limiting distractions (e.g. requesting that wireless internet and cell phones be turned off), facilitating interactive discussions and exercises and keeping meetings within a reasonable time limit. Even the way the chairs and tables are set up in a meeting influence the interactions that will take place.
 PGIS teams must do considerable work prior to each community meeting to enable fruitful participation.

3.2 The Art of Listening

The art of listening is important during meetings. In this Unit we look specifically at active listening and non-verbal communication. 
Active Listening:  When people are actively listening, they are focused on what the speaker is saying and they demonstrate this by reflecting back what is being said and seeking to better understand the speaker’s point of view. Active listening helps people who are speaking feel more understood and heard and it usually encourages them to continue talking. Active listening is also called “paraphrasing” or “summarising”. These are examples of active listening questions:
 

· Open-ended: “How are you today?” and “Why are you asking for that?”
· Open-ended questions allow the other person to select what he or she wants to talk about and choose which information is most important and relevant to share. 
· Encouraging: “That is very interesting.” and “Can you tell me more?”

· Encouraging comments show interest in what someone has to say. 

· The listener should try not to agree or disagree (i.e. be neutral).
· Clarifying: “Where else are these located?” and “How large an area is it?” and “What else is located there?”
· Clarifying statements check the person’s story and help get more information.
· Restating: “So you are saying that this should be located there. Is that right?” and “Let me see if I understand you. You said… Is this correct?”

· Restating statements help listeners make sure that they understand what the speaker is saying. They also help to check the person’s story and get more information.

· Reflecting: “You seem concerned about this” and “How did you feel when that happened?”

· Reflecting comments show that the listener understands how the speaker feels. These comments encourage people to further explain how they feel.

· Summarising: “So you are saying that…” and ”You’re feeling that this was inaccurately mapped because.... Is that correct?”

· Summarising comments review what has been said so far. These statements make sure that important ideas and facts are correctly understood by the listener. These comments show that a person has been listening.

· Validating: “Thanks for sharing that information with me.” and “I really appreciate your spending the time to explain this situation to me.”

· Validating comments thank the other person for sharing with the listener.

Non-verbal communication:  People communicate with their body language as well as their words. Emotions such as excitement, stress, boredom and sorrow are communicated in the tone of people’s voices, the expression on their faces and the movements of their bodies. Even if two people speak different languages and cannot understand one another, they might be able to sense one another’s mood. 

Some forms of body language cross cultural divides. Other forms of body language are culture-specific. For example, pointing is considered rude in some cultures and not in other cultures. Another aspect of body language that differs between cultures is the kind of body language that is considered appropriate between a male and female. 

It is important for PGIS facilitators to keep in mind what their body language might be (mis)communicating to other people. They should become familiar with and pay attention to the orientation of their bodies (e.g. where are they facing?), the movements of their bodies (e.g. are they fidgeting?), the position of their arms and legs (e.g. are they communicating boredom, relaxation or anger?) and their facial expressions. Facial expressions and eye contact are especially communicative. 
The sound of a person’s voice often tells as much as his or her words. The speed and pitch of a person’s speech varies in different circumstances and can change through the course of a conversation. What emotions do a person’s body, face and voice communicate in the absence of words? PGIS facilitators can use their body language and the sound of their voices to help others feel at ease, understood and encouraged.

Better understanding others and oneself: When trying to understand someone else, people often seek clues in another person’s verbal and body language. People use these clues to form inferences about another person’s thoughts, attitudes, values and personal history. One of the characteristics of talented facilitators is that they do not assume the inferences they make about others to be true, but instead test these inferences (by asking questions) so that they can understand the other person more deeply and accurately.
Another characteristic of talented facilitators is their practice of evaluating their behaviours and questioning their own attitudes, values and beliefs. By regularly critiquing their actions and staying aware of their personal motives and assumptions, facilitators can grow in their understanding of themselves and improve their ability to serve the people with whom they work.  
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