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INTEGRATION OF DIVERSITY AND SOCIAL INCLUSION IN THE TRAINING 
Handbook for educators teaching adult learners from groups at risk of exclusion 

 
This training manual, aimed to assist educators, has been created as part of the result of a transnational European 
collaborative project. The need for such a manual and the included tools has become apparent in light of recent events, 
such as mass migrations into European countries from the outside of the EU, as well as a new demand for more inclusive 
approaches to teaching in general. The rate of mass immigration in particular, has made it difficult for the education 
providers to keep up with the pace of required content modification and staff upskilling. 
 
This handbook aims to help adult educators who work with diverse groups of learners - these can include people with 
protected characteristics, who are also at risk of social exclusion- to be equipped with knowledge and know-how in order 
to deliver educational material in the most inclusive manner and achieve the most optimum results. This training manual 
enables educators - both beginners and more experienced - to take advantage of the multiplying power of teaching by 
laying the foundations for the integration of diversity and social inclusion in the context of adult education. We have 
combined the collective experience and insight of six organisations from five countries to help expand and strengthen 
educators’ knowledge and skills in building an open, equal and friendly education environment. 
 
If you - as an adult educator - would like to improve the teaching process based on equal access to knowledge by including 
all participants, this handbook can help you to do this more effectively. 
 
To support adult educators in how to train adult learners with low qualifications to integrate diversity and social inclusion, 
we included in this handbook: 
 theoretical material describing the topic, 
 practical tips, 
 interactive exercises to be used during training, 
 reflective question, 
 assessment tools. 
 
We hope our manual will assist your work and make your classes more attractive, effective and beneficial on the level of 
a humanistic approach to teaching. 
 
 

“If we’re really trying to use education as a force for positive change,  
then we have to be constantly shifting and challenging ourselves to see the things we do  

that exclude or marginalize or devalue others.” 
David Wick 

 

  



2 | I D I S I | INTEGRATION OF DIVERSITY AND SOCIAL INCLUSION IN THE TRAINING - Handbook 

 
 
 
 

 
 

TABLE OF CONTENTS 
 

INTEGRATION OF DIVERSITY AND SOCIAL INCLUSION IN THE TRAINING ............................................................................... 1 

INTRODUCTION ................................................................................................................................................................... 4 

PEOPLE WITH DISABILITIES ............................................................................................................................................. 4 

MIGRANTS AND REFUGEES ............................................................................................................................................. 4 

WOMEN AND MIGRANT WOMEN .................................................................................................................................. 6 

ROMA PEOPLE ................................................................................................................................................................ 7 

Test your knowledge: INTRODUCTION ........................................................................................................................... 8 

CHAPTER I: ADULT EDUCATION .......................................................................................................................................... 9 

PREFACE TO THE CHAPTER ............................................................................................................................................. 9 

ADULT EDUCATION AND ADULT LEARNING THEORIES .................................................................................................. 9 

KOLB'S EXPERIENTIAL LEARNING THEORY .................................................................................................................... 12 

KOLB'S EXPERIENTIAL LEARNING CYCLE ....................................................................................................................... 12 

KOLB'S LEARNING STYLES ............................................................................................................................................. 13 

ADULT LEARNING – METHODS & TECHNIQUES ............................................................................................................ 14 

MOTIVATING ADULT LEARNERS – METHODS & TECHNIQUES ..................................................................................... 16 

HOW TO PLAN A LESSON FOR ADULT LEARNERS – BASIC STRUCTURE ........................................................................ 18 

HOW TO IMPROVE LEARNERS’ MEMORY – TECHNIQUES, TIPS AND EXERCISES ......................................................... 21 

TEN EFFECTIVE MEMORISATION STRATEGIES .............................................................................................................. 22 

Test your knowledge: ADULT EDUCATION ................................................................................................................... 24 

CHAPTER II: TEACHING ADULTS FROM GROUPS AT RISK OF EXCLUSION ........................................................................ 25 

PREFACE TO THE CHAPTER ........................................................................................................................................... 25 

THE ROLE OF EDUCATION AS A TOOL IN THE FIGHT AGAINST SOCIAL EXCLUSION ..................................................... 25 

HOW TO INTEGRATE ADULT LEARNERS FROM MARGINALISED GROUPS IN CHOOSING THEIR OWN FUTURE ........... 25 

BARRIERS TO LEARNING ADULTS FROM MARGINALISED GROUPS - EXAMPLES OF OVERCOMING BARRIERS ............ 26 

WAYS TO REDUCE THE COGNITIVE LOAD AND INCREASE THE EFFICIENCY OF INFORMATION PROCESSING ............. 28 

WAYS TO REDUCE THE COGNITIVE LOAD OF LEARNERS FROM STUDIED GRUPS ........................................................ 28 

UNCONSCIOUS BIAS: MINDFULNESS ON THE TRAPS OF THINKING ............................................................................. 30 

BUILDING LEARNERS’ SELF-ESTEEM AND CONFIDENCE ............................................................................................... 33 

Test your knowledge: TEACHING ADULTS FROM GROUPS AT RISK OF EXCLUSION ..................................................... 34 

CHAPTER III: INCLUSIVE EDUCATION ................................................................................................................................ 35 

PREFACE TO THE CHAPTER ........................................................................................................................................... 35 

WHAT IS INCLUSIVE EDUCATION? ................................................................................................................................ 35 

ROLE OF EDUCATORS WORKING WITH REPRESENTATIVES OF MINORITY GROUPS .................................................... 35 

WHAT IS CULTURAL COMPETENCE? ............................................................................................................................. 35 

WHY IS CULTURAL COMPETENCE IMPORTANT? .......................................................................................................... 36 

A FEW EXAMPLES OF HOW CULTURAL COMPETENCE CAN IMPACT LEARNING .......................................................... 36 

KEYS TO DEVELOPING EFFECTIVE AND COLLABORATIVE RELATIONSHIPS WITHIN DIVERSE COMMUNITIES .............. 36 

TAKING RESPONSIBILITY ............................................................................................................................................... 36 



3 | I D I S I | INTEGRATION OF DIVERSITY AND SOCIAL INCLUSION IN THE TRAINING - Handbook 

 
 
 
 

 
 

BUILDING THE ATMOSPHERE OF CONFIDENCE AND UNDERSTANDING ...................................................................... 38 

INCLUSIVE LANGUAGE .................................................................................................................................................. 39 

HOW TO GIVE AN EQUAL OPPORTUNITY AND CONDITIONS FOR EVERY ADULT LEARNER FROM DISADVANTAGED 
GROUPS ........................................................................................................................................................................ 41 

HOW TO ENSURE QUALITY LEARNING FOR ALL AND INCLUDE EACH AND EVERY LEARNER IN LEARNING ................. 43 

HOW TO CELEBRATE DIFFERENCE AND SHOW THE BENEFITS OF DIVERSITY .............................................................. 44 

HOW TO ENCOURAGE LEARNING DEPENDING ON ABILITIES OF LEARNERS ................................................................ 46 

Test your knowledge: INCLUSIVE EDUCATION ............................................................................................................. 47 

CHAPTER IV: MEDIATION AND CONFLICT MANAGEMENT ............................................................................................... 48 

PREFACE TO THE CHAPTER ........................................................................................................................................... 48 

WHAT IS CONFLICT? ...................................................................................................................................................... 48 

DIVERSITY AND CONFLICT ............................................................................................................................................. 50 

MICROAGGRESSIONS .................................................................................................................................................... 51 

STRATEGIES FOR DEALING WITH CONFLICT ................................................................................................................. 52 

COOPERATION AS CONFLICT SOLVING TECHNIQUE ..................................................................................................... 53 

MEDIATION ................................................................................................................................................................... 54 

CULTURAL MEDIATION ................................................................................................................................................. 55 

Test your knowledge: MEDIATION AND CONFLICT MANAGEMENT ............................................................................ 58 

CHAPTER V: DIGITAL TOOLS AND METHODS USEFUL FOR EDUCATORS WORKING WITH LEARNERS FROM 
DISADVANTAGED GROUPS ............................................................................................................................................... 59 

PREFACE TO THE CHAPTER ........................................................................................................................................... 59 

SUCCESSFUL DIGITAL EDUCATION SYSTEM .................................................................................................................. 59 

THE IMPORTANCE OF ITC TOOLS IN EDUCATION ......................................................................................................... 62 

TOOLS FOR DIVERSE LEARNERS .................................................................................................................................... 62 

Test your knowledge: DIGITAL TOOLS AND METHODS USEFUL FOR EDUCATORS WORKING WITH LEARNERS FROM 
DISADVANTAGED GROUPS ........................................................................................................................................... 67 

CHAPTER VI: SPECIFIC EDUCATORS’ SKILLS ...................................................................................................................... 68 

PREFACE TO THE CHAPTER ........................................................................................................................................... 68 

ACTIVE AND UNPREJUDICED LISTENING ...................................................................................................................... 68 

EMPATHY ...................................................................................................................................................................... 69 

INCLUSIVENESS ............................................................................................................................................................. 70 

MOTIVATION FOR DEVELOPMENT ............................................................................................................................... 71 

VERBAL AND NON-VERBAL COMMUNICATION SKILLS ................................................................................................. 72 

INTEGRITY ..................................................................................................................................................................... 73 

RESPECT ........................................................................................................................................................................ 74 

OPENNESS TO DIVERSITY AND CULTURAL SENSITIVITY ................................................................................................ 76 

Test your knowledge: SPECIFIC EDUCATORS’ SKILLS .................................................................................................... 77 

ANSWERS TO ASSESSMENTS ............................................................................................................................................ 78 

BIBLIOGRAPHY .................................................................................................................................................................. 79 

 



4 | I D I S I | INTEGRATION OF DIVERSITY AND SOCIAL INCLUSION IN THE TRAINING - Handbook 

 
 
 
 

 
 

INTRODUCTION 
 
The permanent changes that society is going through as a whole imply the need to be in a continuous process of training 
and updating knowledge. The implementation of training modalities that are capable of adult training for the permanent 
challenge of adaptation required by the changes that occur in society has become relevant. In this chapter, proven 
approaches to adult education will be presented to reduce disparities in access and participation in formal and non-formal 
education, addressing issues such as discrimination and exclusion, especially in relation to the three groups defined in 
IDISI project: 
 people with disabilities (including people with impaired sight and the deaf), 
 women, 
 immigrants (including asylum seekers, refugees, and the Roma Travellers), 
with a low level of qualification. 
 
For a more effective use of this handbook, below we describe these particular groups in the context of education. 
 
PEOPLE WITH DISABILITIES 

 
Inclusive classrooms are becoming far more common. Transitioning learners with 

disabilities from self-contained special education groups to inclusive general education is 
not an overnight process. It requires thoughtful planning. Trainer training, appropriate 
learner supports, resources, personnel, and a meaningful individual educational 
program need to exist prior to new class placements, especially for online classes.  
 
In order to create an inclusive classroom where all learners are respected, it is important 

to use language that prioritises the learner as a person over his or her disability. Disability 
labels can be stigmatising and perpetuating false stereotypes where learners who are 

disabled are perceived as not capable as their peers. (That's why, it is crucial for trainers to 
change their own minds about these stereotypes and to interpret on a par with others, only 

considering their peculiarities in learning). 
 
In general, it is appropriate to reference the disability only when it is pertinent to the situation. For instance, it is better 
to say “The learner, who has a disability” rather than “The disabled learner” because it places the importance on the 
learner, rather than on the fact that the learner has a disability. 
 
MIGRANTS AND REFUGEES 

 
Migrants, and especially refugees, have always been one of the most vulnerable groups in 

history. Even though migration can be a positive and empowering experience, for both 
migrants and the countries they transit through or end up settling in, the reality is that 
millions of people around the world migrate or have to escape their own country to have 
a better chance at making a decent life or to just to survive. 
 
In this context, it is not surprising that, given the multitude of reasons for a person or 

complete families to travel across continents, migrants and refugees would be a very 
vulnerable group. Like any other group, migrants and refugees have the fundamental right 

to an education. However, for this, series of factors and measures have to be implemented in 
order to ensure that they are free to exercise their fundamental human right to education, 

regardless of their political, immigration or social status. All in all, inclusion in equitable quality education in the national 
systems of the host countries contributes to resilience of migrants. Social and educational inclusion of migrant and refugee 
children and adults, prepares them - especially the younger generations - for participation in cohesive and democratic 
societies and gives them a newfound and much needed sense of belonging and purpose within their hosting communities.  
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General guidelines to follow would be the following: 
 

 

 

Establishing binding and effective 
firewalls between schools and other 

education centres and education 
service providers, as well as 
immigration enforcement 

authorities. Instruct administrators, 
teachers, trainers, and parents that 
they are not required to report on 

the legal or illegal status of the 
migrant children, nor that of their 

families.  

 

Developing procedures, 
mechanisms and partnerships 

to ensure that migrant children 
enjoy effective access to 

adequate, complete and fair 
education at all levels from 

early and compulsory childhood 
until higher education.  

 

Promote intercultural 
awareness and dialogue 

between migrant and host 
countries or communities,  

 

Promote understanding of the 
situation and the rights of the 

migrants. 

 

Assist migrants to have access 
to vocational training and 

benefit from lifelong 
opportunities that can help 
them achieve the skills and 
knowledge to integrate and 

assimilate into the host 
country society.  

 

Promote understanding of the 
cultural differences.  

 
Discrimination on recognized 

grounds should be absent from 
all aspects of education; and 

national education and training 
plans should address the needs 

of all migrant students. 
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Catering specific mechanisms for the inclusion of refugees in hosting communities, we find many different strategies to 
implement. Among them we find the following: 
 Protection of refugee learners. Fostering safe and enabling environments that support learning for all learners, at all 

different levels regardless of their immigration status, origin, language and cultural differences, gender, or disability. 
 Alternative pathways to education, both formal and non-formal, made accessible and open to all under the same 

conditions as for the national learners. 
 Catered approaches to education in the humanitarian and development sectors to harmonise inclusion. 
 Establishing and reinforcing institutional and governmental working relationships at local, regional and state or 

national level. 
 Fostering innovations to aid in strengthening existing systems that learn and meet the needs of refugees. 
 
WOMEN AND MIGRANT WOMEN 

 
One of the most vulnerable groups that may suffer disadvantages in the field of education 

are doubtlessly women, and even more if we are talking about migrant women. 
Nevertheless, in the Report of qualitative findings “Barriers to learning for disadvantaged 
groups'', the 2017 Participation Survey indicated that women have a significantly higher 
participation rate in education than men; in total, 39 per cent of women participate in 
learning compared with 35 percent of men; in addition, women are more likely to 
participate in learning as young adults but by age 50 the rate equalises. 

 
The biggest educational challenge for this concrete target group is the integration of migrant 

women into the labour market and social life of the host society. I-WELCOME, a 26 months’ 
project for adult education in line with the Parliament Assembly in Germany focused on “Migration 

from a gender perspective: empowering women as key actors for integration”, suggests some of the following objectives 
to reach this integration: 
 
  

 

 

Develop self-confidence 
and self-determination  

 

Raise migrant women’s 
awareness in regards to 

their rights (access to 
education, work) 

 

Integrate gender equality 
and diversity 

management in the 
training of LMS involved 
in the elaboration and 

implementation of 
integration programs 

 

Facilitate active 
participation of 

community members. 

 

Provide opportunities for 
vocational training 

available from an early 
stage after their arrival in 

the host country 



7 | I D I S I | INTEGRATION OF DIVERSITY AND SOCIAL INCLUSION IN THE TRAINING - Handbook 

 
 
 
 

 
 

There is also another chapter of the Report dedicated to the project ”Social inclusion of migrant women through art, sport 
civic education and group coaching” which is very useful when speaking about the disadvantages that refugee women 
face: since it is very likely that when those women have a tertiary education similar to that of native- born women and 
migrant men, migrant women face additional obstacles in labour integration process, such as discrimination, lack of 
networking, mismatching job needs and qualifications, and family-related commitments. One of the possible ways to 
tackle this issue, besides the solutions that have been mentioned before, would be the process linked with non-formal 
education and life-long learning. 
 
Table “Girls and women have equitable opportunities for and access to education, work, community representation and 
leadership”: 
 

Main factors to achieve a successful education system 
Expected result Girls and women are able to: 

Girls and 
women have 

equitable 
opportunities 

to access 
education, 

work, 
community 

representation 
and leadership. 

Benefit from programmes designed in response to gender analyses embedded in education sector 
assessments and monitoring systems 
Benefit equitably from community-or-school-based early childhood education programmers 
Complete primary secondary school on par with boys 
Pursue and complete tertiary education on par with men at all levels, including Technical-Vocational 
Education and Training (TVET) 
Be safe during the educational process and within communities 
Engage in labour market opportunities and apprenticeships, including in technical, professional and other 
fields not traditionally open to women 
Exercise ownership over management and control of household resources and cash-based interventions (CBI) 
Access sustainable fuels to support environmental management and to diminish the needs for fuel collection, 
and where these are not yet available, share fuel collection duties equally with boys and men during non-
school hours 
Obtain individual registration and documentation, directly or through support provided by UNHCR 

 
ROMA PEOPLE 
 

Roma people are considered to be the largest ethnic minority in Europe, representing 
approximately 11 million people. 

 
The Roma estimated population share in the EU is 10.3% in Bulgaria, 9.1% in Slovak 
Republic, 8.3% in Romania, 7% in Hungary, 2.5% in Greece, 2% in Czech Republic, 1.6% in 
Spain and less than 1% in the rest of the EU countries. However, these stats cannot be 
accurate since there is a continuous lack of substantial data of the demography and 
repartition of Roma groups across the countries. The reason why we do not have up-to-

date data on this is threefold: Roma families tend to be nomads; national policies rarely 
ever consider this ethnic group as a minority in itself, which prevents them from having any 

official data. Moreover, Roma people are usually discriminated against and mistrusted, by 
both society and institutions. 

 
Roma are usually divided into three main groups: Sinti or Manish, mostly situated in Central Europe, France and Germany; 
Eastern Roma groups, nowadays living in both Easter and Western European countries, due to the migrations derived 
from the collapse and end of the communist regimes from the Eastern part of the continent; and lastly, the Gypsies or 
Gitanos or Kale, also known as ‘travellers’, that are mainly situated in the Southern parts of Europe, like Spain. 
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Despite Roma being the largest ethnic community in the European continent, the lack of official and accurate data is 
astonishing. This is probably the main reason why the first social and educational policies that considered the Roma 
community were not inclusive, but assimilationist. As years went on, the targeting of these policies switched; but without 
real and tangible success, the problem still remains all across the continent: Roma communities are largely consisting of 
young people, with a lower life expectancy than average Europeans, and their education enrolment rates are some of the 
lowest in Europe. 
 
Roma learners are amongst the most vulnerable education groups facing multiple obstacles: discrimination, poverty, early 
marriages, cultural and linguistic (negative) stereotypes, the poor or no command of the official language of the country 
where they live, unsuitable teaching materials, and ‘Roma Schools’ are some of the obstacles that make it incredibly 
difficult for Roma children and adults to integrate into the day-to-day life of the countries they decide to settle in. 
 
Some strategies that can help to alleviate this situation include: mediators to help overcome the language difficulties, 
trainers’ willingness to learn and accept Roma communities’ culture and traditions, teaching in the Romani language -
taking Romania as the leading example in this; and cross-cultural understanding. 
 
You can find other educational aspects aimed at these groups in the chapter “INCLUSIVE EDUCATION”.  
 
To learn more please visit IDISI Platform. 

 
Test your knowledge: INTRODUCTION 
 

1. What is the most appropriate phrasing: 
a) ‘the learner, who has a disability’; 
b) ‘the disabled student’; 
c) ‘hey, you!’ 
 
2. Girls and women are not able to: 
a) pursue and complete tertiary education on par with men at all levels, including TVET; 
b) be safe on the way to school, in school and within families and communities; 
c) none right answer. 
 
3. Which of proposals to help alleviate situation include: 
a) mediators to overcome the language difficulties; 
b) teachers to be open to learn and accept Roma communities’ culture and traditions, and development of teaching in 

Romani language taking; 
c) options a) and b). 
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CHAPTER I: ADULT EDUCATION 
 
PREFACE TO THE CHAPTER 
 

One of the EU 2021 goals in adult learning is that “everyone has the right to quality and inclusive education, training and 
lifelong learning” and in addition to that, "EU policy initiatives underline the importance of investing in adult skills and 
lifelong learning”1. In the following chapter, we present distinguishing features of adult learning as well as adult learning 
efficiency and effectiveness factors. A reminder of methods for motivating and supporting adult learners to develop, 
planning the learning process, as well as techniques facilitating remembering, will help prepare or verify ways of working 
with adult learners. 
 
ADULT EDUCATION AND ADULT LEARNING THEORIES 
 

 
Malcolm Knowles’s concept of 
Andragogy: Six Assumptions 

 
 As adults mature, their self-concepts 

move from dependence toward self- 
directedness. 

 Adults enter educational activities 
with life experience, which is a 
resource for learning. 

 Adults are “ready to learn” when 
they experience a need to know 
something or to change a life 
situation. 

 Learning must be immediately 
relevant to adult learners. 

 Adults are internally motivated to 
learn. 

 Adults need to know why they are 
learning something. 
 

 Besides the Classic Learning Theories (mostly Behaviourism, Cognitivism and 
Social constructivism), there are quite a few different Adult Learning 
Theories, but the most popular and important ones are: 
 Andragogy 
 Transformational Learning 
 Experiential Learning 
 
There is no single adult learning theory and none of them is the “correct one”, 
but all of them share the same principle: 
 

ADULTS LEARN DIFFERENTLY THAN CHILDREN! 
 

  
Transformative Learning 

 
Jack Mezirow describes it, as the process by which we transform problematic 
frames of reference – sets of assumption and expectation – to make them more 
inclusive, discriminating, open, reflective, and emotionally able to change 
(Mezirow, 2006, p.26). 
 

 
  

                                                            
1 At https://op.europa.eu/en/publication-detail/-/publication/827fcd9c-1a8c-11ec-b4fe-01aa75ed71a1/language-en/format-
PDF/source-232128473, last visit 04/02/2022 

https://op.europa.eu/en/publication-detail/-/publication/827fcd9c-1a8c-11ec-b4fe-01aa75ed71a1/language-en/format-PDF/source-232128473
https://op.europa.eu/en/publication-detail/-/publication/827fcd9c-1a8c-11ec-b4fe-01aa75ed71a1/language-en/format-PDF/source-232128473
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Here are some basic differences:2 
 

Adult learners vs. child learners 
Adults Children 

Adults have an existing base of knowledge and life experience. 
They seek out continuous learning based on personal interests, 
wants, and needs. 

Child-oriented learning provides a basic foundation of 
knowledge and helps develop critical thinking skills. 

Adults understand why they are learning, so their motivation 
levels are naturally high. 

Children typically have no choice but to study and may lose 
enthusiasm, if they are not engaged in what is happening 
around them. 

It is beneficial to let adults work things out for themselves and 
organise themselves. 

It is necessary to be in charge of the classroom. 

The role of “trainer” may be effectively filled by a mentor, 
coach, peer, or expert. 

Trainers play a central role in delivering knowledge and guiding 
learning activities. 

 
Self-directed: Adults can make their own decisions about what they focus on and learn, they need to know how this new 
knowledge can be applied, and they need to see the direct benefit of learning. 
 
Relevancy-oriented: Adults are relevancy-oriented, meaning they need to see a reason for learning something. Learning 
has to be applicable to their work or other responsibilities of value to them. It also means that theories and concepts must 
be related to a setting familiar to participants. 
 
Life Experience and Knowledge: Adults like to be given opportunities to use their existing foundation of knowledge and 
experience gained from life experience and apply it to their new learning experiences. 
  

                                                            
2 https://www.ispringsolutions.com/blog/adult-learning-theories, last visit 01/07/2021  

https://www.ispringsolutions.com/blog/adult-learning-theories
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Important tips for educators 

 
 People learn differently and 

use many ways to access 
knowledge. 

 Curate learning paths that are 
tailored to your learners’ 
needs, in order to better serve 
them. 

 Use learning outcomes to 
demonstrate the value and 
benefits of the learning 
material. 

 Learning materials should be 
constructed with practical 
examples, using real-world 
scenarios and problem solving 
that requires learners to use 
their experience and 
knowledge. 

 Provide both short- and long- 
term benefits to learners. 

 Demonstrate various types of 
content, allowing learners to 
engage with the type they feel 
is mostly relevant for 
themselves. 

 Emphasise the value of 
information. When a learner 
can instantly see this, they will 
instantly apply it to real- life 
problems and they will learn 
faster. 

 Develop training materials that 
can be applied to scenarios 
that learners might face in 
their day-to-day roles. 

 Allow learners to set their own 
pace and goals, and provide 
opportunities for them to give 
feedback about their 
experience. 
 

  

 
 
Internally motivated: Adults will seek learning opportunities due to some 
external motivators, but the more potent motivators, such as a better quality of 
life, self-actualisation, and self-esteem are internal. 
 
Goal-oriented: Adults usually have specific goals that they are trying to achieve. 
Learning shifts to being problem-centred and adults need to know what 
outcomes of the learning will be. 
 
Practical: Adults prefer practical knowledge and experiences that will help them 
develop important skills. That is why learning materials should be constructed 
with practical examples, using real-world scenarios and problem solving that 
requires learners to access their experience and knowledge. 
 

 

Reflection: 
 

Think of several reasons why adults would choose to gain new skills. Consider the nature 
of these reasons: were they chosen out of free will or out of necessity? 
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KOLB'S EXPERIENTIAL LEARNING THEORY 
 
According to David Kolb, learning involves the acquisition of abstract concepts that can be applied flexibly in a range of 
situations. In Kolb’s theory, the impetus for the development of new concepts is provided by new experiences. 
 
“Learning is the process whereby knowledge is created 
through the transformation of experience.” (Kolb, 1984, p. 
38). 

 
 
Kolb's Experiential Learning Theory model portrays two 
dialectically related modes of grasping experience and two 
dialectically related modes of transforming experience. 

 

Experiential Learning Theory - ELT: 
 
 Learning is best conceived as a process, not in terms 

of outcomes. 
 All learning is e-learning. 
 Learning requires resolution of conflicts between 

dialectically opposed modes of adaptation to the 
world. 

 Learning is a holistic process of adaptation. 
 Learning results from synergetic transactions 

between the person and the environment. 

 
KOLB'S EXPERIENTIAL LEARNING CYCLE 
 
Kolb's experiential learning style theory is typically represented by a four-stage learning cycle, in which the learner 
'touches all the bases’. The effective learning only occurs when a learner can execute all four stages of the model. 
 

 
Concrete Experience - a new experience or a 

reinterpretation of an existing experience situation is 
encountered 

 
Reflective Observation of the New Experience - of 
particular importance- are any inconsistencies between 
experience and understanding. 
 
Abstract Conceptualisation - reflection gives rise to a 
new idea, or a modification of an existing abstract 
concept (the person has learned from their own 
experience). 
 
Active Experimentation - the learner applies their idea(s) 
to the world around them to see. 
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KOLB'S LEARNING STYLES 
 
Based on a four-stage learning cycle, Kolb sets out four distinct learning styles 
and argues that different people naturally prefer a certain learning style. 
 
The learning styles are: 
 Diverging (feeling and watching - CE/RO) 
 Assimilating (watching and thinking - AC/RO) 
 Converging (doing and thinking - AC/AE), and 
 Accommodating (doing and feeling - CE/AE)  
 
 

 
 

Diverging 
People with diverging learning style prefer to watch rather than do, tending to gather information and use imagination 
to solve problems. Usually, they are sensitive, imaginative and emotional people. They have broad cultural interests 
and are best at viewing concrete situations from several different viewpoints. Generally, they are interested in people, 
they prefer to work in groups, to listen with an open mind and to receive personal feedback, and they tend to be 
inclined to arts. 
 
Assimilating 
People with an assimilating learning style are more interested in ideas and abstract concepts and less focused on 
people; they are more attracted to logically sound theories than approaches based on practical value. In formal learning 
situations, people with this style prefer readings, lectures, exploring analytical models, and having time to think things 
thoroughly. 
 
Converging 
People with this learning style can solve problems, find practical uses for ideas and theories. Usually, they are more 
attracted to technical tasks and problems than social or interpersonal issues. People with a converging style like to 
experiment with new ideas, to simulate, and to work with practical applications. 
 
Accommodating 
The Accommodating learning style relies on intuition rather than logic. People with accommodating learning style tend 
to use other people's analysis than carry out their own, prefer to take a practical, experiential approach. They are 
attracted to new challenges and experiences and to carrying out plans. This learning style is prevalent within the general 
population. 
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The improved coloured diagram, illustrating both Kolb's learning cycle and learning types is: 
 

 
 

 
Which Learning Style do you prefer? 

 
Discover your style by taking Kolb’s Learning Style Questionnaire below: https://bit.ly/3mncpPI 

 
 
ADULT LEARNING – METHODS & TECHNIQUES 
 
Adult education requires the use of different teaching methods and techniques. Experiential training is a whole body of 
training methods that are used to develop behavioural skills and physical abilities. The training methods used depend on 
the nature of the teaching content, the situation, and the group of learners. The combination of various methods can 
prove effective, as it stimulates the motivation of adult learners avoiding monotony. Some of the most common training 
techniques that are used to support the implementation of these methods are: 
 
Role-Playing 
 
Role-playing is one of the most used learning techniques, which gives learners 
the opportunity to act and experience real situations in a protected learning 
environment, in which testing, mistakes and practice are permitted. Trainees 
can get a deeper understanding of a situation, and educator usually uses their 
reactions to solve a problem or a conflict, when specific communication skills or 
techniques and behaviours are required. 
 
Some of the most important advantages of role-playing are: the expression of 
feelings, the opportunity for negotiation, communication and collaboration 
skills development, and the change in attitudes. 
 
On the other hand, someone may feel uncomfortable and anxious during role-
playing. Generally speaking, its implementation depends on the mood and 
creativity of learners, who may find the whole experience funny or may be 
unable to experience specific feelings e.g. pretend to be angry or sad etc. 

 
Phases of role-playing: 

 
 Scenario creation by 

educator/facilitator, 
 Preparation of the trainee group, 
 Selection of the “actors”, 
 Preparation of the “actors”, 
 Preparation of 

audience/observers, 
 Role playing, 
 De-rolling (stepping out of the 

character “acted”), 
 Feedback: Discussion and sharing 

comments. 

  

https://bit.ly/3mncpPI
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Simulation 
 

This technique is similar to role-playing but in the case of simulation learners do not enter into 
play mode, so they do not act a role. 
 
They participate in an imaginary and, if possible, realistic performance trying to think as real 
people affected by the situation (e.g. try to express their opinions as if they were business 
executives, diplomats etc.). 
 
Other than that, this technique follows the same rules as role-playing does. 

 
The educator, for example, can ask the learners to write down or discuss with the class, how they would have reacted if 
they were about to move to a new country and start a new life abroad. What feelings and thoughts would they have? 
 
Case Study 
 
Using this technique, the trainees receive a description of a problem, which is either 
real or hypothetical, and are asked to study it in depth and propose as many 
solutions to the problems as possible. Each solution is presented and discussed in 
the classroom, focusing on its positive and negative aspects. 
 
If the case presented is about an existing, actual problem, then the facilitator can 
present the solution that was actually given to that problem. Learners are asked to 
express their views on the solution and possibly suggest alternatives. In general, a 
case study is a complex exercise which requires a lot of time to be completed. 
 
Some of the most important advantages of using case studies are: the improvement of learners’ critical and analytical 
thinking, the use of specialised rather than general knowledge, communication and collaboration skills development 
among the group; this technique is also easy to plan ahead and can save teaching time. 
 
On the other hand, when there are multiple solutions and we cannot evaluate quantitative results, it is difficult to reach 
conclusions and decide what is right and what is wrong for each scenario. The trainer/facilitator should be experienced 
and prepared to deal with disagreements while guiding learners towards a mutually accepted solution.  
 
Brainstorming 

 
Brainstorming is mostly used when we seek different approaches to an issue. At first, the educator 
provides a general idea or an issue and asks the learners to express their ideas and approaches, 
freely and spontaneously. For example, the trainer can ask the learners to think about “What an 
ideal school day would be like?”, the learners have to express their ideas, discuss their views and 
describe what are the most important things for them. 
 
This technique promotes the active involvement of learners in the learning process, creates an 
effective, positive, cooperative, and conducive learning environment, promoting at the same time 
the learners’ creativity, their critical thinking, as well as approaching different issues from a new 
perspective, leading to the transformation of certain stereotypical beliefs. 
 

The most important disadvantage of this technique is that some learners may not actively participate and the whole 
activity can turn into a show of imagination rather than an activity of creative expression. 
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Working in groups 
 

In this technique, learners are divided into subgroups (3-5 persons) in order to do some 
exercise or discuss a topic. After working together, the group members share their findings 
with the rest of the class and the educator usually coordinates a discussion among the 
different groups. 
 
This technique is a very effective way to approach a topic or doing an exercise as it promotes 
creative cooperation and communication among learners. It provides a learning environment 
where the learners can freely express themselves, use critical thinking, form common 
perceptions, ideas and beliefs. Working in a group, reduces the feeling of failure, reinforces 
feelings of reciprocity and of mutual help and support. 

 
The disadvantage of this technique is that the facilitators do not coordinate all activities, so they must trust the capabilities 
of the trainees and need to allow the trainees to take initiatives, which is sometimes difficult for a trainer. 
 
Enriched presentation 
 
Despite the criticism as to its adequacy in adult education, this technique is widely used. It is 
recommended, though, that the trainer combine the presentation with other more active and 
participatory techniques. A trainer may use clarification exercises, supportive audio- visual material 
or use humour to attract the learners’ attention. It is also important for an effective presentation, 
that the trainer interrupts the learners’ presentation and asks them for examples or answers to 
questions. By motivating the learners’ collaboration, using many examples and asking for feedback, 
the trainer keeps the attendees interested and involved with what is being delivered.  
 
Questions & Answers – Discussion 
 

These are two training techniques that aim to facilitate learning through dialogue 
between trainer and trainees or between learners. Questions / Answers do not 
approach an issue in depth and are usually used in combination with other 
techniques (e.g. presentation), they are addressed to everyone, and they are 
open. On the other hand, discussion is used for the systematic consideration of a 
subject and learners are asked to reflect on it and consider various aspects of that 
subject. Some of the basic advantages of both techniques are that both promote 
the creation of a participatory and communicative atmosphere in the classroom 
and promote the self-motivation and critical thinking of learners.  
 

The main disadvantages of these method are that; both methods are time-consuming, it is possible that some 
interventions would be out of topic, they are not based on action, and they don’t ensure participation of all the learners. 
Generally, topics that are open to personal interpretation and opinions are good for group discussion. 
 
MOTIVATING ADULT LEARNERS – METHODS & TECHNIQUES 
 
There are several motivational theories that are applied in education, just to name a few: 
 
 The theory of Intrinsic and Extrinsic Motivation 
 The Self-Determination Theory (Ryan, 2000) 
 The model of motivational dynamics in the school context (Viau, 2004)  
 The ARCS Model of Motivational Design (Keller, 2009) 
 The Social Cognitive Theory –SCT (Bandura, 2008) 
 The Expectancy Theory of Motivation (Vroom) 
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In terms of adult education, it has been stated that even though adults are motivated to learn, they sometimes give up 
learning because they face barriers or obstacles such as lack of time, distance, poor access, financial resources, insecurity, 
and fear of being unrecognised or misunderstood. In general, there are four factors considered in motivating adults to 
learn: success, value, pleasure, independence (Włodkowski, 1999). 
 
Motivational techniques 
 
There are many motivational techniques and methods an adult educator can use, regardless of the existing theoretical 
approaches. Some of the most important ones are: 
 To create real life experiences, using the methods & techniques mentioned above 
 To make learning experiences different and fascinating by bringing in new and diverse materials or information 
 To use a wide variety of teaching methods, techniques & materials 
 To link the training with previous knowledge and experiences of the learners 
 To provide material, resources and guides that learners can read and refer to as often as needed. 
 To explain the benefits and the expected learning outcomes of the training. 
 To clarify learners’ expectations, goals and educational needs. 
 To break down the training material into manageable pieces. 
 To introduce learning activities that promote the inclusion of disadvantaged learners 
 To provide immediate and constructive feedback. 
 To put forward challenges through games 
 To accommodate individual interests and career goals 
 To make lessons visually compelling 
 To facilitate exploration 
 

 
Reflection: 

 
Think of some examples from your experience as an educator.  

Do you follow any particular model or learning and teaching theory?  
Which of the above-mentioned techniques seems more effective to you and why? 
Why do you prefer some approaches, methods and techniques and reject others? 

 

 
 

Useful Tips: 
 

It is very important to praise learners, to highlight their strengths and to express happiness when they achieve good results.  
This is necessary to keep the learners motivated, engaged and happy to learn. 
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The role of adult educators is crucial to the development and academic success of learners. Adult trainers need to possess 
strong skills in communication, teamwork, time management, problem-solving and organisation. Subsequently, these 
skills need to be put in practice in order to educate your learners. 
 
Some important qualities and characteristics of an adult trainer who can effectively motivate learners are: 
 Effective goal-setting 
 Clear communication 
 Acting as a role model 
 Adaptability and flexibility 
 Preparation 
 Self-reflection 
 Life-long learning 
 Promoting a love of learning 
 

The optimum length of time  
for effective learning  

is between 30 to 60 minutes! 
 

 
Reflection: 

 
What other factors motivate adult learners? 

 

 
HOW TO PLAN A LESSON FOR ADULT LEARNERS – BASIC STRUCTURE 
 
Designing a good lesson plan is the first and most important task towards creating an effective opportunity for learning. 
At the opening of any training course for adults, the trainer needs to conduct the necessary classroom introductions, to 
explore learners’ expectations and to state the objectives and the expected learning outcomes of the course. The basic 
steps to produce a lesson plan, specifically designed for adult learners are the following: 
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Welcome and Introduction: 
 
 Classroom introductions: The educators introduce themselves and ask the 

participants to do the same 
 Activity: The story of your name 
 Icebreaker activity: Greetings 
 Revision of the learning objectives 
 Listing learners’ expectations on post-it notes, a flip chart or whiteboard 
 

 
Exercise:  
Greetings 

 
Objective: The aim of the exercise is to energise learners and challenge them with a task requiring a spontaneous, 
lively participation. 
 
The activity: The exercise can be done with a group of learners who meet each other for the first time, as well as with 
participants who have already met but are now encouraged to greet each other in a different way than how they 
usually do. This is an activity which has the potential to generate a lot of fun and lively interactions so make sure that 
there is enough space in the room and all the participants are fit enough to engage in such an exercise. This is a brief 
exercise, a “starter” which can be run for up to fifteen minutes. A longer activity may easily result in the people just 
fooling around without a sense of purpose. 
 
N.B: It is not recommended to use the activity with a group that includes people with disabilities, unless they are 
comfortable in the group and would not feel frustrated by the physical interactions around them. 
 

 
Warmup: 
 
 Short exercises, 
 Brief activities, such us games, open questions, self-assessments or icebreakers.  
 
Lecture and/or presentation: 
 
Short lectures (up to 20 minutes or less) or/and presentations including all the learning material and information of the 
lesson. 
 
Activity:  
 
Activities help adults’ practice what they have just learned. The educators can use games, role-plays, small-group 
discussions, brainstorming and other methods & techniques to complete a task or to discuss an issue by engaging and 
motivating the learners at the same time. Adult trainers can choose activities based on what they know about their 
learners and on the content of their class. 
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Activity:  

The Story of Your Name  
 

Objective: This activity can be specifically used to help build intercultural respect and understanding or to more 
generally help develop self-identity and open respect and sharing. 
 
The activity: Where does your name come from? Share the story of where your name comes from and what your name 
means. Everyone's name has a surprisingly interesting origin. This is an interesting, novel way for people to introduce 
themselves to others, especially within ethnically diverse groups. 
 
Process: Ensure that an appropriate group atmosphere is established in which people have already done some initial 
warm-up activities and name games. 
 Ask participants to turn to a partner and explain what their name means (if anything) and where it comes from. 
 Most people reveal a surprising amount of interesting information about where their name comes from and 

what it means. 
 The greater the ethnic and cultural diversity in the group, the better this exercise tends to work.  
 
Optional: Ask each person to introduce his/her partner to the larger group and to explain what his/her name means 
and where it comes from. 
 
Optional: The activity can be extended into revealing the background behind other names e.g., Nicknames, Pets, Alter-
ego or "fantasy names", Children’s names - or what would you name your children if you had any? 
 

 
Debriefing: 
 
After an activity, it is important to bring the group back together and have a general discussion about what learners have 
learned during the activity. Ask for volunteers to share their reactions. Ask for questions. This is your chance to ensure 
that the material has been fathomed. Allow five minutes for this activity. It should not take long, unless you discover that 
no learning has happened. 
 
Evaluation: 
 
At the end of the course, the trainer can use a short evaluation to determine whether the learners have found the learning 
valuable and whether it has met their expectations. 
 

 
Useful Tips: 

 
Have 10-Minute comfort breaks during sessions longer than 60 minutes after every 45-60 minutes  

 

 
 

Reflection / Suggested Questions: 
 

Were your expectations meet? 
Which activity you enjoyed the most? 

What was the most helpful thing you learned? 
Please share comments about any aspect of the day. 
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Activity:  

Seven Words 
 

In multicultural relationships, diversity is perceived in a more pronounced way, because the differences in personality, 
due to the subjective characteristics, are added to cultural differences. In the encounter with differences; divergences, 
disagreements and conflicts will be inevitably caused by perceptions, emotions, needs, conceptions, attitudes, 
behaviours, and different values. 
 
Aim: To come into agreement without sacrificing your beliefs, but accepting the others when their arguments are 
convincing. Get ready to express your ideas convincingly. 
 
Progress: Decide on a topic, such as what are seven most important elements in a friendship (or peace, or freedom 
...), and in five minutes, all participants must write on a sheet the seven words relevant to the topic they consider most 
important. Then in pairs, you have to find an agreement on the seven words in five minutes. At this point, joining two 
pairs, you have to form quartets: every quartet has seven minutes to decide on the seven common words. It continues 
(increasing the time to grow groups) as long as the participants are divided into two teams: at this point you have to 
look for a global agreement to get seven valid words for everyone. 
 
Debrief: All members will have the opportunity to share their thoughts and feelings, to reflect on the activity and to 
discuss various questions, concerning the use and implementation of this knowledge. 
 
Reflection (15 min.): 
How did you come to an agreement on the words that you used? 
Have you observed any rules?  
 

 
HOW TO IMPROVE LEARNERS’ MEMORY – TECHNIQUES, TIPS AND EXERCISES 
 

Learning Tips3 
1. Minimise distractions 
Discourage distractions including mobile phones, social media 
and television. Avoid multitasking, as it can impair both long-
term and working (short-term) memory. 
Educators: Set rules about the use of technology in the 
classroom; encourage learners to focus on one task at a time. 

2. Use active testing or recall 
Doing quizzes or forcing yourself to actively recall information is 
linked to deeper memory formation than when you passively 
review notes. 
Educators: Make quizzes or assessment tools available to 
learners. 

3. Spread out learning 
For long-term retention, spacing study sessions apart is far more 
effective than when information is learnt crammed in one long 
session. Revise regularly, whether it is done weekly or each day. 
Educators: Periodically review topics throughout a term. 

4. Mix things up 
Mixing up the practice of several interrelated skills can boost 
performance in the long run. Known as ‘interleaving’ – this 
method can improve motor learning. 
Educators: Intermix step-by-step worked solutions with 
problem-solving exercises, or provide learners with revision 
material that combines practice questions about multiple 
topics. 

5. Combine speaking with images 
Research has found that processing images and spoken words 
simultaneously has no negative effect on how well we 
remember them. 
Educators: Use relevant non-text images as teaching aids, in the 
form of large presentation visuals or image-based handouts. 

6. Use stories 
Remembering an abstract concept can be improved by concrete 
examples or stories. Mnemonics or memory aids and stories 
help you form associations between the content you want to 
remember and how it’s applied to life in practice. 
Educators: Provide context, real-world examples, or stories for 
the concepts being taught. 

  

                                                            
3 https://qbi.uq.edu.au/brain/learning-memory/science-based-tips-improve-learning, last visit 09/07/2021  

https://qbi.uq.edu.au/brain/learning-memory/science-based-tips-improve-learning
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TEN EFFECTIVE MEMORISATION STRATEGIES 
 
1. Give directions in multiple formats 
Learners benefit from being given directions in both visual and verbal formats. Examples of what needs to be done are 
also often helpful for enhancing memory of directions. 
 

 
 Exercise:4 

 
 

 
 

 

 
 

  
2. Ask learners to over-learn material 
Learners should be taught the necessity of "over-learning" new information. Several error-free repetitions are needed to 
solidify the information. 
 
3. Ask learners to use visual images and other memorising strategies 
Another memorising strategy is called word substitution. The substitute word system can be used for information that is 
hard to visualise (abstract). These words can be converted into words that sound familiar and can be visualised. The 
vocabulary the learner is trying to remember will actually become the cue (stimulus) for the visual of the word. 
 
4. Give handouts prior to the class  
Class lectures or presentations and series of oral directions should be reinforced by handouts prepared by the trainer. 
This way learners can identify the salient information that is delivered during lectures and organise it in their notes. The 
use of sticky notes or multi-colour highlighters when jotting down information is helpful for remembering directions. 
 
5. Encourage learners to be active readers 
To enhance short-term memory registration and/or working memory when reading, learners can benefit from techniques 
such as underlining, highlighting text, or jotting down key words in the margin when reading chapters. 
 
6. Write down steps in math problems 
Learners should not have to rely on mental computations when solving math problems. They should always have the 
option of writing down their calculations on a piece of paper. This can help them not to lose track of their thoughts and 
forget what they are doing. 
  

                                                            
4 https://www.happyneuronpro.com/, last visit 09/07/2021  

https://www.happyneuronpro.com/


23 | I D I S I | INTEGRATION OF DIVERSITY AND SOCIAL INCLUSION IN THE TRAINING - Handbook 

 
 
 
 

 
 

7. Provide retrieval practice 
Long-term memory is enhanced when learners engage in retrieval practice. Taking a test is a form of retrieval practice, 
i.e., the act of recalling information that has been studied from long-term memory. 
 
8. Help learners develop cues when storing information 
Information is easier retrieved when it is stored using a cue, for example, an acronym that is used when the information 
is being learnt, and recalling the cue when taking a test will help the learner recall the information. 
 
9. Prime the memory prior to teaching/learning 
Cues that prepare learners for the material to be presented are helpful. This allows them to focus on the salient 
information and engage in a more effective depth of processing. 
 
10. Advise learners to review material at the end of the day 
Research has shown that information studied this way is better remembered. 
 

 
Exercises: 

 
 

 
 

 

 
 

 

 
 

 

 
 

 
To learn more please visit IDISI Platform. 
  



24 | I D I S I | INTEGRATION OF DIVERSITY AND SOCIAL INCLUSION IN THE TRAINING - Handbook 

 
 
 
 

 
 

 
Test your knowledge: ADULT EDUCATION 
 

1. Which are the basic Adult Learning Principles? 
a) To have life experience and knowledge collaboration 
b) Being self-driven 
c) Being relevant 
d) Being goal-driven 
e) Being practical 
f) Being self-motivated 
g) All the above 
 
2. Which are the four stages of Kolb's learning cycle? 
a) Active Experimentation, Abstract Conceptualization, Reflective Observation, Concrete Experience 
b) Diverging, Assimilating, Converging, Accommodating 
c) Success, Value, Pleasure, Independence 
 
3. Which of the following are useful teaching techniques in Adult Education? 
a) Brainstorming 
b) Role playing 
c) Discussion 
d) Working in a group 
e) Case Study 
f) All the above 
 
4. How can an Adult Educator increase learners’ motivation? 
a) Make lessons visually-compelling 
b) Assign more time-consuming homework 
c) Use different teaching methods, techniques & materials 
d) Give poor test scores 
e) All the above 
 
5. How can an Adult Educator boost learners’ memory? 
a) Use relevant non-text images 
b) Provide real-life examples or stories 
c) Make quizzes or assessment tools available to learners 
d) Avoid multitasking 
e) All the above 
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CHAPTER II: TEACHING ADULTS FROM GROUPS AT RISK OF EXCLUSION 
 
PREFACE TO THE CHAPTER 
 

As mentioned in the previous chapter, adult education has its own rules. Training adults from groups at risk of exclusion 
puts further challenges up for trainers. It requires awareness, understanding and empathy in overcoming the barriers that 
both sides of the learning process face. Helping adult learners to overcome the barriers is not an easy task; it demands 
long-term support and a flexible learning environment. 
 
What is extremely important for us as trainers, is that we shouldn’t create those barriers. The first step is to stop thinking 
and talking with the concept of "special educational needs" because learners don't need labelling and special treatment. 
Better to view your group as a sum of diverse learners and act within an "inclusive education" framework, using 
appropriate strategies and attitudes, as we encourage you to do in the chapter below. 
 
THE ROLE OF EDUCATION AS A TOOL IN THE FIGHT AGAINST SOCIAL EXCLUSION 
 
Adult education is a tool in the fight against social exclusion because of a few reasons: 
 
 Educational 
because it requires a quality education system accessible to all. The right to education as one of the fundamental human 
rights has been recognised in the European Union and included in all instruments created by it, from the very beginning. 
Knowledge drives sustainable development, and education, research, innovation and creativity are elements of change. 
 
 Social 
because education helps changing mentalities, it can help building societies that are free of exclusion, prejudice and 
discrimination. Education and training can be effective instruments in the fight against poverty and social exclusion. Adults 
with few opportunities to participate in society face specific problems in their own environment. Those can be related to 
education, their socio-economic and geographical situation, or be the result of a disability. 
 
 Economic 
because it helps to increase competitiveness in the face of new economic challenges and new labour market demands. 
Education and training are key to improving economic development and social cohesion in society. 
 
According to UNESCO's main guidelines, inclusive education is a process aimed at considering and responding to the 
different needs of each learner by increasing participation in science, culture and community in order to reduce social 
exclusion and poverty. Inclusive education requires changing the content, approaches, structures and training strategies, 
as well as trainer training systems, and allocating more resources to a vision that embraces all learners. Overall, the 
education system has a responsibility to educate all citizens. Inclusive education is designed to respond to different 
learning needs expressed by different social groups, and it can be made available through formal or informal channels. 
 
HOW TO INTEGRATE ADULT LEARNERS FROM MARGINALISED GROUPS IN CHOOSING THEIR OWN FUTURE 
 
Rather than exploring how some learners can be integrated into mainstream education, or focusing exclusively on the 
poorest, inclusive education is an approach that requires transforming educational systems and other learning 
environments in order to respond to the diversity of learners and becoming a powerful tool for combating poverty. It 
must enable both trainers and learners to feel comfortable with diversity, and to see it as a challenge and a chance of 
enrichment of the learning environment, rather than a problem. 
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An important pitfall to avoid is to develop strategies for inclusion that only focus on the poor, immigrants and early 
school leavers. This would isolate rather than include the participants. One possible alternative is to leave the door open 
to such systems as some groups might need them. On the other hand, non-formal education does not replace formal 
education, but in recognising the value of the knowledge acquired in this way, it complements formal educations in as 
much as the beneficiaries of these measures are equipped to move back into the circuit of formal education if they need 
and wish to do so5. 
 
BARRIERS TO LEARNING ADULTS FROM MARGINALISED GROUPS - EXAMPLES OF OVERCOMING BARRIERS 
 
Learning is a life-long process. Adult learners have many responsibilities unlike a high school learner, and those from 
marginalised groups experience many additional barriers (e.g. some of the studies show that many adult women face 
barriers like early pregnancy, low socio-economic status and child care and many more. 
 
Most adults are full-time workers and full-time parents too. They always have many barriers to learn. These barriers can 
be divided into various categories. It can be a physical barrier, attitudinal barrier, or a structural barrier. 
 
A short list of barriers to adult learning includes - among others, finance, lack of time, ageing, emotional barriers and lack 
of motivation. There are also additionally - the previously mentioned - felt by disadvantaged learners. 
 
Cultural and socio-economic barriers 
 
Cultural barriers are basically the barriers related to culture. In some cultures, there is a belief that women shouldn’t 
work, therefore they don’t need further education and studies. The belief that girls should marry at an early age can 
prevent them from moving to higher education. The socio-economic status of the society will also play an important role 
in learning in adulthood. As discussed above, in some societies, people marry and form families early in life. This can often 
work as a barrier to further education for adults, particularly women. In addition to that, large families, poor economic 
conditions and unemployment are also barriers to adult learning. 
 
Social exclusion and discrimination as a barrier 
 
People with disabilities can be socially ostracised, especially in less developed societies. This may be due to attitudes of 
fear, ignorance, lack of awareness and traditional prejudices. Adult learners with disabilities are often forgotten, 
emphasising their invisible status in a rigidly categorised society. Social exclusion and negative attitudes result in social 
discrimination and thus lead to isolation, which produces barriers to inclusion. These barriers are caused by society, which 
is more serious than any health impairment. 
 
Barriers created by trainers 
 
Untrained educators can create barriers. Poor trainers' training, abilities and attitudes can be major limitations for 
inclusive education. Some trainers may not have been trained adequately and specifically to teach adults with special 
needs. This happens when training regimes for adult educators are fragmented, uncoordinated and inadequate, and take 
place in a segregated manner i.e. one for special needs learners and another for learners with general capabilities. When 
educators haven’t acquired competences, skills and positive attitudes towards learners with special needs, it is unlikely 
that the learning process for these adults will have satisfactory results. 
  

                                                            
5 https://www.eesc.europa.eu/en/our-work/opinions-information-reports/opinions/education-inclusion-tool-fighting- poverty-and-
social-exclusion 

https://www.eesc.europa.eu/en/our-work/opinions-information-reports/opinions/education-inclusion-tool-fighting-%20poverty-and-social-exclusion
https://www.eesc.europa.eu/en/our-work/opinions-information-reports/opinions/education-inclusion-tool-fighting-%20poverty-and-social-exclusion
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Emotional barriers 
 
Anxiety is a common emotional barrier to learning, causing a reaction to apprehension, when the individual's self-esteem 
is under threat. A learning situation can provoke anxiety which generally has a debilitating effect on performance. Such 
influence can be reduced in a learning environment characterised by respect, interest and encouragement. 
 
There is a strong causal relationship between motivation and learning. What motivates people to learn is the desire to 
reduce unmet needs and the desire for self-advancement. However, there are factors such as the trainer, the learning 
material, the learner's self-concept and their socio-cultural environment that can increase or decrease motivation. 
Trainers can prevent decreased motivation by applying the principles of adult learning in their instruction6. 
 
Dispositional barriers 
 
Dispositional barriers are connected with the internal or personal factors that can put a barrier to learning for the studied 
group. These barriers are mainly related to the learners’ attitude to learning. Learners may have a negative attitude 
towards learning. This may be due to age factors and/or may be related to the poor results achieved in the past. If a 
person hasn’t achieved good results in their primary or secondary education, they will be more likely to have a negative 
attitude towards learning in their adulthood. This will affect their psychological aspects of learning. 
 
Academic barriers 
 
This barrier includes the skills needed for learning. It may include a lack of language skills which is very much important in 
the learning process as well as basic mathematics, and digital skills. 
 
Employment training barrier 
 
These are barriers in the workplace. These may include factors like lack of support by the employer. Moreover, employers 
usually prefer to appoint well-educated workers to deliver presentations, workshops and other training programmes. The 
less-educated workers will be left out most of the time. Very often in workplaces, women are given less opportunities 
than men to participate in training programmes. This might create a negative impression on women about learning. 
Migrants are also offered fewer chances compared to locals for training programmes. Most employers might think that 
training women and less educated people will not bring much financial return to the organisation. 
 
‘Special educational needs’ as ‘barriers’ to inclusion 
 
Clough and Corbett (2000) believe that the very concept of ‘special educational needs’ acts as ‘barriers’ to inclusion. The 
identification of learners with special educational needs requires labelling and special treatment which by no means is a 
productive contribution to the agenda of making education inclusive. This discrimination is against the very concept of 
inclusion. To avoid this, the term ‘special educational needs’ has to be replaced by 'inclusive education'7. 
 
Age barrier 
 
Ageing is a natural process that brings certain physical, mental, psychological and other kinds of changes that can influence 
adult learning negatively. What is of interest for this study is the way intelligence and memory respond to ageing, and the 
implications for learning. Other implications for learning derive from loss of speed, low self-concept and educational 
disadvantages due to age. Barriers like these can be overcome by specially designed instructions as well as 
encouragement. 
  

                                                            
6 https://hydra.hull.ac.uk/resources/hull:6907 
7 https://www.educarepk.com/challenges-and-barriers-to-inclusive-education.html 

https://hydra.hull.ac.uk/resources/hull:6907
https://www.educarepk.com/challenges-and-barriers-to-inclusive-education.html
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Other barriers 
 
Another form of social discrimination is environmental exclusion which takes place when public services, buildings, and 
transport services are designed with total disregard to the access needs of people with disabilities, in mind; in this study 
we focus on factors depending on educators' abilities, not external factors8. 
 
How to Overcome the Barriers? 
 
Helping adult learners to overcome barriers is not an easy task or even possible in some cases. Removing the barriers that 
adult learners face cannot happen overnight. To overcome the barriers, learners need long-term support and changes to 
the learning environment. 
 
Adult learners from disadvantaged groups and educators need to create close relationships. Traditional rigid policies and 
regulations will not work for marginalised adult learners. Rules and regulations should be flexible enough to meet the 
requirements of adult learners with specific needs, who require more help than the mainstream learners. 
 
Some flexibility for those learners may include, developing flexible policies on punctuality, attendance, and schedule that 
are best suited to the learners, so that adult learners can commit to both their work and their families. 
 
WAYS TO REDUCE THE COGNITIVE LOAD AND INCREASE THE EFFICIENCY OF INFORMATION PROCESSING 
 
According to the following theory there are 3 types of cognitive load; 
 

COGNITIVE LOAD THEORY 
 

INTRINSIC LOAD + EXTRANEOUS LOAD + GERMANE LOAD < WORKING MEMORY CAPACITY9 
 
INTRINSIC LOAD 
[complexity of  
new information]  

EXTRANEOUS LOAD 
[unnecessary and 
distracting info] 

GERMANE LOAD 
[linking new info  
with current info] 
 
WAYS TO REDUCE THE COGNITIVE LOAD OF LEARNERS FROM STUDIED GRUPS 
 
1. Maximise the Signal to Noise Ratio 
With this strategy, think of the signal as the message you want to communicate and the noise as the extraneous 
information that detracts from learning. By removing unnecessary complexity and distraction, you will remove some of 
the extraneous cognitive load. 
 
Essentially, anything extraneous to the learning task should be transparent to the learner so that it does not use up limited 
cognitive resources. The goal is to avoid promoting incidental processing that is not relevant to the learning task. 
  

                                                            
8 https://www.worldwidejournals.com/paripex/recent_issues_pdf/2017/January/January_2017_1484307896 126.pdf 
9 https://elearningindustry.com/5-ways-to-reduce-cognitive-load-in-elearning 

 

https://www.worldwidejournals.com/paripex/recent_issues_pdf/2017/January/January_2017_1484307896%20126.pdf
https://elearningindustry.com/5-ways-to-reduce-cognitive-load-in-elearning
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2. Promote generative strategies 
Generative strategies place more of the responsibility for learning on the individual. There are several types of generative 
strategies you can use, one being elaboration, in which learners use their own words and ideas to expand on a concept in 
a way that relates to their experience and understanding (Jonassen, 1988). 
 
To do this, include a request to “stop and think” about the concepts that were just presented. Instruct learners to generate 
one sentence from a list of key concepts or vocabulary presented in the training and to submit this written or online. 
 
3. Write concisely 
Although it takes more effort to write with fewer words than with many words; concise writing is a straightforward way 
to reduce cognitive load. Long-winded explanations, obtuse instructions and irrelevant content put unnecessary demands 
on cognitive resources. A general guideline is to use only the words that are needed to explain or define a concept or 
principle. 
 
4. Provide scaffolding (supplantive strategies) 
Another way to reduce cognitive load is to provide assistance during the learning task, then eventually withdraw the 
assistance when the learner can perform the task independently. Educators use the metaphor of scaffolding (a temporary 
support) to refer to this strategy. 
 
In adult learning, scaffolding makes sense for learning how to perform complex tasks, such as solving difficult problems. 
One way to accomplish this in instruction is to identify the parts of a task that cause the most difficulty. Then embed 
appropriate assistance into the lesson that users can select if they need help. One weaning technique could be to apply 
hints rather than explicit help. 
 
5. Create opportunities for collaborative learning 
According to cognitive load theory, as the difficulty of the content increases, individual learning becomes less efficient 
when compared to learning with a group. The idea is that under certain conditions, group learning divides the cognitive 
processing across several individuals. Even though the information needs to be re- integrated and the learning 
coordinated, collaborative learning is considered to be more efficient under conditions that cause high cognitive load 
(Kirschner, Paas, & Kirschner 2009). 
 
Recommendations for this strategy usually include providing a team assignment to a group of two to five people. Types 
of assignments might include solving a difficult problem, generating a plan or developing a checklist. The assignment must 
include input from every individual and should involve interactions that promote discussion, challenging and defence of 
ideas and reflection on the learning task. Researchers theorise that under conditions of high cognitive load, this richer 
collaborative learning environment leads to deeper processing and more meaningful learning than individual learning. In 
an online environment, you can accomplish this through synchronous video conferencing or asynchronous platforms, 
breakout rooms, etc. 
 
6. Provide cognitive aids 
A cognitive aid is any tool or set of materials that can offload some of the demands on working memory. This can be 
anything from using paper and pencil as a scratchpad to a mobile app that calculates complex measurements. In the 
workplace, you may use performance support tools as external memory aids. To reduce cognitive load while a person is 
in the process of learning, you can provide external memory supports such as: 
 checklists for completing complex instructional tasks, 
 worked out problems as examples, 
 a quick-reference glossary for new terminology 
 concept maps that diagram concept relationships10. 
  

                                                            
10 https://theelearningcoach.com/learning/reduce-cognitive-load 

https://theelearningcoach.com/learning/reduce-cognitive-load
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UNCONSCIOUS BIAS: MINDFULNESS ON THE TRAPS OF THINKING 
 
Biases and unconscious biases are major challenges for trainers both from the perspective of their own practice, and also 
from the perspective of dealing with biases revealed by other learners. This section approaches the issue of bias only from 
the angle of teaching and provides information and strategies to minimise the impact of that as a barrier for inclusive 
education. 
 
Recognising Unconscious Bias 
 
Unconscious, or implicit, biases are the attitudes, preferences, and assumptions that any person holds toward another 
individual or group of people, while they are not necessarily aware of having them. 
 
These beliefs—centred around a wide range of characteristics, from race, ethnicity, and gender to religion, speaking 
accent, physical appearance, and physical abilities—are formed from birth, outside of a person’s awareness. However, 
they play a role in perceptions of and interactions with others. While bias is a normal part of human brain function, it can 
often reinforce stereotypes. 
 
To understand unconscious bias, we need to engage with two other terms: stereotypes and prejudice. The ability to 
distinguish between safe or unsafe, friend or enemy, has helped us humans to survive, and the swift categorisation of 
people is central to the workings of the human mind. So, while we need to categorise to survive, and group people into 
social and other categories to navigate the world, these are also where the foundations of stereotypes, prejudice, and 
ultimately discrimination, lie. 
 
Please be mindful: This chapter contains only general content on unconscious bias as a major challenge for trainers from 
the perspective of work with the learner and also from the perspective of dealing with biases revealed by other learners. 
The topic of unconscious bias is very complex to be fully presented here.  
 
To learn more please visit IDISI Platform. 
 

 
Additional Material 

 
You can also see a short video on implicit bias in education: 

https://www.youtube.com/watch?v=KBZPHE1oPJo 
 

 
 

Examples of Biases 
 

Karen Doss Bowman lists examples of the biases that can manifest in a number of ways in the educational process: 
 A professor calling on certain learners most frequently—for example, research shows a tendency by trainers at 

all levels to call primarily on white, male learners; 
 The readings and multimedia materials chosen for any given lesson not representing or reflecting the diversity of 

the group; 
 A presumption that international/migrant learners have expertise or an interest in issues related to their race, 

ethnicity, or home country; 
 A tendency to equate lower proficiency in spoken language with poor writing skills; 
 Initiating a discussion on a topic such as racism, without realising that international/migrant learners in the 

classroom may not understand the historical and cultural circumstances linked to the issue. 
 

 
  

https://www.youtube.com/watch?v=KBZPHE1oPJo
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Useful Tips: 

 
Tips for identifying, acknowledging, and actively working to counter unconscious bias in adult learning process: 
 
Get real—and embrace discomfort: 
Addressing unconscious bias starts with awareness and acknowledgment, says Holly Carter, PhD: “First and foremost, 
we must be aware that these biases exist, [everyone has them], and they don’t make you a bad person.” 
 
Spend time with people who are not like yourself: 
An openness to hearing other people’s stories can foster a deeper understanding of the vast range of human 
experiences. 
 
Apply inclusive communication techniques: 
The process involves several steps: 

 

 
 

Trainers are not the only ones who hold biases; adult learners do as well. Christina Yao, Ph.D. points to research 
showing that non-native speakers tend to be marginalised when it comes to group work, possibly because they struggle 
to comprehend or speak in an unfamiliar language or may not grasp the norms of peer collaboration. 
 
To break this barrier and raise awareness of how biases work, you can offer the group an exercise on the next page. 
 

 
  

Inquiry

•Ask questions to understand another person’s beliefs more deeply, or ask ourselves how I learned to think a 
certain way.

Framing

•Look at issues from different perspectives. We develop certain ways of seeing the world based on our 
cultural frames [gender, race, etc.] Become aware of your individual frames and then learn through practice 
how to expand those.

Positioning
•Consider access to power in any given situation, based on materialistic and/or symbolic circumstances.

Dialogue
•Engage in conversation to build bridges of understanding, tolerance, and acceptance.

Reflaction

•Create a better understanding of ourselves and how we relate to others, as well as the willingness to change 
our perspectives and actions.

Action

•Use what we learn about ourselves as motivation for doing our part to make the educational process more 
peaceful and just.
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Exercise:  

The Tag Game 
 

Goal: This exercise is a great one for creating a safe, non-judgemental space where people can discover their biases 
and see how they affect their behaviour and responses. It is a great unconscious bias icebreaker. Be mindful: this is a 
difficult exercise to run, recommended to advanced educators. It requires knowledge of unconscious biases and 
maturity in managing group processes. You can find instruction to the exercise on the IDISI platform. 
 
The Tag Game involves participants placing a variety of different colours, shapes and size badges on their upper body. 
The group is then encouraged to form smaller groups. There is no talking allowed at this stage and no instructions 
regarding what criteria should be used to form these groups. Once the groups are formed, instruct the participants to 
split and form new groups for a further four to six times. More often, you’ll find that the groups are formed based on 
the same shapes and colours rather than seeking out colleagues with different badges. Notably, the group rarely uses 
other criteria apart from the badges to form these groups. We particularly like this unconscious bias activity as it 
naturally opens up discussion about social categorisation and how we are predisposed to group bias. From there you 
can discuss experiences you have had relating to the group and unconscious bias and talk about the benefits of diversity 
and how your training group could become. 
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BUILDING LEARNERS’ SELF-ESTEEM AND CONFIDENCE 
 
Learners who have high self-esteem generally work more efficiently, need less time to prepare and interact better with 
others. Self-esteem and self-confidence are of particular importance in the work and development of people from groups 
at risk of exclusion, therefore it is important that the trainer strengthens them during the classes by using the following 
tips: 
 

 
Useful Tips: 

 
Some tips on how to boost your learners’ self-esteem and confidence: 
 
Trainers are not the only ones who hold biases; adult learners do as well. Christina Yao, Ph.D. points to research 
showing that non-native speakers tend to be marginalised when it comes to group work, possibly because they struggle 
to comprehend or speak in an unfamiliar language or may not grasp the norms of peer collaboration. 
 
To break this barrier and raise awareness of how biases work, you can offer the group an exercise on the next page. 
 
Praise and acknowledge accomplishments 
Learners who don’t have a lot of confidence often tend to 
focus on the negative aspects of what they are doing. 
Make it a point to praise and acknowledge learners when 
they do something correctly, both in private and in front 
of the group. 
 

 
Increase sense of ownership 
Urge your learners to take ownership of their learning by 
providing them with opportunities for decision-making 
when it comes to assignments or classroom rules. 
Learners will have a greater sense of pride in their learning 
when they feel a sense of control. 
 

Create realistic expectations 
Be realistic about what your learners can accomplish. 
While it would be nice to see every learner make high 
achievements, it is not achievable for everyone. 

Don’t compare one learner to another 
Your learners have their own sets of unique strengths, 
talents, and needs. Accept that some learners will have 
strengths where others don’t and don’t treat them as a 
homogenous group. 
 

 
Embrace a growth mindset 
No one is perfect, so mistakes are inevitable. Use mistakes 
or failures as teaching moments for learners. Remind 
them that they are not defined by their shortcomings and 
reassure them to keep moving forward in their studies. 
Show that failure today could change into success 
tomorrow. 

Always view your group as the sum of diversity 
Differentiated learning can help learners identify how 
they learn best. When learners feel like their needs aren’t 
being met in the classroom, they may feel like they’re not 
welcome. Take notice of the different strengths and 
learning styles your learners have, and create a classroom 
environment that fosters the unique abilities of individual 
learners. 

 
When learners are in-tune with what works best in helping them to learn, they may begin to empathise with each 
other and have open dialogue around successful strategies in learning. 
 

 
To learn more please visit IDISI Platform. 
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Test your knowledge: TEACHING ADULTS FROM GROUPS AT RISK OF EXCLUSION 
 

1. How can a trainer overcome the barriers? 
a) demanding more from learners 
b) introducing flexibility and tightening relations 
c) convince learners not to worry about the barriers or pretending there are no barriers 
d) offering help or assistance all the time 
 
2. A request to “stop and think” about the concepts that were just presented using learners own words is related to: 
a) providing assistance during the learning task 
b) maximising the signal to noise ratio 
c) providing generative strategies 
d) concise writing 
 
3. Unconscious bias often causes: 
a) better learning conditions 
b) stereotype thinking and prejudices 
c) knowledge acquisition 
d) group integration 
 
4. Using mistakes or failures as teaching moments for learners: 
a) should not be used at all 
b) makes that learners focus on the negative aspects of what they are doing 
c) reduces self-confidence 
d) helps to learn from mistakes and leads to the development 
 
5. Which of the following statements regarding non-native speaker learners should not be applied: 
a) they should follow the same requirements as other learners 
b) they can struggle to comprehend or speak in an unfamiliar language 
c) they may not grasp the norms of peer collaboration 
d) they do not necessarily have lower literacy skills  
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CHAPTER III: INCLUSIVE EDUCATION 
 
PREFACE TO THE CHAPTER 
 

Equitable educational opportunities can help to promote long-lasting, inclusive economic growth and social cohesion. 
Successful education and skills policies can empower individuals to reach their full potential and enjoy the fruits of their 
labour, regardless of their circumstances at birth. However, far too many learners and adults from socio-economically 
disadvantaged backgrounds fall behind. In many countries, substantial learning gaps exist between learners at the 
opposite ends of the socio-economic scale, and these differences tend to increase in the transition into adulthood. 
 
All countries have ample room for improvement to ensure better learning outcomes for all. In schools, targeted support 
is necessary for low performers from disadvantaged backgrounds and for poorly performing schools. As for the adult 
population, learning should be focused on improving employability, through a combination of education and practical job 
training. Barriers to participation in learning need to be removed, and delivery methods need to be more innovative and 
flexible. Targeted support is needed for the most vulnerable members of society. 
 
WHAT IS INCLUSIVE EDUCATION? 
 
According to UNESCO, inclusive education is seen as “a process of addressing and responding to the diversity of needs of 
all learners through increasing participation in learning, cultures and communities, and reducing exclusion from education 
and from within education.” The goal is that the whole education system will facilitate learning environments where 
trainers and learners embrace and welcome the challenge and benefits of diversity. Within an inclusive education 
approach, learning environments are fostered where individual needs are met and every learner has an opportunity to 
succeed. 
 
ROLE OF EDUCATORS WORKING WITH REPRESENTATIVES OF MINORITY GROUPS 
 
Working with learners and families from culturally and linguistically diverse backgrounds poses special challenges to 
educators. To meet the needs of all members of the community, efforts should be made to ensure that the school system 
as a whole and each of its components (including individual classrooms) strives to achieve “cultural competence." 

 
WHAT IS CULTURAL COMPETENCE? 
 
Cultural competence is a term that describes what happens when special 
knowledge about individuals and groups of people is incorporated into 
standards, policies, and practises. The process of achieving cultural 
competence is one that leads not only to an appreciation of families and their 
unique backgrounds, but also to an increase in the quality and effectiveness 
of services, producing better outcomes. For schools to be described as 
culturally competent, they need to: 
 

 Have a set of values and principles that recognise diversity; 
 Demonstrate behaviours, attitudes, policies, and structures that enable them to work effectively cross- culturally 

and value diversity; 
 Conduct self-assessment to ensure sensitivity to cultural characteristics; 
 Be committed to manage the "dynamics of difference;" 
 Learn about and incorporate cultural knowledge into their practises, and 
 Adapt to diversity and the cultural contexts of the communities they serve. 
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WHY IS CULTURAL COMPETENCE IMPORTANT? 
 
Within an educational setting, cultural competence means finding ways to infuse knowledge and appreciation of other 
cultures into daily practice. Very often, classrooms are filled with learners from different cultural and linguistic 
backgrounds, but the unique features of these different cultural communities is not well understood by educators and 
therefore not well integrated into classroom and school-wide practice. Establishing cultural competence is an ongoing 
and long-term process that demands enthusiasm and curiosity about other cultures and a willingness to adapt educational 
practises to mirror the values and special characteristics of learners and their families. 
 
A FEW EXAMPLES OF HOW CULTURAL COMPETENCE CAN IMPACT LEARNING 
 
 In some cultures, a certain facial expression may be sufficient to get learners’ attention and quiet down the noise 

level in the room; in others, shouting and verbal bantering is the norm. 
 In some homes, learners are encouraged to look down or away when being spoken to. This culture- specific 

respectful behaviour can easily be mistaken as a show of defiance if not understood in a culturally competent 
context. 

 
KEYS TO DEVELOPING EFFECTIVE AND COLLABORATIVE RELATIONSHIPS WITHIN DIVERSE COMMUNITIES 
 
Establishing effective collaborative relationships is a process that involves sharing, flexibility, and a commitment to 
building and sustaining open lines of communication and understanding. As part of a Recognition and Response system, 
these relationships can be established through honest self-reflection and having an open mind about what factors might 
be contributing to a learner’s success and struggles in the classroom. 
 
The following steps can be helpful: 
 Reflect upon the specific values that are embedded in your understanding of a learner's behaviour and different 

factors that might contribute to his or her performance in school. 
 Ask yourself whether these characteristics are contributing to your understanding of what services and supports this 

learner might need to succeed in school. 
 Explore any characteristics that might be different from those of trainers and other learners, and be sure that they 

complement (or at least, do not interfere with) the learner's full participation in the learning community. 
 Be sure to listen carefully, have an open mind, and reserve judgement. 
 
TAKING RESPONSIBILITY 
 
As educators, it’s natural to want our classrooms to reflect learners’ success. We ensure learners have clear directions 
and deadlines for their assignments, plenty of resources to support their learning, and feedback to guide their progress—
but while we’re supporting learners’ success in the short term, we also need to have an eye toward the long term. After 
all, when learners leave our classrooms, we want them to have the tools— and the drive—to keep learning throughout 
their lives. 
 

Personal 
responsibility  Self- 

motivation 
 Learner 

empowerment 
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Personal responsibility 
 
If we want our learners to be lifelong learners, they need to take personal responsibility for creating and sustaining an 
educational mindset. Outside the classroom walls, real-world learners discover what they want to know, set their own 
goals, and hold themselves accountable for each step of the learning process. Although it can be easy for learners of all 
ages to make excuses for missed work or poor performance, fostering a sense of personal responsibility will help learners 
get themselves back on track. 
 
To teach this skill, it’s recommended to hold learners accountable for their work. This means that in addition to accepting 
responsibility for a poor grade, learners should develop a plan to improve their work. 
 
Self-motivation 
 
Before learners can take charge of their own learning, they need to see themselves as partners in their education. At the 
end of a course, learners will be responsible for identifying what they still need to learn, seeking out new educational 
opportunities, and staying motivated to learn the material. Learners who are used to view themselves as experts in their 
interests, strengths, and needs will be better equipped to approach learning. 
 
Personalised learning approaches treat learners as partners with their trainers. The idea is for learners to work with 
educators, identifying strengths and challenges and creating learning goals. Adults with the ability to identify and address 
their own educational needs will be in a better position to maintain a lifetime of learning. 
 
Learner empowerment 
 
Perhaps the most important gift we can give to our learners is to empower them as learners. Too often, learners can 
struggle in areas in which they feel deficient, such as time management or following oral directions. Teaching our learners 
how to work with their challenges empowers them to continue taking on new opportunities. 
 

 
Example 

 
School trainer Amber Chandler shows us that we can use both educational technology and personalised learning to 
help learners manage their own learning—and, in turn, to develop the project management skills they’ll need as adults. 
In her article Project Management Solutions for the 21st-Century learner, Chandler shares how she uses Google 
Calendar and pre-set reminders to help learners keep track of schoolwork and activities. Additionally, she structures 
her classroom in much the same way as an adult workspace: Assignments are accepted within a range of due dates, 
and classroom roles could double as job titles (Project Manager, Technology Coordinator, and Lead Presenter, to name 
a few). The learners in Chandler’s class not only benefit from a more independent, flexible classroom space, they also 
prepare for the responsibilities of adult life. 
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BUILDING THE ATMOSPHERE OF CONFIDENCE AND UNDERSTANDING 
 
Positive, productive learning environments are key to 
learners' academic, emotional and social success. 
Unfortunately, positive learning environments don't just 
happen on their own–they must be created. 
 
Below, we'll explore positive action strategy, and several 
simple tips that educators can use for creating a positive, 
productive learning environment for learners. 
 
Step 1 - Make learning relevant 
 
The more relevant a topic or subject is to the learners’ 
own success and happiness, the more engaged they'll 
become in the learning process. On the whole, when 
teaching maths, science, social studies, even history, find 
ways to adapt the lesson or lecture to the interests of 
learners. It's also helpful to discover the interests, 
talents, and learning styles of each learner if possible. As 
resources permit, adjust teaching methods and 
strategies to meet the needs of learners on an individual 
basis and you'll see they will become more attentive and 
engaged. 
 
Step 2 - Develop a Code of Conduct 
 
If learners don't have a clear and agreed upon understanding of positive and negative behaviours, it's difficult to create a 
positive learning environment in the classroom. The first step to establishing a code of conduct is to ask learners how they 
like being treated. From this question learners should be able to brainstorm a list of behaviours they believe are respectful, 
kind, fair, and appropriate. At this point, learners and trainers should be able to agree that treating others the way we 
each want to be treated is the best code of conduct, and should set the stage for appropriate classroom behaviours. 
 
Step 3 - Employ a Positive Actions Curriculum 
 
While it would be ideal if all learners shared the same understanding of positive behaviours; they usually don't. Learners 
come from diverse family, cultural and socioeconomic backgrounds. All these factors, plus many more, shape learners' 
perspective of what's appropriate, and what is not. It's important that learners are taught positive behaviours in a 
consistent and systematic way at the learning centre and in the classroom. Developing a Positive Action curriculum is one 
of the most effective ways to teach and instil in learners’ positive behaviours. Positive action curriculum should teach 
learners: 
 
 That positive actions lead to a good feeling and positive self-image. 
 Positive actions are actions such as problem-solving, decision-making and thinking. 
 Positive actions such as kindness and being respectful allow us to get along with others. 
 Positive actions such as time management and managing our emotions help us better manage our own affairs. 
 Positive actions such as admitting mistakes and taking responsibility for our actions allow us to be honest with 

others and ourselves. 
 Positive actions such as goal setting lead to personal growth and improvement. 
 Positive actions lead to positive behaviours, which help learners feel good about themselves and others. 
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Step 4 - Help Learners Develop Intrinsic Motivation 
 
Feeling good about themselves is an intrinsic motivator to learners and can help learners feel good about themselves. So, 
how can we help learners consistently engage in positive actions? First, actions are always preceded by thoughts. Second, 
actions and behaviours are typically consistent with thoughts. Third, feelings and learners' experience about themselves, 
are based, in large part, by their actions. Helping learners learn that by changing a negative thought to a positive, they 
can produce positive actions, and that positive actions will help them feel good about themselves is a powerful intrinsic 
motivator. 
 
Step 5 - Reinforce Positive Behaviours 
 
Recognising and reinforcing positive behaviours is one of the most effective ways to produce positive actions in learners, 
strengthen intrinsic motivation, and create a productive and positive learning environment. However, it's also important 
to help learners make the connection between positive behaviour and the good feeling it creates (not just the physical 
reward). As learners make that connection between positive behaviour and good feelings, and continue producing 
positive actions, they'll feel good about themselves, the intrinsic motivation is strengthened, and they will continue 
producing more positive actions and exhibiting positive behaviours. 
 
Step 6 - Always Respond with Positivity 
 
Positivity is a key component of a productive learning environment. Interacting with learners in a positive manner, 
exhibiting positive behaviours, and maintaining a positive attitude is one of the most important steps towards creating a 
positive learning environment and training successful adult learners. Regardless of the situation or circumstances, there 
is always a way to respond to and interact with learners in a positive way. Teaching learners how to communicate and 
interact with each other in a positive manner is also key to fostering a positive learning environment in the classroom. 
 
INCLUSIVE LANGUAGE 
 
Inclusive language is a form of communication that avoids using words, expressions or assumptions that would stereotype, 
demean or exclude people. Trainers and facilitators communicate in numerous nonverbal ways including facial 
expressions, body language, posture, proxemics, etc., but verbal language will always be an essential part of the trainer-
learner relationship. The exchange of words is and must remain central to the learning process. To be sure, even when it 
is clear that a class is not paying close attention to a particular lesson or lecture, learners are intrinsically taking mental 
note of both the words that a trainer chooses to use and the words that a trainer chooses not to use. No matter how 
welcoming a trainer behaves (nonverbal communication), if she/he doesn't use inclusive language, learners won’t feel 
safe. 
 
In using inclusive language, it is helpful to keep these principles in mind: 

 
People first - Many general principles provided in this guide involve seeing 
the person as an individual first and becoming aware of diverse audiences. 
 
https://breezy.hr  
 
Words matter - Not only do terms and expressions allow people or groups 
to feel excluded, but they can also convey or embed stereotypes, 
expectations or limitations. 
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Language changes - All languages change to 
reflect the values of society. As language 
changes, so do the norms that deem what is 
socially and grammatically acceptable. 
 
Mindset matters - It is important to keep a 
curious and empathetic mindset. Most 
languages have evolved to reflect the values and 
norms of the mainstream or dominant culture, 
and if a person is a member of that culture, they 
have had the privilege to feel included the 
majority of the time. Although, that is not the 
case for everyone. 
 
Inclusive terms - Try to make your language and 
your message as inclusive as possible. For 
example, when speaking to an audience, make 
sure your speech relates to all your listeners and 
uses gender-inclusive language. 
 
Generalisations or use of stereotypes - No 
matter your audience, be cautious about making 
sweeping statements about any social group. 
This includes making personal assumptions 
based on gender, culture, ancestry, age and 
other categories. 
 
Use of prejudiced language - Take time to 
educate yourself about what words, phrases, or 
perspectives may offend your listeners. 
 

 
Self-reflection 

 
Bring self-awareness to the times when you use words and expressions in writing. Think about your intentions for using 
a phrase, whether it has any origins, and whether there is a more inclusive way to state what you are trying to say.  
 
It may also be helpful to ask: 
 Does the individual or group have preferred terms? 
 Does the language reflect the diversity of the intended audience? 
 Is reference to a person’s gender, culture, ethnicity, age, etc. relevant? 
 Am I staying open and curious, and encouraging others to do the same? 
 

 
  

Words 
matterPeople first 

Mindset 
matters

Inclusive 
terms

Language 
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generalizati

ons or 
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Self-
reflection



41 | I D I S I | INTEGRATION OF DIVERSITY AND SOCIAL INCLUSION IN THE TRAINING - Handbook 

 
 
 
 

 
 

HOW TO GIVE AN EQUAL OPPORTUNITY AND CONDITIONS FOR EVERY ADULT LEARNER FROM DISADVANTAGED GROUPS 
 

Designing a classroom learning environment where all learners are being 
attended to (even the ones who may not seem to be engaged) may seem 
like an impossible task when you are in a classroom of twenty. Luckily, there 
are a host of teaching strategies that foster this type of learning 
environment. Sometimes these strategies are referred to as "equitable 
teaching strategies" or teaching so that all learners are given an "equal" 
opportunity to learn and thrive. This is where trainers teach to all learners, 
not just the ones that seem to be engaged in the lesson. 

 
Here are a few specific teaching strategies that trainers can use to promote learner engagement and foster classroom 
equity. 
 
The Whip Around Strategy 
 
The Whip Around strategy is simple. The trainer poses a question to learners and gives everyone the opportunity to have 
a voice and answer the question. The mechanics of the whip are simple, each learner gets about 30 seconds to respond 
to the question and there is no right or wrong answer. Then the trainer "whips" around the classroom and gives each 
learner the chance to voice their thoughts on the given topic. During the whip, learners are encouraged to use their own 
words to explain their opinion on the set topic. Oftentimes learners may share the same opinion as their classmates but 
when put into their own words, may find out their ideas are actually a little different than they first thought. 
 
Small Group Work 

 
Many trainers have found integrating small group work to be an effective way for learners to equally 
share their thoughts while staying engaged in the lesson. When educators structure opportunities 
that require learners to work together with their peers, they are giving them the best possible chance 
to an equal learning environment. When learners are placed in a small group of 5 or fewer 
individuals, they have the potential to bring their expertise and thoughts to the table in a low-key 
atmosphere. 
 

Many educators have found the Jigsaw technique to be an effective teaching strategy when working in small groups. This 
strategy allows learners to support one another in order to complete their task. This small group interaction allows all 
learners to collaborate and feel included. 
 
Varied Approaches  
 
Learners do not learn the same or in the same way. This means 
that in order to reach all learners, trainers should use a variety of 
approaches and techniques. The best way to teach equitably to a 
large number of learners is to use multiple strategies. This means 
that the old singular teaching approach is out of the door and a 
variety of materials and strategies should be used to meet all 
learners’ needs. The easiest way to do this is to differentiate 
learning. This means taking the information about each learners’ 
learning style and using that to provide This Photo by Unknown 
Author is licensed under CC BY-SA them with the best possible 
learning result. Studies have shown that using different 
strategies and techniques to reach different learners is the best 
possible way that trainers can cultivate a classroom of equity and 
engagement. 
  

 

This Photo by Unknown Author is licensed under CC BY-SA 
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Effective Questioning 
 
Questioning has been found to be an effective strategy to promote equity and make sure all learners are actively being 
engaged. Using open-ended questions is an inviting way to reach all learners. While open-ended questions require some 
time to develop on the trainer’s part, it is well worth it in the long run when trainers see all learners actively and equally 
being able to participate in classroom discussions. 
 
An effective approach when using this strategy is to give learners enough time to think about their answer as well as to 
listen to them patiently without any interruptions. If you find that learners’ answers are poor or inadequate, then pose a 
follow-up question and continue to question learners until you are sure they have understood the concept. 
 
Random Calling 
 
When a trainer poses a question for learners to answer, and the same learners constantly raise their hands, how are all 
learners supposed to have an equal chance of learning? If the trainer establishes a classroom environment in a non-
threatening way where learners can be chosen to answer a question at any time, then the trainer has created a classroom 
of equality. The key to the success of this strategy is to make sure that learners do not feel pressured or threatened to 
answer in any way. 
 
One way that effective trainers use this strategy is to use craft sticks to call upon random learners. The best way to do this 
is to write down each learners' name on a stick and place them all into a clear cup. When you want to ask a question, you 
simply pick out 2-3 names and ask those. The reason you choose more than one learner is to minimise the suspicion that 
the only reason the learner is being called upon is that they were misbehaving or not paying attention in class. When you 
have to call upon more than one learner it will ease all learners’ anxiety level. 
 
Cooperative Learning 

Cooperative learning strategies are perhaps one of the simplest ways trainers can use to 
effectively keep their learners engaged while promoting equity in the classroom. The 
reason being is it gives learners the opportunity to share their thoughts in a small group 
format and in a non-threatening, non-biased way. Strategies like think-pair-share, where 
learners each take a specific role in order to complete a task for their group and round robin 
where learners can equally share their opinion and listen to the opinion of others, gives 
learners the perfect opportunity to share their thoughts and listen to the opinions of others. 

By integrating these types of cooperative and collaborative group activities into your daily lessons, you are promoting 
participation in a collaborative versus a competitive way. Learners will take notice which will help turn your classroom 
into one that cultivates equality. 
 
Enforce a Supportive Classroom 
 
One-way trainers can cultivate a classroom of equality is to establish a few norms. A simple way to do this is to verbally 
address learners at the beginning of the course and let them know what you believe in. For example, you can say "All 
learners are treated with respect" and "When sharing ideas in class you will be treated with respect and will not be 
judged". By enforcing a supportive classroom where all learners feel free to speak their mind without feeling or being 
judged you will create a classroom where learners feel welcomed and respected. 
 
Cultural Mediation 
 
The essence of Inclusive Education is to promote tolerance, inclusion, unity and respect for diversity; foster peace and the 
development of a more cohesive society via learning experiences by children and adults, in different educational 
environments. Communicating effectively is often not an easy task; our everyday interactions are filled with 
misunderstanding and frustrating situations even when we share linguistic and cultural backgrounds with our 
counterparts. These differences will often result in conflicting relationships and communication breakdowns.  



43 | I D I S I | INTEGRATION OF DIVERSITY AND SOCIAL INCLUSION IN THE TRAINING - Handbook 

 
 
 
 

 
 

The socioeconomic and informational barriers, added to the 
prevalence of stereotypes and prejudices within the system, can 
render access to local services difficult for many families. Cultural 
mediation is required when lack of cultural awareness and 
understanding of the system is the main impediment for the migrant 
population to access and benefit from local services. They facilitate a 
constructive relationship between locals and immigrants as well as 
fostering mutual understanding and intercultural competence. 
 
In addition, cultural mediators play an important role in 
empowerment, by informing and encouraging people to voice their 
needs and concerns. When several services are involved, cultural 
mediators can also act as a point of contact and a link between the institutions and migrants. It is the responsibility of 
cultural mediators to create a space of dialogue between them, in order to establish effective and respectful relationships. 
 
To learn more about cultural mediation, please read chapter “MEDIATION AND CONFLICT MANAGEMENT”. 
 
HOW TO ENSURE QUALITY LEARNING FOR ALL AND INCLUDE EACH AND EVERY LEARNER IN LEARNING 
 
It is our collective responsibility to make certain each learner receives a high-quality, education designed to maximise 
their potential; an education that reflects and stretches their abilities and interests. This is a right for everyone to learn 
and forms the basis of equitable teaching and learning. 

 
There are a few methods that trainers can implement to improve their teaching 
quality in the classroom: 
 
Introduce technology in the classroom – An up-to-date trainer looking for new 
ways to engage with learners needs to be innovative and explore use of 
technologies that are appealing and feasible for learners. This does not 
necessarily mean large investments in screens and apps. Instead, trainers can use 
videos, digital games, free online resources and digital tools that can be easily 
implemented in their classroom. 
 

Personalise the learning experience for learners – One of the most effective way to teach is to personalise the learning 
experience to meet the needs of each individual learner. While one-to-one instruction geared toward the strengths and 
challenges of each learner has been the most idyllic teaching goal across ages, the various technological advances have 
finally allowed it to become an easily attainable reality in the classroom. Personalised learning combines face-to-face 
teaching with technology-assisted instruction and learner collaboration to leverage each learner’s learning style and 
interests. 
 
Empower learners to be active learners – One of the best ways to improve the quality of teaching in a classroom is for 
the trainer to guide the participants to be active learners rather than simply being spectators. Active learning can best be 
described as a process when learners engage with the material, participate in the class, and collaborate with each other 
as part of the learning process. Trainers should, therefore, look at ways to facilitate independent, critical, and creative 
thinking by using active learning techniques. These include learner’s collaboration, asking them to analyse case studies, 
debates and discussing new ideas both during lectures and homework. 
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HOW TO CELEBRATE DIFFERENCE AND SHOW THE BENEFITS OF DIVERSITY 
 
Fostering inclusion and awareness around multicultural education and taking a culturally responsive approach to teaching 
benefits all learners. Not only does creating greater inclusion help learners with different backgrounds and needs succeed, 
but it encourages acceptance and helps prepare them to thrive in an exponentially diverse world. 
 
How do you manage diversity in the classroom? 
 
There are several ways trainers can ensure that both the classroom environment and curriculum are responsive to the 
increasing cultural diversity of our society. These strategies will encourage all learners’ cultural awareness, enhancing 
each learner’s sense of identity, and foster inclusion in the classroom community.  
 
Get to know your learners 
 
Ensuring that inclusive awareness is promoted in the classroom starts with the trainer knowing each individual learner. 
Take the time to learn about each learner’s cultural background, hobbies, learning styles, and what makes them unique. 
Demonstrating a genuine interest in learning about each learner and their culture will help establish trust and allow the 
trainer to form a bond with them so they feel valued. If learners feel appreciated by and comfortable with the trainer, 
there’s a better chance they’ll feel comfortable talking with and respect their peers in the class – and communication is 
the core to a culturally aware and inclusive classroom. 
 
Maintain consistent communication 
 
Aside from getting to know learners, trainers should also continue to maintain ongoing communication throughout the 
duration of the course. Scheduling one-to-one meetings with learners to “check in” every so often will allow to 
consistently improve accessibility of the classroom to everyone. learners can talk about whether they felt included in the 
classroom culture. This can help identify issues or ways to improve the overall experience. It’s also an opportunity to 
discuss their progress in the class and offer guidance on how they can improve, based on their individual needs as a 
learner. 
 
Acknowledge and respect every learner 
 
It’s also important for learners to celebrate and respect their own diverse backgrounds, as well as each other’s. When 
appropriate, trainers should encourage learners to research and learn about their own backgrounds. This allows them to 
better understand their own culture as well as the differences and nuances with their peers. As a bonus, this can be a 
great ice breaker assignment, allowing learners to give presentations about their family traditions and culture to help 
expose the class to concepts outside of their own familiar comfort zone. Acknowledging these differences and creating a 
safe space for discussion helps promote understanding in the classroom and beyond. 
 
Practice cultural sensitivity 
 
While it’s important to keep an open dialogue amongst learners, it’s 
equally as important to make sure you’re being sensitive to everyone’s 
culture, beliefs, and language concerns. Take the time to understand 
each learner’s cultural nuances – from learning styles to the language 
they use – and use these insights to design your lesson plans. For 
example, provide English language learners with appropriate and 
relevant resources that help them improve their English comprehension 
skills, rather than teaching with a traditional lecture style, create learning 
experiences that are more interactive and require collaboration. These 
considerations will help ensure that every learner feels included, is given 
the space to learn in their own way and is given a chance to succeed.  
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Incorporate diversity in the lesson plan 
 
The classroom environment is important for fostering cultural awareness, but you also should ensure diversity is 
represented in your actual lesson plan. Use references and analogies to other cultures in your lessons and assignments to 
help learners with diverse backgrounds personally connect. Another great strategy is bringing in diverse speakers to add 
varying points of view and real-life context to different subjects. Regardless of the subject, always try to present and 
connect lessons to real-world issues. It’s easier to promote cultural awareness within your lessons when there’s a real 
example for learners to relate to. 
 
Give learners freedom and flexibility 
 
Trainers often feel like they need to take on a strict, authoritative approach when it comes to managing their classrooms. 
The most concrete form of learning usually happens through a learner’s own experiences, so giving them some freedom 
in the course encourages more connection to the curriculum. Allow learners to read and present their own materials that 
relate to the main subject, so they can approach the topic from their own perspective. As a trainer, you can act as a 
facilitator and encourage conversation and healthy debate between diverse opinions. Group assignments are also a great 
way to expose learners to diverse perspectives, allowing them to work together to explore and solve a problem. This will 
also help prepare them for a diverse workforce where they’ll have to partner with a range of people to accomplish their 
professional goals. 
 
Why is it important to teach diversity in the classroom? 
 
It is important to remind ourselves why diversity, cultural and social awareness is so crucial in the classroom and the 
benefits it can have for learners in the short and in long-term. These culturally responsive teaching strategies will help 
you to promote diversity in the classroom. 
 
Learners become more empathetic - Promoting awareness and creating a personal connection with diverse cultures in 
the classroom can prevent learners from developing prejudices later in life. It allows them to empathise with people 
different from themselves since they’re more aware of the experiences someone of a different race or cultural group may 
face. 
 
Learners gain a better understanding of the subject and people - When working and learning with people from a variety 
of different backgrounds and cultures, learners gain a more comprehensive understanding of the subject matter. It also 
shows learners how to use their own strengths and points of view to contribute in a diverse working environment. 
 
Learners become more open-minded - Naturally, by exposing learners to a diverse range of opinions, thoughts, and 
cultural backgrounds, you’re encouraging them to be more open-minded later in life. This will make them open to new 
ideas and be able to attain a greater comprehension on a topic by taking in different points of view. 
 
Learners feel more confident and safe - Learners feel more comfortable and safer with these differences later in life. This 
allows them to interact in a wider range of social groups and feel more confident in themselves as well as in their 
interactions with others. 
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HOW TO ENCOURAGE LEARNING DEPENDING ON ABILITIES OF LEARNERS  
 
Encouraging learners to be independent, not only would benefit them significantly, but it's also a proven high impact, low-
cost way to progress. In other words; Self-regulated, independent learning has considerable impact on learners’ progress 
at a very low cost. 
 
What is independent learning? 
 
Independent learning is when learners set goals, and monitor and evaluate their own academic development, so they can 
manage their own motivation towards learning. 
 
Why is it so important? 
 
Learners exploring for themselves is at the very core of learning. Making discoveries from a task the trainer sets that they 
are genuinely interested in and find challenging, and the feeling they gain from self-direction, is wonderfully rewarding 
for learners as well as being an incredible life tool. 
 
In the report, What is Independent Learning and What are the Benefits for Learners? (2008), it was found that the benefits 
of independent learning for learners include: 
 
 Improved academic performance 
 Increased motivation and confidence 
 Increased chances to be creative and intellectually creative 
 Fostered social inclusion and countered alienation from peers 
 Increased opportunities for completing differentiated tasks, set by the trainer 
 

 
Useful Tips: 

 
9 tips for encouraging learners to become independent learners: 
 

 
 

 
To learn more please visit IDISI Platform. 
  

 

1. Provide learners with 
opportunities to self- 
monitor 

2. Use questioning as 
scaffolding to independent 
learning 

3. Offer models of 
behaviour 

 

4. Develop communication 
that includes language 
focused on learning 

5. Provide written and/or 
oral feedback on classwork 
and homework 

6. Encourage collaboration 

 

7. Give learners choices 
and encourage your 
learners to set their own 
learning goals 

8. Involve learners again in 
lesson planning 

9. Encourage your learners 
to be reflective 
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Test your knowledge: INCLUSIVE EDUCATION 
 

1. How can a trainer create a culturally competent classroom? 
a) Demonstrates behaviours, attitudes, policies, and structures that enable learners to work effectively cross-culturally 

and value diversity 
b) Have a set of values and principles that recognise diversity 
c) Learn about and incorporate cultural knowledge into their practises 
d) All of the above 
 
2. Positive learning environments 
a) Happen on their own 
b) Must be created 
 
3. What is “inclusive education”? 
a) Process of addressing and responding to the diversity of needs of all learners 
b) Increasing participation in learning, cultures and communities, 
c) Reducing exclusion from education and from within education 
d) All of the above 
 
4. The Jigsaw technique is part of which approach? 
a) The Whip Around Strategy 
b) Effective Questioning 
c) Small Group Work 
d) Random Calling 
 
5. Do all learners share the same understanding of positive behaviours? 
a) Yes 
b) No 
 
6. The benefits of independent learning for learners include 
a) Improved academic performance 
b) Increased motivation and confidence 
c) Increased chances to be creative and intellectually creative 
d) All of the above 
e) None of the above  
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CHAPTER IV: MEDIATION AND CONFLICT MANAGEMENT 
 
PREFACE TO THE CHAPTER 
 

Whenever a group of people are involved in any activity, conflict is inevitable – some would argue even necessary. It 
occurs in every school. If it’s approached and managed effectively, conflict can create a good learning experience. If 
handled ineffectively, conflict can escalate to physical and emotional violence and leave negative effects on the 
participant’s learning, personal wellness of both educators and learners, and professional productivity. 
 
Conflicts are endemic to society as a whole. They are directly related to the scarcity of resources, division of functions and 
tasks, power of relations, and differentiation and organisation of roles in society. Individuals and organisations face daily 
conflicts due to internal and external frictions. All living systems consist of units that interact, each having their own 
defined roles, interdependent and that must operate in a structured environment. In any such context, conflict becomes 
inevitable. 
 
The need, therefore, to develop abilities of conflict management is paramount to ensure that these inevitable conflicts 
are resolved successfully. Conflict can either be a hindrance or catalyst to societal and individual change. The balance 
between positive and negative outcomes is fine, solutions must be actively sought by each side, or a third party. 
 
This module illustrates the causes and natures of conflict, as well as strategies for conflict management and mediation. It 
is important to understand the theory and methods for mediation and management, in order for any conflicts to 
encourage growth and satisfaction, rather than animosity. It contains the principle of these ideas, exercises, case studies 
and measures one can take. 
 
WHAT IS CONFLICT? 
 
Conflict is a clash between individuals/groups arising out 
of a difference in thought process, attitudes, 
understanding, interests, requirements and even 
sometimes perceptions. 
 
It is unique in that, although it may cause turmoil, without 
it, people tend to become complacent. If you do not have 
variation of ideas, then it is difficult to keep moving 
forward. Life needs challenge in order to grow. Another 
unique aspect of conflict: It generates ideas. The best ideas 
stem from finding the best solutions to problems that exist. 
 
Common features for which a disagreement escalates to a 
conflict are: 
 Some element of communication: a shared 

understanding that there is a disagreement; 
 The well-being of the people involved needs to 

depend on each other in some way; 
 The people involved perceive that their goals are 

incompatible, and cannot both be met; 
 Competing for resources; 
 Perceive the other as interfering with the achievement 

of their goals. 

  
Exercise:  

Hopes and Fears  
 

Throughout the module, there are several exercises for 
you and your learners t support learning. This one is for 
opening your mind to conflict and its outcomes: 
 
‘You have been having problems with someone. You want 
to resolve the conflict and to improve your relationship 
with this person, so you have decided to sit down 
together to try to work it out. Imagine that you will be 
meeting with this person in a few minutes.’ 
 
To half of the group:  
What do you hope happens? 
 
To the other half of the group:  
What do you hope does not happen? 
 
Debrief:  
Discuss the Key Points. Do people have similar outlooks? 
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Types of Conflict 
 
 Personal or relational conflicts are usually 

about identity or self-image, or important 
aspects of a relationship such as loyalty, 
breach of confidence, perceived betrayal or 
lack of respect. 

 Instrumental conflicts are about goals, 
structures, procedures and means: something 
fairly tangible and structural within the 
organization of for individual. 

 Conflicts of interest concerns the ways in 
which the means of achieving goals are 
distributed, such as time, money, space and 
staff. They may also be about factors related 
to these, such as relative importance, or 
knowledge and expertise. An example would 
be a couple disagreeing over whether to 
spend a bonus on a holiday or to repair the 
roof. 

 

 Conflict can be destructive, leading people to develop negative 
feelings for each other and waste energy fighting. It can also 
deepen differences, and lead groups to polarise into different 
positions. 
 
However, well-managed conflict can also be constructive, helping 
to ‘clear the air’, releasing emotion and stress, and resolving 
tension, especially if those involved use it as an opportunity to 
increase understanding and together find a way forward out of the 
conflict situation. 

 
Conflict is a fact of life; learning to deal with it is what matters. 
 

 
 

Exercise:  
What does Conflict mean to you? 

 
Individually write 4 words down which define conflict for you. 
 
Form pairs and choose 4 words between you (from your prior lists). 
Keep doubling up until there are 4 words agreed by the whole 
group. 
 
Debrief:  
 
What are the resultant words and what do they mean to the group? 
 
How did you negotiate until the class reached a unified conclusion? 
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DIVERSITY AND CONFLICT 
 

 
Benefits of Diversity 
 
Diversity is an essential concept for creating a better 
society, based on social justice and fairness. 
 
Exposure to diverse groups enlightens and educates 
people. It also encourages exploration of alternative 
ways of developing interpersonal relationships. Learning 
about different ways to live our lives allows us to see that 
there are multiple ways of doing things, this can be 
liberating! 
 
In addition, in the workplace, diversity can effectively 
broaden your client base, generate new ideas and 
broaden horizons. Numerous studies have shown that a 
diverse workforce will increase productivity and profits. 
 
Diversity cuts across all facets of our lives and it plays 
an important role, as important as helping us to survive. 
 

 

 
How Diversity can Result in Conflict 
 
Identity can be a source of conflict, with discrimination 
issues relating to race, gender, sexuality, class, age, and 
ability being common causes. Alternatively, tensions 
about education level, culture, cliques, acceptable 
behaviour and religious differences can result in conflict. 
 
Many of these issues have their roots in historical 
inequalities and societal divisions that are still prevalent 
today. Others are caused by misunderstandings, mistrust 
and a divergence of preferences. 
 
Diversity leads us to question why we are doing things 
the way we do. It forces a questioning of values and 
beliefs, and this may cause conflict. 
 
Diversity conflict is usually a microcosm of conflict in 
wider society. 
 

   

 
Solutions 
 
Diverse perspectives, experiences, and skill sets are 
invaluable to the growth and success of any organisation. 
Although creating an environment of diversity and 
inclusion is preached, it can be difficult to put into 
practice. 
 
It is important to begin to solve this sort of conflict 
before it has begun. This means creating an inclusive 
culture where all can feel welcome and have well trained 
leaders who can deal with these issues. Clear 
organisational policies such as holding people to 
account, and providing training to all are vital. For an 
individual it is important to be open to new ideas and 
cultures, listen to difficult topics and accept differences. 
 
People should support each other with respect in order 
to grow and learn. 
 

 

 
Diversity Fatigue 
 
It is the phenomenon of feeling overwhelmed, 
disheartened, uncertain, or even fearful when talking 
about diversity and inclusion, or working in this space. 
Despite additional time and resources focused on the 
issue, there are no perceived strides in developing teams 
that are inclusive. People’s interest in diversity and 
inclusion start to evaporate. It can create conflicts and 
set back the process. 
 
This is why it is vital to possess the knowledge and 
commitment to properly manage these situations in 
order for people to understand and reap the massive 
benefits to all inclusive and diverse spaces. 
 
Diversity and Inclusion won’t just happen, it needs 
effective support. 
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MICROAGGRESSIONS 
 
Microaggressions are the everyday slights, indignities, put downs and insults 
that marginalised people experience in their day-to- day interactions with 
others. Although they're seemingly small and sometimes innocent offences, 
they may hide larger prejudices and can take a real psychological toll on the 
mental health of their recipients. This tool can lead to anger and depression and 
can even lower work productivity and problem- solving abilities. 
 
The outright bigots are less likely to directly affect someone’s standard of living 
than individuals who are well-intentioned — educators, employers, health care 
providers — who are unaware of their biases. 
 
People often use microaggressions unconsciously, but they can still be harmful. 
It’s important to listen when microaggressions make a person uncomfortable. 
We’re human. We make mistakes, and the most important thing is to learn from 
our mistakes. People who experience microaggressions often feel a burden to 
educate others on what they are, and that’s not a burden they should have to 
carry. It’s incredibly important for people to educate themselves on 
microaggressions rather than relying on others to do it for them. 

 Examples: 
 

Complimenting an Asian- American 
on their ability to speak English 
when English is their first language. 
 
Asking a Black person where they’re 
“really” from. 
 
Saying how sorry you feel for 
someone on a wheelchair. 
 
Giving preferential treatment to a 
pretty person. 
 
Saying something like “oh that’s so 
gay”. 

 
Dealing with Microaggressions 

Reaction Avoidance 
Discern. Determine how much of an investment you want to 
make in addressing microaggression. Do not feel pressured to 
respond to every incident; rather, feel empowered to do so 
when you decide you should. 

Be vigilant. Be constantly aware of your own biases and fears 
and seek to address them when you can. If there’s a possibility 
that a joke will offend somebody, it might be best not to tell the 
joke. 

Disarm. If you choose to confront a microaggression, be 
prepared to disarm the person who committed it. Explain that 
the conversation might get uncomfortable for them but that 
what they just said or did was uncomfortable for you. 

Don’t be defensive. If someone questions what you said, don’t 
become defensive and aggressive to the person pointing this 
out. Rather use this as a learning opportunity to understand 
where they are coming from and how you can improve in the 
future. Remember that intention does not supersede impact. 

Defy. Challenge the perpetrator to clarify their statement or 
action. Use a probing question, such as “How do you mean 
that?” This gives people a chance to check themselves and the 
intent. 

Be an Ally. Stand personally against all forms of bias and 
discrimination. Believe those with experience when they 
choose to share their insights. 

Decide. You control what this incident will mean for your life 
and your work — what you will take from the interaction and 
what you will allow it to take from you. 

Question your beliefs. Be open to discussing your own attitudes 
and biases and how they might have hurt others or in some 
sense revealed bias on your part. 
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STRATEGIES FOR DEALING WITH CONFLICT 
 
1. Fight or Flight 
 
This is the classic win/lose situation, where the strength and power of one person wins the 
conflict.  
 
A strategy that creates a loser. If that loser has no outlet for expressing their concerns they 
will be led to have bad feelings. This strategy is probably best only used where little or no 
further contact is necessary between the individuals or groups concerned. 

 
2. Collaboration 
 

This is the ideal outcome: a win/win situation. 
 
However, it requires effort and time from those involved, to work through the difficulties, 
and find a way to solve the problem that is agreeable to all. This may be hard work, especially 

if the positions have already become entrenched, but the extra work will be worth it when 
everyone feels listened to and satisfied. 

 
3. Compromise or Negotiation 
 
This is likely to result in a better outcome than win/lose, but it’s not quite win/win. You could 
call it a no-score draw.  
 
Both parties give up something in favour of an agreed mid-point solution. This effectively 
results in a solution that pleases nobody very much, but hopefully will not offend or upset 
anyone too much. It takes less time than collaboration, but is likely to result in less 
commitment to the outcome because it is nobody’s preferred option. 
 
4. Denial or Avoidance 
 

This is where everyone pretends there is no problem. This strategy is used surprisingly often and 
can be quite effective. It is particularly helpful if those in conflict need time to ‘cool down’ 

before any discussion, or if the conflict is unimportant and will simply resolve itself given 
time. 
 
However, it cannot be used if the conflict won’t just die down. Under these circumstances, 

using this strategy will create a lose/lose situation: there will still be bad feelings, but no 
clearing the air through discussion. This can result in serious stress and bitterness for those 

involved. 
 

5. Smoothing over the problem 
 

On the surface, harmony is maintained but, underneath, there is still conflict. One person 
is probably OK with this smoothing, while the other remains in conflict, creating a win/lose 
situation again. It can work where preserving a relationship is more important than dealing 
with the conflict right now. It is, however, not very useful if one person, or others outside 
the conflict, feel that the situation must be resolved.  
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COOPERATION AS CONFLICT SOLVING TECHNIQUE 
 
Cooperative problem solving (CPS) is a method of finding solutions 
that allows both parties to feel heard, understood and satisfied. It 
enables users to unite and achieve all round positive results, which 
is better than fighting or backing-down processes that inevitably 
end up with winners and losers. 
 
Four steps of Cooperative Problem Solving: 
 
1. Raise the issue with the other person in a way that invites cooperation. Do not rush into the issue, be honest and 

respectful, and ensure to invite them to speak and be heard. 
 
2. Listen to each other to discover your interests. Know that communication is a two-way street and both sides must be 

heard. Practice active listening and have patience, respect, and a spirit for inquiry. Seek to discover the other person’s 
interest beyond their position, and you will find much common ground. Appreciate the perception of others and 
challenge your own. 

 
3. Create options - possible ways to solve the problem. Now you have understood each other it is possible to work 

together to find a solution that is a win-win. Generate ideas and discuss them together. 
 
4. Develop an agreement that meets as many mutual interests as possible. Write it down if it is complicated and multi-

faceted, or simply agree for a simpler problem, and you can start to work on what needs to be done. 
 

 
Exercise:  

The Ugli Orange  
 

Divide the group in two. Group A & B side represent rival pharmaceutical companies that need a particular rare orange 
grown by a single grower (you) – 5000 are available. They seek to buy the entire supply of Ugli Oranges to create a 
specific treatment. Money is no object. 
 
Both teams must develop a joint proposal before going to speak with the farmer. Give these instructions confidentially 
to each group: 
 
 Group A needs the peel of the orange to treat a new disease contracted by pregnant women that harms the 

unborn child. 
 Group B needs the pulp of the orange to create a synthetic gas to counter the effects of a nerve gas that is 

currently leaking. 
 
In pairs, one from A and one from B, give them 5-10 minutes to come to an agreement on how they will split the 
Oranges. After this time, come back together and discuss the proposals. 
 
Debrief:  
 
Discuss: 
 The importance of effective two-way communication for conflict resolution. 
 The importance of understanding the difference between positions versus interests. 
 Adversarial vs collaborative approach to problem solving. 
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MEDIATION 
 
In some conflicts, it proves impossible for the sides to solve the issue 
themselves. In this case, mediation becomes the only way forward to find a 
common ground. Mediation is a process in which an impartial third person 
assists people involved in a conflict to communicate effectively with one 
another, and gives them useful information in order to find a resolution. 
Mediation can often help solve conflicts that have gone beyond the 
negotiation stage. 
 
A key aspect of mediation is that the mediator does not ‘sort things out’ or 
makes any decisions for the parties involved. Instead, the mediator helps the 
parties involved work together to develop their own agreement. 
 
It involves: 
 Voluntary participation. 
 Direct discussions between the parties in conflict. 
 An unbiased mediator with no decision- making power who helps those 

involved to understand each other’s point of view and come to an 
agreement. 

 Equal opportunities for all participants to speak and explain their 
perspective. 

 All relevant information shared. 
 A shared agreement between the parties. 
 Negotiation. 
 

  
Stages of Mediation 

 
1. Preparation 
You will need to lay out the ‘ground 
rules’ for the mediation process. 

 
2. Reconstructing and 

Understanding the Conflict 
Your task at this stage is to listen to the 
participants’ stories, whether together 
or separately, and clarify what they 
want to achieve from the process. 

 
3. Defining Points of Agreement 

and Dispute 
During this stage, your role is to help 
the participants to move towards a 
position where they start to 
understand each other’s point of view 
and can then begin to resolve a shared 
problem. 

 
4. Creating Options for Agreement 
A useful starting point for this stage is 
to identify the simplest area, or the 
one on which there is most 
agreement, and suggest resolving that 
first, to give a ‘quick win’.  

 
5. Developing an Agreement 
Like objectives, an agreement should 
be SMART, that is Specific, 
Measurable, Attainable, Realistic and 
Time-bound. 
 

 
Exercise: 

Think outside the box 
 

1. Draw the following puzzle on the board.  
 
2. Instruct students to connect all 9 dots with only four straight lines, without lifting 
their pen. 
 
Puzzle: O O O  Solution:  O O O 
 O O O   O O O 
 O O O   O O O 
 
Debrief:  
 
Did everyone solve it? How? 
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CULTURAL MEDIATION 
 
The essence of Intercultural Education is to promote 
tolerance, inclusion, unity and respect for diversity; foster 
peace and the development of a more cohesive society via 
learning experiences by children and adults, in different 
educational environments. Cultural mediators are trained 
to help those from other countries to access and use local 
services as well as mediating in situations of conflict. 
Communicating effectively is often not an easy task; our 
everyday interactions are filled with misunderstanding and 
frustrating situations even when we share linguistic and 
cultural backgrounds with our counterparts. These 
differences will often result in conflicting relationships and 
communication breakdowns. 
 
Different cultural background, however, is not the only 
reason for conflict. The socioeconomic and informational 
barriers, added to the prevalence of stereotypes and 
prejudices within the system, can render access to local 
services difficult for many families. Cultural mediation is 
required when lack of cultural awareness and 
understanding of the system is the main impediment for 
the migrant population to access and benefit from local 
services. They facilitate a constructive relationship 
between locals and immigrants as well as fostering mutual 
understanding and intercultural competence. 
 
Cultural mediators play an important role in empowerment 
of people, by informing and encouraging individuals to 
voice their needs and concerns. When several services are 
involved, cultural mediators can also act as a point of 
contact and a link between the institutions and migrants. It 
is the responsibility of cultural mediators to create a space 
of dialogue between them, in order to establish effective 
and respectful relationships. 
 
Cultural mediators resemble cultural brokers who can 
bridge two different views of life. They thus become a tool 
to prevent conflict and a vehicle to inform services of the 
needs of the different groups of population (Giménez, 
1997). 

  
Case Study 

Great Lakes, Rwanda and Burundi 
 
In Rwanda and Burundi, women are being trained as mediators 
(Abunzi and Bashingantahe, in local languages respectively) in 
order to address land conflict. 
 
Local mediators tend to have a closer relationship with 
citizens. Through effective communication, active listening, 
impartiality, and empathy, they can now solve complex, long- 
standing family and land feuds. 
 
Their added value is in their ability to find common ground and 
uncover solutions that both parties feel they can agree on. 
Their service also empowers citizens to actively participate in 
the discussion around and implementation of land policies. 
 
Female mediators have encouraged other women in their 
community to run for the 2015 Abunzi, traditional Rwanda 
mediators, elections in Rwanda, raising the pro-portion of 
female Abunzi to 44% today, 14% higher than the established 
quota. 
 
Read more: 
https://www.sfcg.org/wp-content/uploads/2017/04/Great-
Lakes_Women-in-Land-Mediation-032817-1.pdf 

 

 
 

 
  

https://www.sfcg.org/wp-content/uploads/2017/04/Great-Lakes_Women-in-Land-Mediation-032817-1.pdf
https://www.sfcg.org/wp-content/uploads/2017/04/Great-Lakes_Women-in-Land-Mediation-032817-1.pdf
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Help each party to 
stand in each other’s 
shoes and understand 
each other’s point of 
view. Must also deal 
with emotional issues 
such as frustration and 
anger. 

At any given moment, the interaction between parties is 
complex. This complexity multiplies, of course, with the number 
of parties involved. In order to keep the session focused and 
productive, the mediator must also act as the facilitator. 

To understand the case, 
a mediator must do 
intensive investigation. 
This exploration, usually 
a series of questions 
posed in joint and 
private meetings, peels 
away the layers of the 
dispute and helps 
identify which 
information, interests 
and feelings are 
pertinent to settling the 
case. These explorations 
enable the mediator to 
develop a sense of what 
settlements are possible. 

 

The mediator must 
develop and pursue a 
direction that helps the 
parties move toward 
agreement. This 
includes generating 
options to keep it 
moving forward, and 
eventually dividing up 
resources in a fair way. 

 
A mediator must not 
take sides, nor be seen to 
be acting unfairly. You 
will therefore need to 
acknowledge points 
made by both parties, 
and spend equal time 
with each person or on 
their issues. Understand 
all realities. Problem solving is a way to break an impasse and increase 

cooperation. It is usually wise for a mediator to wait until they 
have a firm grasp of the dispute and have earned trust before 
suggesting settlement solutions, and also is confident that the 
parties have the capacity to reject those that are unacceptable. 

 
Cultural Mediators need to develop specific knowledge as well as communication and mediation skills. They must acquire 
a good knowledge of the way culture and contextual factors affect the way locals interact with foreigners. Cultural 
mediators also are required to have the right attitude to continuously seek to empower migrants and strive to facilitate 
the dialogue. In addition to this, cultural mediators must be trained to work under a lot of pressure. Similarly to 
interpreters, cultural mediators should abide by a code of practice which ought to include at the very least the elements 
of confidentiality, impartiality, and professionalism. 
 
The cultural mediator’s impartiality is a key feature that differentiates trained cultural mediators from untrained 
intermediaries. Friends and relatives might accompany migrants because they have experience with the system, speak 
the language better, or simply feel they have a right to interfere. These intermediaries often end up complicating the 
situation further and making it more conflicting. Cultural mediators often must provide cultural explanations to explain a 
barrier or perhaps a patient’s unwillingness to participate. 
  

MEDIATORS 
MUST BE

Manager

Investigative

Impartial

Problem 
Solver

Strategic

Empathetic



57 | I D I S I | INTEGRATION OF DIVERSITY AND SOCIAL INCLUSION IN THE TRAINING - Handbook 

 
 
 
 

 
 

 
Exercise:  

Nothing. Something. Anything. 
 

In pairs, on the count of three name any random thing.  
Take 2 minutes to argue that the item you chose is better for whatever reason than the random thing your partner 
chose. 
Next, take two minutes to discuss and compare the two items. 
 
Debrief: 
Which conversation was more productive and preferable? Why? 
 

 
 

Exercise:  
Effective Feedback in “I” Mode 

 
Defensiveness is a root cause of miscommunication and even conflict. We’re not always ready to receive and learn 
from criticism, especially when it’s delivered insensitively. This exercise introduces “I” statements, which describe 
others’ behaviour objectively while allowing the speaker to express the impact on their feelings. Participants can pair 
off or work alone, they will need a worksheet of imaginary scenarios (examples in exercise below, or create own). They 
can create “I” statements about how the imaginary scenario makes them feel. When done in pairs, they can practice 
giving each other feedback on ‘meaning what you say’ without triggering defensiveness in the other.  
 
Debrief: 
What happened when participants focused on dialogue over defence? 
 

 
Exercise:  

Mediation Role-plays 
 

Here are five example scenarios that students can role play in small groups (3-4) attempting to solve them. Please 
follow the proper steps and seek to find an agreement that everyone can be satisfied with: 
 Minzi and Sasha have individually thought of a way to design their band’s next concert. However, they cannot 

agree on which strategy to use and the concert is due to be soon. 
 Matt has made several jokes and references to Jesse about his African ancestry; which Jesse finds 

uncomfortable. When confronted about it, Matt gets defensive and tells Jesse to ‘get a sense of humour’. 
 Eleni is having trouble with her neighbours, they keep playing loud music late at night, before she has to work, 

and have thrown rubbish on their shared entrance. 
 Alexa and Mike work together, at almost every interaction he touches or flirts inappropriately with her. Alexa has 

told Mike to stop several times, but he just ignores her and carries on.  
 Riyad is consistently arriving late to work, he also has an excuse for his tardiness but Lisa, his boss, is getting 

annoyed.  
 
Extra: 
Have your students design and run through their own mediation scenarios for a deeper learning experience. 
 

 
To learn more please visit IDISI Platform. 
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Test your knowledge: MEDIATION AND CONFLICT MANAGEMENT 
 

1. Which conflict resolution strategy results in a win-win? 
a) Fighting 
b) Collaborating 
c) Compromise 
d) Thinking 
 
2. Mediation is… 
a) a process in which an impartial third person assists people involved in a conflict to communicate effectively and find 

a solution. 
b) a set of techniques that are intended to encourage a heightened state of awareness and focused attention. 
c) a conflict where three people are involved. 
d) when a third party tells two people in a conflict what they must do 
 
3. What is often at the root of microaggressions? 
a) Workplace fatigue 
b) High morale 
c) Supervisory structures 
d) Social identity categories 
 
4. When are cultural mediators specifically needed? 
a) When someone holds discriminatory views about a certain group. 
b) If cultural practises of two groups are different. 
c) If two people have a conflict yet cannot speak the same language. 
d) When lack of cultural awareness and understanding leads to conflict, and lack of access to services. 
 
5. Which of the following is not a trait a mediator needs? 
a) Empathetic 
b) Impartial 
c) Submissive 
d) Investigative 
 
6. Which of the following refers to Cooperative problem solving? 
a) It is a way of social interaction where a group of autonomous entities work together to achieve a common goal. 
b) Depending on your instincts, throw yourself straight into actioning a solution before doing your research or testing. 
c) Allow someone more qualified to solve your problem. 
d) Competing with a rival to solve a problem to determine who has the better solution 
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CHAPTER V: DIGITAL TOOLS AND METHODS USEFUL FOR EDUCATORS WORKING 
WITH LEARNERS FROM DISADVANTAGED GROUPS 

 
PREFACE TO THE CHAPTER 
 

In an interconnected and technological world like the one we live in, the need to develop 
skills and tools to cope with day-to-day activities and events is extremely important. With 
technology advancing almost on a daily basis in all aspects of our society, we need to 
adapt and move forward with it. One of the main areas that yields great benefits from 
this technology integration is the field of education. The reason for this is that different 
countries and societies around the world have experienced many different events such 
as the accelerated development of the urban areas making the cities and metropolitan 
areas overpopulated as opposed to the rural areas becoming gradually deserted; 
economic, political and climate crisis forcing people to leave their country of origin to 
save their lives and their families’ looking for a better future; economic, social and 
educational disadvantages that make it for certain individuals hard to get access to any 
opportunities of effective and complete education services, or job opportunities - especially 
in not fully developed countries. 
 
In this context, it appears obvious that one of the different solutions to help tackle the disparity in social and labour 
opportunities among citizens is to invest in education. Education is an incredibly powerful tool that gives an enormous 
added value to individuals, and society as a whole. It is a fundamental right for everyone, regardless of their origin, 
nationality, culture, religion, gender or colour of their skin. However, it is still not accessible to everyone either because 
of lack of resources and tools, or lack of motivation and interest from governments and institutions to invest in a good 
quality and available education to any citizen. 
 
Although it is, as we say, a fundamental human right for absolutely everyone in the world, there are certain limitations 
(like we mentioned above) that make it hard to either access to education services, or to maintain them. This is where 
technology plays a huge role. There is a dire need for improving teaching methods and tools through the effective use of 
innovative solutions and digital technologies. Promoting digital and innovative alternatives to traditional teaching 
methods and materials, we give a real opportunity for those learners, trainers, and other staff supporting the education 
system to grow and develop their intellect, improve their lives and give back to their communities. Due to the very nature 
of IT technologies and digital tools, it has the potential to help millions of individuals achieve their goals because it defies 
dispersed rural areas, conflicting time schedules, and lack of economic and transport resources. A sound understanding 
of the digital world should be part of the formal and non-formal education provided in every education and training 
institution. 

 
SUCCESSFUL DIGITAL EDUCATION SYSTEM 
 

With the Covid-19 pandemic, equity problems and disparities among disadvantaged 
learners increased with access to education, teaching and learning materials and other 
resources. The Covid-19 crisis has forced educators to be more creative with their 
teaching plans, and forced education systems all around the globe to find alternatives to 
in-person instruction. As a result, online teaching and learning has become the norm 
whereas it used to be left for rare occasions. Online schooling has become a very 

important tool to maintain the fluidity and accessibility of the education materials as well 
as the educator and learner dynamic, especially with lockdowns and school closings. 
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There has been an unprecedented rapid and widespread use of online teaching and learning remote materials and classes, 
and it does not seem to be going away anytime soon. Regardless of the continuous vaccination and security measures to 
combat the pandemic, the education sector will likely continue to be disrupted. Thus, there is an even more pressing need 
for promoting and strengthening the collaboration outside classrooms, and to explore different online tools to support 
this. 
 
The focus, however, should be on pedagogy and learning. It is true that technology is part of what helps educators keep 
the teaching wheel go around, more so in this new era with the Covid-19 crisis. But it is precisely because of this that 
pedagogy and learning must remain the main focus for educators. Moreover, all tools must require the expertise and skills 
of the trainer; and include several multi-angled approaches and techniques that would normally not be used. In this sense, 
we can draw the main factors to tackle in order to achieve a successful digital education system: 
 

Main factors to achieve a successful digital education system 
 
Interaction and engagement. Real concerns about 
loneliness, welfare and lack of interaction and 
engagement brought about remote learning have 
increased with the global pandemic. Platforms that help 
alleviate these concerns should be a priority and part of 
the new system of education. It is indeed more about the 
impact of the platform, than the platform itself. 
 

Promoting both individual and collaborative work. To give 
the learners a pathway to be able to navigate when 
remote learning from home or wherever they are, but at 
the same time give them enough autonomy that they will 
not depend too much on the trainers to develop certain 
topics or areas. 

 
Support learners whose families or even themselves have 
a limited command of the language of instruction of the 
education service or program. 
 

Partnerships with local, regional and national educational 
media outlets; and free online learning resources to reach 
as many learners as possible. 

 
Establishing mechanisms and support systems for learners 
who suffer violence at home. 
 

Establishing and developing strong communication skills, 
for both interpersonal and presentation needs. 

 
Strengthening and making easily accessible IT tools and 
requirements for everyone. 
 

Support education of the learners with disabilities; and 
those of disadvantaged groups. 

 
Ensure provisions of social support services to those 
learners that may need them. 
 

Providing equitable and inclusive access to digital learning 
resources. 

Ensure the continuity of the academic learning of learners. Support education of the learners with special needs. 

Inclusive education at all levels. Cross-cultural understanding. 

Bringing people in from hard-to-reach groups. Developing personal and social responsibility. 

Address the emotional needs of the learners. Ensure the well-being of the learners. 
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E-learning means the use of electronic devices and internet or IT tools to deliver the needed 
solutions to enable learning and improve performance. E-learning programmers are 

actually more expensive to develop than traditional classroom materials or the training of 
the trainers. 
 
Notwithstanding the delivery costs for e-learning are lower than those of the education 
centres or facilities, printing teaching materials, etc. E- learning has an added benefit in 

that it has the ability to reach thousands of individuals worldwide, whereas traditional 
face-to-face learning has a limited capacity and reach which makes it a less cost-effective 

method in the medium and long term than remote teaching and learning. E-learning reaches 
a wider target audience than in person teaching because it makes it possible to include people 

from different cities or countries, different time zones and work schedules. It is indeed a fantastic way for education 
providers to address the educational needs of all learners. Because for every learner or learner that finds it difficult to 
access education services, or fails to progress or demonstrate their potential, education providers and centres should be 
able to pool the necessary resources and solutions to help them in their educational journey. Trainers should be able and 
willing to intervene when needed with additional support and understanding. 
 
Digital badges now cross multiple fields and are used in informal learning settings, corporate settings, etc. Certification 
and open badge requirements are strictly related to new HR policies, educational institutions and formal/informal 
education worldwide. Efforts to improve computing education require a partnership approach, involving higher 
education, non-formal education, including libraries, as well as industry and research. 
 
Clare Mullaney, an assistant professor of disability rhetoric at Clemson University, shared some advice on how to design 
online courses to ensure that they’re accessible to disabled learners. 
 

 
 Assign designated class note takers for live session 
 Give learners the opportunity to showcase different 

knowledge in the course 
 Access is a continual negotiation between learners 

and instructors 
 Start the course by distributing a survey that asks 

what helps and hinders your learners’ learning 
 Check in with learner’s mid-way through the term to 

find out what’s working well and what isn’t 
 Start small, pragmatic discussions about Start small, 

pragmatic discussions about online learning and the 
best ways to manage this classroom environment. 
 

 Consider access from the beginning of your course 
design 

 Ensure that all digital readings are OCR- searchable 
 Incorporate flexible deadlines into your syllabi (a 2 

days window for submitting course material for 
instance 

 Offer learners multiple ways to engage with course 
material 

 Expand your understanding of what constitutes 
participation 

 Don’t just require that students speak aloud in a 
Zoom call. Instead, make use of Zoom’s chat 
function, online forums and social media platforms. 
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THE IMPORTANCE OF ITC TOOLS IN EDUCATION 
 
The need to improve and promote the use of innovative solutions and IT technologies and tools is evident. The 
disadvantage groups we present in this paper are just some examples for reasons for the need for investment in 
education. Creating quality education services by providing trainers and other staff with supporting education services 
and centres with innovative, digital alternatives as well as comprehensive and effective tools and skills to engage with the 
learners should always be a priority. Education is a fundamental right, as much as it is a core value and pillar of our society. 
Technology has the capacity to help any trainer or learner to provide and access educational materials regardless of where 
they are in the world, or what their income is. 
 
Therefore, initiatives like the IDISI project (Integration of Diversity and Social Inclusion) are of great value to absolutely 
everyone, both individually and collectively, because it builds bridges between communities by promoting cultural and 
linguistic diversity and social inclusion through the investment in education. Introducing learners to computing from an 
early age, through innovative and motivational approaches to teaching, in both formal and non-formal settings, can help 
develop skills in problem- solving, creativity and collaboration. Current research is exploring how to harness informal use 
of information and communication technologies (ICT) appropriately in formal education, as well as attempting to better 
understand the role that informal ICT use plays in enhancing ICT skills for learners. 
 
TOOLS FOR DIVERSE LEARNERS 
 
New discoveries about the workings of the learning brain have converged with advancements in educational technology 
to finally make possible the kinds of flexible learning environments that learners need to prepare for their future. 
 
Neuroscience has revealed that learners show a great deal of variability in three key areas: in what they find motivating 
(the “why” of learning), in how they are able to take in and process information to make meaning from it (the “what” of 
learning) and in how they demonstrate their understanding (the “how” of learning). 
 
Learners may be strong in one area (remembering the information they read) yet struggle and need support in the others 
(maintaining their focus or expressing their thoughts). Addressing this variability requires a more flexible approach to 
instruction that adapts the curriculum to the variable needs of learners, rather than the other way around. 
 
E-learning platforms is a simple online system for providing learning resources such as articles, pre-recorded videos and 
YouTube links. The online classroom time is then used to deepen understanding through discussion. This is a very effective 
way of encouraging skills such as problem-solving, critical thinking and self-directed learning. The virtual classroom 
platforms like videoconferencing (Google Hangouts Meet, Zoom, Slack, Cisco, WebEx) https://meet.google.com/, 
https://hangouts.google.com/, https://zoom.us/, https://slack.com/, https://www.cisco.com/, 
https://www.webex.com/ and customisable cloud-based learning management platforms such as: 
 
 Moodle is a free web-based LMS that teachers can utilize to create a private learning portal, fill it with dynamic 

courses, and make them accessible to learners anywhere, anytime. The software provides a full set of collaborative 
learning environments and learner-centric features that can motivate both instructors and students. Moodle is 
supported by a group of certified partners, full-time developers, and an active global community. The project is 
improved with open collaboration, and Moodle developers implement improvements and bug fixes quickly and also 
update the platform every six months.  
https://moodle.org/ 

 
 Canvas is the LMS that makes teaching and learning (and implementation and adoption and customer support and 

student success and bragging to your non-Canvas-using peers) easier.  
https://www.instructure.com/canvas 
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 Google Classroom is a tool in Google Apps for Education that helps teachers create and organize assignments quickly, 
provide feedback efficiently, and easily communicate with their classes.  
https://classroom.google.com/u/1/ 

 
 Blackboard Learn is a scalable, reliable foundation for a world-class learning experience. Our flexible learning platform 

enables you to extend online learning, increase engagement and optimize learning outcomes.  
https://www.blackboard.com/teaching-learning/learning-management/blackboard-learn 

 
 TalentLMS is a super-easy, cloud LMS to train your employees, partners and customers.  

https://www.talentlms.com/ 
 
 Schoology has redefined the LMS to make online and blended learning a collective effort and to increase the overall 

impact of everyone involved in a student's education. Schoology ensures the virtual classroom is as robust as, or more 
than, traditional learning environments.  
https://www.schoology.com/ 

 
 Chamilo is an e-learning and course management web application, and free software under the GNU/GPLv3+ license. 

It's translated into more 30 languages, SCORM compatible, light and flexible.  
https://chamilo.org/en/ 

 
 Tovuti LMS is a learning management platform that can help you share your ideas with the world. Elearning content 

development and web design services are available.  
https://www.tovutilms.com/ 

 
 Showbie provides all the essentials for classroom engagement including assignment, feedback, and communication 

into one platform.  
https://www.showbie.com/a-lighter-lms-preview/ 

 
 Gurucan is a 7-in-one platform for digital businesses. With Gurucan creators launch online courses, run live sessions 

and webinars, sell memberships, or even create their own mobile apps. Everything in a simple and easy to use 
interface.  
https://www.gurucan.com/ 

 
Here are some of the best student-response tools:  
 
 Nearpod. This app allows the teacher to broadcast a presentation with embedded polls and quizzes. You can control 

the pace of the presentation, and as learners respond from their devices, you can see the results in real time and 
adjust the lesson accordingly.  
http://www.nearpod.com/ 

 
 Peardeck. This tool works in a similar way. Learners can follow along with the teacher’s presentation and answer 

interactive questions from any device that can connect to the internet.  
https://www.peardeck.com/ 

 
 Socrative. This tool lets you create quick assessments on any web-enabled device. Unlike Nearpod, Socrative does 

not have a presentation component.  
http://www.socrative.com/ 

 
 Plickers. This system is unique in that it doesn’t require learners to have devices to respond. They just hold up a card 

with a special code that can be read by an app on the teacher’s device to collect the responses.  
https://www.plickers.com/ 
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Here are a couple of our most poplar cloud storage tools:  
 
 Google Drive. This web tool/mobile app provides an easily accessible collaborative environment where students can 

create and share information related to their PBL activities. Drive provides a file storage solution and supports the 
creation of documents, spreadsheets, presentations, drawings and forms (for data collection) that are stored online, 
always backed up and accessible from any web browser or through dedicated apps on iOS and Android devices. 
Learners can collaborate on these documents in real time and even chat with each other as they brainstorm ideas and 
make changes to the content.  
http://drive.google.com/ 

 
 Dropbox. This online file storage app, similar to Google Drive, allows students to store documents and access them 

from any device while working on collaborative projects.  
https://www.dropbox.com/ 
 

Tools that make it easier to read on the web:  
 
 Safari Reader. This built-in option of the Safari web browser on Macs and iOS devices allows learners to remove the 

navigation, ads and other visual clutter from a web page to better focus on the content. Safari Reader has options for 
customizing the text size, the background color and the font for a customized reading experience. With iOS 11 and 
Mac OS High Sierra, learners can even set up Safari Reader to automatically activate on web pages that support this 
feature.  
https://www.apple.com/safari/ 

 
 The Chrome web browser does not have a native option for removing the clutter from web pages, but learners can 

choose from a variety of free extensions that perform a similar function: Mercury Reader, Just Read and Easy Reader.  
https://chrome.google.com/webstore/detail/mercury-reader/oknpjjbmpnndlpmnhmekjpocelpnlfdi?hl=en 
https://chrome.google.com/webstore/detail/just-read/dgmanlpmmkibanfdgjocnabmcaclkmod?hl=en 
https://chrome.google.com/webstore/detail/easyreader/boamfheepdiallipiieadpmnklbhadhc?hl=en 

 
 OneNote Web Clipper. Learners can use the free Web Clipper to save articles to their OneNote account for access 

from any device that supports that service. Once the article is in OneNote, learners can activate the Immersive Reader 
feature to view a clutter-free version of the article and use text-to-speech to listen to it as they follow along with the 
word highlighting. Immersive Reader is highly customizable and includes a number of display themes as well as 
options for adjusting the text size and line spacing, displaying the parts of speech and more.  
https://www.onenote.com/clipper 

 
Here are some tools that use visual strategies to help students make sense of ideas:  
 
 Draw.io. This free software lets you draw and create almost anything you want, including mind maps. You can add 

shapes, links, text and images. You can use lines and change colors. You can access it directly from your browser 
without logging into an account or download the desktop version.  
https://zapier.com/blog/best-mind-mapping-software/#drawio 

 
 Popplet. This tool available on the web and as an iOS app makes it easy to build simple concept maps, which is a great 

way to activate a learner’s prior knowledge. Ask them to create a concept map at the beginning of a lesson, then have 
them make a new one at the end of the unit that builds on their first map. Popplet has a free “lite” version for test 
driving the app with only one concept map. 
http://popplet.com/ 
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These note-taking apps, for instance, allow them to easily capture and organize information in a variety of formats:  
 
 Google Keep. This free tool lets students store notes online so they can access them from any device with an internet 

connection, and it gives them multiple ways to save information, including taking photos, typing it in or recording it 
with their voice.  
https://keep.google.com/ 

 
 Notability. This iOS app records audio while learners take notes via text, photos, web links and handwriting. The notes 

are synchronized to the audio so learners can quickly find a specific point in the recording by tapping in the 
corresponding section of the notes.  
http://www.gingerlabs.com/ 
 

 Book Creator. Book Creator provides a blank canvas where learners can bring together all of their media to 
demonstrate their understanding by publishing an ePub ebook. Each book can include text, images (with descriptions 
for assistive technologies), audio and video. The fully functional free version of Book Creator for the iPad can be used 
to create a single book. Upgrading to the paid version not only unlocks unlimited publishing, it also adds some comic 
book templates. A web version of Book Creator that works on Chromebooks is also available. Teachers can create up 
to 40 books for free with that version.  
https://bookcreator.com/ 

 
Here are the go-to text-to-speech tools:  
 
 Speak Selection and Speak Screen. These two iOS built-in text-to-speech features include word and sentence 

highlighting and the kind of high-quality voice that used to be available only on the Mac. With Speak Screen, a special 
gesture (swiping from the top of the screen with two fingers) will activate an automatic reading move that will also 
flip the pages of an electronic book or scroll a long web page. Speak Screen also shows on-screen controls for adjusting 
the speaking rate.  
https://www.youtube.com/watch?v=6Eyo1ObNRws 

 
 Voice Dream Reader. This full-featured document manager expands on the capabilities of the built-in text-to-speech 

with even more options for personalization, including fully customizable colors for the word and sentence 
highlighting, masking to display only a few lines of text at a time, support for dyslexia-friendly fonts and more. 
Documents can be imported from a number of sources such as Google Drive, Dropbox and Bookshare, a service that 
provides free access to books in accessible formats for students with qualifying print disabilities.  
http://www.voicedream.com/, https://www.bookshare.org/ 

 
 Announcify. This free Chrome extension can also read a web page aloud. While it does not provide word highlighting, 

it blurs out most of the page and shows only a small section in focus to direct attention.  
https://chrome.google.com/webstore/detail/announcify/mmiolkcfamcbpoandjpnefiegkcpeoan?hl=en 

 
 TextHelp Read&Write. This Chrome extension provides a number of UDL supports for language and symbols, 

including text-to-speech, translation, a picture dictionary and highlighting. The free extension is available to any 
educator with a valid school email address, and a fully functional 30-day trial gives everyone access to the text-to-
speech features even after the trial ends.  
http://www.texthelp.com/north-america/readwriteforgoogle/ 

 
 Quillsoft WordQ for Chrome. This app offers an easy-to-use, writing space (compatible with Google Docs) for 

Chromebooks that includes word prediction, speech feedback and Google Voice Typing. WordQ’s word prediction 
features also work offline, a boon for schools and students with spotty or limited access to the internet. The app’s 
perpetual license, is transferable and eliminates yearly renewal costs.  
https://www.quillsoft.ca/wordqchrome/ 
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For learners who have trouble reading on screens, try these basic screen-reading tools:  
 
 VoiceOver. This is the built-in screen reader for iOS. It uses synthesized speech or braille (with a connected braille 

display) to describe what is on the screen to someone who is blind.  
https://www.apple.com/accessibility/ios/voiceover/ 

 
 TalkBack. The built-in screen reader for Android devices, TalkBack is similar to VoiceOver but does not include braille 

support out of the box. However, it does support it when you install a separate component called BrailleBack.  
https://support.google.com/accessibility/android/answer/6007100?hl=en 

 
 ChromeVox. You can use this free screen reader, which is available on Chromebooks and as an extension to the 

Chrome web browser, to provide better access to content for students who are blind or who have low vision.  
http://www.chromevox.com/ 

 
Some of the most popular video and screencasting tools include:  
 
 Clips. As the name implies, this free iOS app from Apple is meant for creating short videos that can be more easily 

shared through social media and messaging services. A standout feature of Clips is the ability to automatically add 
subtitles to the videos it creates to make them more accessible.  
https://www.apple.com/clips/ 
 

 iMovie. Students who are ready to step up from Clips can use the free iMovie for iOS app to shoot and edit a 
documentary or short film that captures key ideas about a topic with video clips, photos, music and audio narration.  
https://www.apple.com/ios/imovie/ 

 
 TouchCast Studio. This free iPad app has everything learners need to create interactive videos that include hotspots 

linking to a variety of Web content. Learners can use a number of video apps (vApps) to link to supporting research 
on the Web, ask questions through polls, link to a script of their video for accessibility and more. The app has a number 
of advanced features, including a built-in teleprompter, green screen capabilities to allow learners to place themselves 
into different settings and multi-camera support through a connected iPhone.  
https://itunes.apple.com/us/app/touchcast-studio/id603258418?mt=8 

 
 WeVideo. Chromebook users have fewer options for video due to the limited hardware built into their devices, but 

they can perform basic edits with this Chrome app. WeVideo is available with a number of subscription plans 
(depending on the features and storage space needed) that start at €4.99 per month for individuals (with volume 
pricing for schools).  
https://www.wevideo.com/ 

 
In lieu of full video, students can use these audio-only tools instead:  
 
 GarageBand. This free app for iOS devices makes it easy for students to capture and edit audio and to create podcasts 

and other audio recordings that summarize their understanding at the end of a lesson. It’s also great for audio 
reflections.  
http://www.apple.com/ios/garageband/?cid=wwa-us-kwg-features-com 

 
 Audacity. This free and popular cross-platform tool provides basic recording and editing functions, but students will 

need to find royalty-free loops on sites such as incompetech.com if they want to add a music soundtrack.  
https://www.audacityteam.org/, http://incompetech.com/  
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Test your knowledge: DIGITAL TOOLS AND METHODS USEFUL FOR EDUCATORS WORKING WITH LEARNERS FROM 
DISADVANTAGED GROUPS 

 
1. Which one of these factors are not suitable to achieve a successful digital education system? 
a) interaction and engagement; 
b) promoting both individual and collaborative work; 
c) making the hardest accessible IT tools and requirements for everyone. 
 
2. Which of the following options are not advantages of E-learning studying? 
a) ability to reach thousands of individuals worldwide; 
b) face-to-face learning; 
c) cost-effective method in the medium and long term than remote teaching and learning. 
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CHAPTER VI: SPECIFIC EDUCATORS’ SKILLS 
 
PREFACE TO THE CHAPTER 
 

Adult educators and trainers need to create an atmosphere of inclusion in their classrooms. The key to creating an 
inclusive classroom that fosters participation, teamwork and cohesion is diversity management, which encourages people 
to interact and share ideas. Therefore, educators and trainers need to develop a range of skills to achieve inclusive 
classrooms, which are specified in the following points: active and unprejudiced listening, empathy, inclusiveness, 
motivation for development, verbal and non-verbal communication skills, integrity, respect and openness to diversity and 
cultural sensitivity. 
 
ACTIVE AND UNPREJUDICED LISTENING 
 
a) Literature Review 
 
Hope (2006) defines active listening as a person's ability and willingness to listen and understand. Specifically, he refers 
to active listening as paying full and careful attention to the other person, avoiding bias and reflecting understanding. 
Showing full attention to what the sender is transmitting will lead to a sense of understanding on the part of the receiver, 
and the person is more likely to be open. 
 
Bodie, Janusik and Valikoski (2008) consider that the act of listening involves an ethical effort to acquire the other person's 
point of view. According to these authors, this type of listening manifests itself in its purest and least egocentric form, as 
a way of understanding and not judging the other person. 
 
According to Segura (2016), active listening is important for integration because listening helps educators to better 
understand the circumstances of their learners. This allows us to know their expectations and beliefs, being able to help 
them in these and gaining security on both sides. In addition, giving a person the opportunity to talk about their problems 
or situations can help them clarify their ideas, while providing them with a sense of emotional relief. 
 
b) To be an active and unprejudiced listener means: 
 
 Learn to question the other person if things are not clear during a conversation and react to nonverbal signals. 
 Learn to express an understanding of both content and non-verbal messages during conversations through reactions. 
 Learn to summarise regularly during conversations, check whether he/she has understood the other person and is 

happy to be corrected.  
 Learn to show an interest in what the other person is saying during conversations and encourage him/her to carry on 

talking through eye contact and facial expressions. 
 Learn to let others finish what they are saying during conversations, give them space and use silence at the right times. 
 
c) Exercises-Study and examples of how to develop this skill 
 
Active listening can be improved through use of resources, exercises and elements. The following measures are essential 
when it comes to effective communication: 
 Choosing the ideal time and place, looking for a comfortable and quiet place to avoid distractions. 
 Knowing and understanding the communication style of our interlocutor: adapting to their way of communication. 
 Self-management: Be neutral, do not interfere or judge our interlocutor. 
 Positive attitude: showing interest with our attitude and non-verbal communication, body position, facial expressions 

and words. 
 Curiosity: be open and interested in the subject. 
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Group exercises such as "the blind man" and watching videos on active listening can be used. "The blind man" consists of 
dividing a group into two teams and each team chooses one person, who will play the role of the blind man blindfolded. 
The idea is that others help him or her to cross the room from one end to the other without bumping into any obstacles 
along the way. 
 
d) Self-reflection questions based on the criteria 
 
1. Am I able to ask questions if things are not clear during a conversation and react to non-verbal signals? 
2. Am I able to understand the content and non-verbal messages during conversations and express this through my 

reactions? 
3. Can I summarise regularly during conversations, check whether I have understood the other person and be ready to 

be corrected? 
4. Am I able to show interest in what the other person is saying during conversations and encourage them to continue 

talking through eye contact and manners? 
5. Am I able to let others finish what they are saying during conversations, give them space and use silence at appropriate 

times? 
 
EMPATHY 
 
a) Literature Review 
 
According to Singer & Lamm (2009, p. 82), empathy is “an effective response to the directly perceived, imagined, or 
inferred feeling state of another being.” Singer & Steinbeis (2009, p. 43) consider empathy as being “a distinction between 
oneself and others and an awareness that one is vicariously feeling with someone but that this is not one’s own emotion.” 
Empathy is the ability to see situations from the position of another person. It is the intention to understand feelings and 
emotions, trying to experience objectively and rationally what another individual feels. It is closely related to altruism - 
love and concern for others - and the ability to help. Developing empathy can be a powerful tool for fostering inclusion 
and a culture of peace in education and training, especially because it helps learners better understand the needs and 
circumstances of others and allows them to act and react with other people's feelings and needs in mind. It also 
contributes to improving social relations and accepting that we are all different.  
 
b) To be empathetic means: 
 
 Learn how to reach out to other people's relevant information, feelings and tacit needs. 
 Learn to help people with their needs or requests and to get learners to help each other. 
 Learn to show understanding for other people's opinions and feelings and to accept others as they are. 
 Learn to focus on understanding how and why: how the person feels and why they feel that way. 
 
c) Exercises-Study and examples of how to develop this skill 
 
In the classroom, empathy can be worked on by watching videos showing the importance of empathy in personal and 
professional development. You can also write a self-reflection essay related to the learning objectives and the criteria of 
this skill. In addition to promoting teamwork, cooperation between group-mates, group exercises including role plays, 
generating discussions and interviews with people with diversity to put ourselves in their shoes and in their day-to-day 
lives. 
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For example, UNICEF (2019) introduces a group exercise on empathy; “the silhouette”. It consists of educator putting class 
into groups and handing out to each group 3 large strips of continuous paper, tape and markers. The papers are then 
spread out on the floor and one person lies down on it. The group traced the silhouette. Later, the group begins to write 
inside the silhouette and on each part of the body what each part is for. For example, the hands are for picking things up 
or the legs are for running. At the end, on the outside of the silhouette, the names of objects that people usually carry 
with them and what they use them for are written. Finally, each group has to cut out the paper around the edge of the 
silhouette with their hands. The aim of this activity is to make learners aware of the impact on a person of having to part 
with their material belongings if they have to leave their country or place of origin. 
 
d) Self-reflection questions based on the criteria 
 
1. Am I able to know how to access the relevant information, feelings and unspoken needs of other people? 
2. Can I help learners with their needs and get learners to help each other? 
3. Can I show understanding for other people's opinions and feelings and accept others as they are? 
4. Am I able to focus on understanding the how and why: how the person feels and why they feel that way? 
 
INCLUSIVENESS 
 
a) Literature Review 
 
According to UNESCO (2003, p.3.): "Inclusion is seen as a process of addressing and responding to the diversity of needs 
of all learners through participation in learning, cultures and communities and reducing exclusion in and from education. 
It involves changes and modifications in content, approaches, structures and strategies (...)". Inclusiveness includes all 
learners and treating them all fairly and equally and making them feel welcome. 
Inclusiveness is important for integration because:  
 
 It encourages social interaction between individuals who are perceived to be different. 
 It encourages the learning of values. 
 All learners contribute something to each other, which increases the sense of togetherness in the group. 
 It increases levels of self-esteem. 
 Social commitment to each other is assimilated. 
 Increases the exchange of emotions in class, which helps to better understand oneself and others. 
 It fosters a more aware, tolerant, collaborative, committed, mature and empathetic adult society. 
 
b) To be inclusive means: 
 
 Learn to create a supportive, collaborative and respectful environment that enhances the participation and 

contribution of all learners. 
 Learn to identify, describe and understand conceptions and diverse perspectives of inclusion in education. 
 Learn to distinguish and value learner differences. 
 Learn to support all learners and take them into account when planning, guiding and assessing learning. 
 Learn to identify and understand the importance of a collaborative working approach to inclusive education. 
 Learn to take responsibility for your own professional development and lifelong learning. 
 Learn to ensure equal opportunities for all learners. 
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c) Exercises-Study and examples of how to develop this skill 
 
Colegium, a leading multinational company in the development and implementation of education management systems, 
suggests 5 ways to promote diversity and inclusive education in the classroom. Trainers need to: 
 
1. Encourage respect for difference: Trainers must encourage a healthy dynamic between all members of the group and 

propose methodologies such as exercises that allow the inclusion of each of the characteristics of the members, thus 
promoting a more responsible participation and potentiating the inherent values and characteristics of each learner. 

2. Promote a healthy classroom environment: It is important to make learners feel welcome in class regardless of their 
backgrounds, this will undoubtedly increase their sense of belonging and, consequently, the atmosphere and dynamic 
will be healthier between trainers and learners. 

3. Transmit and foster confidence in each of the learners: Promoting the confidence of the members of the group is 
vital, as it enhances the competences of each one, strengthens their self-esteem and allows for better expression of 
skills, greater security and confidence. 

4. Invite learners to participate in social and cultural activities: In this way, learners will have a positive integration 
through teamwork and personal development, learners will develop more tolerance and acceptance of each other's 
differences. 

5. Dedicate more time to educate: Trainers should adopt digital tools for the automation or simplification of 
administrative and academic tasks in educational and training institutions, thus leaving more time for classroom 
participation. 

 
d) Self-reflection questions based on the criteria  
 
1. Can I create a supportive, collaborative and respectful environment that enhances the participation and contribution 

of all learners? 
2. Can I identify, describe and understand conceptions and diverse perspectives of inclusion in education? 
3. Can I distinguish and value learners’ differences? 
4. Can I support all learners and take them into account when planning, guiding and assessing learning? 
5. Can I identify and understand the importance of a collaborative working approach to inclusive education? 
6. Can I take responsibility for my own professional development and continuous learning? 
7. Am I able to ensure equal opportunities for all learners? 
 
MOTIVATION FOR DEVELOPMENT 
 
a) Literature Review 
 
This skill can be understood as the ability to encourage learners to achieve learning goals by developing their knowledge, 
competencies and talents. 
 
Motivation is a set of internal factors that, together with the external stimuli of the situation, determine the direction and 
intensity of a subject's behaviour at a given moment. Motives are those factors that originate, direct and maintain a given 
behaviour. Motivation is therefore a very complex process that encompasses a series of motives, ranging from the most 
primary to the most basic (Tierno Jiménez, 1997). 
 
Motivation is the process that initiates, guides and maintains goal-oriented behaviour. Therefore, developmental 
motivation supports social inclusion because it is essential for educational and training institutions to adopt 
methodological measures or strategies necessary for the full integration of learners. Trainers need to remain 
developmentally motivated in order to achieve the goals set for inclusion and integration. 
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b) To be motivating means: 
 
 Learn to promote convenient and accessible learning. 
 Learn to provide regular constructive feedback throughout the learning process/pathway. 
 Learn to adapt to different learning preferences to meet learners' personal needs. 
 Learn to train learners' thinking to improve their perseverance and patience. 
 Learn to enrich learners by fostering development of self-esteem and self-confidence. 
 
c) Exercises-Study and examples of how to develop this skill 
 
In order to improve trainer motivation, a number of guidelines need to be followed: 
 
 An initial step is to meet security needs by improving communication and clarity in the educational/training 

organisation. 
 The second step is to work on the emotional climate of the school by improving cordiality and mutual trust. 
 The third step is the analysis and implementation of work enrichment by improving quality and setting challenging 

goals.  
 A fourth step is to satisfy self-fulfilment by taking on greater responsibility and acquiring greater autonomy. 
 
It has been shown that motivation is also contagious, so it is quite effective for the trainer to transfer his or her own 
interest in the subject to the learners. Learners know how to detect passion in a trainer, as well as lack of interest and 
reluctance. Therefore, trainers have to develop their own motivation themselves and through the guidelines mentioned 
above, pass on this motivation to their learners, and carry out educational tasks or activities that foster motivation in 
learners. For example, presenting new or surprising information, posing problems and questions, and varying and 
diversifying the task. 
 
d) Self-reflection questions based on the criteria 
 
1. Am I able to make learning convenient and accessible to learners? 
2. Am I able to provide regular constructive feedback throughout the learning process/trajectory? 
3. Am I able to appeal to different learning preferences to adapt to learners' personal needs? 
4. Am I able to train learners' thinking with the aim of improving their perseverance and patience? 
5. Am I able to enrich learners by encouraging the development of self-esteem and self-confidence? 
 
VERBAL AND NON-VERBAL COMMUNICATION SKILLS 
 
a) Literature Review 
 
Verbal communication refers to that part of the human communication process that occurs through verbal messages, 
including oral and written. A verbal message involves the creation of meaning in the mind of the receiver, it involves 
perception and interpretation by a person or a group of people. 
 
Part of the message involves non-verbal communication such as gestures and attitudes. What is important is how the 
messages are explicitly and implicitly interwoven. 
 
According to Argyle (1978), on the functionality of non-verbal communication, there are two different forms: The 
communication of attitudes and emotions and the support of verbal communication. 
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Authors such as Díaz (2004) and Moreno (2011) consider that communication and inclusion are linked. Communication is 
a multimodal process, in which any emission, gesture or bodily reaction must be attended to by the interlocutors. At the 
same time, the sender must perceive that he/she is listened to and understood, as this will motivate him/her towards 
more complex productions. The process of communication makes possible, through conversational discourse, the 
development of social interaction, since speech involves a social activity whose development arises from linguistic 
exchange, derived from multiple social encounters. 
 
b) Being able to communicate verbally and non-verbally means: 
 
 Learn to prepare our oral speech taking into account the objectives set, the target audience, the context and the time 

available. 
 Learn to transmit the ideas we want to develop in the classroom and their understanding by all the learners. 
 Learn to use language correctly: volume, rhythm, intonation, pauses. 
 Learn to use non-verbal communication correctly: posture and appropriate gestures. 
 Learn to capture the learners’ interest.  
 
c) Exercises-Study and examples of how to develop this skill 
 
To improve verbal and non-verbal communication skills it is important: 
 
 To convey a clear, coherent and sincere message. It is essential that the sender knows what he/she wants to say, why 

and what for. 
 To take into account to whom the message is addressed. For effective communication, the sender should know, at 

least minimally, the characteristics of the receiver: social position, age, profession, etc. In case it is their first contact, 
it will be the context that will provide the guidelines for effective communication. 

 Select the best channel for communication. Not all media are good for the transmission of certain messages. 
Depending on the intention, the characteristics of the receiver and the content of the message, the sender should 
select the one that best suits the situation. 

 Being mindful of non-verbal language. If the situation is face-to-face, it is advisable for the sender to accompany what 
he/she says with facial gestures, movements, body postures, looks, which reinforce, accentuate and complement the 
speech. 

 Development of empathy. This has to do with knowing how to "read" the situations and motivations of the 
interlocutor. This will allow the sender to direct the discourse in the ways he/she considers most convenient to 
achieve greater effectiveness in the transmission of his/her message. 

 
d) Self-reflection questions based on the criteria 
 
1. Am I able to prepare my oral presentation taking into account the objectives, the target audience, the context and 

the time available? 
2. Am I able to convey the ideas I want to develop in the classroom and to be understood by all learners? 
3. Can I use language correctly: volume, rhythm, intonation, pauses? 
4. Am I able to use non-verbal communication correctly: appropriate posture and gestures? 
5. Am I able to capture the interest of the learners? 
 
INTEGRITY 
 
a) Literature Review 
 
Integrity is the ability to be honest and to have strong moral and ethical principles. Ethics is a discipline of philosophy that 
studies human behaviour and its relationship to notions of right and wrong, moral precepts, duty, happiness and the 
common good. 
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Integrity is a value and a quality of one who has moral integrity, uprightness and honesty in conduct and behaviour. In 
general, a person of integrity is someone who can be trusted. Moral integrity is defined as the quality of a person that 
conditions him/her and gives him/her the authority to make decisions about his/her behaviour and to solve problems 
related to his/her actions. This ability is related to an individual's thoughts, behaviours, ideas, beliefs and ways of acting. 
 
This ability is important for integration because integrity urges educational or training institutions to commit themselves 
to teaching that consolidates ethical and deontological principles specific to the different professional frameworks. On 
the other hand, these institutions assume the obligation to provide an education that enhances personal and social values 
(Arratia Figueroa, 2008). 
 
b) Criteria of this competence:  
 
 Learn to treat confidential or sensitive information about educational institutions and actors with discretion and care. 
 Learn to prevent conflicts of interest or, if possible, to dissolve them in time. 
 Learn to stick to one's values and moral principles consistently, even under pressure. 
 Learn to admit mistakes openly and take responsibility for them. 
 Maintain truthfulness in communication, actions and exchange of information. 
 
c) Exercises-Study and examples of how to develop this skill 
 
To develop this skill, trainers have to propose everyday situations of ethical dilemmas and analyse the ethical decision-
making process of their learners. Also, videos can be used, showing integrity and ethical values in different situations, and 
debates can be held among learners. 
 
In addition, it is important that trainers take a number of steps to promote integrity: 
 
 Clearly define the concept and importance of working on integrity in the classroom. 
 Ensure that they adhere to the institutional principles of educational integrity in your curriculum and emphasise them 

in every lesson. 
 Establish a positive relationship with their learners. You can build community by promoting teamwork. 
 Give learners the results of all assignments and keep them interested and curious about the subject being presented. 
 
d) Self-reflection questions based on the criteria 
 
1. Am I able to treat confidential or sensitive information about the institution and educational actors with discretion 

and care? 
2. Am I able to avoid conflict of interest or, if possible, to dissolve it in time? 
3. Am I able to stick to my values and moral principles consistently, even under pressure? 
4. Am I able to treat confidential or sensitive information about learners with discretion and care? 
5. Can I openly admit my mistakes and take responsibility for them? 
6. Am I able to be truthful in my communication, my actions and my exchange of information? 
 
RESPECT 
 
a) Literature Review 
 
Respect is the recognition of the inherent value and innate rights of individuals and society. Respect is a value that enables 
human beings to recognise, accept, appreciate and value the qualities of others and their rights (Montoya, 2019). It is the 
ability to treat people equally taking into consideration their strengths, weaknesses, interests, values and ambitions. 
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Respect, as well as honesty and responsibility, is a fundamental value to make coexistence and effective communication 
between people possible, as it is an essential condition for the emergence of trust in social communities (Macias & Suárez, 
2015). 
 
Respect is essential in integration and inclusion because feeling respected could be considered a basic human right. We 
should all accept people as they are, without judging them for their attitudes, behaviours, thoughts, abilities or 
differences. Difference between people is positive because it creates  
 
our identity. To respect others is to be able to understand and accept that individual differences exist, but, above all, to 
understand that as members of a society we are equal. Respect is due to all people simply because they are people. 
 
b) To be respectful means: 
 
 Learn to speak politely to people, not to use nicknames, not to belittle people or their ideas. 
 Learn to listen to others and value their messages and opinions. 
 Learn to show interest in and appreciation of others' perspectives, knowledge, skills and abilities. 
 Learn to express appreciation and gratitude for the efforts and contributions of others. 
 Learn to react to others' ideas constructively during conflicts and accept others as they are. 
 Learn to deal diplomatically with disagreements with others, avoiding conflict. 
 
c) Study and examples of how to develop this skill 
 
In order to promote respect in the classroom, learners can be involved in reflection activities, debates, watching videos 
on the topic to be worked on, and group dynamics. 
 
For example, the following activities and group works can be used to promote respect: 
 
1. Set an example. One of the activities to encourage respect in the classroom is to set an example. A very common form 

of disrespect is shouting, avoid shouting if you want your learners not to shout, another form of disrespect is insult, 
do not use inappropriate names. 

2. Encourage teamwork. It is one of the best activities to encourage respect in the classroom. Teamwork helps with the 
integration of all learners, allows learners to get to know each other better and to be able to accept their strengths 
and weaknesses. 

3. Work on self-esteem. Often the cause of learners attacking and disrespecting others is due to a lack of love for 
themselves, this feeling is so important because it helps to value and consider others. You can prepare short class 
sessions when you can teach this valuable topic. 

4. Establish with them the rules or norms of coexistence. A good way to encourage respect in the classroom is to make 
learners respect their own rules. You can do this activity during the first days of class, ask them to each establish a 
rule of coexistence, print them out and put them where everyone can see. 

 
d) Self-reflection questions based on the criteria 
 
1. Am I able to respect people, to avoid insulting, belittling or belittling people or their ideas? 
2. Am I able to listen to others and value their message and opinions? 
3. Can I show interest in and appreciation of the perspectives, knowledge, skills and abilities of others? 
4. Can I express appreciation and gratitude for the efforts and contributions of others? 
5. Can I react to others' ideas constructively during conflicts and accept others as they are? 
6. Am I able to deal diplomatically with disagreements with others, avoiding conflict? 
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OPENNESS TO DIVERSITY AND CULTURAL SENSITIVITY 
 
a) Literature Review  
 
Openness to diversity has been defined as an attitude of awareness and acceptance of both 
similarities and differences that exist among people (Lauring & Selmer, 2012). 
 
When you are open to diversity and differences in others, you are open to interacting with them. You are willing to initiate 
and develop relationships with persons of a different race, ethnicity, age, educational background, gender, sexual 
orientation, national origin, etc. Suspending judgement of those different from you is required. Openness means 
accepting lifestyles and beliefs that differ from your own. Openness happens when we do not make unfavourable 
comparisons of differences in others to what we individually think or prefer based on our own diversity grouping. 
 
"Cultural sensitivity'' is knowing that there are differences between cultures, but without placing a value on the 
differences (better or worse, right or wrong). It is easy for conflicts to arise here, especially if a custom or belief goes 
against the idea of multiculturalism. 
 
It is important to work on respect to promote diversity because in order for learners to cope in this increasingly globalised 
world, they need to be exposed to attitudes, beliefs and cultures different from their own, and to help them develop a 
sense of tolerance and appreciation for difference. 
 
b) To be open to diversity and culturally sensitive means: 
 
 Learn to accept similarities and dissimilarities between individuals. 
 Learn to be willing to initiate and develop relationships with people of different age, gender, cultural or educational 

background. 
 Learn to understand how people may differ in their thinking, beliefs and values. 
 Learn to identify the values that are important to members of a diverse environment. 
 Learn to demonstrate openness to new perspectives and to the diversity of others. 
 Learn to interact respectfully and appropriately with people from diverse backgrounds. 
 Learning to recognise and critically reflect on one's own biases (conscious and unconscious) in relation to age, gender, 

disability and cultural background. 
 
c) Exercises-Study and examples of how to develop this skill 
 
In order to work on openness to diversity and cultural sensitivity, activities can be carried out in which learners have to 
react intentionally in an appropriate way to respond to the differentiated needs of individuals, regardless of their personal, 
social, cultural, ethnic, or religious circumstances, for example, group dynamics, role-playing. In addition, inviting inclusion 
experts into the classroom contributes greatly to transforming the view of people with diversity. 
 
Here are some tips to embrace cultural diversity and promote culturally sensitive teaching: 
 
1. Use Visual Resources. In classrooms where there is great diversity, language can become a barrier. Learners may have 

different levels of fluency, use different vocabulary or have different understandings of abstract terms and concepts. 
However, the use of visual resources can help to overcome such difficulties. In fact, our brains are able to process 
images 60,000 times faster than text. 

2. Promote Classroom Collaboration. One of the most effective ways to help learners feel more comfortable with their 
environment is through making effective bonds with their classmates. Peer collaboration is one of the main points of 
methodologies such as problem-based learning, through which groups of learners work together on given projects 
and have the opportunity to share, discuss and analyse each other's ideas. 

3. Taking care of the details. It is essential that trainers spend time listening to, responding to, and encouraging the 
efforts of their learners. In these cases, small details can make a big difference. 
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4. Encourage Gamification. Learning through games and hands-on experiences means that learners learn without even 
realising it. This methodology is ideal for overcoming cultural barriers and working with multicultural learners, as it 
immerses learners in a playful environment and makes them forget their differences. 

 
d) Self-reflection questions based on the criteria 
 
1. Am I able to accept similarities and dissimilarities between individuals? 
2. Am I able to be prepared to initiate and develop relationships with people of different age, gender, and cultural 

background, etc.? 
3. Am I able to understand how people may differ in their thinking, beliefs and values? 
4. Am I able to identify the values that are important to members of a diverse environment? 
5. Am I able to demonstrate openness to new perspectives and the diversity of others? 
6. Can I interact respectfully and appropriately with people from diverse backgrounds? 
7. Am I able to recognise and critically reflect on my own biases (conscious and unconscious) in relation to age, gender, 

disability and cultural background? 
 
Test your knowledge: SPECIFIC EDUCATORS’ SKILLS 
 

QUESTIONS FOR REFLECTION AND VERIFICATION 
5 questions to check knowledge from the chapter (comprehension questions to self-monitor, evaluate and analyse the 
progress of the educators). 
 

 Very much in 
agreement 

Agreed Disagree Strongly 
disagree 

I have understood the theoretical aspects of this 
chapter 

    

The criteria described above have allowed me to 
understand what each skill consists of 

    

The self-reflection questions have helped me to 
understand the criteria for each skill 

    

I consider that I know how to promote the skills 
described in this chapter 

    

I found all the information in general useful and 
relevant 
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ANSWERS TO ASSESSMENTS  
 

INTRODUCTION 
1. A 
2. C 
3. C 
 
ADULT EDUCATION 
1. G 
2. A 
3. F 
4. A 
5. E 
 
TEACHING ADULTS FROM GROUPS AT RISK OF EXCLUSION 
1. D 
2. C 
3. B 
4. D 
5. A 
 
INCLUSIVE EDUCATION 
1. D 
2. B 
3. D 
4. C 
5. B 
6. D 
 
MEDIATION AND CONFLICT MANAGEMENT 
1. B 
2. A 
3. D 
4. D 
5. C 
6. A 
 
DIGITAL TOOLS AND METHODS USEFUL FOR EDUCATORS WORKING WITH LEARNERS FROM DISADVANTAGED GROUPS 
1. C 
2. B 
 
SPECIFIC EDUCATORS’ SKILLS 
Questions for reflection and verification 
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