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Introduction

Laubach Literacy Ontario (LLO) is pleased to offer you this module on Workplace Literacy Training.
Workplace literacy has a higher profile now in Ontario than perhaps ever before. Ontario is experiencing
a constricted labour market which means that there are more jobs available than there are people to fill
them. As a result, employers are hiring some individuals who have less than the desired level of skill and
so are interested in potentially working with adult literacy agencies to address skills gaps.

Also, the nature of skills needed to perform effectively in the workplace has changed and continues
to evolve. Continuous learning is becoming an expectation of, and an asset for, employers and job
seekers alike.

As a result, adult literacy agencies are increasingly being drawn into the world of providing workplace
literacy. This reality represents a change for many adult literacy agencies that, historically, have
welcomed all individuals who came to them to seek service. Workplace literacy though often means
that adult literacy agencies seek out partnerships with employers who see upgrading needs among
their employees.
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In 2022/2023, Literacy Link South Central (LLSC) and Literacy Link Eastern Ontario (LLEO) received Skills
Development Funding to execute a Workplace Literacy project. Through this project, four webinars were
developed and delivered to the Literacy and Basic Skills field. Topics included:

e Marketing to Employers

¢ Organizational Needs Assessments

e Workplace Literacy Program Delivery
e Workplace Literacy Evaluation
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While these webinars provide a good starting point, we know there is much more to share about
workplace literacy in each of the four areas noted above. The goal now is to address each of these topic
areas in greater detail and create learning materials/workbooks for LBS agency managers and
practitioners.

This module will expand upon Workplace Literacy Program Delivery.

Communication
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Learning Outcomes

There is a lot to cover in a resource on workplace literacy training. At the end of this module, we would
like you to:

¢ Understand the role of Workplace Literacy Training in the LBS field

e Connect the Organizational Needs Assessment (ONA) to Workplace Literacy Training

¢ Understand how to use an ONA to prepare employees for Workplace Literacy Training

¢ |dentify training outcomes for employees and employers

e Appreciate the value of authentic workplace documents and how to incorporate them into
developing and delivering Workplace Literacy Training

¢ |dentify the categories of Workplace Literacy Training

e Recognize the different forms of Workplace skills

¢ Know where to access Workplace Literacy resources

¢ Understand how to use Literacy Service Planning meetings to discuss Workplace Literacy




The Role of Workplace Literacy Training in
the LBS Field

In late 2022 until the end of fiscal 2024, as part of Skills for Success funding the LBS field had an
opportunity to explore Workplace Literacy Training in tandem with conducting Organizational Needs
Assessments (ONAs) with employers. For many LBS agencies, Workplace Literacy was relatively new.
They had most certainly engaged in workforce literacy — preparing adult learners for employment or for
better types of jobs — as that is a core part of what almost every LBS agency does to prepare adult
learners for the employment goal path, but delivering adult literacy programming onsite at an
employer’s place of business was very different.

In the module on Organization Needs Assessments (ONAs), we charted the differences between Literacy

and Basic Skills (LBS) and workplace literacy training.

LBS Training Workplace Literacy Training

Goals set by Learner related to 5 goal paths Goals set by Employer

identified by the funder (MLITSD)

Learners identified/referred Employees identified/referred

Learners assessed initially Employees assessed initially

Learners trained Employees trained

Learners assessed ongoingly Employees assessed ongoingly

Learners assessed at end of training Employees assessed at end of training
Report to MLITSD Report to Employer

Evaluation of learner/LBS service provider Evaluation of employee/training provider
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LBS agnéies could choose whether or not they wanted to offer training to one or more employers.
While there was no pressure to do so, there was (and remains) an opportunity for those LBS agencies
that have the capacity to meet employer needs. We assume that since you are reading this module on
Workplace Literacy Program Delivery that you are considering the possibility of developing and/or
delivering a workplace literacy program.

There are many reasons a company would undertake a workplace literacy program. Across Ontario, the
labour market has been feeling the effects of too many jobs and not enough people. In a tight labour
market, firms will hire workers with fewer skills because they need to fill vacancies. When many
newcomers enter the workforce, companies will likely have employees who need to improve their oral
and written communication skills. A company may also offer reading and numeracy training to workers
with a disrupted education or those who require a refresher course to ensure competency on the job.

The reasons for pursuing training will vary based on company production needs but will also reflect the
organizational culture. Some firms with a large cohort of newcomers may want to connect with
community programs to ensure their employees have access to educational programs the firm cannot
offer onsite.

At the heart of workplace training is company culture. When approaching an employer to offer
educational services, it is helpful to ask yourself some questions:

What is the current state of the labour market in my region? Is it “tight” so jobs are less plentiful?

N

What type of workforce does the employer have? Is it highly skilled or do employees need reading
and numeracy skills?

Is the workforce predominantly made of citizens or newcomers?

Is the workplace highly digitized?

What are the shifts? Do they have a 24-hour production schedule?

Will the employer have onsite facilities to deliver training, or will they need an offsite location?

Is the workforce a good fit for workplace literacy training?

© N o s Ww

Where are the employees living? Are they near the employer, or are many commuting from more
distant communities?
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Take a moment: Do you see yourself and your agency addressing this
list? And if you do, what type of employer might you approach first?
Could it be a manufacturer, a retail chain, or a childcare provider?
Might you choose a different type of employer? As you answer this
question, consider where your organization’s strengths lie and what
kind of workplace appeals to you.

If you are considering entering the field of workplace literacy training, there are several items to consider
before approaching employers. These items include your capacity to deliver training and the community
partnerships you can leverage.

e What size company do you feel you could serve (how many employees)?

|H

¢ Do you have a connection within the company, or will you need to “cold call” the employer?

e Do you possess assessment tools appropriate for a workplace, or will you need to develop new ones?
e How many instructors could you hire to deliver training?

¢ Would you rely on existing curricular resources, or would you need to develop new ones?

¢ Do you have community partners prepared to assist in your training delivery?

¢ What type of community support services could you leverage if needed?

As you approach workplace literacy training, consider these items and how you will serve two clients: the
employer and their employees.
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Connecting the Organizational Needs
Assessment to Workplace Literacy Training

The Organizational Needs Assessment (ONA) is an excellent resource for preparing to deliver workplace
literacy training.

If you are designing and conducting an ONA to guide your work with an employer, we recommend using
this Workplace Literacy Program Delivery module to help you prepare the kinds of questions that will get
employers and their staff talking about:

e Training they want

e Responsibilities they have

e The workplace culture they have
e The workplace culture they want
e What success at work looks like

If you begin your ONA with these questions in mind, you will set realistic expectations with the employer
and their employees. You will also deliver targeted training that responds to expressed and
demonstrated needs.

But another advantage in pairing your ONA with this module is it will enable you to get the employer
thinking about needs and goals they might not have considered before.

Reflect: If you were beginning an ONA today, would you consider
reading this Workplace Literacy Training Guide first? Why/why not?

Using an ONA to Prepare Employers for
Workplace Literacy Training

Many employers will not know a lot about workplace literacy training. They may only think that such
training may improve their employees’ performance. While you are conducting an ONA, you can share
additional information about workplace literacy training to ensure that your LBS agency AND the
employer are on the same page.
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You may wish to discuss terminology with the
employer. While we are quite comfortable for

Workplace Lite racy the most part as LBS staff talking about

. . “literacy,” it’s important to note that the word
Organizational Needs eracy, s IMP _ _
literacy” is not necessarily perceived as a

Assessments positive word by the rest of the population. We

(ONAS) suggest talking about “skills development,”
“skills refreshers” or “upgrading workplace
skills.” Hopefully, the use of these terms will
make employees more interested in attending
the training that arises from the ONA.

We have talked about the importance of
managing employer expectations in other parts
of our Workplace Literacy series of modules,

but it’s important enough to mention again
here. For many employers, training is short and
sweet because time employees spend in

Laubach Literacy Ontario

training is time that they are not spending

doing the job that their employer is paying
them to do. But building skills can take time —
especially if you're working with people who have holes or challenges in their foundational skills or
individuals for whom English is not their first language. So, during the ONA, we recommend that you
gently reinforce that upgrading skills or skills development takes time. Having said this, it's also possible
to break up training into segments. A 24-hour targeted training program could be delivered as a series of
three 8-hour sessions. The benefit of suggesting training be offered this way is that it’s not as daunting
for employers (or employees) to commit to. And you have the added opportunity of demonstrating the
benefits of the first 8-hour program to create enthusiasm for employees to want to participate in the
second and third programs (and hopefully for the employer to support employee participation by paying
for some or all of their time to attend).

Talking Skills Development with Employees during an ONA

Creating employee buy-in can be difficult but it’s especially challenging if employees are mandated to
take training. The plus side of this mandatory participation is that you’re going to have participants. The
downside, of course, and one that most LBS agencies know too well, is that people who don’t want to
participate in training not only don’t learn as well, but they can also be disruptive. So, it’s a win-win if
employees see value in the training being offered.
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Since the basis of self-motivation is personal, a good approach to encouraging self-direction and self-
motivation is discovering what each employee wants from their job. A constructive way to approach
these conversations is to focus on skills. Discover what employees need to know to succeed at their jobs,
and what they want to know to set new professional and personal goals for themselves.

You can make this part of the Organizational Needs Analysis (ONA) process. By talking to employers
about your need to interview their staff about motivation and goals, you can get additional insights into
the workplace culture.

If you don’t have the chance to do a full ONA with an employer and therefore don’t have the

opportunity to talk to employees about what they want and need, try to be creative. Maybe you don’t
have to talk to every employee. Is it possible to do a focus group with a group of 6-8 employees? Any
information you can get about employee goals and needs that you can integrate into your Workplace
Literacy training will mean your time has been well spent.




Learning Conversations

One way to learn more about what employees want and need is to
conduct “Learning Conversations” with employees to learn more
about each person’s history and relationship to learning. Consultative
approaches are valuable because they show employees that their
employer and you (as the deliverer of the training) want to know what
employees think and how they feel about potential training.

Developing a Learning Conversation package can mean meeting
employees to discuss what type of skills training or “professional
development” they want. Conversations can last 30-45 minutes and
explore individual learning styles, the employee’s perceptions of their
learning challenges, and personal and professional development
goals. It is valuable to provide employees with a summary report
reviewing the conversation and suggesting potential next steps to help
each person pursue their goals. A report can support the training
process and offer people paths toward additional learning
opportunities and connect them to community educational services —
especially if the type of training that employee needs the most is

not offered at the workplace. For a skills conversation script, see the
Appendices.
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ldentify Training Outcomes for Employees
and Employers

As you get ready to offer workplace literacy training, we suggest you take the time to be explicit about
the training outcomes you will be addressing. You may or may not have conducted an ONA. If you have,
then translating what you hear from employers and employees into training outcomes is the next logical
step. If you don’t conduct a full-fledged ONA with an employer, you will at least need to have a
discussion or two with staff from the workplace at the management or ownership level to determine
what it is you will be delivering.

In both cases — with or without an official ONA —it’s worth taking the time to identify training outcomes.
Why? For several reasons. First, to ensure that what you are going to deliver matches the needs that
have been identified by the company you’re working with. As with the word “literacy,” the way that
terms are used can differ depending on if you work in the educational sector or if you work in a sector
outside of education. An employer may say, for example, “I need employees to be trained to get along so
that they don’t run to their supervisors or to HR with every little problem.” For the employer, this is a
legitimate ask. As an LBS agency, you will need to “unpack” this request into its component parts.

Training employees to get along with each other can translate into specific training outcomes, such as:

e Oral communication skills

e Written communication skills

e Observation skills

¢ Conflict resolution skills

e Awareness of learning and communication styles
¢ Problem-solving skills

By being explicit about the skills you intend to build your instruction around, the learning becomes more
intentional and everyone — your LBS staff, the employer and employees — are clear on what will be
addressed in the training.
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Authentic Documents

One of the best things you can do as you prepare to deliver workplace literacy training is to ask the
employer for authentic workplace documents.

Well-prepared employers know what kind of training they want, so they will be open to your request to
review workplace documents to prepare targeted training that fits into existing workplace tasks,
procedures, and responsibilities.

Workplace documents are essential to making your training more effective and, therefore, more
meaningful to the workplaces you serve.

Brainstorm

Can you come up with a list of workplace documents you would ask for if you were preparing training for
a manufacturer? How about a retail store?
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Workplace Skills

Workplaces demand a range of skills from their employees, and those skills change because of shifts in
markets, technologies, automation, and demographic and market trends within the labour market itself.
We will explore some approaches to workplace skills training in this section.

As you review this section, take a moment to pause and consider your own experiences talking to
employers and employees or recall conversations you have been a part of during Literacy Service
Planning (LSP) meetings. Your insight, experience, and perspective matter a lot!

Document your thoughts here:
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Forms of Workplace Literacy Training

Forms of workplace literacy training vary depending on the needs of the employer and staff members.

L ~

The goal behind any training program is to ensure that the participants emerge feeling more confident in
their skills and believe that the training they received will lead to improved job performance and
occupational confidence. That confidence can translate into increased job satisfaction and a sense that
the employer is willing to support employee growth and professional development, leading to increased
workplace satisfaction.

Forms of workplace literacy training can include:

e Reading and Writing Skills Training: These are standard features of LBS training.

e Numeracy Skills Training: It’s surprising how many employers also need their employees to be more
confident in their numeracy skills!

e Digital Skills Training: These skills are increasingly needed due to workplace automation.

e Soft Skills Training: Soft Skills are increasingly emphasized in the new Skills for Success.

Workplace literacy training occurs in different forms or ways. One of the interesting aspects of working
with employers is that no two employers seem to want or need the same types of training. And even
when there are commonalities in the types of skills training that employers want, the way(s) in which the
training needs to be delivered can vary considerably.
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Here are some of the more common forms of Workplace Literacy delivery:

* In-house Group Training: Training delivered at the worksite to groups of employees.

e Offsite Training: Training conducted individually or with groups at an offsite location — possibly at an
LBS agency.

e One-on-One Training: Personalized training between the instructor and individual employees.

e Online Training: Online training isn’t for everyone, but for some employers with multiple shifts, this
might be the best way to get employees the training they need. Of course, you may also have to
assess employees’ digital literacy skills first and ensure that employees will have access to the
technological equipment they will need.

e Hybrid Training: You may find that you will need to employ more than one form of Workplace
Literacy delivery to fully meet the needs of an employer.

Reading and Writing Skills Training

Reading and writing cover a broad range of skills. When discussing their application to the workplace,
the needs of employers and employees will depend not only on the industry, but also on the underlying
needs of workforce communities.

In some instances, an employer will hire staff who are newcomers to Canada and whose ability to
communicate in spoken and written English is limited. However, limitations in written English are not
limited to newcomers. These limitations impact many LBS learners as well. During the needs assessment
process, the assessors need to learn as much about the nature of these communication needs as
possible. It is also an opportunity for the assessor — and the organization they represent — to connect
employees to existing learning support within their community, as discussed in the “Learning
Conversations” section.

Reading and writing skills training can take many forms, which we will explore in industrial and retail
settings. Trainers may find these conditions apply to other workplaces and can use them as they see fit.

Reading

In factory work, employees often need to be able to:

e Read Standard Operating Procedures (SOPs)

e Follow instruction manuals

e Read manuals and diagrams to operate/repair machinery

¢ Follow safety guidelines

e Read blueprints and schematics

¢ Read measurements, specifications, or checklists for quality control purposes (Bing Chat, Jan. 18)
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In retail work, employees need to read and comprehend:

e Product information to answer customer questions accurately
e Packaging and promotional details

e Product manuals

e Company policies and procedures

e Training materials (to complete training and train others)

e Sales reports (Bing Chat, Jan. 18)

In any occupational setting, employees will have different relationships with reading. Some may enjoy
reading for pleasure but be less accustomed to processing technical information. Other employees may
not read at all or have never worked in a setting that required a demonstration of higher-level reading
skills. Organizational Needs Assessments (ONAs) are necessary to learn more about employee
relationships with reading.

It is worth mentioning that there are different ways to talk with employees about reading. Not everyone
who reads will consider themselves “a reader.” A person who likes to work with their hands might do

a fair amount of reading to learn how to repair machines and equipment (and build their own) but not
see themselves as a reader because of past experiences in school or associations of being a reader

with being “bookish.” But people will often read to learn more on topics they care about, sports they
enjoy, or games they play. Try to get employees to discuss reading and what aspects they enjoy or

find challenging.

Writing
In factory work, employees use writing skills for:

1. Documentation: Workers document completed tasks, record readings on a machine, and note
irregularities or maintenance needs. Documentation demands writing that is concise and clear.
Safety Procedures: Workers use writing to contribute to safety manuals and emergency procedures.
Communication with Colleagues: Writing emails to colleagues and supervisors about workplace
issues is essential to ensure solid performance on the floor. (Bing Chat, Jan. 18)

In retail work, employees use writing for:

1. Product Descriptions: Employees produce product descriptions for online listings and promotional
materials. Since product descriptions are a form of sales and marketing, employees must write
accurately and persuasively.

2. Customer Communication: Employees often respond to customer needs using email and online
chats. Good writing skills are essential to providing clear and helpful customer service.

3. Internal Communication: Employees need to write sales reports for management and generate staff
memos to ensure teams function effectively. (Bing Chat, Jan. 18)
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Employees can perceive writing skills (like reading) as an “academic” topic. If an employee does not see
themselves in that light, they might undervalue or not be aware of their existing skill set.

Numeracy Training

In factory work, numeracy examples include:

1. Measurement and Conversion: Employees must measure materials and convert between imperial
and metric units of measurement.

2. Production Planning: Employees will use arithmetic functions to calculate the size of batches of
products and parts produced within a given time unit or shift length.

3. Quality Control: Employees use arithmetic to calculate error rates in production and determine
whether they fall within limits acceptable to company policy.

4. Inventory Management: Employees use arithmetic to track inventory and predict how much and
when additional materials are required. (Bing Chat, Jan. 18)

In retail work, employees may use numeracy for:

Pricing: Arithmetic helps calculate pricing, discounts, and factoring in sales taxes.

2. Inventory Management: Employees will use arithmetic to track inventory, calculate inventory costs,
and determine when to order additional inventory.

3. Analyze Sales: Arithmetic enables employees to analyze sales data, determine profit margins, and
track their sales over time.

4. Cash Handling: Employees use arithmetic to make change, count cash, and balance the cash register
each day (Microsoft Copilot, Jan. 18).

Reflect: Do you feel prepared to deliver skills training in these areas?
Is there any area where you and your team feel strongest/weakest?
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Take a moment to reflect on the forms of skills training you are currently delivering. Where do you feel
successful and why?

Digital Skills Training

Digital skills training in the workplace is topical because of automation, especially in the form of artificial
intelligence (Al). Since the arrival of ChatGPT in November 2022, Al in the workplace is a widely
discussed topic in the media. Journalists have raised many questions about how Al will impact the
workplace including:

¢ What percentage of the existing jobs could be replaced by automation?

¢ Will lower-income workers feel the impact of Al disproportionately?

e What types of “occupational transitions” could Al generate?

e Wil Al shift employers toward a more “skills-based hiring” strategy?

¢ Will employers invest in professional development for employees based on learning to use Al?
(Generative Al: How Will It Affect Future Jobs and Workflows? 2023)

Of course, not all digital skills training must involve using artificial intelligence.

In Canada, the Ministry of Innovation, Science, and Economic Development (ISED) sponsors the Digital
Literacy Exchange Project (DLEP), a digital education initiative designed to help Canadians adapt to
changes driven by digital technology. Since “[ilnnovation and technological progress are creating
tremendous change,” the government recognizes the increasing importance of Canadians possessing
digital skills for use at home, work, and in school.

Page | 18



As the DLEP website states:

While 91% of Canadians aged 15 and older use the Internet (Canadian
Internet Use Survey 2018), there are still groups who are new to using
the Internet or who haven’t fully discovered the benefits of being
online. These groups include seniors, individuals who have not
completed high school, Indigenous people, individuals who do not
speak English or French at home, persons with disabilities, newcomers
to Canada, low-income individuals, and people living in northern,
rural, and remote communities.

Learning these skills and understanding digital technologies will
not only reduce barriers to accessing valuable information and
resources but also open up opportunities for all Canadians to
succeed (Canada, 2023).

There is a wide range of digital skills for Canadians to learn and master, though not all of them are
directly relevant to employment. It is up to the assessor to meet with employers and employees to learn
the nature of work at the workplace they are assessing and determine how it interfaces with emerging
digital technologies in the workplace.

Digital skills assessment tools are available online, but a good developer will be able to take from existing
resources and create a new one tailored to the specific digital/work needs of the employer/employees.
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Some existing digital skills assessment tools available online include:

1. Computer Skills Self-Assessment Checklist
(focused on Microsoft products)
https://www.dcrs.ca/assets/media/2020/11/Downloadable-
Computer-Skills-Self-Assessment-Checklist.pdf

2. Skills for Success (54S) Mobile App — The app applies to all 9

Essential Skills including digital.
3. Literacy Link South Central Digital Modules Resource
https://www.lIsc.on.ca/digital-literacy-modules. Each of the 35

topic-based modules contains a self-assessment allowing learners
to take stock of their existing skills. The resource also includes a:

e Digital Curriculum Glossary

e | LSC Digital Curriculum Interactive

e CESBA Digital Literacy (LBS) Curriculum- Interactive

e CESBA Digital Literacy (LBS) Practitioner’s Guide- Interactive

LBS agencies will have digital skills self-assessment tools they use and

might be willing to share.

Reflect: Digital skills training intimidates some instructors. Does it
make you uncomfortable?

Take a moment to reflect on your own digital skills. What aspects of your digital skills are you confident
teaching others?
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Soft Skills Training

Soft skills were part of the nine original Essential Skills. However, when the Essential Skills were redefined
recently, the federal government increased the emphasis on soft skills. Trade unions like the Laborers
International Union of North America (LIUNA) have incorporated soft skills assessment tools into their
Construction Craft Worker (CCW) pre-apprenticeship program.

Justin Marques, Operations Team Apprenticeship Coordinator for
LiUNA local 1059 said of soft skills:

Soft skills play a crucial role in the construction industry, just as they
do in any other field. While technical skills are essential for completing
construction projects successfully, soft skills are equally important for
fostering effective communication, collaboration, and overall project
success. Effective communication ensures that everyone is on the
same page, which helps prevent misunderstandings and errors. The
ability to work well with others, understand different perspectives,
and contribute positively to a team is crucial for project success.
Effective time management skills are crucial for scheduling tasks,
allocating resources, and ensuring that the project progresses
according to the established timeline.
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Soft skills training has become more common in recent years because, to cite a 2021 McKinsey survey,
“skills like leadership and management became a much bigger priority for most companies, jumping ten
percentage points year over year, from 40% to 50%” (Castrillon, 2022). McKinsey found that, during the
COVID-19 pandemic, companies “made a significant shift toward skill building” (Building Workforce Skills
at Scale to Thrive During and After the COVID-19 Crisis, 2021).

As ABC Life Literacy noted:

Canada’s record low unemployment rate and high number of job
vacancies are changing how companies hire. What was important to
Canadian employers in the past — such as direct job-related
experience and specific qualifications — is becoming less crucial.
Nowadays, employers are looking at a candidate’s soft skills to
determine suitability for a position (Communications, 2022).

Many employers prefer to contract with third parties to develop and deliver soft skills training to their
staff. Soft skills are “more difficult to define and teach” than “hard skills” because they are not solely
task-based but apply to human interactions broadly. Employers often have specific soft skills they want to
cultivate in their employees, especially in a world of work that is both in-person and remote.
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https://www.cicnews.com/2022/07/canadas-unemployment-rate-drops-below-5-the-lowest-in-canadian-history-0728690.html#gs.870osf
https://www.mckinsey.com/capabilities/people-and-organizational-performance/our-insights/building-workforce-skills-at-scale-to-thrive-during-and-after-the-covid-19-crisis#/

Developing soft skills like strong communication and emotional
intelligence (EQ) have always been essential, but they are even more
crucial in today’s hybrid work environment, where there is such a wide
range of where and how employees are working (Teaching Soft Skills Is
More Important Than Ever in Today’s Hybrid Work: Here’s How to Do
It, 2022).

Soft skills training programs can encompass a range of skills. At the University of Victoria, the Micro-
certificate in Soft Skills Training focuses on skills like communication, creativity, productive conflict
resolution, self-awareness, social intelligence, problem solving, and process management (Lecours,
2024).

Literacy Link South Central uses a soft skills assessment tool that tests for:

e QOrganization

e Dependability

e Adaptability

e Communication
e Teamwork

e Detail Oriented
* Problem Solving
e Attitude

Employers will know which skills they value most, and it is valuable to meet with employees and offer
them a soft skills assessment where you can discuss their perceptions of these skills, why they think soft
skills matter, and which skill areas they want to improve.

Reflect

Take a moment to reflect on the forms of soft skills training you have delivered. Which of these skills do
you think is most important to employers?
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Listening and Oral Communication Training

Being an effective listener at work has become essential in the modern workplace. Ontario is diversifying
rapidly, and the changing provincial demographics impact the workplace. Between 2022 and 2046, the
forecast is for the province to grow by 6.6 million people and “Net migration is projected to account for
85 per cent of all population growth in the province over the 2022—2046 period, with natural increase
accounting for the remaining 15 per cent” (Ontario Population Projections, 2023).

The workforce will witness a demographic shift as younger workers, who have different cultural mores
than their parents and elders in matters of authority, leadership, and representation, enter the
workplace in increased numbers (Katz, 2019). Additionally, Canada is experiencing a rapid demographic
shift due to immigration. Statistics Canada reports that “one in four people (23.0%) counted during the
2021 Census are or have been a landed immigrant or permanent resident in Canada. This was the
highest proportion since Confederation . . . and the largest proportion among G7 countries” Government
of Canada, Statistics Canada, 2022). Cultivating listening skills among supervisory staff and among
workers in this changing landscape is a priority.

Page | 24



In a tight labour market, the ability of employers (and supervisors) to listen to their staff assumes an
added importance. When a company lacks a feedback program, and employees do not feel heard, they
become more likely to quit their jobs, leading to higher turnover rates, which can prove expensive to
employers (State of Employee Feedback 2021 | AllVoices, 2021). When the workforce is diverse, and
employees become accustomed to communicating primarily through devices like phones rather than
face-to-face, listening attentively with sensitivity and empathy becomes critical. In this changing
demography, it is wise for companies to invest in listening training (White, 2022).

Listening is critical in the workplace because it enables the listener to determine if their questions and
instructions are understood. The first step to becoming an effective listener is learning not to interrupt;
attentive listening ties into skillful oral communication because it emphasizes the importance of paying
careful attention to what others say and evaluating their body language. An effective communicator
understands that during a conversation, there are many non-verbal signs and cues they must observe
and respond to when talking (and listening) to others (White, 2022).

When a colleague or supervisee is not a native English speaker (or is learning English), listening skills
become even more relevant. Supervisors and colleague