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INTRODUCTION TO
THE MODULE

. LEARNING OBJECTIVES

At the end of the Modules, the participants will be able to:
= Understand the role of various behavioural skills in addressing public grievances.
m  Distinguish the role of different types of behavioural skills in public service delivery.
. Apply different types of behavioural skills in public service delivery.

= Analyse different types of behavioural skills when handling various citizen
complaints.

. Assemble the learning insights from the activity-based learning (i.e., role-play)
and apply them in the daily organisational routine.

B INTRODUCTION

The Centralised Public Grievance Redress and Monitoring System (CPGRAMS) is an online
platform that enables citizens to lodge complaints and ensure systematic redressal. Although
CPGRAMS is technologically advanced, it fundamentally relies on human interactions
to address public grievances. During a typical service encounter, there is an interaction
between the service provider and the customer. The objective of the service provider is
to ensure a smooth transaction with the customer.

In the context of CPGRAMS, which handles public grievances, customers file numerous
complaints regularly. Therefore, it becomes immensely important for a service provider to
ensure a smooth transaction with the complainant. The citizens often lodge complaints
on a wide variety of issues such as irregularities in road repairs, birth certificates, medical
facilities, government schemes, agricultural and rural issues, scholarship disbursement
delays, land mutations, unavailability of basic facilities, etc.
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Owing to the severity of the grievances/complaints, the public encounters emotional turmoil
that often leads to conflicts with the service providers. In the process of dealing with
such complaints and conflicting circumstances, both citizens and public officials undergo
emotional distress and anxiety. Therefore, despite human interactions playing a major
role in handling customer grievances, it becomes increasingly challenging for the service
providers to manage the complaints. Given these circumstances, there is a substantial
need for soft skills to

» Mitigate the conflicts
» Reduce the anxiety and emotional turmoil

» Ensure smooth transactions between service providers and complainants.

The training in soft skills will empower the public service employees to deliver better
services to citizens and improve the overall efficiency of the CPGRAMS platform.
Considering the nature of the job profile and specific demands of public service employees
in the CPGRAMS platform, some soft skills are found to be extremely important to improve
the overall service efficacy of the employees. These include:

Attitudes

Feedback and
behaviours

Interpers
onal
Commun
ication

Coaching
&
Conselling
Skills

Figure 18: Important soft skills for public officials

Accordingly, the following section provides an understanding of each of these important
behavioural skills for the public officials.
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EMPATHY IN
ADDRESSING PUBLIC
GRIEVANCES

. OUTLINE OF THE SESSION

Learning Outcomes

Definition

Questionnaire items to measure empathy
Introduction

Types of Empathy

Behavioural indicators of empathy
Realising Learning Outcomes

Conclusion

References and Additional Readings

Quiz

B LEARNING OUTCOMES

At the end of the session, the participants will be able to:

>

>

Understand the role of empathy in addressing public grievances.

Distinguish the role of different types of empathy- affective/somatic/cognitive in
public service delivery.

Apply different types of empathy in public service delivery
Analyse different types of empathy in handling various citizen complaints

Assemble the learning insights from the activity-based learning and apply them in
their daily organisational routine
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B DEFINITION

“Empathy is understanding a person from their frame of reference rather than
one’s own, or vicariously experiencing that person’s feelings, perceptions, and
thoughts. Empathy does not, of itself, entail motivation to be of assistance,
although it may turn into sympathy or personal distress, which may result in
action.”

- American Psychological Association

. QUESTIONNAIRE ITEMS TO MEASURE EMPATHY

i. Paying attention to the citizens’ moods/non-verbal cues
ii. Relates well to people of diverse backgrounds
iii. Can see things from someone else’s perspective.

—Boyatzis & Sala, 2004

B INTRODUCTION

Empathy is the art of sensing others’ feelings, thoughts, perceptions and acting accordingly.
Identifying others’ points of view and understanding their feelings builds trust and respect
between people. Empathy is one of the important skills in building and strengthening social
relationships and the foundation of all relationship competencies.

In the context of grievance redressal, the quality
of human interactions can certainly be improved Afrective
by applying various concepts of empathy. The empathy
training on soft skills associated with various
types of empathy, including Affective, Somatic
and Cognitive types, will have a profound

influence on handling customer grievances.

Empathy is further categorised into three types Cognitive Somatic
empathy empathy

as follows:

a. Affective empathy

» Affective empathy refers to an individual mirroring another person’s emotion (i.e.,
| feel what you feel).

110 Empathy in Addressing Public Grievances




Model Curriculum, Content and Andragogy

» Employees with high emotional empathy can build social relationships with a sense
of harmony and an emotional connection.

» Affective empathy helps individuals connect with others.

» During the ‘human interactions’, affective empathy promotes ‘emotion-sharing’ and
compassion between both individuals.

» This type of empathy helps an individual to understand and feel the emotions
in the same way as the other person is experiencing. Therefore, there could be
enhanced synchrony in human interactions.

» This can build better communication and stronger relationships.

» This approach will also help mitigate conflicts and promote the forgiving nature
of individuals.

—Maibom, H. L. (2017)

The following example illustrates the aspect of being empathetic.

A farmer repeatedly complains about irregularities in the subsidy schemes of which he
is a beneficiary. Despite his repeated complaints, the issue remains unresolved. In one
instance, the farmer gets angry and begins to criticise the systemic and procedural
delays.

One government employee patiently listened to all the criticism and waited calmly
until the farmer’s anger subsided.

After this, the employee patiently admitted, “I would react in the same way as you. |
completely empathise with you. | understand there are delays and issues at our end.”

This approach of affective empathy not only mitigates conflicts but also promotes
trust and friendly relations between people.

Somatic empathy

» Somatic empathy involves the bodily responses or physical responses in reaction
to others’ emotions. Somatic responses may be in the form of:

» Bodily sensations/ cues

» Facial expressions

» Reflexive bodily responses

» Physical fatigue or discomfort

» Appropriate body gestures, etc.

» Somatic empathy plays a major role in human interactions.

» During human interactions, the majority of the communication is done through
‘non-verbal communication’.
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» Non-verbal communication includes body language, facial expressions, emotional
cues, proxemics, kinesics, gestures, etc.

» In such situations, where body language plays a major role in human interactions,
the ‘somatic empathy’ plays a vital role.

—Raine, A., Chen, F. R., & Waller, R. (2022)

Example

Imagine this scenario: the villagers are consistently reporting the shortage of medical
facilities in their nearest hospital. Although the grievances and complaints are piling
up, the authorities were yet to respond. Now, a few villagers start to agitate, listing
their problems with emotional distress and tears.

Although most of the employees were reluctant to handle these conflicting situations,
a few employees attended to their complaints in a familiar manner. These employees
consoled the complainants by approaching them and talking to them. The employees
minimised the formal proxemics and gave assurance to the citizens, which was very
well reflected by their friendly body gestures and facial expressions.

In such instances, these emotional cues reflected in facial expressions, body language,
relevant gestures and proxemics will make a major difference for the people.

c. Cognitive empathy

» On the other hand, cognitive empathy is understanding the feelings, thoughts and
perceptions of others even if you do not agree with them.

» In cognitive empathy, the individual would take others’ perspective into account,
which is popularly called ‘perspective taking’ (i.e., seeing things from others’
perspective). Now, this kind of approach has become the foundation of ‘people
management.

» Especially in the workplace, when the ‘higher-ups’ consider their subordinates’
perspectives and take them into account, ownership, trust, and respect in the
team are built.

» Similarly, cognitive empathy will also enhance the ownership, trust, and respect of
the customers who lodge complaints in the CPGRAMS.

—Spaulding, S. (2017)

For example, a student fiercely enters the government office and starts yelling at the
employees as his scholarship disbursement is delayed. He continuously refers to his
family’s dependency on his scholarship. He was so disturbed by the procedural delays
and administrative hassles that are inevitable in the government system.
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Now, as an experienced employee, one has to exhibit cognitive empathy by taking
the student’s perspective into consideration. This kind of approach will certainly have
a positive impact on the citizens.

Cognitive empathy is all about perspective-taking, where the individual can observe
the problems from a neutral point of view to offer solution-oriented approaches to
the problem.

. BEHAVIOURAL INDICATORS OF EMPATHY

In the context of grievance redressal, employees who practice empathy can be observed
demonstrating the following:

Listens attentively to the Pays attention to the Relates well to people
customers’/public customers’ moods/non- of diverse backgrounds
grievances verbal cues of the complainants

Can see things from the

complainant’s Bodily sensations/cues Facial expressions
perspective

Exhibiting physical
fatigue or discomfort,
towards the complaints,
worries/concerns of the
customers

Appropriate body
gestures

Reflexive bodily
responses

In addition, public service employees should also practice the skills of ‘affective empathy
and ‘cognitive empathy’ to address customer grievances and deliver better services.

. ACTIVITY TO UNDERSTAND EMPATHY IN GRIEVANCE REDRESSAL

ACTIVITY: ROLE PLAY

Objective: To handle the complaints/ grievances in a better way by:

» Listening attentively to the citizens’ public grievances
» Paying attention to the citizens’ moods/non-verbal cues
» Relating well to people of diverse backgrounds of the complainants

» Seeing things from the complainant’s perspective.
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Participants
» Complainant - lodging complaints
» Public service employee - handling the grievances/complaints

» Observer

Scenario 1 (Affective Empathy)

A farmer repeatedly complains about irregularities in the subsidy schemes of which
he is a beneficiary. Despite his repeated complaints, the issue remains unresolved.
In one instance, the farmer gets angry and begins to criticise the systemic and
procedural delays.

Scenario 2 (Somatic Empathy)

The villagers are consistently reporting the shortage of medical facilities in their
nearest hospital. Although the grievances and complaints are piling up, the authorities
have yet to respond. Then, a few villagers start to agitate, listing their problems with
emotional distress and tears.

Scenario 3 (Cognitive Empathy)

A student fiercely enters the government office and starts yelling at the employees
as his scholarship disbursement is delayed. He continuously refers to his family’s
dependency on his scholarship. He was so disturbed by the procedural delays and
administrative hassles that are inevitable in the government system.

Roles

1. Complainant - lodging complaints:

» Speaks emotionally and sometimes angrily.

» Uses rural terms; appears confused by bureaucratic language.

» Shows non-verbal signs of frustration (crossed arms, tapping foot, teary eyes).
» Feels disrespected by “urban” officials.

» Wants to be heard more than just processed.

2. Public service employee - handling the grievances/complaints:

The public service employee should exactly maintain the same approach as
discussed under the ‘affective empathy’. Additionally, the employee should also
demonstrate:

» Listens attentively to the citizens’ public grievances
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» Paying attention to the citizens’ moods/non-verbal cues
» Relates well to people of diverse backgrounds of the complainants

» Can see things from the complainant’s perspective.

Observer

Evaluating whether the items in the empathy questionnaire are properly followed by
the employees in the given context of ‘Affective empathy’.

METHODOLOGY FOR EVALUATION | OBSERVER CHECKLIST

The observer will rate the public service employee on a scale (1-5) for each item:

Questionnaire items Score (1-5)

1. Listens attentively to the customers/public grievances
2. Paying attention to the customer moods/ non-verbal cues

3. Relates well to people of diverse backgrounds of the
complainants

4. Can see things from the complainant’s perspective.

Timing
» Role-play interaction: 5-7 minutes
» Observer debrief and feedback: 5 minutes

» Group discussion: 10 minutes (on learnings and feelings during the role-play)

Debriefing Questions

» To the Complainant:

+ Did you feel heard and understood?

¢  Why or why not?
» To the Public Service employee:

¢ What was the most difficult part of the interaction?

¢ How did you manage your own emotions during the interaction?
» To the Observer:

+ Which empathetic behaviours were most evident?

¢ Which could be improved?
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. REALISING THE LEARNING OUTCOMES

The learning objectives are achieved as follows:

1. Understanding the role of empathy in addressing public grievances:

» After completing training for the module on empathy, the participants should
develop an in-depth understanding of the impact of empathy in addressing public
grievances.

» The participants should be able to explain the impact of the three types of empathy,
a. Affective empathy
b. Somatic empathy
c. Cognitive empathy
in dealing with
a. Conflict mitigation
b. Reduce the emotional turmoaoil

c. Ensure a smooth transaction with the customers

» Distinguish the role of different types of empathy, such as affective/somatic/
cognitive empathy, in public service delivery:

¢ The participants should be aware of the subtle changes in various types of
empathy when addressing public grievances.

¢ As distinguished,
a. The ‘affective empathy’ focuses on mirroring the complainant’s emotions.

b. The ‘somatic empathy’ focuses on the ‘non-verbal communication’ in
pacifying the complainant’s anxiety.

c. The ‘cognitive empathy’ focuses on taking the perspectives of the
complainants from a neutralist viewpoint.

As a trained employee, one has to distinguish and adjudge the effects of three
types of empathy on the complainants.

» Apply different types of empathy, such as affective/somatic/cognitive empathy,
in public service delivery

» The service quality is fundamentally measured in terms of the ‘five components’
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a. Reliability

e The ‘trust’in the employee service delivery

b. Assurance

¢ The ‘confidence’ in the employee service delivery

c. Tangibles

* The physical facilities, equipment, and infrastructure needed for the employee
service delivery

d. Emapthy

e The care and attention towards the customers shown by the employees during
service delivery

e. Responsiveness

* The willingness to provide prompt service delivery to the customers
—Parasuraman, Zeithaml, & Berry, 1988

» Here, the participants should apply the
a. Affective empathy
b. Somatic empathy

c. Cognitive empathy

in addressing the ‘five components of service quality’.

2. Analyse different types of empathy when handling various citizen complaints

» While delivering the service, the participants (i.e., CPGRAMS employees) need to
have a detailed examination of the effect of three components of empathy on the
five components of service quality.

» At times, Affective empathy may not be sufficient to address all the components
of ‘service quality’.

The same is the case with the remaining components of empathy.

Therefore, considering the practicalities, the employee has to ‘mix and match’ various
components of empathy or various combinations of empathy to address the ‘five
components of service quality’.
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3. Assemble the learning insights from the activity-based learning (i.e., role-play) and
apply them in their daily organisational routine:

» Here, the participants should

¢ Make use of the ‘three scenarios of role-play’ and

¢ Apply the ‘three components of empathy’ by

¢ Using the questionnaire items on the ‘Empathy scale’, i.e.
i. Listening attentively to the citizens’ public grievances
ii. Paying attention to the citizens’ moods/non-verbal cues
iii. Relating well to people of diverse backgrounds
iv. Seeing things from someone else’s perspective

» Additionally, the participants should make use of the various behavioural indicators
while delivering public services.

» Various behavioural indicators are designed to evaluate the behaviours of the
participants on the ‘three components of empathy’

B concLusioN

Therefore, by considering the role-plays, components of empathy, empathy questionnaire
items and various behavioural indicators, the participants could assemble the learning
insights and apply them in their organisational daily routine.
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B cuiz

1. Affective empathy refers to

a. Clarity of rules
b. Responding through emotional cues and gestures
c. Thinking from a neutral viewpoint

d. Sharing the emotional distress of the complainant

2. The mix-and-match approach to empathy is better suited to?

a. Oppose others
b. To suppress others’ emotions
c. To address various aspects of service quality

Disregarding others’ opinions

3. Empathy that mainly focuses on the complainant’s body language

a. Affective empathy
b. Somatic empathy
c. Cognitive empathy

Logical empathy
4. Which of the following is not a part of empathy?

a. Giving a scripted response

<)

Sharing the emotions

0

Caring and attention towards them

Accommodating the diversity in opinions
5. Cognitive empathy is best described as?

a. Neutral viewpoint
b. Emotional response conveyed through facial expressions & gestures
c. Promoting your viewpoint

d. Disregarding others’ opinions

Answers

1. d 2. ¢C 3. b 4. a 5. a
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ATTITUDES &

BEHAVIOUR IN
ADDRESSING THE
PUBLIC GRIEVANCES

. OUTLINE OF THE SESSION

m  Learning Outcomes

= Definition

= Questionnaire items to measure attitude

= Introduction

= Model of attitude components

= Functions of the attitudes

= Behavioural Indicators of Service Attitudes & behaviours
m  Realising the Learning Outcomes

= Conclusion

m References and Additional Readings

m Quiz

B LEARNING OUTCOMES

At the end of the session, the participants will be able to:

» Understand the role of ‘attitudes & behaviours’ in addressing public grievances
» Distinguish the role of different types of attitudes in delivering the public service
» Apply different types of attitudes when delivering public services.

» Analyse different types of service attitudes and behaviours in handling various
citizen complaints.

» Assemble the learning insights from the activity-based learning (i.e., role-play) and
apply them in their daily organisational routine.

120 Attitudes & Behaviour in Addressing the Public Grievances




Model Curriculum, Content and Andragogy

B DEFINITION

“Attitude is a relatively enduring and general evaluation of an object, person,
group, issue, or concept on a dimension ranging from negative to positive.
Attitudes provide summary evaluations of target objects and are often assumed

to be derived from specific beliefs, emotions, and past behaviours associated
with those objects.”

—American Psychological Association

Questionnaire items to measure Attitude-components:

Attitude is divided into three components:
1. Cognitive
¢ Opinion
+ Belief

¢ Cognitive evaluation
2. Affective

+ Emotional feeling
+ Positive or Negative

3. Behavioural

An intention to behave in a certain way

B INTRODUCTION

» Attitude is a settled way of thinking or feeling about something.
» Attitudes are the settled feelings/thoughts about something.

» Attitude is divided into three components:

Cognitive
component

Behavioural Affective
component component

Attitudes & Behaviour in Addressing the Public Grievances




Model Curriculum, Content and Andragogy

Model of attitude components:

. | | Behaviour

a. Cognitive component

Cognition

» This involves cognitive appraisal/evaluation. Here, based on cognitive appraisal/
evaluation, individuals will form an opinion on something.

» The opinion formation, based on the cognitive evaluation, is determined by the
i. Values of an individual
ii. Belief systems they carry
iii. Personality of the individual, etc.

» Therefore, based on all these factors, the individuals are involved in a cognitive
appraisal to form an ‘opinion.’

For example, in the context of CPGRAMS, if the employee feels that handling the
complaints and grievances is too tough a task and always invites conflicts. Then, the
settled feelings/thoughts of the employee are negative.

b. Affective component

The affective component is preceded by the cognitive component. When the settled
feelings/thoughts are always negative, the affective component, i.e., the emotion that
is evoked from the cognitive appraisal, will also be ‘negative’.

So, whenever there is a cognitive appraisal of the ‘complaints in CPGRAMS’, the
employees will mostly evoke negative emotions in them, leading to emotional turmoil
and distress.

c. Behavioural component

The behavioural component is preceded by the affective component. Behaviour
determines the intention to behave in a particular way. Whenever there is a negative
emotion that precedes the behaviour, most probably, the behaviour will also turn out
to be negative.

Therefore, in the given context of CPGRAMS, the employees carrying negative emotions
may not be willing to address the complaints proactively,

» Here, the objective of the training session is to alter the ‘settled opinions’ of the
CPGRAMS employees.
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After this, the ‘affective component’ and ‘behavioural component’ are subsequently
altered.

Here, the emphasis of the training is to improve the service attitudes and service
behaviours of the employees.

The literature review on attitudes has identified a few pre-established frameworks
to enhance attitudes and behaviours. They are as follows:

Utilitarian attitudes
Social-adjustive attitudes
Value-expressive attitudes
Ego-defensive attitudes

These four frameworks (often referred to as the functions of attitudes) are used
to enhance the attitudes and behaviours of individuals.

. FUNCTIONS OF THE ATTITUDES

a.

Utilitarian attitudes: “The role an attitude can play in obtaining rewards, avoiding
punishments, or both. For example, a person might adopt a positive attitude toward
a particular product because it is effective and a negative attitude toward its chief
competitor because it is ineffective.”

Social-adjustive attitudes: “The role an attitude can play in facilitating social
interaction and enhancing cohesion among members of a social group. For example,
a teenager may adopt positive attitudes toward certain styles of dress and types
of music as a means of gaining acceptance by a peer group.”

Value-expressive attitudes: “The role an attitude can play in the expression of core
values. For example, a person might adopt a positive attitude toward a religious
symbol because that symbol is associated with important religious values.”

Ego-defensive attitudes: the role an attitude can play in enhancing or maintaining
the self-esteem of the person holding that attitude. For example, people may hold
very positive attitudes toward their social group as a means of maintaining their
positive self-regard.”

—American Psychological Association

Using the four different functions of the attitudes, the trainers can change the ‘settled
opinions’ of grievance redressal officials.

Each function of an attitude has an ‘inherent motive’ associated with it. The trainers

can use these motives to improve the service attitudes and service behaviours of the
grievance redressal officials.
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. BEHAVIOURAL INDICATORS OF SERVICE ATTITUDES & BEHAVIOURS

In the context of grievance redressal, ‘service attitudes & behaviours’ of the employees
can be observed demonstrating:

Positive outlook/

Approachability Empathy & concern Optimism

Promptness &
timeliness

Responsibility &
Ownership

Respect for others

Consistency &
Reliability

Follow through and

Clear communication
closure

Activity

ACTIVITY: ROLE PLAY

Objective
To handle the complaints/grievances in a better way by improving:

» Approachability

» Empathy & concern

» Positive outlook/Optimism
» Responsibility & Ownership
» Respect for others

» Promptness & timeliness

» Clear communication

» Follow through and closure

» Consistency & Reliability
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Participants:

1. Complainant - lodging complaints
2. Public service employee - handling the grievances/complaints
3. Observer

Scenario 1

A farmer repeatedly complaints about the irregularities in the sulbsidy schemes.
Despite his repeated complaints, the issue remains unresolved. At one instance, the
farmer got angry and began to criticize the systematic and procedural delays.

Scenario 2

The villagers are consistently reporting the shortage of medical facilities in their
nearest hospital. Although the grievances and complaints are piling up, the authorities
are yet to respond. Now, a few villagers started to agitate listing their problems with
emotional distress and teary-eyes,

Scenario 3

A complainant fiercely enters the CPGRAMS office and starts yelling at the employees,
as his scholarship disbursement was delayed. He continuously referred his family
dependency on his scholarship. He was so disturbed by the procedural delays and
administrative hassles that are inevitable in the government system.

Roles

1. Complainant - lodging complaints

» Speaks emotionally and sometimes angrily.

» Uses rural terms; appears confused by bureaucratic language.

» Shows non-verbal signs of frustration (crossed arms, tapping foot, teary eyes).
» Feels disrespected by “urban” officials.

» Wants to be heard more than just processed.
2. Public service employee - handling the grievances/complaints

» The employee should also demonstrate:
¢ Approachability
¢ Empathy & concern
+ Positive outlook/Optimism

¢ Responsibility & Ownership
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+ Respect for others

¢ Promptness & timeliness

¢+ Clear communication

+ Follow through and closure

+ Consistency & Reliability
3. Observer

» Evaluating whether the behavioural indicators of ‘service attitudes & behaviours’
are properly followed by the employees in the given context.

METHODOLOGY FOR EVALUATION

Observer Checklist

The observer will rate the ‘Public service employee - handling the grievances/
complaints’ on a scale (1-10) for each item:

1. Approachability

. Empathy & concern

. Positive outlook/Optimism

. Responsibility & Ownership

. Respect for others

. Promptness & timeliness

Clear communication

. Follow through & closure

O© 00 N o o0 A NN

. Rewards and Punishments (Utilitarian attitudes)

10. Social acceptance (Social-adjustive attitudes)

11. Core values (Value-expressive attitudes)

12. Self-esteem (Ego-defensive attitudes)

Timing
» Role-play interaction: 5-7 minutes
» Observer debrief and feedback: 5 minutes

» Group discussion: 10 minutes (on learnings and feelings during the role-play)
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Debriefing Questions

» To the Complainant:

+ Did you feel heard and understood?

¢+ Why or why not?
» To the Public Service employee:

+ What was the most difficult part of the interaction?

¢ How did you manage your own emotions during the interaction?
» To the Observer:

¢ Which empathetic behaviours were most evident?

+ Which could be improved?

. REALISING THE LEARNING OUTCOMES

The learning objectives are achieved as follows:

1. Understanding the role of empathy in addressing public grievances

» After completing training for the module on ‘attitudes & behaviour’, the participants
should develop an in-depth understanding of the impact of ‘attitudes & behaviour’
in addressing public grievances.

» The participants should be able to explain the impact of the three components.
a. Cognitive component
b. Affective component
c. Behavioural component
in dealing with the
a. Conflict mitigation
b. Reduce the emotional turmoil

c. Ensure a smooth transaction with customers.

2. Distinguish the role of different components of ‘attitudes & behaviour’, such as
cognitive/affective/behavioural components, in public service delivery.

» The participants should be aware of the subtle changes in various components of
‘attitudes & behaviour’ in addressing public grievances.

» As clearly distinguished,

a. The ‘cognitive component’ focuses on cognitive appraisal, which determines
the affective component.
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b. Hence, in order to bring a change in the ‘affective component’, one has to
modify the cognitive evaluation on the basis of the three empathies, as discussed
before.

c. Therefore, through the ‘training on empathy’, the participants will modify their
‘affective component’ (i.e.,, settled feelings), which further results in a change
in ‘behavioural component’.

As a trained employee, one has to distinguish and adjudge the effect of three
components of ‘attitudes & behaviour’ on the complainants.
3. Apply different components of ‘attitudes & behaviour’ in public service delivery.

» The efficiency of the service quality is fundamentally measured in terms of the
‘five components.’

a. Reliability

e The ‘trust’in the employee service delivery

b. Assurance

¢ The ‘confidence’in the employee service delivery

c. Tangibles

¢ The physical facilities, equipment, and infrastructure needed for the employee
service delivery

¢ The care and attention towards the customers shown by the employees during
service delivery

e. Responsiveness

e The willingness to provide prompt service delivery to the customers

—Parasuraman, Zeithaml, & Berry, 1988

» Here, the participants should apply the
¢ Cognitive component
+ Affective component
¢ Behavioural component

in addressing the ‘five components of service quality’.
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4. Analyse different types of ‘service attitudes & behaviours’ when handling various
citizen complaints.

» While delivering the service, the participants (i.e., CPGRAMS-employees) need to
have a detailed examination of the effect of three components of ‘attitudes &
behaviours’ on five components of service quality.

» At times, the cognitive component may not be sufficient to address all the
components of ‘service quality’.

The same is the case with the remaining components of ‘attitudes & behaviour’.

Therefore, considering the practicalities, the employee has to ‘mix and match’
various components of ‘attitudes & behaviour’ or various combinations of ‘attitudes
& behaviour’ to address ‘the five components of service quality’.

» Likewise, the participants had to analyse utilitarian/social-adjustive/value-expressive/

ego-defensive attitudes in handling the complainants.

5. Assemble the learning insights from the activity-based learning (i.e., role-play) and
apply them in their daily organisational routine.

Here, the participants should

» Make use of the ‘three scenarios of role-play’ and
» Try applying the ‘three components of attitudes & behaviour’

» Additionally, the participants should make use of the various behavioural indicators
while delivering public services.

» Various behavioural indicators are designed to evaluate the behaviours of the
participants on the ‘three components of attitudes & behaviours’.

B concLusioN

Therefore, by considering the role-plays, Components of attitudes and behaviours, Utilitarian/
Social-adjustive/Value-expressive/Ego-defensive  attitudes, and various behavioural
indicators, the participants could assemble the learning insights and apply them in their
daily rganizational routine.
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B cuiz

1. The component of the attitude that relates to beliefs and values
a. Cognitive component
b. Behavioural component
c. Affective component
d. None of the above
2. Negative cognitive appraisals lead to?
a. Positive affect on the affective component
b. Negative affect on the affective component
c. Neutral emotions
d. None of the above
3. Which function of attitude helps in maintaining Self-esteem?
a. Ego-defensive
b. Value-expressive
c. Social-adjustive
d. Utilitarian
4. Value-expressive attitudes?
a. Rewards & punishments
b. Social acceptance

c. Self-esteem

o

Self-concept & core values
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5. Social adjustive attitudes?
a. Rewards & punishments
b. Social acceptance
c. Self-esteem

d. Self-concept & core values

Answers to the Quiz

1. a 2. b 3. a 4. d 5 b

*k ok
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LISTENING SKILLS IN
ADDRESSING PUBLIC
GRIEVANCES

. OUTLINE OF THE SESSION

m  Learning Outcomes

= Definition

= Questionnaire items to measure attitude

= Introduction

= Model of attitude components

= Functions of the attitudes

= Behavioural Indicators of Service Attitudes & behaviours
m  Realising the Learning Outcomes

= Conclusion

m References and Additional Readings

m Quiz

. LEARNING OBJECTIVES

At the end of the session, the participants will be able to:

» Understand the role of ‘listening skills’ in addressing public grievances.
» Distinguish the role of different stages of listening skills in delivering public services.
» Apply different stages of listening skills when delivering public service.

» Analyse different types of behavioural indicators in handling various citizen
complaints.

» Assemble the learning insights from the activity-based learning (i.e., role-play) and
apply them in their daily organisational routine.
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B DEFINITION

An essential activity in therapy and counselling that involves attending to the
words and actions of the client as well as to the intentions conveyed by the
words.

—American Psychological Association

Questionnaire items are based on the following listening stages

» Hearing and sensing

» Attending

» Comprehending and Interpreting
» Responding

» Communicating and Using

B INTRODUCTION

Listening is classified into five stages:

Hearing Comprehend - Commun -

and . Attending . ing and . Responding . icating
sensing interpreting and using

a. Hearing and sensing
» This is the first stage of listening
» Here, the physiological process of listening begins.
» In this process, the listener tries to focus on the sound and avoid distractions.
» Ensuring there is no distortion in receiving the sounds.

» Maintaining consistent eye contact with the speaker.

b. Attending

» In this stage, the listener pays attention towards information and messages by
filtering out irrelevant information.

¢c. Comprehending and Interpreting

» In this stage, the listener begins to process the information through decoding the
cues (both verbal and non-verbal), content and also the underlying concepts that
are implicit.
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» Thus, the listener gains enhanced attention and interprets the deeper meaning in
a comprehensive way.

d. Responding

» In this stage, the listener starts to actively engage in the conversation by providing
verbal feedback.

» The response may not always be in the form of verbal communication, but also
informal communication, such as nodding, signalling, facial expressions, and gestures
that form a part of non-verbal feedback.

e. Communicating and Using

» Here, the listener retains all the information that was received and puts it into use
by making certain decisions using the information.

» In this, there is a process of recall and operationalising the information by making
certain decisions.

. BEHAVIOURAL INDICATORS OF LISTENING SKILLS:

In the context of grievance redressal, the ‘listening skills’ of the employees can be observed
demonstrating:

B AcTiviTy

ACTIVITY: ROLE PLAY

Objective:
To handle the complaints/grievances in a better way by:

» Hearing and sensing

» Attending

» Comprehending and Interpreting
» Responding

» Communicating and Using

Participants:

1. Complainant - lodging complaints
2. Public service employee - handling the grievances/complaints

3. Observer
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Scenario 1:

A farmer repeatedly complaints about the irregularities in the subsidy schemes.
Despite his repeated complaints, the issue remains unresolved. At one instance, the
farmer got angry and began to criticize the systematic and procedural delays.

Scenario 2:

The villagers are consistently reporting the shortage of medical facilities in their
nearest hospital. Although the grievances and complaints are piling up, the authorities
are yet to respond. Now, a few villagers started to agitate listing their problems with
emotional distress and teary-eyes.

Scenario 3:

A complainant fierce fully enters the CPGRAMS office and starts yelling at the
employees, as his scholarship disbursement was delayed. He continuously referred
his family dependency on his scholarship. He was so disturbed by the procedural
delays in the and administrative hassles that are inevitable in the government system.

Roles:

1. Complainant - lodging complaints:

» Speaks emotionally and sometimes angrily.

» Uses rural terms; appears confused by bureaucratic language.

» Shows non-verbal signs of frustration (crossed arms, tapping foot, teary eyes).
» Feels disrespected by “urban” officials.

» Wants to be heard more than just processed.
2. Public service employee - handling the grievances/complaints:

» The employee should also demonstrate:
» Avoiding noise and distractions in the initial stages of communication

» Maintaining eye contact and orientation toward the speaker in the initial
stages of communication

» Filtering relevant information from background noise-in the initial stages of
communication

» Demonstrating attentiveness through body language
» Interpreting verbal and non-verbal cues

» Asking clarifying questions

» Paraphrasing or summarizing

» Expressing empathy or concern
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» Giving affirmations like “I understand,” “That must have been tough
» Recalling details in follow-up conversations
» Taking appropriate action based on what was heard

» Using the insights to improve service, relationships, or decisions
3. Observer:

» Evaluating whether the behavioural indicators of ‘listening skills’ are properly
followed by the employees in the given context.

METHODOLOGY FOR EVALUATION

Observer Checklist

The observer will rate the ‘Public service employee - handling the grievances/
complaints’ on a scale (1-10) for each item:

1.  Avoiding noise and distractions in the initial stages
of communication

2. Maintaining eye contact and orientation toward the
speaker in the initial stages of communication

3. Filtering relevant information from background
noise-in the initial stages of communication

Demonstrating attentiveness through body language

Interpreting verbal and non-verbal cues

Asking clarifying questions

Paraphrasing or summarizing

Expressing empathy or concern

© o N o o a

Giving affirmations like “I understand,” “That must
have been tough

10. Recalling details in follow-up conversations

11. Taking appropriate action based on what was heard

12. Using the insights to improve service, relationships,
or decisions
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Timing

» Role-play interaction: 5-7 minutes

» Observer debrief and feedback: 5 minutes

» Group discussion: 10 minutes (on learnings and feelings during the role-play)
Debriefing Questions:

» To the Complainant:

» Did you feel heard and understood?

» Why or why not?

» To the Public Service employee:

» What was the most difficult part of the interaction?

» How did you manage your own emotions during the interaction?

» To the Observer:

» Which empathetic behaviours were most evident?

» Which could be improved?

. REALISING THE LEARNING OUTCOMES

The learning objectives are achieved as follows:

1. Understanding the role of ‘listening skills’ in addressing public grievances

» After completing training for the module on ‘listening skills’, the participants should
develop an in-depth understanding of the impact of ‘listening skills’ in addressing
public grievances.

» The participants should be able to explain the impact of different stages of ‘listening

skills’,

a. Hearing & sensing

b. Attending

c. Comprehending & interpreting
d. Responding

e. Communicating & Using
in dealing with the

a. Conflict mitigation
b. Reduce the emotional turmoil

c. Ensure a smooth transaction with the customers
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2. Distinguish the role of different stages of listening skills in delivering public service.

» The participants should be aware of the subtle changes in various stages of ‘listening
skills’ in addressing public grievances.

» As clearly distinguished, on the subtle changes in various stages of the ‘listening
process’, the participants have to maintain the sequentialization effect of each stage
in managing the public service delivery.

As a trained employee, one has to distinguish and adjudge the effect of the five stages

of ‘listening skills’ on the complainants.

3. Apply different stages of listening skills in delivering public service

The efficiency of the service quality is fundamentally measured in terms of the ‘five
components.’

a. Reliability: The ‘trust’ in the employee service delivery.
b. Assurance: The ‘confidence’ in the employee service delivery.

c. Tangibles: The physical facilities, equipment, and infrastructure needed for the
employee service delivery.

d. Empathy: The care and attention towards the customers shown by the employees
during service delivery.

e. Responsiveness: The willingness to provide prompt service delivery to the
customers.

—(Parasuraman, Zeithaml, & Berry, 1988)

Here, the participants should apply the

» Hearing & sensing

» Attending

» Comprehending & interpreting
» Responding

» Communicating & Using

in addressing the ‘five components of service quality’.

4. Analyse different types of behavioural indicators when handling various citizen
complaints.

» While delivering the service, the participants (i.e., CPGRAMS employees) need to
have a detailed examination of the effect of various behavioural indicators on five
components of service quality.
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» At times, the ‘hearing & sensing’, may not be sufficient to address all the components
of ‘service quality’.

The same is the case with the remaining stages of listening skills.

Therefore, considering the practicalities, the employee has to ‘mix and match’ various
stages of listening skills or various combinations of listening skills to address the ‘five
components of service quality’.

5. Assemble the learning insights from the activity-based learning (i.e., role-play) and
apply them to their daily organisational routine.

Here, the participants should make use of the

» ‘three scenarios of role-play’ and try applying

» ‘Five stages of listening skills’

Additionally, the participants should make use of the various behavioural indicators
while delivering public services.

Various behavioural indicators are designed to evaluate the behaviours of the
participants on the ‘five stages of listening skills’.

B concLusioN

Therefore, by considering the Role-plays, Stages of Listening skills and Various behavioural
indicators, the participants could assemble the learning insights and apply them in their
organisational daily routine.
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1.

Z

Avoiding distractions and focusing on sound refers to

Q 0 T 9 Q 060 T 9 Q 0 T 9

Q 060 T 9

Taking informed action based on what was heard reflects?

Q 0 T 9

Attending
Responding
Hearing and Sensing

Comprehending

Decoding verbal and non-verbal cues refers to?

Attending
Responding
Hearing and Sensing

Comprehending and interpreting

Feedback mechanism refers to:

Attending
Responding
Hearing and Sensing

Comprehending and interpreting

Which behaviour demonstrates attentive listening in grievance redressal?

Asking clarifying questions
To suppress others’ emotions
Giving scripted responses

Avoiding eye opinion

Communicating and Using
Attending
Hearing

Responding

Answers to the Quiz

1 c

140

2.d 3. b 4. a 5a

kk k
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COACHING &

COUNSELLING SKILLS
IN ADDRESSING THE
PUBLIC GRIEVANCES

. OUTLINE OF THE SESSION

m  Learning Outcomes

= Definition

m  Questionnaire items to measure Coaching & Counselling Skills
= Introduction

= Behavioural Indicators of Coaching and Counselling Skills

= Activity

= Conclusion

= References and Additional References

= Quiz

B LEARNING OUTCOMES

At the end of the Session, the participants will be able to:

» Understand the role of ‘coaching & counselling skills in addressing public grievances

» Distinguish the role of different types of counselling skills in delivering public
services

» Apply different stages of counselling skills in delivering the public service

» Analyse different types of behavioural indicators in handling various citizen
complaints

» Assemble the learning insights from the activity-based learning (i.e., role-play) and
apply them in their daily ounsellingal routine.
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B DEFINITION

“Professional assistance in coping with personal problems, including emotional,
behavioural, vocational, marital, educational, rehabilitation, and life-stage (e.g.,
retirement) problems. The counsellor makes use of such techniques as active
listening, guidance, advice, discussion, clarification, and the administration of
tests.”

—American Psychological Association

I QUESTIONNAIRE ITEMS TO MEASURE COACHING & COUNSELLING
SKILLS

a. Directive Counselling:

» To what extent is the counsellor active in diagnosing the problems and providing
solutions?

» “To what extent do you prefer to take a more active role in guiding the counselling
session?”

b. Non-directive Counselling

» To what extent is the counsellor active in understanding the client’s thoughts and
feelings?

» To what extent does the counsellor have the ability to create a safe and supportive
environment for the client?

c. Participative Counselling:

» To what extent can the counsellor adjust their approach based on the client’s
progress?

» To what extent can the counsellor identify when to use directive vs. non-directive
techniques?

B INTRODUCTION

Counselling releases the potential and capacities of the individual. Counselling skills are
further classified into three categories.
a. Directive Counselling:

» In the directive counselling, the approach is pretty much ‘counsellor-centred’, i.e,
the counsellor plays a major role than the ‘client’” who is counselled.

» In the directive counselling, the approach is ‘structured and goal-oriented’, where
the emphasis is on problem-solving.
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>

The counsellor makes every effort to provide a solution to the ‘client’.

As the approach mainly relies on the specialised knowledge of the counsellor, there
is an ‘active involvement’ of the counsellor in the entire process of counselling.

The steps of the ‘counselling process’, including analysis, synthesis, diagnosis,
prognosis, prescription and follow-up, are actively monitored by the counsellor.

Therefore, the client has been directed by the counsellor throughout the process.

Nondirective counselling

>

Unlike directive counselling, the focus of the ‘nondirective counselling’ is ‘Client-
centered’ counselling.

In the nondirective counselling, there is a ‘Client autonomy’.

In this approach, the goal is not ‘problem-solving’, i.e., maintaining a structured
approach and finding a solution to the problem.

Instead, the goal of this counselling is to enable the client to independently analyse
the situations by providing first-hand experiences.

The counsellor’s involvement in the non-directive counselling is the bare minimum.

As the clients are given ‘full autonomy’, they explore the entire process of the
counselling and can think of various solutions to the problems and work out a
solution.

This autonomy helps the clients find alternative solutions to the problems.
In this process, the counsellor.

Although the counsellor’s role is minimal, during the counselling process that involves
all stages, ranging from analysis, synthesis, diagnosis, prognosis, prescription and
follow-up are assisted by the counsellor.

The counsellor analyses the strengths, weaknesses of the client before arriving at a

final decision.

>

The counsellor following this approach should have or develop an ‘Active listening’
skill, unlike the directive counselling approach.

Similarly, the counsellor should also make an effort on the internal reflection of
thoughts and ideas suggested by the client and clarify by thorough analysis.

Likewise, the counsellor also needs to show an unconditional positive regard towards
the client - i.e., there should be an unconditional acceptance of the client’s ideas,
thoughts, feelings by the counsellor.

Participative counselling

>

Unlike in the aforementioned counselling approaches, the ‘participative counselling’
includes the integration of both approaches - ie. directive and non-directive
approaches.
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» Here, in participative counselling, the counsellor first assesses the personality type of
the client and then tailors the counselling approach according to the requirements
of the client’s personality.

There may be a few clients who are a little passive and prefer the counsellor to play
an active role in counselling, and there may be a few clients who would like to have
autonomy and would try everything on their own.

In the earlier case, the counsellor has to be a little proactive and has to follow the
‘directive counselling approach, and in the latter case, the counsellor has to be relatively
passive and has to follow the ‘indirective counselling approach.

Therefore, the approach is tailored in accordance with the client’s needs.

» Based on the situational demands and the personality preferences, the counsellor
has to use a mix of both approaches appropriately, matching the requirements of
the client.

» Thus, the counsellor in participative counselling is more flexible and adaptable
to the situational demands, unlike the other two approaches, and there is a
holistic perspective in terms of accommodating the requirements of the client in
a customised fashion.

» For example, the counsellor may begin with the directive counselling approach,
and based on the situational demands and client needs, the counsellor may then
adopt the indirective counselling and vice versa.

IBEHAVIOURAL INDICATORS OF COACHING AND COUNSELLING
SKILLS

In the context of grievance redressal, the ‘Coaching and Counselling Skills’ of the employees
can be observed demonstrating:

» Diagnosing the problems and providing solutions

» Guiding the counselling session

» Understanding the client’s thoughts and feelings

» Create a safe and supportive environment for the client

» Adjust their approach based on the client’s progress

» |dentify when to use directive vs. non-directive techniques
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B AcTiviTy

ACTIVITY: ROLE PLAY

Objective:

To handle the complaints/grievances in a better way by:

» Diagnosing the problems and providing solutions

» Guiding the counselling session

» Understanding the client’s thoughts and feelings

» Create a safe and supportive environment for the client
» Adjust their approach based on the client’s progress

» Identify when to use directive vs. non-directive techniques
Participants
» Complainant - lodging complaints

» Public service employee - handling the grievances/complaints
» Observer
Scenario 1:
A farmer repeatedly complaints about the irregularities in the subsidy schemes.

Despite his repeated complaints, the issue remains unresolved. At one instance, the
farmer got angry and began to criticize the systematic and procedural delays.

Scenario 2:

The villagers are consistently reporting the shortage of medical facilities in their
nearest hospital. Although the grievances and complaints are piling up, the authorities
are yet to respond. Now, a few villagers started to agitate listing their problems with
emotional distress and teary-eyes.

Scenario 3:

A complainant fierce fully enters the CPGRAMS office and starts yelling at the
employees, as his scholarship disbursement was delayed. He continuously referred
his family dependency on his scholarship. He was so disturbed by the procedural
delays in the and administrative hassles that are inevitable in the government system.

Roles:
a. Complainant - lodging complaints:

» Speaks emotionally and sometimes angrily.

» Uses rural terms; appears confused by bureaucratic language.
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) 2

>

>

Shows non-verbal signs of frustration (crossed arms, tapping foot, teary eyes).
Feels disrespected by “urban” officials.

Wants to be heard more than just processed.

Public service employee - handling the grievances/complaints:

» The employee should also demonstrate:

» Diagnosing the problems and providing solutions

» Guiding the counselling session

» Understanding the client’s thoughts and feelings

» Create a safe and supportive environment for the client

» Adjust their approach based on the client’s progress

» Identify when to use directive vs. non-directive techniques

» Using the insights to improve service, relationships, or decisions
Observer:

Evaluating whether the behavioural indicators of ‘counselling skills’ are properly

followed by the employees in the given context

METHODOLOGY FOR EVALUATION

Observer Checklist:

The observer will rate the ‘Public service employee - handling the grievances/
complaints’ on a scale (1-10) for each item:

To what extent the counsellor is active in diagnosing the
problems and providing solutions?

1.

To what extent do you prefer to take a more active role
in guiding the counselling session?

To what extent is the counsellor active in understanding
the client’s thoughts and feelings?

To what extent does the counsellor have the ability to
create a safe and supportive environment for the client?

To what extent does the counsellor have the ability to
adjust their approach based on the client’s progress?

To what extent does the counsellor have the ability
to identify when to use directive vs. non-directive
techniques?
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Note:
Scoring and Interpretation:
The answers to the questionnaire could be scored and analysed to identify the
counsellor’s dominant approach (directive, non-directive, or eclectic).
Timing:
» Role-play interaction: 5-7 minutes
» Observer debrief and feedback: 5 minutes

» Group discussion: 10 minutes (on learnings and feelings during the role-play)
Debriefing Questions:

» To the Complainant:

+ Did you feel heard and understood?

¢+ Why or why not?
» To the Public Service employee:

1.  What was the most difficult part of the interaction?

2. How did you manage your own emotions during the interaction?
» To the Observer:

+ Which empathetic behaviors were most evident?

¢ Which could be improved?

. REALISING THE LEARNING OUTCOMES

1. Understanding the role of ‘coaching & counselling skills’ in addressing public
grievances

» After completing training for the module on ‘coaching & counselling skills’, the
participants should develop an in-depth understanding of the impact of ‘counselling
skills’ in addressing public grievances.

» The participants should be able to explain the impact of the three types of
counselling skills

a. Directive counselling
b. Nondirective counselling
c. Participative counselling

in dealing with the

a. Conflict mitigation
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b. Reduce the emotional turmoil

c. Ensure a smooth transaction with the customers.

2. Distinguish the role of different types of counselling skills in public service delivery
» The participants should be aware of the subtle changes in various types of
counselling skills in addressing public grievances.
» As clearly distinguished,
a. ‘Directive counselling’ focuses on the active role of the counsellor.
b. Nondirective counselling’ focuses on the active role of the client.

c. ‘Participative counselling’ focuses on the mixed approach.

As a trained employee, one has to distinguish and adjudge the effect of three types
of ‘counselling skills’ on the complainants.

3. Apply ‘different types of counselling skills’ in public service delivery
» The efficiency of the service quality is fundamentally measured in terms of the
‘five components.’
a. Reliability: The ‘trust’ in the employee service delivery.
Assurance: The ‘confidence’ in the employee service delivery.

Tangibles: The physical facilities, equipment, and infrastructure needed for the
employee service delivery.

d. Empathy: The care and attention towards the customers shown by the
employees during service delivery.

e. Responsiveness: The willingness to provide prompt service delivery to the
customers.

—(Parasuraman, Zeithaml, & Berry, 1988)

» Here, the participants should apply the
+ Directive counselling
+ Nondirective counselling

+ Participative counselling

in addressing the ‘five components of service quality’.

4. Analyse ‘different types of behavioural indicators’ when handling various citizen
complaints:

» While delivering the service, the participants (i.e., government employees) need to
have a detailed examination of the effect of three types of counselling skills on
five components of service quality.

» At times, the Directive counselling skills may not be sufficient to address all the
components of ‘service quality’.
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The same is the case with the remaining types of counselling skKills.

Therefore, considering the practicalities, the employee has to ‘mix and match’ various
types of counselling skills or various combinations of counselling skills to address the
‘five components of service quality’.

5. Assemble the learning insights from the activity-based learning (i.e., role-play) and
apply them to their daily organisational routine:

» Here, the participants should make use of the
¢ ‘three scenarios of role-play’ and try applying
+ ‘Three types of counselling skills’

¢ by applying the questionnaire items of ‘counselling skills’, i.e.,
i. Directive Counselling:

+ To what extent is the counsellor active in diagnosing the problems and providing
solutions?

¢ “To what extent do you prefer to take a more active role in guiding the
counselling session?”

ii. Nondirective Counselling:

+ To what extent is the counsellor active in understanding the client’s thoughts
and feelings?

+ To what extent does the counsellor have the ability to create a safe and
supportive environment for the client?

iii. Participative Counselling:

+ To what extent does the counsellor have the ability to adjust their approach
based on the client’s progress?

¢ To what extent does the counsellor have the ability to identify when to use
directive vs nondirective techniques?

+ Additionally, the participants should make use of the various behavioural
indicators while delivering public services.

+ Various behavioural indicators are designed to evaluate the behaviours of the
participants on the ‘three types of counselling skills’.

B concLusioN

Therefore, by considering the Role-plays, Types of counselling skills, Counselling skills
guestionnaire items, and Various behavioural indicators, the participants could assemble
the learning insights and apply them in their organisational daily routine.
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B quiz:

1. Counsellor-centric approach is:
a. Participative counselling
b. Directive counselling
c. Non-directive counselling
d. None of the above

2. Client-centric approach?
a. Participative counselling
b. Directive counselling
c. Non-directive counselling
d. None of the above

3. Mixed approach - using both client-centric & counsellor-centric approaches
a. Participative counselling
b. Directive counselling
c. Non-directive counselling

d. None of the above
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4. Participative counselling refers to:
a. Rigid adherence to a fixed process
b. Diagnosing without client input
c. Tailoring the approach to client personality
d. Avoiding emotional topics
5. Which of the following is a non-directive counselling skill?
a. Commanding tone
b. Active listening
c. Quick decision-making

d. Assertive guidance

Answers to the Quiz

1. b 2. ¢C 3. a 4. c 5 b

*k k
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B LEARNING OUTCOMES

At the end of the Session, the participants will be able to:
» Understand the role of understand the role of ‘Interpersonal communication skills’
in addressing public grievances.

» Distinguish the role of different types of Interpersonal communication skills in
delivering public service.

» Apply different types of Interpersonal communication skills in delivering public
services.

» Analyse different types of behavioural indicators in handling various citizen
complaints.

» Assemble the learning insights from the activity-based learning (i.e., role-play) and
apply them in their daily organisational routine.
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B DEFINITION

Professional assistance in coping with personal problems, including emotional,
behavioural, vocational, marital, educational, rehabilitation, and life-stage (e.g.,
retirement) problems. The counsellor makes use of such techniques as active
listening, guidance, advice, discussion, clarification, and the administration of
tests.

—American Psychological Association

. QUESTIONNAIRE ITEMS - INTERPERSONAL COMMUNICATION SKILLS

1.

While communicating with others, to what extent do you try to control or influence
others?

While communicating with others, to what extent do you emphasise creating
friendly, personal bonds and interpersonal relationships?

While communicating with others, to what extent do you want others also to
participate and deliver their insights/ inputs in the communication process?

While communicating with others, to what extent do you exemplify quality and
standards in the communication process?

While communicating with others, to what extent are you willing to help, mentor
and guide others in the communication process?

B INTRODUCTION

Interpersonal communication skills are predominantly determined by the communication

styles of an individual. The communication styles of the individual, proposed by George
Litwin and Richard Stringer, have become one of the profound theories in communication.
As indicated in the questionnaire, the communication styles are dependent on five factors,

in general.
a. Extent of control or influence - one exerts on others during the communication.
b. Emphasising the creation of strong interpersonal bonds, friendly relationships
c. Extent of participation from others during the communication
d. Emphasising the quality or standards, while communicating with others
e. Willingness to help, mentor and guide others in the communication process

In the context of CPGRAMS, where the employees have to readily address grievances

and complaints, they have to switch from one communication style to another, depending
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on the situation. Hence, different communication styles may be used depending on the
situational demands or requirements, as shown in the behavioural indicators listed below.

The communication styles are derived on the basis of the natural characteristics of the
individual. A few individuals naturally prefer to show control during the communication
process. A few prefer exhibiting their friendly nature and would like to establish interpersonal
bonds. A few would like to be involved in the participative decision-making process, where
they allow others to participate in their communication, and a collective decision is made. A
few individuals would mostly emphasise the quality or standards that are to be maintained
in the communication process, so that the basic requirements of the communication are
addressed. Finally, a few of them would emphasise the willingness to help, mentor, and
guide others during communication.

Naturally, every individual has their own set of preferences for their communication styles.
However, as discussed, effective communication can only happen when the individual flexes
their communication styles as per the needs/requirements of the situation and the other
person(s) they are interacting with.

Given the situation of handling the complaints, it is always advisable to forgo the
authoritative mode of communication with the complainants and exhibit the participative
mode of communication, where the resolutions can be brought down in a democratic
manner.

BEHAVIOURAL INDICATORS OF INTERPERSONAL COMMUNICATION’
SKILLS

In the context of grievance redressal, the ‘interpersonal communication skills’ of the
employees can be observed demonstrating the following behaviours:
» Exert less control or influence over others during the communication process

» Forming friendly, personal bonds and interpersonal relationships during the
communication process

» Willingness to allow others to participate in the communication process

» Exemplifying the quality or standards that are to be maintained during the
communication

» Willingness to help, mentor and guide others during the communication
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B AcTiviTy

ACTIVITY: ROLE PLAY

Objective:

To handle the complaints/grievances in a better way by demonstrating the following
behaviours:
» Exert less control or influence over others during communication process

» Forming friendly, personal bonds and interpersonal during the communication
process

» Willingness to allow others to participate in the communication process

» Exemplifying the quality or standards that are to be maintained during the
communication

» Willingness to help, mentor and guide others during the communication
Participants

1. Complainant - lodging complaints

2. Public service employee - handling the grievances/complaints

3. Olserver

Scenario 1:

A farmer repeatedly complains about irregularities in the subsidy schemes. Despite
his repeated complaints, the issue remains unresolved. At one instance, the farmer
got angry and began to criticize the systematic and procedural delays.

Scenario 2:

The villagers are consistently reporting the shortage of medical facilities in their
nearest hospital. Although the grievances and complaints are piling up, the authorities
are yet to respond. Now, a few villagers started to agitate listing their problems with
emotional distress and teary eyes.

Scenario 3:

A complainant fiercely enters the CPGRAMS office and starts yelling at the employees,
as his scholarship disbursement was delayed. He continuously referred his family
dependency on his scholarship. He was so disturbed by the procedural delays in the
and administrative hassles that are inevitable in the government system.

Interpersonal Communication Skills in Addressing Public Grievances 155




Model Curriculum, Content and Andragogy

Roles:

1. Complainant - lodging complaints:

>

>

>

>

>

Speaks emotionally and sometimes angrily.

Uses rural terms; appears confused by bureaucratic language.

Shows non-verbal signs of frustration (crossed arms, tapping foot, teary eyes).
Feels disrespected by “urban” officials.

Wants to be heard more than just processed.

2. Public service employee - handling the grievances/complaints:

» The employee should demonstrate the following behaviours:

» Exert less control or influence over others during communication process

» Forming friendly, personal bonds and interpersonal during the communication
process

» Willingness to allow others to participate in the communication process

» Exemplifying the quality or standards that are to be maintained during the
communication

» Willingness to help, mentor and guide others during the communication

3. Observer:
» Evaluating whether the behavioural indicators of ‘counselling skills’ are

properly followed by the employees in the given context.

METHODOLOGY FOR EVALUATION:

Observer Checklist:

The observer will rate the ‘Public service employee- handling the grievances/
complaints’ on a scale (1-10) for each item:

1.  While communicating with others, to what extent
do you try to control or influence others?

2. While communicating with others, to what extent
do you emphasize creating friendly, personal bonds
and interpersonal relationships?

3. While communicating with others, to what extent
do you want others also to participate and deliver
their insights/inputs in the communication process?
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4. While communicating with others, to what extent
do you exemplify quality and standards in the
communication process?

5. While communicating with others, to what extent
are you willing to help, mentor and guide others in
the communication process?

Timing:
» Role-play interaction: 5-7 minutes
» Observers debrief and feedback: 5 minutes

» Group discussion: 10 minutes (on learnings and feelings during the role-play)
Debriefing Questions:

» To the Complainant:

+ Did you feel heard and understood?

¢ Why or why not?
» To the Public Service employee:

+ What was the most difficult part of the interaction?

¢ How did you manage your own emotions during the interaction?
» To the Observer:

¢+ Which behaviours were most evident?

+ Which could be improved?

. REALISING THE LEARNING OUTCOMES

The learning objectives are achieved as follows:

1. Understanding the role of ‘Interpersonal communication skills’ in addressing public
grievances:

» After completing training for the module on ‘interpersonal communication skills’, the
participants should develop an in-depth understanding of the impact of ‘counselling
skills’ in addressing public grievances.

» The participants should be able to explain the impact of the five types of
interpersonal communication skills
¢ Authoritative
+ Affiliative
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*

*

*

Democratic
Pace-setting

Coaching/Mentoring

in dealing with the

i. Conflict mitigation

ii. Reduce the emotional turmoil

Ensure a smooth transaction with the customers

Distinguish the role of different types of ‘Interpersonal communication skills’ in public

service delivery

» The participants should be aware of the subtle changes in various types of
‘interpersonal communication skills’ in addressing public grievances.

» As clearly distinguished,

*

*

*

*

*

Authoritative communication focuses on ‘coercion.
Affiliative communication emphasises ‘interpersonal relationships.’
Democratic communication focuses on ‘participative communication.’

Pace-setting communication emphasises maintaining the ‘quality and standards’
in the communication.

Coaching/Mentoring focuses on maintaining a ‘mentoring style’ of communication.

As a trained employee, one has to distinguish and adjudge the effect of five types of
‘interpersonal communication skills’ on the complainants.

Apply ‘different types of interpersonal communication skills’ in public service delivery

» The efficiency of the service quality is fundamentally measured in terms of the
‘five components.’

a.

158

Reliability: The ‘trust’ in the employee service delivery.
Assurance: The ‘confidence’ in the employee service delivery.

Tangibles: The physical facilities, equipment, and infrastructure needed for the
employee service delivery.

Empathy: The care and attention towards the customers shown by the
employees during service delivery.

Responsiveness: The willingness to provide prompt service delivery to the
customers.

—(Parasuraman, Zeithaml, & Berry, 1988)
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>

Here, the participants should apply the
Authoritative communication style
Affiliative communication style
Democratic communication style
Pace-setting communication style

Coaching/Mentoring communication style

in addressing the ‘five components of service quality’.

Analyse ‘different types of behavioural indicators’ when handling various citizen
complaints

>

While delivering the service, the participants (i.e., CPGRAMS employees) need to
have a detailed examination of the effect of five types of communication styles
on five components of service quality.

At times, the affiliative communication style may not be sufficient to address all
the components of ‘service quality’.

The same is the case with the remaining types of communication styles.

Therefore, considering the practicalities, the employee has to ‘mix and match’ various

types of communication styles or various combinations of communication styles to

address the ‘five components of service quality’.

Assemble the learning insights from the activity-based learning (i.e., role-play) and
apply them in their daily organisational routine

»

Here, the participants should make use of the

¢ ‘three scenarios of role-play’ and try applying

+ ‘Five types of communication skills’

¢ by applying the questionnaire items on ‘communication skills’, i.e.,

i.  While communicating with others, to what extent do you try to control or
influence others?

ii. While communicating with others, to what extent do you emphasise creating
friendly, personal bonds and interpersonal relationships?

iii. While communicating with others, to what extent do you want others also to
participate and deliver their insights/inputs in the communication process?

iv. While communicating with others, to what extent do you exemplify quality
and standards in the communication process?

v. While communicating with others, to what extent are you willing to help,
mentor and guide others in the communication process?
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» Additionally, the participants should make use of the various behavioural indicators
while delivering the public service.

» Various behavioural indicators are designed to evaluate the behaviours of the
participants on the ‘five types of communication skills’.

B concLusioN

Therefore, by considering the Role-plays, Types of communication skills, Communication
skills questionnaire items and Various behavioural indicators, the participants could
assemble the learning insights and apply them in their organisational daily routine.
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B cuiz

1. Which communication style primarily focuses on building interpersonal relationships?
a. Autocratic/Authoritative style
b. Affiliative style
c. Democratic style
d. Coaching style
2. Which communication style primarily focuses on participative communication?
a. Autocratic/Authoritative style

b. Affiliative style
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c. Democratic style
d. Coaching style
3. Which communication style primarily focuses on mentoring?
a. Pacesetting style
b. Affiliative style
c. Democratic style
d. Coaching style

4. Which communication style primarily focuses on maintaining quality or standards in
communication?

a. Autocratic/Authoritative style
b. Pacesetting style

c. Democratic style

d. Coaching style

5. Which communication style primarily focuses on exerting control or influence over
others in communication?

a. Autocratic/Authoritative style
b. Affiliative style
c. Democratic style

d. Coaching style

Answers to the Quiz

1. b 2.d 3. d 4. b 5. a

* %k
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B LEARNING OUTCOMES

At the end of the Session, the participants will be able to:

>

>

>

Understand the role of ‘feedback skills’ in addressing public grievances.
Distinguish the role of different types of feedback skills in delivering public service.

Apply different types of feedback skills and behavioural indicators in delivering
public services.

Analyse different types of behavioural indicators in handling various citizen
complaints.

Assemble the learning insights from the activity-based learning (i.e., role-play) and
apply them in their daily organisational routine.
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B DEFINITION

Information about a process or interaction provided to the governing system
or agent and used to make adjustments that eliminate problems or otherwise
optimize functioning. It may be stabilizing negative feedback or amplifying
positive feedback.

—American Psychological Association

. QUESTIONNAIRE ITEMS - FEEDBACK SKILLS

1.  To what extent do you provide clarity and specificity in providing feedback using
objective parameters?

2. To what extent do you provide constructive feedback to the clients?

3. To what extent are you involved in active listening while ‘receiving feedback’ from
clients?

4. To what extent are you involved in seeking clarification while ‘receiving feedback’
from clients?

5. How swiftly do you take action on the ‘received feedback’ in stipulated timelines?

B INTRODUCTION

Feedback skills are considered to be one of the prominent soft skills in handling customer
grievances/complaints. Feedback can act as one of the main determinants in managing
conflicts with clients. Good and constructive feedback provided to the customers by an
employee can address the problem and ensure a smooth transaction between both parties.
On the other hand, poor feedback would be detrimental and invite all sorts of conflicts. As
discussed in the questionnaire, there are a few parameters that have to be considered:

a. In 'receiving feedback’ &
b. While ‘providing feedback

In the context of CPGRAMS, where the employees have to readily address grievances
and complaints, they have to switch from one feedback style to another, depending on
the situation. Depending on the gravity of the situation or the situational demands, the
employees have to decide whether they have to ‘provide feedback’ or ‘receive feedback’.
The complainants are enraged most of the time and will be in no mood to receive feedback
initially. Then, the employee has to be patient enough to receive their feedback and
should find the right time to provide the feedback, depending on the requirements. Most
preferably, the employee has to allow the customers to vent out their anger, frustration,
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worries, and problems and then try to slowly suggest or provide feedback after their
anger/anxiety subsides.

As discussed in the questionnaire, there are a few parameters that determine the efficiency
and effectiveness of the feedback. These parameters are categorised into two categories.
» Providing feedback:
+ Clarity and specificity in providing feedback using objective parameters.
+ Providing constructive feedback to the clients.
» Receiving feedback:
¢ Actively listening to the clients while receiving feedback’.
¢ Seeking clarification while ‘receiving feedback’ from clients.
¢ Taking action on the ‘received feedback’ in stipulated timelines.

In the process of handling the feedback (i.e., while providing & receiving feedback to the
clients), the employees exhibit a few defensive reactions towards the clients. They are:

1. Aggression: As a defensive mechanism response, the employees may show their
anger and aggression towards the customers.

2. Denial: Similarly, as a defensive mechanism response, the employees may show
their denial of the grievances that are put forward by the complainants.

3. Withdrawal: In this type of response, the employees may emotionally disengage
themselves without showing much empathy or interest towards the complainant’s
grievances.

4. Reaction formation: In order to mask their true feelings, the employees will try to
project a pre-determined or artificial behaviour, which obviously erodes the trust
of the customers.

5. Rationalisation: Employees may try to justify their actions (such as delays in the
service or ignoring the complaints) by attributing the service failure to the system
or other external factors.

6. Projection: The employees may blame the complainants or some other person and
project it as others’ failure.

7. Suppression: The employees may consciously suppress their own emotions and
feelings while handling the complaints.

I BEHAVIOURAL INDICATORS OF INTERPERSONAL COMMUNICATION’
SKILLS:

In the context of grievance redressal, the ‘interpersonal communication skills’ of the
employees can be observed demonstrating the following behaviours:
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» Clarity and specificity in providing feedback using objective parameters.
» Providing constructive feedback to the clients.
» Actively listening to the clients while ‘receiving feedback’
» Seeking clarification while ‘receiving feedback’ from clients.
» Taking action on the ‘received feedback’ in stipulated timelines.
» Aggression
» Denial
» Withdrawal
» Reaction formation
» Rationalization
» Projection
» Suppression
B AcTiviTy
ACTIVITY: ROLE PLAY
Objective:

To handle the complaints/grievances in a better way by demonstrating the following

behaviors:

» Exert less control or influence over others during the communication process

» Forming friendly, personal bonds and interpersonal during the communication
process

» Willingness to allow others to participate in the communication process

» Exemplifying the quality or standards that are to be maintained during the
communication

» Willingness to help, mentor and guide others during the communication

Participants:

1.
2
3

Complainant - lodging complaints
. Public service employee - handling the grievances/complaints

. Olbserver
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Scenario 1:

A farmer repeatedly complains about irregularities in the subsidy schemes. Despite
his repeated complaints, the issue remains unresolved. In one instance, the farmer
got angry and began to criticize the systematic and procedural delays.

Scenario 2:

The villagers are consistently reporting the shortage of medical facilities in their
nearest hospital. Although the grievances and complaints are piling up, the authorities
have yet to respond. Now, a few villagers started to agitate, listing their problems
with emotional distress and teary eyes.

Scenario 3:

A complainant fiercely enters the CPGRAMS office and starts yelling at the employees
as his scholarship disbursement is delayed. He continuously referred to his family’s
dependency on his scholarship. He was so disturbed by the procedural delays and
administrative hassles that are inevitable in the government system.

Roles:

1. Complainant - lodging complaints:
» Speaks emotionally and sometimes angrily.
» Uses rural terms; appears confused by bureaucratic language.
» Shows non-verbal signs of frustration (crossed arms, tapping foot, teary eyes).
» Feels disrespected by “urban” officials.

» Wants to be heard more than just processed.

2. Public service employee - handling the grievances/complaints:
» The employee should demonstrate the following behaviors:
» Exert less control or influence over others during communication process

» Forming friendly, personal bonds and interpersonal during the communication
process

» Willingness to allow others to participate in the communication process

» Exemplifying the quality or standards that are to be maintained during the
communication

» Willingness to help, mentor and guide others during the communication

3. Observer:

» Evaluating whether the behavioural indicators of ‘counseling skills” are properly
followed by the employees in the given context.
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METHODOLOGY FOR EVALUATION

Observer Checklist:

The observer will rate the ‘Public service employee - handling the grievances/
complaints’ on a scale (1-10) for each item:

1. Clarity and specificity in providing feedback using objective

parameters
2. Providing constructive feedback to the clients
3. Actively listening to the clients while ‘receiving feedback’
4. Seeking clarification while ‘receiving feedback’ from clients
5. Taking action on the ‘received feedback’ in stipulated

timelines
6. Aggression Reverse-coded score
7. Denial Reverse-coded score
8. Withdrawal Reverse-coded score
9. Reaction formation Reverse-coded score
10. Rationalization Reverse-coded score
11. Projection Reverse-coded score

12. Suppression

Timing:
» Role-play interaction: 5-7 minutes
» Observer debrief and feedback: 5 minutes

» Group discussion: 10 minutes (on learnings and feelings during the role-play)

Debriefing Questions:
» To the Complainant:
+ Did you feel heard and understood?
¢ Why or why not?
» To the Public Service employee:
+ What was the most difficult part of the interaction?
+ How did you manage your own emotions during the interaction?
» To the Observer:
¢+ Which behaviors were most evident?

¢ Which could be improved?
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. REALISING THE LEARNING OUTCOMES

The learning objectives are achieved as follows:

1.

Understanding the role of ‘feedback skills’ in addressing public grievances

» After completing training for the module on ‘feedback skills’, the participants should
develop an in-depth understanding of the impact of ‘feedback skills’ in addressing
public grievances.

» The participants should be able to explain the impact of the five types of feedback
communication skills

in dealing with the

a. Conflict mitigation
b. Reduce the emotional turmoil

c. Ensure a smooth transaction with the customers.

Distinguish the role of different types of ‘feedback skills’ in public service delivery

» The participants should be aware of the subtle changes in two types of ‘feedback
skills’ in addressing public grievances.

» As clearly distinguished,

» Providing feedback:

» Clarity and specificity in providing feedback using objective parameters.
» Providing constructive feedback to the clients.

» Receiving feedback:

» Actively listening to the clients while ‘receiving feedback’.

» Seeking clarification while ‘receiving feedback’ from clients.

» Taking action on the ‘received feedback’ in stipulated timelines.

As a trained employee, one has to distinguish and adjudge the effect of two types of
‘feedback skills’ on the complainants.

Apply ‘different types of feedback skills’ and other behavioural indicators in public
service delivery

» The efficiency of the service quality is fundamentally measured in terms of the
‘five components.’
a. Reliability: The ‘trust’ in the employee service delivery.
b. Assurance: The ‘confidence’ in the employee service delivery.

c. Tangibles: The physical facilities, equipment, and infrastructure needed for the
employee service delivery.
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d. Empathy: The care and attention towards the customers shown by the
employees during service delivery.

e. Responsiveness: The willingness to provide prompt service delivery to the
customers.

—(Parasuraman, Zeithaml, & Berry, 1988)

» Here, the participants should apply the
¢+ Providing feedback skills
¢ Receiving feedback skills &

+ Other behavioural indicators

in addressing the ‘five components of service quality’.

Analyse ‘different types of behavioural indicators’ when handling various citizen
complaints:

» While delivering the service, the participants (i.e., CPGRAMS employees) need to
have a detailed examination of the effect of two types of feedback skills & other
behavioural indicators on five components of service quality.

» At times, the Receiving feedback may not be sufficient to address all the
components of ‘service quality’.

The same is the case with the remaining types of feedback styles & behavioural
indicators.

Therefore, considering the practicalities, the employee has to ‘mix and match’ various
types of feedback skills or various combinations of feedback skills & behavioural
indicators to address the ‘five components of service quality’.

Assemble the learning insights from the activity-based learning (i.e., role-play) and
apply them in their daily organisational routine

» Here, the participants should make use of the
¢ ‘three scenarios of role-play’ and try applying
¢ Types of feedback skills
+ Questionnaire based on feedback skills

a. To what extent do you provide clarity and specificity in providing feedback
using objective parameters?
b. To what extent do you provide constructive feedback to the clients?

c. To what extent are you involved in active listening while ‘receiving feedback’
from clients?

d. To what extent are you involved in seeking clarification while ‘receiving
feedback’ from clients?
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e. How swiftly do you take action on the ‘received feedback’ in stipulated
timelines?

» Additionally, the participants should make use of the various behavioural indicators
while delivering public services.

» Various behavioural indicators are designed to evaluate the behaviours of the
participants on the ‘feedback skKills’'.

B concLusioN

Therefore, by considering role-plays, types of feedback skills, Feedback skills questionnaire
items, Various behavioural indicators, the participants could assemble the learning insights
and apply them in their organisational daily routine.
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B cuiz:

1. What is the most essential quality while ‘providing feedback’?

Generalized praise
To suppress others’ emotions

Clarity & specificity on objective parameters

o 0o o o

Oppose others”
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2. What is the most essential quality while ‘receiving feedback’?
a. Defending one’s position without listening
b. Providing a counterargument to every complaint
c. Active listening & seeking clarification
d. Disregarding others’ opinions

3. Which ‘defensive reaction’ does an employee who disengages and avoids involvement
during a complaint - exhibit?

a. Suppression
b. Withdrawal
C. Suppression
d. Rationalization

4. When the employee remains outwardly calm but is struggling internally due to the
repeated accusations of the complainant. Which defense mechanism is it?

a. Projection

b. Suppression

c. Denial

d. Reaction formation

5. Which of the following is an example of projection as a defensive mechanism during
feedback?

a. Blaming system failures for poor service
b. Ignoring the complaint completely
c. Accusing the complainant of causing the problem

d. Displaying overly polite behaviour to mask frustration

Answers to the Quiz

1. c 2. C 3. b 4. b 5. ¢

* %%k
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