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This module is intended as a guide 
for people who work with informal 
wastepickers, waste recyclers and small 
junk dealers, commonly known as 
‘informal recycling sector’. It provides 
guidelines and creative training 
exercises for building wastepickers 
technical and functional skills so that 
they could lead an informed, dignified 
and confident life and use these skills 
to meet everyday challenges they face 
as wastepickers and efficiently perform 
their role in keeping cities clean.

Recycling in developing countries often takes 
place through a complex chain comprising a 
huge mass of workers involved in the informal 
sector. This sector includes waste pickers, 
small middlemen (kabaris in India), itinerant 
waste collectors, and big waste traders. Their 
works includes picking out even the smallest 
scrap of recyclable waste, such as paper, 
cardboard, plastics and metals from the trash, 
and sell them to waste dealers who in turn sell 
them to big traders. Finally, they are sold to 
recycling factories.

They are not formally recognized and depend 
on recyclable waste mined out of the city’s 

Introduction

dustbins, waste dumps, offices and other 
sources. Since they are not recognized, their 
work is virtually free for the municipality. 
Yet, at the levels of the wastepickers at least, 
many earn an equivalent of minimum wages or 
less. In India, there are approximately 15 lakh 
persons engaged in the job of wastepicking, 
amounting to 10% of the total wastepickers 
globally. 

Hence, while recycling is carried out by the 
poor and offers them a livelihood, it is fraught 
with risk. The immediate burden of the 
toxic waste is borne by them since there are 
almost no satisfactory systems or designed 
facilities in place where work safety issues 
are addressed. Although waste pickers are the 
backbone of the waste collection process in, 
small traders are also important components 
of the chain. They buy the waste from waste 
pickers and sell it to big dealers who deal with 
specific items and materials, sorting, bailing 
and trading, playing the highs and lows of the 
market. 

The informal sector of recycling works like 
a pyramid (Fig. 1). The first layer comprises 
several hundred thousand men, women and 
children in urban pockets who mine garbage 
heaps and bins for recyclable wastes like 
plastics, paper and metals. At the second layer 
come the small middlemen, often marginalized 
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in many ways themselves, who buy waste from 
the wastepickers or rag pickers. They in turn 
sell the waste to the third layer, comprising 
large buyers who own huge godowns.

For a comprehensive approach towards 
building sustainable, inclusive and equitable 
cities, informal recycling sector needs to 
have knowledge on legal aspects of their 
work, various legislations relates to waste 
sector, quality and safety at workplace along 
with work and life skills like work ethics, 
communication skills, health and hygiene 
and self confidence and self esteem. Figure 2 
shows Chintan’s change model:

of cleaners – is a registered group of 
wastepickers, doorstep waste collectors, 
itinerant buyers, small junk dealers and other 
types of waste recycler.

Who can use this module?
We hope that those working with an interest 
in supporting informal sector waste recyclers 
will find this module useful. These might 
include:  

Program managers in agencies working  ●

on informal sector recycling programs and 
other informal sector programs 

Core members/group leaders of advocacy  ●

and support groups for informal sector 
waste recyclers

National stakeholders, including the  ●

municipalities and the Department of 
Environment 

Informal recyclers’ collectives to train their  ●

members

The module may also be used as a reference 
for those wishing to design their own training 
program for other informal sector workers 
other than waste recyclers.

Figure 1: Structure of Informal Recycling Sector

Figure 2: Chintan’s Change Model

The approach described is based upon 
evidences collected from various researches 
on waste recyclers traders and handlers as 
well as from Chintan’s first-hand experience 
with working with Safai Sena – an army 



 Learning 
outcomes

This section specifies what learners will know 
or be able to do as a result of activities in the 
session.

 Set Induction This includes ideas about getting the learners 
ready and inducing them into the right mind-
set.

The main objective of this module is to 
gear up the informal sector recyclers to 
face the challenges they may face with the 
changing landscape of e-waste collection and 
management. 

To inform participants about e-waste, its types 
and how it diff erentiates from the other types 
of wastes. To raise awareness about rules on 
e-waste. 

To sensitizes them about the risks of improper 
handling of e-waste and pollution caused by 
wrong handling. To appraise informal sector 

waste workers about potential challenges that 
they may face with formalization of e-waste 
sector. To help participants prepare for the 
potential role they can play in the e-waste 
collection chain to augment their livelihoods.

Organization of the Modules
Each module is divided into session plans. 
The numbers of session plans diff er for each 
module. Each session plan is in-turn divided 
into six content sections represented by an 
icon:

Structure of the Module

6
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 Materials This section gives a list of materials that the 
facilitator should prepare before starting the 
session.

 Activity This includes step-by-step activities to meet the 
learning outcomes planned for the session.

 Note for 
Facilitator

This provides specific advice for the session 
including suggested sequencing, timing, 
resources and questions to ask.

 Closure This section provides a fitting conclusion and 
context for the participant learning that has 
taken place.

Principle of Relevance: Every activity has 
been contextualized to the settings in which 
informal sector recyclers live. They aim at 
providing adults with guidance on solving 
problems and their pressing issues. 

Principle of Previous Experience: New 
information has to be linked to previous 
knowledge and experience or it will not be 
remembered. The sessions designed in the 
module allow participants time to discuss with 
each other how the new information connects 
with what they already know. There are 
specific pointers for the facilitator to help the 
participants see the connections. 

Principle of Self-Learning: Adult learners 
have some strong beliefs about how they 
learn. These beliefs, whether accurate or 
not, can interfere or enhance their learning. 

Methodology
The activities in this module are based on 
principles of adult experiential learning. 
The underlying principle is that much of the 
content will come from the participants and 
that the module will serve as a framework for 
drawing out their experiences. Participants 
and facilitators commit themselves to engage 
in a process of mutual teaching and learning. 

The activities in this module are designed for 
adult learners and are based upon following 
adult learning principles:

Principle of Active Learning: The activities 
involve active participation of learners 
through discussions, games, role-plays and 
feedback. Thus creating more learning than 
passive listening or reading. 
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Every session begins with set induction 
that explains why the audience should 
participate in specific activity and how the 
process as well as content benefits their 
learning. 

Principle of Alignment: All the content 
covered in the module are aligned with the 
learning outcomes and activities. Learning 
outcomes are carefully decided and written 
and the activities are aligned to meet the 
outcomes.

Principle of Fun: Learning should be fun. 
The sessions and activities are designed to 
make the learning fun for the participants. 
The module is activity based and power 
point presentations are mostly used to 
summarize or reinforce the topic. 

A great deal of thought has gone into the 
selection and writing of each activity. Each 
activity included in the module was chosen 
because it was felt that it best achieved the 
objectives for the session. They use a variety 
of tools to develop participants’ knowledge 
including case studies, role-plays, small 
group work, brainstorms and other learning 
techniques. A range of methodologies has 
been used in this module that that align with 
the principles of the experiential learning 
approach. With an emphasis on interactivity 
among participants, the course incorporates 
the following techniques and methodologies:

Individual exercises and reflections  ✓

Stories and scenarios ✓

Small and large group discussions  ✓

Games and role-playing exercises ✓

Team projects and  ✓

Presentations ✓

Facilitator Prerequisites
Facilitate means ‘to make easy’. Facilitation 
is the glue that holds a group together. It is 

about empowering others. The role of the 
facilitator is not only to pass on information, 
but also to provide a learning environment 
in which participants can share their 
experiences and become comfortable with 
new ideas/information. Facilitated learning 
is based on the notion that people learn best 
in an atmosphere where they interact with 
others, are encouraged to ask questions, 
exchange ideas, and feel supported by the 
facilitator.

This module assumes that facilitators 
are comfortable with highly interactive 
techniques and that they have some 
expertise in classroom management, 
creating effective learning environments, 
and facilitation skills. While facilitating the 
sessions in this module, a facilitator’s role 
is to:

Explain the learning objectives ✓

Help the group set ground rules and  ✓

keep them

Encourage and guide participants to  ✓

think critically

Listen to participants’ comments,  ✓

questions and feedback

Keep focus and keep things moving ✓

Help with observations and analysis ✓

Help participants arrive at  ✓

appropriate conclusions

Encourage participants to contribute  ✓

to the discussion

Help participants to reach an  ✓

appropriate consensus

Build trust ✓

Help identify opportunities and  ✓

potentials

Summarize the discussion or ask  ✓

others to do so
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Ice-Breakers
Icebreakers help to set the scene, relax the 
environment and engage the participants, as 
well as creating the first impression for the 
entire session. Successful use of icebreakers 
can grab the attention of trainees and 
assist them in full participation. They give 
participants the opportunity to find out a 
little more about each other thereby creating 
a degree of familiarity before starting on 
the main session objectives. By doing this, 
participants are more likely to be in a mindful 
state and open to learning. 

Given below is a list of icebreakers that could 
be used to build create a relaxed atmosphere 
and encourage each participant to introduce 
aspects of himself/herself. Facilitators are 
encouraged to choose the icebreaker carefully 
considering the environment and group 
dynamics.  

1. Names and Actions
Gather the participants in a circle. Each 
participant announces their name and a 
corresponding action. The action called must 
begin with the same letter as the first letter 
of each name. E.g.  Mera naam Nazeer hai aur 
mujhe naachna accha lagta hai. The person 
calling this action must actually do the action. 

Variation:
The game can be used to Help participants 
remember each others’ names. Continue the 
game by asking participants to announce So 
that members of the group remember each 
other’s names, the game can be continued by 
asking members to announce someone else’s 
name and the corresponding action. This will 
take place when you have gone around the 
group at least once. So for example: “Mera 
naam Nazeer hai aur mujhe naachna accha 
lagta hai. Mujhe Rashid se milkar accha laga. 
Rashid ko rassi koodna accha lagta hai”. Allow 
members to randomly choose anyone in the 

group, but make sure that everyone chooses 
someone different each time.

2. Action Chain
Instruct the participants to stand in a line, all 
facing one direction, looking at the person’s 
back in front of them. Begin the game by 
going to the back of the line and tapping the 
last participant on the shoulder. Only that 
participant would turn and watch you perform 
an action. Once he/she has witnessed the 
action, he/she must tap the next person on 
the shoulder who will then watch the action 
as exactly as possible. Continue the process 
until all participants have shown the action to 
the participant in front. The final participant 
should demonstrate what they saw to the 
entire group, as well as say what they think 
the action is. The person who began the action 
should re-enact the initial action to show what 
has changed. 
Ideas for the actions are:  

Washing a car ●

Cleaning an elephant ●

Throwing a ball  ●

Chopping vegetables  ●

3. Name Catch
Gather the group in a circle. Throw a ball at a 
participant who tells his/ her name and where 
they have come from. Moving clockwise, all 
participants take turns to tell the same to the 
whole group. After a round of introductions, 
pass the ball again to a different participant. 
The participant must say their own name first, 
and then as they throw the ball, call out the 
person’s name to which they are throwing the 
ball. 

E.g. ‘Mera naamMansoor hai. Main ball 
Rehaana ko doonga.’ Then Rehaana would 
continue by saying ‘shukriya Mansoor, Mera 
naam Rehaana hai aur main ball Nizam to 
doongi’.
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Ensure that everyone is fully included in this 
game, and that the group knows each other by 
the end of the game. Control the speed of the 
game, and increase the pace by making sure 
that participants don’t pause before saying 
someone’s name. 

4. Animal Name
Create sheets of paper with names of different 
animals and birds. The number of sheets 
should be equal to the number of participants. 
Attach one sheet of paper to every person’s 
back without allowing him/her to see the 
sheet. Ask the participants to go around the 
room and ask questions to figure out what 
their ‘animal name’ is. Questions may only 
be answered with ‘Yes’ or ‘No’. Once the 
participant correctly guesses their animal 
name, they may sit down. Ensure that chosen 
animals are very well known in order to make 
the game plausible.  

5. Sweet Talk
Assemble the participants in a circle. Pass a 
bag of sweets around the group. Tell them that 
they make take as many sweets as they like, 
but they are not to eat them. Once everyone 
has taken some sweets, tell participants that 
they must now tell the whole group one thing 
about themselves for every sweet they have 
taken. This can be anything from where they 
live to their favorite food. Go around the circle, 
allowing each member his or her turn to talk. 
Once they have finished, allow them to eat 
their sweet.

6. Name pictures
Ask the participants to draw a picture for their 
name e.g. for Pushpa they could draw a flower. 
Ask them to write their names on the portrait. 
Fold these name pictures and put them in a 
container. Ask the participants to pick any 
picture from the container and guess the 
name. The person who drew the card would 

verify the name and ask the other participant’s 
name. Ask the participants to display the 
name pictures on a wall (board) in the room. 
If possible stick the photographs next to each 
name picture. Also write each participant’s 
name clearly in Hindi. Give the participants 
time to move around and have a look at the 
picture.

7. Suddenly
Start a story with a sentence that ends in 
SUDDENLY. Ask the next person then to add to 
the story with his own sentence that ends in 
SUDDENLY. Continue the story until everyone 
has contributed. Record it and play it back. 
For example; ‘Yesterday I went to the zoo and 
was passing the elephant enclosure when 
SUDDENLY.....’ 

8. Word link 
This is a word association game. Ask the group 
to sit in a circle. The first person starts with 
any word they wish i.e. red. The next person 
repeats the first word and adds another word 
which links to the first i.e. tomato. The next 
person repeats the previous word and add 
another word link i.e. soup, and so on. To keep 
this moving, only allow five seconds for each 
word link. 

9. One minute please!
The aim of the game is to talk for one minute 
on a given subject. Announce the topic and 
a member of the group is randomly selected 
to speak for one minute. Use a pack of cards 
to randomly select i.e. person who draws the 
lowest number. Choose subjects to stimulate 
the imagination and which may be amusing. 
Put a stopwatch on each person to see how 
long they last before drying up! Subjects might 
include, my earliest memories, my favourite 
computer game, why beans are good for you, 
10 things you can do with potatoes, Alligator 
wrestling, pre-millennialism (no, not really!) 
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Sharing Expectations
It is always a good idea to move from 
introductions to reasons why everyone 
has come to the training programme. The 
following exercise is very useful for getting 
to know the different reasons participants 
have for attending the training programme. 
It also gives the facilitator information about 
the special abilities and knowledge present 
in the group. Understanding expectations will 
give facilitator the opportunity to reassure 
participants that the trainers will strive 
to meet expectations, and to clarify any 
misconceptions about the training.

1. Divide a chart paper in two sections. 

2. On left side write, “Why I am here?” Ask 
each participant to think of two reasons 
why they have come for the training. 

3. Write them on the chart and read out 
each statement. Explain which of those 
expectations would be fulfilled through the 
program and which of those are beyond the 
scope of work of the current training.

4. On the other section write “fears and 
concerns”. Ask participants - What fears did 
you have about coming to this training?; 
What concerns do you have about this 
training.

This exercise provides excellent opportunities 
to empathize with trainees’ needs, and give 
reassurance by sharing how the training does/
does not relate to their concerns or how the 
training might help them overcome their fears 
and concerns. Be prepared to deal with issues 
such as: 

– Will others laugh at me if I ask silly 
questions?

– Will I really learn about the things I want to 
know?

– What will the trainers be like?

– Will the food be to my liking?

Ask the participants for solutions/response. 
Ask the participants what you could do to 
reduce their concerns or fears.

Establishing Group Norms
Ground rules (also called group norms) are 
guidelines developed by the participants to 
be used within the workshop setting. Ground 
rules help create a safe environment and 
enable tasks to be accomplished efficiently. 
They serve as a tool for detecting and 
correcting unhealthy group interactions 
and evolving toward productive and healthy 
interactions. Ground rules should be specific, 
visible to everyone (posted in the room), 
derived with group input and then agreed to 
by all group members, and malleable (in other 
words, adaptable as needed throughout the 
workshop). Ground rules should follow some 
basic principles regarding their creation and 
use. 

Process of setting Group Rules:
1. Explain to the group that this is their 

time together and that it is useful for 
everyone to agree to some ground rules. 
You may make some suggestions such 
as punctuality, being non-judgmental or 
giving everyone a chance to participate 
and to speak. Explain them that these rules 
are essential to ensure that the sessions 
happen smoothly and everyone works 
better as a team. 

2. Explain them that during our sessions we 
would only focus on positive behaviours 
and therefore the rules will be about what 
we must do instead of what we must not. 

3. If the participants are having difficulty 
thinking of rules, prompt them by using 
scenarios such as the example below: “In 
a session Hina and Pooja talked about a 
personal problem. After the session, Pooja 
heard Hina giggling with other friends 
about the session and telling them about 



Tr
ai

ni
ng

 M
od

ul
e 

fo
r I

nf
or

m
al

 S
ec

to
r W

as
te

 R
ec

yc
le

rs
 >

 S
tr

uc
tu

re
 o

f t
he

 M
od

ul
e

12

the things Pooja had said. She is very 
upset.”

4. Record all responses on a flip chart. 
When the group has listed all of its ideas, 
ask, “Can we agree on these ground 
rules?” If any ideas are not agreed on, 
the group needs to discuss them until 
it reaches agreement or decides to 
eliminate one or more of the ideas.

5. Once the group norms have been 
decided, post them. You can refer to 
them as needed if the group slips into 
behaviours that do not support effective 
teamwork. 

Recommended Ground Rules
Respect: Everyone should pay attention to  ●

the person who speaks and respect her/
his ideas.

One at a time: Only one person should  ●

speak at a time.

Confidentiality: What is shared in the  ●

group shall remain in the group.

Openness: Everyone will try and be as  ●

open and honest as possible without 
discussing personal and private issues 
or lives. Everyone will avoid using 
names and places while sharing their 
experiences.

Non-judgmental approach: No one will  ●

put down, make fun of or tease another 
person about her/his beliefs and ideas.

Keep time: Stick to the time schedule set  ●

for the course  

Energizers
Energizers, as the name suggests, are used 
to revitalize and awaken trainees. Ideally 
they can be integrated into training after 
a large amount of information has been 
delivered, or after a meal when participants 

may be feeling sluggish and tired. Energizers 
are also a fantastic way to switch attention 
from one topic to a completely different one. 

Following are examples of some energizers 
that could be used with the participants:

I. My Spot
Ask participants to walk around the room, 
identify a particular ‘spot’ that is ‘theirs’ and 
stand there. Ask participants to move around 
the room while you give instructions like 
“Say hello to someone wearing yellow”; “clap 
twice”, “skip thrice”, “jump and clap” and so on. 
Participants have to complete the commands 
and on “stop” command go back to their ‘spot’ 
as soon as possible. Continue this energizer for 
no longer than 5 minutes. 

II. Laughter therapy
This energizer is useful after a stressful 
discussion or if the discussions or activities 
lead to tensions among the group members. 
Tell the participants that they will go through 
a special therapy called the ‘Laughter therapy’. 
Start by saying ‘Ha!’ and get the next person to 
repeat your ‘Ha’ adding one of his or her own. 
Participants repeat what their neighbor says 
and add another ’Ha!’ In this way, people are 
‘made’ to laugh and very quickly everyone will 
be laughing. 

III. Touch blue  
Clear the room of any obstacles and ask the 
group to stand in a circle. As you say ‘Touch 
blue!’, participants are to rush and touch one 
thing blue. Change the command to ‘touch 
red’ and repeat the activity for 5 minutes with 
different colors.  

IV. Wake up in the jungle  
Ask participants to silently think and select a 
jungle animal. Ask them to think: what action 
do you think it makes when it wakes up? 



Tr
ai

ni
ng

 M
od

ul
e 

fo
r I

nf
or

m
al

 S
ec

to
r W

as
te

 R
ec

yc
le

rs
 >

 S
tr

uc
tu

re
 o

f t
he

 M
od

ul
e

13

What sound does it make? Select a participant 
to start the game. The participant starts by 
performing waking action of the a selected 
animal and makes its sound while waking up 
another animal (participant) in the jungle. The 
two go making their own sounds and wake up 
the next participant and so on. Explain that 
this activity is a go-round called waking up in 
the jungle. Continue until all animals in the 
jungle wake up.   

V. Snake, dog, cat 
Divide the participants into two groups and 
ask them to stand at opposite sides of the 
room. Give action and sounds for snake, 
cat and dog. Let participants practice these 
sounds for a minute. Ask what would happen 
if a snake met a cat (the cat would kill the 
snake). What would happen if a snake met 
a dog (the snake would kill the dog). What 
would happen if a dog caught a cat (the dog 
would kill the cat). Ask both groups to decide 
what they are on the count of 5. Then on being 
said go, they do the action and sound. Keep 
scores and continue the game for 5 minutes.  

VI. Barkha rani
Tell the group that they will make rain. Explain 
that through a traditional set of actions, they 
would create the sounds of rain hoping for 
a plentiful crop and future growth. Ask the 
group to do five action sequence:

“Rub your hands together 
Half of the group snap fingers slowly 
Other half snap their fingers quickly  
Lightly slap their thighs 
Clap thrice” 

Ask participants to repeat the action together.

Splitting groups
The way the trainer splits the main group 
into smaller working groups can be done in a 
variety of ways. 

I. Picture Cards: 
Hand out cards with images on such as 
plastics, glass, cardboard, electronic waste. 
Ask participants to find someone with the card 
that goes with their card. Have two of the same 
cards, if it is a paired activity, three for groups 
of three and so on. This could be conducted 
with any category – fruits, animals, cars etc.  

II. Numbering
Simply ‘count off’ the participants into 
small groups, i.e. 1, 2, 3, (or 4 if 4 groups 
will be required.) if the groups do not need 
to be balanced in any way. People call out 
or are assigned numbers in sequence, up to 
the number of groups needed (e.g. for four 
groups, 1, 2, 3, 4; 1, 2, 3, 4, etc.). Then all the 
1s form one group, the 2s another, and so 
on. Alternatively, use letters of the SESSION 
alphabet or names of fruit. Be clear after you 
have split the groups where each group should 
work.

III. Sinking ship
Clear a large space, climb onto a chair and 
explain that you are the captain of a ship 
and the ship is sinking. Ask everyone to clap 
and repeat after you ‘The ship is sinking, the 
ship is sinking’. Explain that the only way for 
people to save themselves is to jump into 
a lifeboat containing a precise number of 
people – you will call out the number required. 
Start the chorus and then yell out a number 
e.g. eight. Everybody should now rush to find 
seven other people to form a lifeboat. This 
should provoke much noise and laughter. 
Repeat a few times with different numbers 
until you feel the group is ready to stop, and 
then yell out the number you want for small 
group work. 

IV. Sorting Hat
Give each team a name, put the names on slips 
of paper and put them into a hat. Have each 
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participant pull a team name from a hat. They 
join the teams whose names they pulled. 

V. Pairs 
For making pairs, put a slip on each 
participant’s back with one of a famous pair: 
cricket bat and ball, football and boots, cup 
and saucer, etc. Ask participant to find the 
other of the pair.  

Giving instructions
Each session has step-by-step instructions 
on how to conduct the listed activities. To 
successfully conducting these activities, it is 
important to provide the instructions to the 

participants clearly. Following are some tips 
on how to give instructions well:  

Signal that you are going to give  ●

instructions. 

Say the instructions a minimum of three  ●

times. 

Get participants to explain back to you what  ●

they have to do. 

Give step-by-step instructions to the  ●

participants and allow them to complete 
each step before giving instruction for the 
next step. 

Practice giving instructions before the  ●

session.
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Module: Conflict Resolution

Overview
Conflicts are a natural part of human life. 
What is important is how we deal with them. 
Conflicts can have both positive and negative 
results.  Effective conflict resolution removes 
or mitigates the negative consequences of a 
conflict while preserving its beneficial, life-
giving qualities. This principle is no different 
when talking about informal sector waste 
recyclers. Informal Sector workers especially 
recyclers deal with a number of conflict 
situations everyday –with other recyclers, 
police personnel, municipal workers, waste 
traders beside a number of family and 
community conflicts. It is important, therefore, 
them to learn and practice positive conflict 
resolution techniques so that each of them is 
able to play his/her role to ensure peaceful 
resolution of any conflict in the family, 
community or at work. 

This module shares a broad understanding 
of conflict, strategies for assuaging tensions 
before they turn into conflicts, basics of 
an ideal conflict resolution, and tips and 
suggestions for dealing with conflict. Effective 
communication is one of the core skills 
necessary for positive conflict resolution. 
Hence, this module covers important aspects 
of communication skills necessary for learning 
conflict resolution techniques.

Learning Outcomes
At the end of this module participants will be 
able to:

Define conflict ●

Describe common causes of conflict  ●

Describe two forms of communication  ●

Give examples of communication  ●

breakdown 

Explain three examples of communication  ●

models that can assist in conflict resolution 

Describe patterns of behaviors they may  ●

encounter during different interactions 

Explain the difference between warning &  ●

danger signs 

Give examples of impact factors  ●

Describe the use of distance when dealing  ●

with conflict 

Explain the use of “reasonable force” as it  ●

applies to conflict resolution 

Describe different methods for dealing with  ●

possible conflict situations 
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SESSION 1: INTRODUCTION TO ACTIVE LISTENING

At the end of this session participants will be able to
Understand that good listening requires two way communication –  ✓

sending and receiving a message 

Analyse what good listening skills are, and how it feels when someone  ✓

doesn’t demonstrate that they are listening to what you are saying.

Recognise the diff erent barriers in communication. ✓

A4 Size sheets, MOD6/PPT Section: Introduction to Active Listening, 
MOD6/PPT Section: Barriers in Communication

Art Activity: 
1. Give each participant an A4 Sheet and a marker. Tell participants 

that you will go behind the training room and face your back to the 
participant group. 

2. Ask them to do as you instruct without looking at you or asking 
any questions. 

3. Also tell that you would repeat the instruction only twice and not 
more. 

4. Read out the instructions to describe the picture of the chicken (Do 
not tell participants that you are making them draw a chicken.) 

Instructions: 
• Draw an egg shape
• Draw a circle touching the egg shape
• Draw a small circle inside the circle you have just drawn
• Draw three straight lines inside the egg shape
• Draw two small lines coming out of the circle that touch at one 

end q Repeat just below
• Draw two longer lines coming out of the egg shape
• Draw a line to join up these two lines
• Draw three straight lines inside the shape you have just created
• Draw two lines coming out of the bottom of the egg shape
• Draw two short lines coming out of the lines you have just 

drawn. 
5. Use the big picture of the chicken in MOD6/PPT to show students 

what they should have drawn.
6. Ask 

• Did you find it difficult to understand the instructions given? 
Why?

10 min
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7. Explain that this is because they could not check the information 
they were hearing. Tell that good communication skills require 
two-way communication – Listening and speaking.

1. Game: 
• Divide participants into two equal groups- A and B. 
• Ask group A to leave the room. 
• Instruct group B to display poor listening skills. They should 

fidget, turn away, get distracted, not respond to what’s being 
said, and occasionally say, ‘That’s very strange’, ‘ok ok’ or ‘What?’

• Direct group A to choose a partner from group B and tell the 
him/her about his/her last visit to the village.

• Ask: 
- How did it feel doing the exercise?
- How did you know the other participant was not listening?
- How did it feel when you realised that the other person is not 

listening or paying attention to you. 
2. Show slides MOD6/PPT, Section- “Introduction to Active listening” 

and explain slides using notes given in each slide.
3. Game:

• Tell participants that you are going to read them a brief story 
about a train and that they need to pay close attention as you are 
going to ask them a question about the situation being described. 

 “A train leaves the station with 3 passengers and stops at 
New Delhi Railway station and 5 more get on. It next stops at 
Mathura and 2 passengers get off . Next stop is Agra and 23 
new passengers get on board. The train makes its next stop in 
Dholpur where 21 get off  and no one gets on. The train travels 
further until it reaches Gwalior where 3 more passengers get on. 
The next stops are Jhansi where 6 get on and 4 get off , Lalitpur 
where no one gets on or off , and Bhopal Junction where 24 
passengers get on board. The train reaches the end of the route 
in Bhopal Habibganj where everyone gets off ”. 

• After you have completed reading the story, ask this question: 
“How many stops did the train make?”

• Debrief: It is likely that participants were more focused on how 
many passengers were left on the train when it reached its final 
destination. 
- Ask participants how many were more focused on number of 

passengers than the number of stops. 

30 min

15 min

15 min

15 min
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- Ask if anyone can answer the question of how many stops 
the train made. Also ask if anyone can answer how many 
passengers were on the train when it reached Bhopal 
Habibganj. 

• Discuss why participants may have focused on the wrong 
criteria while listening to this story. Emphasize that often 
our assumptions cause us to focus on the wrong things when 
we communicate with others and that we need to keep an 
open mind about what may be most important and critical 
communications. 

4. Show slide on MOD6/PPT Section: Barriers in Communication, and 
explain using notes given in each slide.

10 min

• The answer to the question concerning how many stops the train made is 9, 
including its final destination. 

• There were 37 passengers on the train when it arrived in Bhopal Habibganj

Throw a ball at diff erent participants and ask them to share two 
important take-away from the session

5 min

SESSION 2: TOOLS FOR ACTIVE LISTENING 

At the end of this session participants will be able to
Recognise two important tools in active listening – voice and non-verbal  ✓

skills.

Understand importance of voice and intonation while communicating ✓

Assess and analyse non verbal activities activities in communication.

MOD6/PPT Section: Types of Listening Activities; MOD6/PPT Section: Verbal and 
Non-Verbal Communication, Props for role play (as required by the participants)

1. Show pictures of diff erent people using MOD3/PPT Section: Types 
of employment

 xqtjkr ds egslk.kk ftys esa fLFkr ,d NksVs ls xkao oM~uxj esa flracj] 17 
1950 dks Jh ujsUæ eksnh dk tUe gqvkA

 os Hkkjr ds orZeku ç/kkuea=h gSaA Hkkjr ds jk’Vªifr ç.ko eq[kthZ us mUgsa 26 
ebZ 2014 dks Hkkjr ds ç/kkuea=h in dh “kiFk fnyk;hA os LorU= Hkkjr ds 
14osa çèkkuea=h gSa rFkk bl in ij vklhu gksus okys Lora= Hkkjr esa tUes çFke 
O;fä gSaA

20 min
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 muds usr`Ro esa Hkkjr dh çeq[k foi{kh ikVhZ Hkkjrh; turk ikVhZ us 2014 dk 
yksdlHkk pquko yM+k vkSj 282 lhVsa thrdj vHkwriwoZ lQyrk çkIr dhA ,d 
lkaln ds :i esa mUgksaus mÙkj çns”k ds uxj okjk.klh ,oa vius x`g jkT; 
xqtjkr ds oMksnjk lalnh; {ks= ls pquko yM+k vkSj nksuksa txg ls thr ntZ 
dhA blls igys oks xqtjkr jkT; ds osa eq[;ea=h jgsA mUgsa muds dke ds 
dkj.k xqtjkr dh turk us yxkrkj 3 ckj ¼2009 ls 2014 rd½ eq[;ea=h 
pqukA xqtjkr fo”ofo|ky; ls jktuhfr foKku esa LukrdksÙkj fMxzh çkIr ujsUæ 
eksnh fodkl iq#’k ds uke ls tkus tkrs gSa vkSj orZeku le; esa ns”k ds lcls 
yksdfç; usrkvksa esa ls gSaA ekbØksCy‚fxax lkbV V~foV~Vj ij Hkh oks lcls T;knk 
Qkyksoj okys Hkkjrh; usrk gSaA Vkbe if=dk us eksnh dks ilZu v‚Q n b;j 
2016 ds 32 mEehnokjksa dh lwfp esa “kkfey fd;k gSA

2. After the reading, ask the participants to tell you all that they 
heard. 

3. Allow 7-8 minutes for this activity. Then, invite the participants to 
listen to the same text being read out for a second time. 

4. This time they should have an objective when listening to the text. 
Complete the reading, and ask the participants to report on the 
stated objective. 
• Where was Narendra Modi born?
• When did he become CM of Gujarat
• How many votes did he won with in the 15th Loksabha elections?
• Narendra Modi is ___th PM of Independent India.
• How many times was Modi elected to be CM of Gujarat?

5. During the first round of reading, most participants will probably 
be able to tell you bits and pieces of the text you read. 

6. Listening to the second round of reading with an objective will 
result in accurate responses from a large number of participants. 

7. Ask the participants: 
• Why do they think this happened? Some participants will tell you 

that this was because, the second time, they had an objective. 
Commend the answers.

• Emphasize that the diff erence between hearing and listening is 
that listening has an objective while hearing is general.

8. Show MOD6/PPT Section: Types of Listening Activities

1. Show slides on Tools for active listening- Voice and intonations 
from MOD6/PPT Section: Verbal and Non-Verbal Communication

2. Game: Acting audition:
• Encourage participants to imagine that a film director has 

come to the training room and will select people to act for his/
her upcoming movie. Tell participants to come forth and say 
the sentence “ Aaj training nahihogi” to reflect the following 
emotion:

10 min

20 min
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o Indicating surprise  o Indicating confusion
o Indicating anger  o Indicating fear
o Indicating happiness

• Discuss how the very same statement can take on so many 
diff erent meanings. The point is that we do need to pay close 
attention to not only what is being said but also how it is 
being said for this is often where the true meaning of the 
communication exists. Additionally ask participants to think if 
the expressions were the same while saying it sentence. Tell that 
our facial expressions and the way we move our body or hands 
form “Nonverbal’ means of communication. 

3. Show participants slides on Non-verbal communication and 
explain using the notes MOD6/PPT Section: Verbal and Non-Verbal 
Communication

10 min

While teaching participants about active listening, it is important that you 
demonstrate the same throughout the training process. Ensure that you model 
active listening while interacting with the participants. 

Activity:
• Divide the class into small groups. 
• Give each group a card with a scene on it that they will role 

play—a scene that involves ONLY body language and NO talking. 
- It is Diwali and you wanted to reach home on time but you are 

not able to find a bus to go home.
- It’s the end of a wedding party. You are the last people left.
- You are all friends at a funeral.
- You are family members on the way back from a vacation. 

A few minutes ago you had a big fight.
• Encourage the group NOT to over-plan the role play. Instead, 

suggest that they define the characters in the scene, and think of 
a few possibilities for events that might occur in the scene. Then 
*IMPROVISE* within that general structure. This makes for a 
much more spontaneous and interesting role play than the more 
rigid alternative of carefully scripting all the action.

• Each group takes its turn at improvising its scene in front of the 
whole class. The group should provide NO introduction to the role 
play. The class can then guess what is happening in the scene. 

• After each role play, the class discusses what they believe was 
happening in the scene based on what they saw in the body 
language.  What are the personalities of the people, their 
relationships with each other, the issues aff ecting the group, etc.?

30 min
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SESSION 3: ACTIVE LEARNING SKILLS

At the end of this session participants will be able to
List eight active listening skills. ✓

Practice key active learning skills.

MOD6/PPT Section: Active Listening Skills -I

Instruct participants to quickly answer the following questions: 
What color is the cotton? (They will answer “white”) 
What do cows drink? (If participants answer that cows drink milk, 
explain that they give mile and drink water.) 
1. Next show a flower (rose) and ask: Chandaki ma ke teen 

baccheyhain…
 Hold up the gulaab and then the marigold (gainda) and say “ 

gulaab, gainda and ______”
2. Expect participants to try to come up with another name that has 

something to do with a flower. After letting them struggle for a few 
moments, explain that the correct answer is “Chanda.” 

Explain that the reason why they answered these questions 
incorrectly was the context in which each question was asked. 
Sometimes we perceive things diff erently because of the setting or 
context in which we are presented communication. If these questions 
were asked without the other information paired purposely to get 
participants to think a certain way, these questions would have been 
easier to answer. Explain that context often is the most important part 
of communications. 

10 min

1. Show slides from MOD6/PPT Section: Active Listening Skills –I and 
explain participants Stop, Look, Listen and Question as steps to 
Active listening. 

2. Activity: Explain that this activity is designed to emphasize the 
importance of active listening.
• Divide the group into teams of three members each and label one 

member as ‘vakta’, one as ‘shrota’ and one as ‘darshak’.
• Ask vakta in each group to think of three words that summarize 

an entire experience he or she has had, e.g., “I went there”, “I saw 
that” or “I learned something”. Highlight that they are not to say 
anything more than three words to describe the phrase. 

15 min

25 min
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• Instruct shrota to learn what that experience was by using active 
listening skills especially questioning. Remind participants about 
the five questions that should ask to get more information from 
the vakta – kya, kab, kyon, kahaan aur kaise. 

• Clarify that shrotas are not allowed to guess and have to ask all 
questions before the activity is over. Also tell vakta to answer 
only the questions asked by the shrota. They are not to provide 
any elaboration on the question unless specified by the shrota. 

• Instruct darshak in each group to observe the interaction and to 
intervene if the above said rules are not followed. 

• Ask the group to describe what happened during the activity, 
giving examples of eff ective and ineff ective listening and 
questioning. List the techniques on a flip chart. 

• Repeat the activity thrice so that each person gets a chance to 
practice eff ective listening and questioning skills..

Explain paraphrasing, summarizing and other important tips for active 
listening using slides in MOD6/PPT Section: Active Listening Skills-I
3. Game:
a) Divide the class into pairs. Explain that one member from each 

pair has to talk for 1 minute on the topic given below and the other 
member must paraphrase using the skills learnt in slides.  
• What is a beautiful feeling you’ve been having lately?
• If you were granted three wishes, what would they be?

b) Switch roles and repeat.
c) Discuss:

• Was it easy or hard to paraphrase?
• How did it feel to do it?
• When you were the speaker, what was it like to hear yourself 

paraphrased?
d) Ask a few volunteers:

• Is it easier for you to listen or to speak?
• What was one thing you learned from today’s lesson?
• What was one thing that you need to practice more?

10 min

20 min

Ask each participant to give tell about any two things they have learnt 
in the sessions on active listening. The rest of the group must not 
repeat the same statement but may say something else around the 
same theme e.g. while one participant explains what active listening is, 
other talks about importance of active listening and so on.

10 min
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SESSION 4: UNDERSTANDING EMOTIONS (contd.)

At the end of this session participants will be able to
Describe the diff erent emotions and feelings.  ✓

Learn to recognise other people’s emotions.  ✓

Discuss a range of people they can talk to about their emotions and feelings.  ✓

Recognise personal emotional triggers ✓

Demonstrate willingness to take charge of their emotions. ✓

MOD6/PPT Section: Emotions and Triggers

1. Show pictures of diff erent emotions to the participants MOD6/
PPT Section: Emotions and Triggers and ask them to guess how the 
person in the picture is feeling.  

2. Ask the participants to think of how they are feeling now. Ask them 
to draw a mask with the opposite emotion and wear it. 

3. Ask them to walk around the room on music and as soon as it 
stops, pair with the person standing on their left. They recognize 
real emotions of each other in pairs.

5 min

20 min

10 min

Activity
1. As an extension to the introductory activity, Divide the training 

area into two parts. Label one as positive emotions and other as 
negative emotions.

2. Ask participants to look at their own masks and stand in the 
designated area: 

3. Which one of these are positive feelings or feelings that make you 
feel good? 

4. Which of these feelings are negative feelings or feelings that make 
us feel unpleasant.

5. Ask participants to wear their masks and line up so that each can 
see the diff erent positive and negative feelings.

Game: Moving ahead
1. Ask them to consider two basic emotions- Happiness and Anger. 

Divide the participants into teams of 10. 
2. Assign separate spaces to each time. 
3. Explain that this exercise is for them to understand the triggers 

that aff ect their two most important emotions. Each member will 
be given one chance to identify things that make them happy and 
things that make them angry. They have to speak out the triggers 
and move a step ahead for each happiness trigger and move back 
for each anger trigger. Allow 2 minutes to each participant. 

10 min

35 min
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1. Reassemble the participants and debrief:
• Did the activity help you think of things that made you happy and 

angry?
• How would you utilize this understanding?
• Why is it important to understand these triggers?

2. Explain that understanding of Emotional triggers help us know 
ourselves better and decide how we want to handle the triggers 
and hence our behaviors. An understanding of our behavior in 
turn makes us more successful in our personal and professional 
relationships.

3. Tell them that in next few sessions they will learn how to 
consciously handle emotions and constructively plan how to 
respond to triggers when they come up. 

10 min

SESSION 5: ANGER MANAGEMENT

At the end of this session participants will be able to
Realise that anger, like all other emotions, is normal.   ✓

Describe anger and its eff ects on them  ✓

2 Paper cups, 2 garbage bags, a table, 5-6 waste water bottles, white, black and 
red paints

Game: “Blowing Off  Steam”. 
1) Make two teams of 4 participants each. Ask remaining participants 

to observe the activity carefully. 
2) Place two tables and assign one to each team. On each table put a 

paper cup on one side of a table tie a garbage bag. 
3) On command, the team should blow air on the cup in such a way 

that it falls inside the garbage bag. Tell them that they must not 
touch the cup while doing that. Whichever team completes the task 
first is the winner. 

4) After the task, ask the teams:
• Did you feel frustrated at all
• How did you cope up with frustration?
• Why do you think this task was chosen?

5) Settle the group down and explain that the next part of the session 
is to off er alternative ways of dealing with anger.

20 min
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Art activity:
1) Divide the participants into groups and give each a waste bottle. 
2) Ask the participants to add water into the bottles (half filled). Then 

give them white paint and ask them to put a few drops into the 
water. Ask the teams to close the bottle and swirl it. 

3) Explain: “Water represents our life, white color represents 
positive emotions how we feel when we are able to utilize positive 
emotions for improving our relationships.”

4) Now ask participants to put a drop of black colour in the bottle. 
Ask them not to shake. 

5) Explain that “the black drop represents negative emotional trigger, 
the white in the bottle is still able to handle this slight trigger and 
our relationships remain golden. 

6) Ask the participants to put 5 more drops of black paint and shake 
the bottle. Demonstrate how the water becomes grey and slowly 
black. 

7) Ask participants: 
• What would happen if you pour more black paint in the bottle? 

(The relationships will fade and the positive emotions will be 
clouded with negative emotion.) 

• What did they understand by the activity?
8) Explain that the activity demonstrated that the negative emotional 

triggers must be handled sooner than later to ensure that we have 
a more fulfilled life. 

Discussion:
1) Ask participants to think about one time they got very angry. Ask 

them to think :
• about their body posture
• about their gestures
• about the way they expressed the anger – (shouting, hitting, 

throwing objects, punching, harming oneself etc. )
Art Activity:
Ask each participant to create a cutout of his or her handprint, color it 
red and write Stop on it. 

30 min

20 min

15 min

Explain that while anger is inevitable, it is also extremely unpleasant 
for the person who gets angry, the one who is the recipient of the 
anger behaviors and other who are observing that behavior. 

5 min
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SESSION 6: ANGER MANAGEMENT (Contd.)

At the end of this session participants will be able to
Transition from inappropriate action when angry to more constructive  ✓

behavior 
Practice ways to cope with anger ✓

Floor game board

Guided imagery - Tell them that you will guide them through a simple 
way of releasing anger. Take them through the guided imagery script 
given in the next page. 

10 min

Discussion: Ask them to think of times when they were able to 
successfully overcome anger. Ask them to tell what worked at that 
time. List the strategies on a flipchart. (Physical exercise, journaling, 
talking to someone you trust)
Floor game: 
1. Recreate the floor game as demonstrated in the figure

 
2. Place the game on the floor. Make 9 teams and play the game as 

follows
3. Each team representative closes his or her eyes and throws 1 stone 

so that it lands on a number on the floor game.
4. Ask the participant to throw the stone again if it lands on O or on 

the central, non-numbered area. Note the number, give the team a 
situation. 

5. Read the indicated situation to the team. When the team has 
responded to the situation, it receives points equal to the number 
on which their stone landed e.g if the stone had landed on 6, and 
the team answers the situation, they score 6 points. 

6. If the team does not want to respond to a situation he or she may 
pass their turn. They do not receive a point. 

15 min

60 min
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7. Remind the players that there is no right or wrong responses. 
8. Encourage discussion and ask follow-up questions. 
9. Continue the game for 5 rounds. The team that scores the 

maximum wins the game.

Only read out the situations. Do not provide your own interpretation 
or solution to the problem

1. Steps to Anger Management
• Stop- Explain that they must think of “Stop” sign they have 

created, each time they are about to get angry. 
• Relax – Breathe and release the stress and tension in your body
• Detach: Clear your mind of all thoughts
• Center: Drop your awareness to the center of yourbody, just 

beneath the navel and feel yourself breathe
• Focus: choose one keyword that represents how you want to feel 

or who you want to be in this moment.
• After the anger has decreased and you are feeling calm, you 

might want to address the upsetting situation by taking action to 
change the situation or speaking to the person you were upset 
with. Or you may just choose to let the situation go. 

• Once your anger has subsided you can choose whatever option 
seems best. You have the right to feel a range of emotions, 
including anger, and to express these emotions in healthy ways 
of your choosing.

2. Laughter Therapy:
Tell the participants that they will go through a special therapy called 
the ‘Laughter therapy’. Start by saying ‘Ha!’ and get the next person 
to repeat your ‘Ha’ adding one of his or her own. Participants repeat 
what their neighbor says and add another ’Ha!’ In this way, people are 
‘made’ to laugh and very quickly everyone will be laughing.

15 min
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GUIDED IMAGERY SCRIPT: 
[Adapted from materials from Inner Health 
Studio and Performance Resource Press] 

Practicing this guided relaxation helps you 
manage anger when it arises and deal with it 

quickly and effectively in the moment. Ask the 
participants to close their eyes and focus on 
what you are saying. Use soft, assertive tone 
and say the following. 

Step 1: Deep breathing:
• “It’s time to take a break...and relax...

to deal with anger in a healthy, 
productive way. Find a naturally 
relaxed sitting position and open 
posture, your hands resting in 
your lap or at your sides, your legs 
uncrossed, and your head balanced in 
a neutral position. 

• Now, take a slow, deep breath in 
through your nose and notice your 
lungs and chest expanding. Hold the 
breath gently.... And let it out through 
your mouth.... 

• Breathe in again.... Pause.... And 
exhale fully.... Breathe in.... Pause.... 
And out....In.... Out....In.... Out.... 
Continue to breathe intentionally. 

Step 2: Relaxing:
• Take note of the physical sensation 

of anger. Check where in your body 
the anger is stored. Start to relax 
your body. Check for any tension, 
beginning with your feet, moving 
upward to your head. Notice any 
tension you might have in your 
legs..., stomach..., hands..., arms..., 
shoulders..., neck..., jaws..., and face. 

• Many of the physical symptoms of 
anger are uncomfortable. Some of 
these symptoms can be relieved right 
now, if you like, by relaxing your 
muscles. Let’s relax a few areas to 
begin this process. 

• Start with your hands and arms. 
Tighten your hands into fists. Feel 
the tension in your hands and arms. 
Hold.... Tighter.... Tighter.... And relax. 
Again, tighten your hands.... Hold.... 
And relax. Again, tighten.... And relax. 
Now allow your hands and arms to 
be relaxed, loose, and limp. Notice 
the difference between tension and 
relaxation. 

• Now see if you can relax your 
shoulders. You may choose to 
tighten the muscles, by pulling your 
shoulders toward your ears and 
holding them there, and then relax. Or 
you can simply relax your shoulders 
without tensing them first. Do 
whatever seems to work the best for 
you. 

• Focus now on your face and jaws. 
Relax your face and jaws, tensing 
the muscles first if you want to. Let 
all the tension leave your face...., let 
the tension leave your jaws...leaving 
your face and jaws limp, smooth, and 
relaxed. 

• Scan your body now from head to 
toe for any other areas that might 
be tense. For each area, imagine 
directing your breath to that area. 
Imagine breathing in relaxation....and 
breathing out tension. Breathing in a 
feeling of relaxation, and exhaling all 
the tension. Feel your muscles more 
relaxed with each breath. 
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• Continue to scan your body, relaxing 
each area

• Take note of how you are feeling now. 
Physically. Emotionally. It’s okay if 
you still feel residual anger. Just leave 
that feeling where it is. Emotions 
are neither right or wrong...they just 
are. All you are doing now is just 
observing. Continue to be aware of 
your deep, deliberate breathing – 
inhale fully, hold it for a second, and 
release.... 

[Pause] 
You are controlling anger right now, just 
by the fact that you are not reacting with 
angry behaviours. You have chosen to relax, 
to deal with anger in a healthy way. 

Step 3: Self affirmations: 
• To increase the control you have over 

anger, you may want to repeat some 
affirmations to help create realistic, 
rational thinking – also called self-
control thoughts. 

• Here are 5 affirmations to help deal 
with anger:
– I acknowledge that I am feeling 

angry right now and accept the way 
I feel.

– I have the power to control my 
reactions.

– I can fully experience this anger, yet 
wait before I take action.

– I can feel angry, but calm and in 
control at the same time.

– It’s okay to feel angry.
• Notice again how you are feeling.

Physically, how are you feeling? 
Let your body relax a little more... 
relaxing any tense areas. Emotionally, 
how are you feeling? See how 
emotions come and go.... Anger can 
come and go. It will not last forever. 
There is a limited time where you 
exercise self-control before the anger 
is no longer an issue.

SAMPLE FOR THE BOARD GAME:

The Situations 

1. Mushtaq’s wife cannot find some important 
papers that are required for making an 
aadhaar card. Today is the last day for 

camp. Mushtaq felt like abusing his wife. 
What would you tell Mushtaq to do? 

2. Sahil’s brother ate the piece of sweets 
that was kept aside for Sahil. Sahil felt like 
punching his brother. What would you tell 
Sahil to do? 

3. Nazir wanted to sit in the front seat of the 
training room, but Abdullah got there first 
and wouldn’t let him have it. Nazir felt like 
pushing Abdullah. What would you tell 
Nazir to do? 

4. Smita’s children would not leave her alone 
while she was trying to talk to her friend. 
Smita felt like shouting at her children. 
What do you think she should do? 
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5. Sushmita called Kajal stupid. Kajal felt like 
calling Sushmita a bad name back. What 
would you tell Kajal to do? 

6. Karan made a joke about Anil’s family. Anil 
felt like beating Karan up. What would you 
tell Anil to do? 

7. Sumer’s friend kept interrupting when he 
was trying to tell a story in the training 
room. Sumer felt like shouting the story so 
his friend couldn’t get a word in. What do 
you think Sumer should do? 

8. Urmila over heard her friend saying how 
ugly Urmila was. Urmila felt like pulling 
her friend’s hair. What would you tell 
Urmila to do? 

9. Manoj bought a new saree for his wife on 
Diwali. But when he took it home, his wife 
told him that he has a bad choice. Manoj 
felt like burning the saree. What would 
you tell Manoj to do? 

10. Farida was in a Safai sena meeting. She 
felt that nobody in her group was listening 
to her ideas. Farida felt like keeping quiet 
and saying anything. What would you tell 
Farida to do? 

11. Champa thought her Superviser was 
always yelling at her for not reason. 
Champa wants to leave the job and 
complain about the superviser. What 
would you tell Champa to do? 

12. Sampat went to sell his waste to the waste 
trader. He felt that the trader was cheating 
him and offering him less price than what 
he offered another recycler. Sampat felt 
like shouting until trader agreed with him. 
What would you tell Sampat to do? 

13. Aishwarya was standing in the line to 
collect water. Babita cut in the line. 
Aishwarya felt like pushing Babita out of 
the line. What do you think Aishwarya 
should do? 

14. Dharam told Rehman a secret and asked 
him to keep it to himself. But Rehman 
went and told the entire community. 
Dharam felt like kicking Rehman. What 
would you tell Dharam to do instead?

15. Jehangir was travelling in a bus. He was 
not allowed to sit because he looked dirty. 
Jehangir felt like fighting with the people 
and abusing them. What do you think he 
should do?

16. Faheem slipped in the training room and 
everyone laughed at him. Faheem felt like 
telling everyone to shut up. What do you 
think he should do

17. Kareem was collecting waste from his 
ward when one resident commented that 
all wastepickers are thieves. Kareem felt 
like arguing with him and never picking 
up waste from his house. What would tell 
Kareem to do? 

18. Rehaan overheard his friend Shakil saying 
that he was stupid. He felt like he never 
wanted to talk to Shakil again. What would 
be a better thing to do? 

19. Kavya felt really sick, but mother made her 
go to school. Kavya felt like yelling at her 
mother. What would you tell Kavya to do 
instead? 

20. Samir’s teacher accused him of 
talking when he wasn’t. Samir felt like 
complaining. What would you tell Samir to 
do? 

21. Muskan’s friend broke off her watch. 
Muskan wanted to cry. What would you 
tell Muskan to do? 

22. His boss in front of everyone shouted at 
Ali. He felt like shouting back at his boss. 
What would you tell him to do instead? 

23. Suhail wanted to ride his bike, but it had 
a flat tire. Alan felt like knocking his bike 
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over in anger. What do you think Alan 
should do? 

24. Jen wanted to play hopscotch, but her 
friends all wanted to play kickball. Jen felt 
like storming off in anger. What do you 
think Jen should do? 

25. Rustam’s wife made lauki for dinner. 
Rustam hates lauki. He felt like leaving the 
food and going out of the house. What do 
you think Rustam should do? 

26. It rained on the day of Rehan’s wedding. 
He felt like yelling bad words. What do you 
think Rehan should do? 

27. Krishna found out that his best friend 
had gone to the fair with some other boys 
and had not invited him. Krishna felt like 
going to his friend and punching him on 
his face. What would you tell Krishna to do 
instead? 

28. Kavita wanted to take a leave and rest at 
home, but her boss gave him one more 
task to complete and denied a leave. Kavita 
wanted to argue with her boss. What do 
you think Kavita should do? 

29. Nikhil wanted to go out with his friends 
but his wife told him she had to go visit 
her parents instead. Nikhil wanted to 
ignore his wife and go with friends 
anyway. What do you think Nikhil should 
do?

30. Victoria accidentally spilled juice on 
Sharon. Sharon felt like spilling her juice 
on Victoria to get back at her. What would 
you tell Sharon to do instead? 

31. Sahil really likes paan, but his brother 
wouldn’t let him eat any tobacco. Sahil felt 
like yelling at his brother. What do you 
think Sahil should do? 

32. Alex’s teacher told him to move his desk to 
the other side of the room. Alex liked his 
desk where is was and felt like kicking his 
chair over in protest. What would you tell 
Alex to do? 

33. Sunita was cooking sweets for Diwali when 
her son accidentally fell and dropped his 
dirty ball into the utensil. Sunita felt like 
hitting her son. What do you think Sunita 
should do? 

34. Kiran discovered that her neighbour 
Ahmed was spreading rumors about 
her that were not true. Kiran felt like 
spreading untrue rumors about Ahmed in 
return. What do you think Kiran should 
do? 

35. Sakia’s mother-in-law commanded her to 
do her several chores one after the other. 
Sakia felt like telling her to shut up. What 
do you think Sakia should do? 

36. Nazia likes to sing but each time she does, 
her husband makes fun of her. Nazia felt 
like crying. What would you tell Nazia to 
do? 

37. Rehanna and Nizam had to reach work 
quickly but Nizam was walking slowly 
because of an injury on his foot. Rehanna 
felt like asking him to hurry up. What 
would you tell Rehanna to do? 

38. Shaheen’s little baby would not stop 
crying. Shaheen felt like yelling at him to 
be quiet. What would you tell Shaheen to 
do? 
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SESSION 7: INTRODUCTION TO CONFLICTS

At the end of this session participants will be able to
Realise that conflict is everywhere and is inevitable.   ✓

Identify the signs of a tension before it turns into a conflict.  ✓

Demonstrate importance and use of I-Messages in communicating during  ✓

conflicts.

Chair, MOD6/PPT Section: I messages

Game: Jaanmein Dam: 
1. Ask for two volunteers and instruct one participant to sit in the 

centre of the room on a chair while the other to stand next to him. 
Tell the participant sitting on the chair that he/she has to keep 
sitting on the chair for as long as possible. 

2. Explain the second volunteer to find ways to make the person leave 
the chair.

3. Continue the activity for 5 minutes:
a) Ask the sitting volunteer- Did you feel hurt by any of the ways 

that the second volunteer used to make you leave the chair? 
What were the specific parts about this exercise that you likes 
and did not like?

b) Ask the standing participant- Was it difficult to make the person 
change his/her mind about sitting on chair? Were there other 
ways that you wanted to use but did not use? Why did you not 
use them?

c) Ask the observers- did you feel that at any point either of 
the two were getting angry? Who was handling the activity 
aggressively and who was handling it more tactfully?

Tell the participants that what they saw was a conflict situation. The 
situation arose because the two people had two diff erent purposes.

20 min

Mind Map:
1. Write the word “conflict” on the chalkboard. Ask participants to 

think of all the words that come to their mind as soon as they 
hear the word. Note all of the phrases on the board using a word 
web. Continue for about three to five minutes (or longer if interest 
remains high).

2.  Using their responses, help them come to a definition of “conflict” 
as an argument, a disagreement, or a fight. 

3. Ask: 
a. What do you notice about the web? Why are most of our 

associations negative? 

15 min
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b. Write CONFLICT = VIOLENCE on the board to make the point 
that many people equate the two concepts. 

c. Ask, Does conflict equal violence? What is the diff erence 
between conflict and violence? 

Think-Pair-Share
1. Divide the class into pairs. 
2. Ask participants to take turns telling their partners a story about a 

conflict they have had including – 
– who was involved, 
– how it started, 
– how it ended, and 
– how they felt when it ended. 

3. Write the words “where,” “who,” “what,” “end,” and “feel,” on the 
board as a reminder of what the story is to include. 

4. Give each team member 5 minutes
5. Ask some volunteers to tell their stories to the class. 
6. Explain that there are many ways people resolve conflicts. 

I-Messages: 
1. Look at a participant and say “You never listen to me and make me 

angry”
2. Ask the participant:
3. How did you feel when I said that to you?
4. Did you feel that I was blaming you?
5. Did you feel you understood my real discomfort with you?
6. Did you feel I was being fair?
7. How did you feel like responding to me?
8. Assure the participant that you only said that to explain everyone 

how you-messages aggravate the problem and close the recipient.
9. Show slides on I-Messages in MOD6/PPT Section: I messages

20 min

20 min

Divide the participants into 5 teams. Give each team a situation. Ask 
them to convert the statement into an I-Message

• Sakia’s mother-in-law commanded her to do her several chores 
one after the other.

• Nikhil wanted to go out with his friends but his wife told him she 
had to go visit her parents instead.

• Your husband comes late from work every day and spends more 
time with his friends

• Your child does not attend school and roams in the street.
• Your spouse’s parents said something to your spouse because of 

which he/she yelled at you

15 min
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SESSION 8: CONFLICT RESOLUTION STRATEGIES

At the end of this session participants will be able to
Understand our initial reactions to conflict ✓

Consider how our reactions may influence the outcome of the  ✓

conflictDiscover the steps to eff ective conflict resolution
Create a conflict-resolution process that can be used in any conflict ✓

Picture of a mango. MOD6/PPT Section: Conflict Management-I

KhaasAam:
1. Divide the group into two teams- team A and team B. Take team 

A out of the room and explain that you are “Aamrakshak”,the 
keeper of a rare variety of mango. Tell Team A that they must 
negotiate with you to have this special fruit because its seed has an 
important chemical, which would be used to develop a  medicine 
that would protect children from all diseases. The team should 
negotiate with you and try to convince you

2. Take team B out and explain that you are “Aamrakshak”, the keeper 
of a rare variety of mango. Tell them that they must negotiate with 
you to have this special fruit because its pulp has an important 
chemical, which would be used to develop a  medicine that would 
protect all pregnant women from all diseases. The team should 
negotiate with you and try to convince you

3. The two teams should not be allowed to talk to each other. 
They must independently think of strategies to convince the 
Aamrakshak and do the negotiations separately with him. Allow 5 
minutes to each team for negotiating with Aamrakshak.

4. Ask the two teams to come together to the training room. Tell them 
that you are confused because both the causes are good. Ask the 
two teams to negotiate with one other and decide who should have 
the ‘aam’. Observe the discussion. You would see that once they 
realize that they each needed diff erent components of the mango 
teams will become collaborative and resolve the issue satisfactorily 
even going so far as to share the costs. 

Debrief:
• What was the outcome of the conflict over the mango?
• What did you do to achieve this outcome?
• Why is it important for people to communicate in order to 

resolve conflicts?

45 min
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• Do people always communicate with each other when they are in 
a conflict? Why or why not?

• Do people always want the same thing in a conflict?
• Have you ever experienced similar situations? What was the 

outcome?

I am Con�lict:
1. Sit in the center of the room on a chair and announce the following 

to the group: 
 “I am conflict. Consider how you typically react when you 

experience a personal conflict. Position yourself, in relation to me, 
somewhere in the room in a way that conveys your initial response 
to a conflict. Pay attention to your body language as well as your 
distance from the conflict.”

2. Ask the participants to freeze in their positions. 
3. Explain that the distance and manner in which each person is 

standing in relation to the chair is the way they approach conflicts. 
4. Ask participants to look at each other. Ask those who are 

standing too far away, why they selected that position? (Likely 
to be compromise). Ask those who are standing too close, why 
they chose that position (competition). There would be some 
who would be standing with their back towards the conflict. 
(Avoidance) and some who would be smiling at the conflict with 
poise on their face (Cooperation).

5. Show the slides on 5 styles of conflict management (MOD6/
PPT Section: Conflict Management-I )- Competition (win and 
lose), Accomodating (lose and win), Avoidance (Lose and Lose), 
Compromise (1/2 win and 1/2 win) and Cooperation (win and 
win).

20 min

15 min

Make a paper ball using scrap paper and call it the conflict ball. 
Throw the ball at a participant and ask him or her to state two things 
they learnt about conflicts and conflict management. After stating, 
the participant throws at another participant who in turn shares 
his/her two learning. Continue the activity until all key points are 
covered.

10 min
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SESSION 9: PRACTICING CONFLICT RESOLUTION

At the end of this session participants will be able to
Discover the steps to eff ective conflict resolution ✓

Create a conflict-resolution process that can be used in any conflict

MOD6/PPT Section: Conflict Management-II

1. Divide the participants into pairs
2. Ask each person to stand facing his/her partner. 
3. Ask them to put their arms straight out in front of them to shoulder 

level and touch palms with the other person. 
4. Tell them that they are going to push as hard as they can against 

each other so get them to stand in a way that is safe.
5. Ask them to keep puching and then tell them suddenly to stop 

pushing and feel how much of a relief it is.
6. This is what happens when we are in conflict with someone. Each 

of us trying to ‘push’ their message home. 

10 min

Role-play
1. Give the following situation using two volunteer participants. 
“Rashid’s son is getting married and he just came back from shopping, 

inviting relatives and doing some other tasks for the wedding. He 
decided to catch some rest  after a long day of work. Ahmed, his 
younger brother, comes home from work, turns on the radio, and 
starts singing loudly. Rashid gets up and orders Ahmed to turn off  
the radio. Ahmed protests, saying he never gets to have fun, and 
turns the radio up”. 

2. Ask the participants to describe what’s going on. 
• What does Rashid need?  What does Ahmed need? 
• If Rashid won, what would he get? How would he feel? If Ahmed 

won, what would he get? How would he feel? 
3. Show students the diagram of ways a conflict could come out 

MOD6/PPT Section: Conflict Management-I

Rashid gets 
what he needs

Rashid doesn’t get 
what he needs

Ahmed gets what he needs Win-Win Win-Lose
Ahmed doesn’t get what he 
needs

Lose-Win Lose-Lose

4.  Ask the audience to reflect upon the role play that was conducted. 
Which of the four ways did the conflict turn out.

20 min

20 min
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Ask the participants to think of two people in their life who they are 
constantly in conflict with. Encourage them to take a pledge that next 
time they are in a conflict with those two people they will work out a 
win-win solution.

5 min

SESSION 10: PRACTICING CONFLICT RESOLUTION

At the end of this session participants will be able to
Discover the steps to eff ective conflict resolution ✓

Create a conflict-resolution process that can be used in any conflict ✓

MOD6/PPT Section: Conflict Management-II

Game:
1. Divide the participants into pairs.
2. Ask participants to find a partner. 
3. Have each pair stand face to face, right fist out (as in Rock, Paper, 

Scissors),and say together, “Nothing, something, anything!” Once 
the word anything is said, the two participants yell out the name of 
any item they can think of (dog, coff ee mug, shoe). 

4. After yelling out their items, team members must now debate one 
another as to why their item would “beat” the other person’s item. 

5. Allow about two or three minutes of debate, then call a brief 
time-out to discuss the diff erence between debate and dialogue. 
(In debate people argue with each other and supporting their 
unwavering beliefs and views on the topic. It creates a threatening 
environment where each involved is competing to be right. On 
the other hand , during a dialogue all parties involved participate 
equally and explore the situation in greater detail to gain a better 
understanding so as to arrive at a mutually agreeable solution or 
conclusion)

6. After that, have the team continue with their conversations, only 
now, encourage team members to engage in dialogue – asking 
questions and listening to the answers – to come to an agreement 
between the two of them. 

Questions 
1. How did you react to your mini-conflict? 
2. Is this how you normally act in conflict situations? Why or why 

not? 

20 min
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3. How were you able to come to a consensus? 
4. What happened when you switched from debate to dialogue? 
5. When someone disagrees with you, do you always stop to ask 

questions? 
6. Is it difficult to listen when someone disagrees with you? Why? 
7. What made it easier in this activity? 
8. In what ways could you use these skills the next time you’re in 

conflict with another person?

Recap:
1. Ask participants to recall 4 possible endings to a conflict.
2. Show participants slides on conflict outcomes MOD 6/PPT.

(Section: Conflict Management-II)
3. Explain participant’s steps of understanding and resolving 

conflicts. 
Role play:
1. Divide participants into four groups and give them four conflict 

situations from the floor game situation list. 
2. Ask each group to prepare a skit based on the conflict and how 

they resolve the conflict using the conflict resolution steps and 
styles. Give the students ten minutes to rehearse their skits. Then 
have each group present their skit to the class.

3. After each skit is presented, the audience is to think of more 
alternatives that would lead to a win-win conflict resolution. 

5 min

15 min

30 min

Listen to the debate and discussion patiently and facilitate the proper 
understanding on conflict management in the participants.

Tell participants that you will throw a ball at any participant and 
will give a word that relates to all that they learnt about Conflict 
resolution. Here is a list of words:

• Conflict
• Barriers in communication
• Active Listening vs. hearing
• Steps in Active listening
• Paraphrasing
• Open-ended questions
• Kind of questions
• Summarizing
• Win-Win situation
• Meditation

15 min
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