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1. Establishing Ground Rules

@ Be aware of group dinamics and establish group norms,

ground rules, saying things like:
-We are not here to reach consensus
-Every opinion is equal to us
-We don t want anyone to dominate
-Speaks one at a time
-Respect each others and each others opinions
-Ask if they agree or want to add something before

moving on
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1. Establishing Ground Rules

@ Authenticity of the moderator to create the necessary
sense of safety

2. Typology of Problem Participant Behavior

Defining characteristics of four types
that are ALWAYS problems

@® Dominator

. . ) ® Cynic
@ Foster interest, buy in, trust, encouraging
communication. ® Hostile
@ Intoxicated
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2. Typology of Problem Participant Behavior 2. Typology of Problem Participant Behavior
Defining characteristics of four types S Defining characteristics of four types 2=
that are ALWAYS problems izt that are ALWAYS problems “egate ovar
10 answer -Closed mind and body
® Dominator Charactaitc| S-wson oot ® Cynic b

Behavior - Dismisses other
participants’ opinkons

-Challenges moderator for
control of the group
dynamic

- Sits directly opposite the
moderator

- Extreme body language

- Deliberative gestures, ke

Non-Verbal finger pointing or tabie
Cues pounding

-
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Characteristic
Behavior | -Seems to enjoy being
argumentative and taking

the negative view

-Shares some cues with
haostile, though less
confrontationa

-Smirks of rolls eyes in
response to others
Non-Verbal comments

Cues -Often will grimace, smirk

or show other signs of
disagreement and often
disrespect when others
spaak

-
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2. Typology of Problem Participant Behavior

Defining characteristics of four types —-

that are ALWAYS problems it

-May share many qualities
3 with dominator
. HOStlle . - Angry, combative
Characteristic | *  “c"
Behavior =
-May become irrational and
incomprehensible as
anger overwhelms ability
fo communicate

-Extreme body language
- Documents prepared
-Imitated, complaing

- Confrontational demeanor
Non-Verbal

Cues ~Often will confront hostess
or other front line

personnel
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2. Typology of Problem Participant Behavior

Defining characteristics of four types :

that are ALWAYS problems “Surred speech

-Sleepy, agitated, extreme
behaviors

. -Behavior mandestations

@ Intoxicated s | are reated 1o he tyve

Characteristic | 120 and amount of drug
Behavior abused

-Smeills of alcohol or

marijuana
-Red eyes
|-Fudget',r
Non-Verbal |.oher =igns of drug use
Cues
= = L
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2. Typology of Problem Participant Behavior

Defining characteristics of four types
that are SOMETIMES problems

® Wallflower
® Follower

@® Co-Moderator §
@ Blatherer

@ Proselytizer

@ Joker

= -
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2. Typology of Problem Participant Behavior

Defining characteristics of four types Ralliionst
that are SOMETIMES problems et n e
group
® Wallflower N '5@5}3&’.‘0
Characteristic .

Behavior - ANRSWErS In very

1, shy
NoN-committal
manner

- Takes most out of
the way,
INCONSDICLOUS
seat in the room

-Rafuses eye
s Non-Verbal | contactwith
Cues moderator of
other participants
. -May slink o

slump in his/her
chair
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@ MASTER UNIVERSIDAD POLITECNICA DE MADRID — GRUPO GESPLAN w




2. Typology of Problem Participant Behavior

Defining characteristics of four types
that are SOMETIMES problems

@ Follower

Follower

Characteristic
Behavior

- Expresses no
personal opinion,
only suppons
opinions of others

- Always agrees
with others

-Repeats others’
opinions

- Ensily persuaded

Non-Verbal
Cues

- Shyness

- Shakes head in
sgreement while
others tak

- Waits to follow
lead of others in
ol ragands

- Resists being the
first 1o talk by
looking oway as
moderator asks
questions

2. Typology of Problem Participant Behavior

Defining characteristics of four types
that are SOMETIMES problems

Co-Moderator

@ Co-Moderator i pldass

Characteristic | modesator
Behavior questions 0

- Asks questions of
the group

- Re-cirects

-Sesks o

moderator probes

the group

summarnze 8
analyze others

- Sits acjacent to

- Seths 1o be

Non-Verbal supportive
Cues of other

moderator

“friends” or
especialy

resgondents

: . -
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2. Typology of Problem Participant Behavior

Defining characteristics of four types
that are SOMETIMES problems

@ Blatherer

Blatherer

Characteristic
Behavior

-Long, off-topic,

-Especially eager

- May string words

nonsensical
responses

o please the
moderator

together that have
no apparent
meaning or
reievance to the
topic

Non-Verbal
Cues

- Speaks without

- Excessive gestures
- Unaware or

making eye contact
with moderator of
other respondents

unresponsive to
non-verbal cues to
ok less.

2. Typology of Problem Participant Behavior

Defining characteristics of four types
that are SOMETIMES problems s et Haier

@ Proselytizer cannotecagcs

Characteristic

Behavior SopeINY opeIoTs
-Seeks o

point of view is
correct

others hold

persuade, of
lacking this,
disregard other
valid viewpoints

Non-Verbal
Cues

- Speaks 1o others

-May be

in the group, not
the moderalor, as
hefshe seeks o
persuade

especially loud,
with appearance
of expert
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2. Typology of Problem Participant Behavior

Defining characteristics of four types
that are SOMETIMES problems

@ Joker

Characteristic
Behavior

-Can not be
senous for
exdended periods

-Evenything is
humarous

- Makes jokes,
pranks, funny
faces or gestures,
often at
mapprooriate
times and far 100
frequently for a
productive group

Non.Verbal

Cues humerous,

- Seems to prefer
message T-shirts
and baseball
caps

- Wil tip his'her
hand by being

playful in waiting

area

2. Typology of Problem Participant Behavior

Of course...

* most people is a mixed of these typologies

* Others are contextual depending of the topic

* Others are contextual depending who else is in the room
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Cynic Intoxicated
-Long responses -Negative toward - Immediate demands for -Slurred speech
-Frequently the first everything corrective action -Sleepy, agitated, extreme
0 answer -Closed mind and body -May share many qualities behaviors
with dominator
-Speaks with tone of -Sees fault in evenything -Behavior manifestations
2 if-appointed expert and everyone - Angry, combative are refated to the type,
Characteristic | 5°
Behavior -Dismisses other -Seems to enjoy being demeancr gg;usr:dand amount of drug
participants’ opinions argumentative and taking | -May become irrational and
-Chalienges moderator for the negative view incomprehensible as
+ anger overwhelms ability

control of the group

dynamic to communicate
- Sits directly opposite the -Shares some cues with -Extreme body language -Smedls of alcohol or
moderator hostile, though less " marnjuana

conflron'auo:‘al - Documents prepared I
- Extreme body language ; -Imitated. complains -Red eyes
. -Smirks of rolls eyes in I

- Deliberath F

Deit Ve gestures, ke 1" response to others -Confrontational demeanor Fidgety

Non-Verbal finger polnting or table comments -Other signs of drug use
Cues pounding -Often will confront hostess

-Often will grimace, smirk
or show other signs of
disagreement and often
disrespect when others
speak

or other front line
personnel

Wallflower Co-Moderator

-Seeks tobe - Asks questions of - Long, off-topic, - Dogmatically - Can not be
invisicie in the the group nonsensical angues that hisher serious for

grlm R doncia responses p.c;::: view is extended periods
- Will only speak moderator probes |- Especially eager - Everything is
when spoken to - Always agrees Re-ph to please the - Can not recognize humorous

Characteristic | Zrestly With thers moderator Soducar :;:mgm -Makes jokes,
Behavior - Answers in very -Repeats others’ questions to - May string words W opinions | Pranks, funny

short, shy opinions the group together that have faces or gestures,
non-commitial . . no apparent -Seeks to often at

manner ~Edaly pirsoaded . |-Saeks 9 meaning of persuade, of inappropriate

summarze & relevance to the lacking this, times and far too
analyze oihers topic disregard other frequently for a
vald viewpoints productive group
-Takes most outof |- Shyness - Sits adjacent to - Speaks without - Speaks o others - Seams o prefer
the way, - Shakes head in moderator making eye contact | in the group, not message T-shirts
INCONS M CUoUS .IM"de Seeks fo be with moderalor or the moderator, as and bassball
seat in the room agreerv:er. & :P other respondents he/she seeks to caps
: others talk ‘friends” or persuade -
-Refuses eye - Waits 10 follow especially - Excessive gesiures - Wil tip his/her
Non-Verbal contact with le:nls of olhisrs o supportive Ubrs or -May be hand by being
Cues moderator or " of ather E - y especially loud, humornous,

other participants ol regards gy g with app = playful in waiting
May siink of < Festsis helng the. ks o | orespen —

slur'.:'p in histher first to talk by

chair looking away as

moderator asks
guestions
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2. Typology of Problem Participant Behavior

More Likely to be a Problem

© HOSTILE H DOMINATOR

m CYNIC

2. Typology of Problem Participant Behavior

Problem Behavior Correction Continuum

Be Indirect Engage Others Reference Ground Rules
=Merw what do the rest “I have heard a lof from “Let's give everyone a chance (o
Dom, sbout respond! Recall the ground rule.
CLYSU Pk pew Jou Sael Everyone talks and no
one domenates.”

Use Humor Be More Direct

SLet's save S0Me MISpace “Hold on & menute Dom.

for everybody else.” Let's laten 1o others.”

SVERBALICORRECTIONS

INON-VERBAL CORRECTIONS

Use Indirect Use Direct
Avoid Eye Contact
. with dorrenator. Non-Verbal Non-Verbal
Make eye contact with others. Show signa of N Stop K
when domanstor s speaking. when dominatol cotimues talkmg
over others of moderator.

Change Proximity
Stand lacing only one side of the
table, opposite of the dormenator.

Change Proximity (Again)
Stand drectly bohind the dominator forcing
dominator mto an awkward posibon to make

‘eye contact with moderstor.

GENILE

Less More
Likely to L!kely to
Attend Attend
® PROSELYTIZER
Less Likely to be a Problem
= - L
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3. Adressing Problem Behavior: 3 steps

Strategy with three steps:

* Early identification: Even before they get in the room. Get the
maximum clues about them, work with the recruter, meet the
people in the waiting area...

* Prevention: Stablishing ground rules gives you permission later
on to remember some of them.

* Management: Change dinamycs, move people, mix them up, tell
them they are right (I agree with that; Yes! I think the same...), put
them in smaller groups to discuss, break them up in pairs, send

somebody home.

Collaborative, participatory, and
empowerment (CP&E) evaluation

Thank you

Dr. José Maria Diaz Puente

E-mail: jm.diazpuente@upm.es
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