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Introductory Message 

To the facilitator: 

Welcome to the T.L.E. – Wellness Massage Grade 10 Self-Learning Module 

(SLM) on Non-verbal Communication, Listening Skills, and Telephone Etiquette! 

This module was collaboratively designed, developed and reviewed by 

educators both from public and private institutions to assist you, the teacher or 

facilitator in helping the learners meet the standards set by the K to 12 Curriculum 

while overcoming their personal, social, and economic constraints in schooling.  

This learning resource hopes to engage the learners into guided and 

independent learning activities at their own pace and time. Furthermore, this also 

aims to help learners acquire the needed 21st century skills while taking into 

consideration their needs and circumstances. 

In addition to the material in the main text, you will also see this box in the 

body of the module: 

 

 

 

 

 

 

As a facilitator you are expected to orient the learners on how to use this module. 

You also need to keep track of the learners' progress while allowing them to 

manage their own learning. Furthermore, you are expected to encourage and assist 

the learners as they do the tasks included in the module.    

 

 

 

 

 

 

 

 

 

 

 

Notes to the Teacher 

This contains helpful tips or strategies 

that will help you in guiding the learners. 
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To the learner: 

Welcome to the T.L.E. – Wellness Massage Grade 10 Self-Learning Module 

(SLM) on Non-verbal Communication, Listening Skills, and Telephone Etiquette! 

The hand is one of the most symbolized parts of the human body. It is often 

used to depict skill, action and purpose. Through our hand we may learn, create 

and accomplish. Hence, the hand in this learning resource signifies that you as a 

learner is capable and empowered to successfully achieve the relevant 

competencies and skills at your own pace and time. Your academic success lies in 

your own hands! 

This module was designed to provide you with fun and meaningful 

opportunities for guided and independent learning at your own pace and time. You 

will be enabled to process the contents of the learning resource while being an 

active learner. 

This module has the following parts and corresponding icons: 

 
What I Need to Know  

 

This will give you an idea of the skills or 

competencies you are expected to learn in 

the module.  

 
What I Know  

 

This part includes an activity that aims to 

check what you already know about the 

lesson to take. If you get all the answers 

correct (100%), you may decide to skip this 

module.  

 
What’s In 

 

This is a brief drill or review to help you link 

the current lesson with the previous one. 

 
What’s New 

 

In this portion, the new lesson will be 

introduced to you in various ways such as a 

story, a song, a poem, a problem opener, an 

activity or a situation. 

 
What is It 

 

This section provides a brief discussion of 

the lesson. This aims to help you discover 

and understand new concepts and skills. 

 
What’s More 

 

This comprises activities for independent 

practice to solidify your understanding and 

skills of the topic. You may check the 

answers to the exercises using the Answer 

Key at the end of the module. 

 
What I Have Learned 

 

This includes questions or blank 

sentences/paragraphs to be filled in to 

process what you learned from the lesson. 
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What I Can Do 

 

This section provides an activity which will 

help you transfer your new knowledge or 

skill into real life situations or concerns. 

 
Assessment 

 

This is a task which aims to evaluate your 

level of mastery in achieving the learning 

competency.  

 
Additional Activities 

 

In this portion, another activity will be given 

to you to enrich your knowledge or skill of 

the lesson learned. This also tends retention 

of learned concepts. 

 
Answer Key 

 

This contains answers to all activities in the 

module. 

 

At the end of this module you will also find: 

 

The following are some reminders in using this module: 

1. Use the module with care. Do not put unnecessary mark/s on any part of 

the module. Use a separate sheet of paper in answering the exercises. 

2. Don‟t forget to answer What I Know before moving on to the other activities 

included in the module. 

3. Read the instructions carefully before doing each task. 

4. Observe honesty and integrity in doing the tasks and checking your 

answers.  

5. Finish the task at hand before proceeding to the next. 

6. Return this module to your teacher/facilitator once you are through with it. 

If you encounter any difficulty in answering the tasks in this module, do not 

hesitate to consult your teacher or facilitator. Always bear in mind that you are 

not alone. 

We hope that through this material, you will experience meaningful learning 

and gain deep understanding of the relevant competencies. You can do it! 

 

 

 

 

References This is a list of all sources used in 

developing this module. 
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What I Need to Know 

 After learning the 7C‟s of communication and performing the activities 

related to the previous topic, you are now ready to explore more about the non-

verbal communication, listening skills, and telephone etiquette. 

 This module is aimed for you to: 

1. Identify the kinds of non-verbal communication; 

2. Discuss listening skills, the 10 principles of listening, and telephone 

etiquette; and 

3. Create a script for a telephone conversation applying the principles of 

listening and some of the kinds of non-verbal communication. 

 

 

 

 

What I Know 

 

Pre-test 

Directions: Identify the terms being described in each item. Select your answer 

from the words inside the box below. Write your answers on a separate sheet of 

paper. 

 

 

 

 

 

 
 

1. This is one of the principles of listening where you need to try to understand the 

other person‟s point of view, look at issues from their perspective, and let go of 

preconceived ideas. 

2. It is also known as eye contact. 

  Language of Haptics 

 Empathize    

 Stop talking 

 Language of Kinesics 

 Gestures 

 Language of Colors 

 Language of Proxemics 

 Oculesics 
 

 Non-verbal communication 

 Prepare yourself to listen 

 Remove distractions 

 Listen to the tone 

 Language of Chronemics 

 Facial expressions 

 Listening 
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3. This refers to some color effects that have universal meaning while perceptions of 

colors are somewhat subjective. 

4. It pertains to the teacher‟s use of time that communicates a message to 

students. 

5. Volume and tone both add to what someone is saying. A good speaker will use 

both volume and tone to their advantage to keep an audience attentive. What 

should you do to understand the emphasis of what is being said? 

6. It includes the movement of the head, hands, arms or shoulders to convey or 

emphasize the message. 

7. It is defined as a process of generating meaning using behavior other than 

words. 

8. In doing this, you must relax, focus on the speaker, and try to put other 

thoughts out of mind and concentrate on the messages that are being 

communicated. 

9. This refers to the study of how much touch is used to transmit messages 

through the hands, arms, and other body parts. 

10. This is the study of how people use space and arrangement of the learning 

environment to create a message. 

11. It means paying attention not only to the story, but how it is told, the use of 

language and voice, and how the other person uses his or her body. 

12. These pertain to the manner in which the facial muscles are set to indicate 

feelings, emotions or attitudes. 

13. In doing this, you focus on what is being said: don‟t doodle, shuffle papers, look 

out the window, and pick your fingernails or similar. Avoid unnecessary 

interruptions. These behaviors disrupt the listening process and send 

messages to the speaker that you are bored or distracted. 

14. It is a body motion that includes the repertoire of physical actions. 

15. When somebody else is talking, listen to what they are saying, do not interrupt, 

talk over them or finish their sentences for them. 
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Lesson 

2 
Non-verbal Communication, 

Listening Skills, and 
Telephone Etiquette 

 

 

 

What’s In 

 

Activity 1: Review 

Directions: Read and understand each situation and identify what communication 

barrier is being shown. Write your answers on a separate sheet of paper. 

 

1. The newly-hired massage therapists of ABC Spa were given an opportunity 
to attend a webinar on the health protocols in giving massage. However, 

some topics were not explained very well and their concerns were not 
addressed due to a limited time. 

 
2. In Holistic Touch Massage Clinic, Ms. Santos, the assigned receptionist 

cannot get all the information clearly from Mr. Gomez, who was setting an 

appointment because of the clamorous sound on the side of the client. 
 

3. Ms. Reyes is on leave for a month due to personal reasons (her father was 
diagnosed with cancer). The manager of Tranquility Spa, Mr. Sy is in 

confusion whether to retain that employee or not, he is thinking of 
replacement because their productivity is being hampered. 
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What’s New 

 

Activity 2: ‘Which is Which?’ 

Directions: Examine the phrases inside the box, identify which are examples of 

non-verbal communication and list them on a separate sheet of paper.  

 

 

 

 

Activity 3: ‘What’s the Difference?’ 

Directions: In your own understanding, differentiate „hearing‟ from „listening‟. Be 

guided with the rubric below. Write your answer on a separate sheet of paper. 

 

Assessment Rubric for Written Discussion 

 
EXCELLENT 

5 points 
GOOD 

3 points 
POOR 
1 point 

CONTENT 

KNOWLEDGE 

Shows a full 

understanding of 

the topic. 

Shows a good 

understanding of 

parts of the topic. 

Does not seem to 

understand the 

topic well. 

ORGANIZATION OF 

IDEAS 

Presents all ideas 

in an organized 

way. 

Presents some of 

the ideas in an 

organized way. 

Does not present 

ideas in an 

organized way. 

GRAMMAR & 

SPELLING 

Sentences are well-

constructed, with 

standard spelling 

and grammar (not 

the kinds of 

abbreviations used 

while texting) 

Most sentences are 

well-constructed, 

with standard 

spelling and 

grammar (not the 

kinds of 

abbreviations used 

while texting) 

Sentences have 

significant 

grammar or 

spelling errors 

and/or non-

standard 

English. 

 

 

- Thumbs up 

- Speech 

- Handshakes 

- Writing 
 

- Codes 

- High five 

- Arms crossing 
- Oculesics 
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What is It 

 

Activity 4: ‘Reading Time’ 

Non-verbal Communication 

When we think about communication, we most often focus on how we 

exchange information using words. While verbal communication is important, 

humans relied on non-verbal communication for thousands of years before we 

developed the capability to communicate with words. Non-verbal communication is 

defined as a process of generating meaning using behavior other than words. Also, 

non-verbal is sending and receiving messages in a variety of ways without the use 

of verbal codes (words). 

Kinds of Non-verbal Communication 

1. Language of Kinesics is a body motion that includes the repertoire of 

physical actions. 

 Oculesics is also known as eye contact. 
 

 Facial Expressions pertain to the manner in which the facial 

muscles are set to indicate feelings, emotions or attitudes. 
 

 Gestures which include the movement of the head, hands, arms or 

shoulders to convey or emphasize the message. 
 

 Stop. It is used to admonish or warn a single individual. It is a 
variation of the “you” gesture. If translated into language it would say, 
“Stop whatever you are doing and pay attention to me”. 

 

 Thumbs up. A sign of acceptance, approval or encouragement. 
 

 Thumbs down. It generally indicates that something is bad or not 

accepted. 
 

 You! Pointing at people is rude. The use of this hand gesture implies 

that a dominant-to-subordinate relationship is taking place. 
 

 Looking at wrist. It indicates that it is “time” to end the 
communication. 

 

 Shrug. Lifting both shoulders which indicates lack of knowledge or 
concern. 

 

 Posture. It is used to determine a degree of attention or involvement, 
difference in status and the level of fondness a person has for the 

other communicator. 
 

 Arms crossing. Shows self-confidence, defensiveness, and arrogance. 
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 Shoulders forward. It indicates shyness or low self-esteem, tired and 
bored. 

 

 Standing erect. It indicates that a person is relaxed, full of energy, 

approachable, friendly and confident. 

 

2. Language of Haptics. The study of how much touch is used to transmit 

messages through the hands, arms and other body parts. 
 

Examples: 

 Handshakes 

 Holding hands 

 High five 

 Pat on the shoulder 

 

3. Language of Proxemics. The study of how people use space and 

arrangement of the learning environment to create a message. 
 

 Physical arrangements. The layout of the room in which you‟re 
speaking, including the presence or absence of a lectern; the seating 
plan; the location of chalkboards and similar aids; and any physical 

barriers between you and your audience. 
 

 Distance. The extent or degree of separation between you and your 
audience. 

 

Four Distance Zones 

 
A. Intimate distance 

 From actual touching to eighteen inches 

 Applies to the closest relationship such as husband and 

wife 
B. Personal distance 

 From eighteen inches to four feet 

 The most appropriate distance for teacher and student 

to discuss personal affairs such as grades, conduct, 
private problems, etc. 

C. Social distance 

 Exists from four to twelve feet 

 It covers people working together or meeting at social 

gatherings 

D. Public distance 

 Outward from twelve feet 

 Kept between a lecturer and his audience 

 
4. Language of Chronemics. This refers to the teachers‟ use of time that 

communicates a message to students. 

 Duration – the length of time devoted to an activity or learning task 

in the classroom 
 

 Activity – the learning task facilitated in the classroom 
 

 Punctuality – the exact time agreed upon 
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5. Language of Colors. There are some color effects that have universal 

meaning while perceptions of colors are somewhat subjective. 
 

Meaning of colors 
Red – anger and hostility    

Pink – love, beauty 
Yellow – wisdom, joy, happiness 

Violet – royalty 
Black – death 

Blue – peace, calm, sadness, truth 

Gold – wealth 
Green – life 

White – purity, cleanliness 
Source: Oral Communication for Senior High School 

Listening Skills 

Listening is the ability to accurately receive and interpret messages in the 

communication process. Listening is key to all effective communication, without 
the ability to listen effectively messages are easily misunderstood – communication 

breaks down and the sender of the message can easily become frustrated or 

irritated.  
Listening is so important that many top employers provide listening skills 

training for their employees. This is not surprising when you consider that good 
listening skills can lead to: better customer satisfaction, greater productivity with 

fewer mistakes, increased sharing of information that in turn can lead to more 
creative and innovative work.  

Many successful leaders and entrepreneurs credit their success to effective 
listening skills. Effective listening is a skill that underpins all positive human 

relationships, spend some time thinking about and developing your listening skills 

– they are the building blocks of success.  
Good listening skills also have benefits in our personal lives, including: 

greater number of friends and social networks, improved self-esteem and 

confidence, higher grades at school and in academic work and even better health 

and general well-being. Studies have shown that, whereas speaking raises blood 

pressure, listening brings it down. 

“Listening is Not the Same as Hearing” 
Hearing refers to the sounds that you hear, whereas listening requires more 

than that: it requires focus. Listening means paying attention not only to the story, 

but how it is told, the use of language and voice, and how the other person uses his 

or her body. In other words, it means being aware of both verbal and non-verbal 

messages. Your ability to listen effectively depends on the degree to which you 

perceive and understand these messages. 

 

The 10 Principles of Listening 
 

A good listener will listen not only to what is being said, but also to what is 
left unsaid or only partially said. Effective listening involves observing body 

language and noticing inconsistencies between verbal and non-verbal messages.  
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1. Stop Talking  

Don't talk, listen. When somebody else is talking listen to what they are 
saying, do not interrupt, talk over them or finish their sentences for them. Stop, 

just listen. When the other person has finished talking you may need to clarify to 
ensure you have received their message accurately.  

 
2. Prepare Yourself to Listen  

Relax. Focus on the speaker. Put other things out of mind. The human mind 
is easily distracted by other thoughts – what‟s for lunch, what time do I need to 

leave to catch my train, is it going to rain – try to put other thoughts out of mind 

and concentrate on the messages that are being communicated.  
 

3. Put the Speaker at Ease  
Help the speaker to feel free to speak. Remember their needs and concerns. 

Nod or use other gestures or words to encourage them to continue. Maintain eye 
contact but don‟t stare – show you are listening and understanding what is being 

said.  

 
4. Remove Distractions  

Focus on what is being said: don‟t doodle, shuffle papers, look out the 
window, and pick your fingernails or similar. Avoid unnecessary interruptions. 

These behaviors disrupt the listening process and send messages to the speaker 
that you are bored or distracted.  

 
5. Empathize  

Try to understand the other person‟s point of view. Look at issues from their 

perspective. Let go of preconceived ideas. By having an open mind, we can more 

fully empathize with the speaker. If the speaker says something that you disagree 

with then wait and construct an argument to counter what is said but keep an 

open mind to the views and opinions of others. 

6. Be Patient  

A pause, even a long pause, does not necessarily mean that the speaker has 
finished. Be patient and let the speaker continue in their own time, sometimes it 

takes time to formulate what to say and how to say it. Never interrupt or finish a 

sentence for someone.  
 

7. Avoid Personal Prejudice  
Try to be impartial. Don't become irritated and don't let the person‟s habits 

or mannerisms distract you from what they are really saying. Everybody has a 
different way of speaking - some people are for example more nervous or shy than 

others, some have regional accents or make excessive arm movements, some people 

like to pace whilst talking - others like to sit still. Focus on what is being said and 
try to ignore styles of delivery.  

 
8. Listen to the Tone  

Volume and tone both add to what someone is saying. A good speaker will 
use both volume and tone to their advantage to keep an audience attentive; 

everybody will use pitch, tone and volume of voice in certain situations – let these 
help you to understand the emphasis of what is being said.  
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9. Listen for Ideas – Not Just Words  

You need to get the whole picture, not just isolated bits and pieces. Maybe 
one of the most difficult aspects of listening is the ability to link together pieces of 

information to reveal the ideas of others. With proper concentration, letting go of 
distractions, and focus this becomes easier.  

 
10. Wait and Watch for Non-Verbal Communication  

Gestures, facial expressions, and eye-movements can all be important. We 

don‟t just listen with our ears but also with our eyes – watch and pick up the 

additional information being transmitted via non-verbal communication. 

 

Telephone Etiquette 

Communication is an important part of our daily lives. Technology has 

changed a lot of things, and the advent of telephone and mobile has meant that we 

put across our ideas and thoughts without making an eye contact with others. 

Get ready for it…  

 Sit up and smile. 

 Speak clearly and distinctly in a pleasant tone of voice.  

 If the caller has reached the wrong person and/or department, be courteous. 

Sometimes they have been transferred multiple times with a simple 

question.  

The Greeting  

 A bright, cheerful greeting will lift most people‟s spirits and set the proper 

tone for the call. 

 Speak clearly and at a conversational pace; softly audible. 

 Don‟t mumble or race through the greeting. This can give the impression 

that you don‟t have time for the caller.  

 Thank you for calling Mr. X, my name is Joanne, how may I help you today?  

 
Words and Phrases That Keep Callers Cool  

 Hello! I‟m sorry to keep you waiting.  

 Good morning! Thank you for waiting.  

 Please, it was nice talking with you.  

 I‟m very sorry. Thank you for coming in (for calling).  

 Excuse me, it‟s been a pleasure to serve you.  

 You‟re welcome. I‟d be happy to do that for you.  

 May I help you? We appreciate your business. 

 

Taking Messages  

 Be prepared with pen and message slip when you answer the phone.  

 When taking messages be sure to ask for:  

- Caller‟s name (Ask the caller to correct spelling)  

- Caller‟s phone number and/or extension including code number  

 Repeat the message to the caller. 
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 Be sure to fill in the date, time and your initials.  

 Place the message slip in the called party‟s inbox or in a conspicuous place 

in their office such as their chair.  

 Don‟t forget that you can transfer them to voicemail instead of taking a 

paper message, but don‟t forget to ask, “Would you like me to transfer you to 

____?” Don‟t assume that the caller would rather go to voicemail. Always ask 
first.  

 

Why is it important?  

 A customer‟s first impression of your practice is formed during the first few 

seconds of contact over the phone or in person.  

 More than 80% of your first-time customers call before coming into your 

practice  

 It is often said that human communication consists of 93% body language, 

while only 7% of communication consists of words themselves.  

 Whether answering the phone or making phone calls, using the proper 

etiquette is a must in order to maintain a certain level of professionalism.  

 Proper etiquette leaves callers with a favorable impression of you, your 

department and the practice in general.  

 

How to End Conversation Gracefully  

There are several ways that you can end a long phone call without making 

up a story sounding dismissive. Leave the conversation open. Promise to finish 

your conversation at another time. Tell the person how much you‟ve enjoyed 

speaking with him/her. As long as you are honest and polite with other person, you 

should not have any problem ending a call or moving on to something else. 

 

 

What’s More 

 

Activity 5: ‘How will you Say it?’ 

Directions: Apply what you have understood after reading the text entitled, 

„Telephone Etiquette‟. Provide your responses on the following situations. Write 

your answers on a separate sheet of paper. 

Example: 

Answering the phone 

Hello, good morning. Thank you for calling Tranquility Massage Clinic, this is Lyza 

speaking. How can I help you today? 
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1. Answering the phone 

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 

2. Introducing yourself 

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 

3. Taking the client‟s information 

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 

4. Confirming the information 

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 

5. Finishing a conversation 

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 

 

 

What I Have Learned 

  
Activity 6: ‘Sum it Up!’ 

Directions: Answer the following questions based on what you have understood 

from the topic. Be guided with the given rubric. Write your answers on a separate 

sheet of paper. 

1. What is the difference between verbal communication and non-verbal 

communication? 

2. As a future massage therapist, why do you need to learn the telephone etiquette? 

3. How are the 10 principles of listening important in our daily lives? Cite an 

example of situation where you find the principles of listening important. 
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Assessment Rubric for Written Discussion 

 
EXCELLENT 

5 points 

GOOD 

3 points 

POOR 

1 point 

CONTENT 

KNOWLEDGE 

Shows a full 

understanding of 

the topic. 

Shows a good 

understanding of 

parts of the topic. 

Does not seem to 

understand the 

topic well. 

ORGANIZATION 

OF IDEAS 

Presents all ideas in 

an organized way. 

Presents some of 

the ideas in an 

organized way. 

Does not present 

ideas in an 

organized way. 

GRAMMAR & 

SPELLING 

Sentences are well-

constructed, with 

standard spelling 

and grammar (not 

the kinds of 

abbreviations used 

while texting) 

Most sentences 

are well-

constructed, with 

standard spelling 

and grammar (not 

the kinds of 

abbreviations 

used while texting) 

Sentences have 

significant 

grammar or 

spelling errors 

and/or non-

standard English. 

 

 

 

What I Can Do 

 

Activity 7: ‘Script-Writing’ 

Directions: Create a script for a telephone conversation between a massage 

therapist and a client applying the principles of listening and the kinds of non-

verbal communication. Write your script on a separate sheet of paper. 

Rubric in Script-writing 

Criterion Description Points 

Content and Organization 

The script shows the principles of 

listening and kinds of non-verbal 

communication used appropriately. 

The story is very well organized. 

25 

Grammar and Spelling 

The writer used correct grammar 

and spelling all throughout the 

script. 

15 

Creativity 
The script contains creative details 

and/or descriptions that contribute 
to the reader/viewer's enjoyment.  

10 
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Assessment 

Test I. True or False 

Directions: Read and understand each statement. Write „TRUE‟ if the statement is 

correct and „FALSE‟ if it is not. Write your answers on a separate sheet of paper. 

 

1. Language of proxemics is the study of how people use space and arrangement of 
the learning environment to create a message. 

 

2. Be prepared with pen and message slip when you answer the phone.  
 

3. If the speaker says something that you disagree with then wait and construct an 
argument to counter what is said but keep an open mind to the views and 

opinions of others. 
 

4. Be patient and let the speaker continue in their own time, sometimes it takes 
time to formulate what to say and how to say it. Never interrupt or finish a 

sentence for someone.  
 

5. Hearing refers to the sounds that you hear, whereas listening means paying 

attention not only to the story, but how it is told, the use of language and voice, 
and how the other person uses his or her body. 

 

6. A bright, cheerful greeting will lift most people‟s spirits and set the proper tone 

for the call. 
 

7. A good listener will listen only to what is being said. 
 

8. Non-verbal communication is defined as a process of generating meaning using 

words. It is sending and receiving messages in a variety of ways with the use of 
verbal codes (words). 

 

9. Focus on what is being said: don‟t doodle, shuffle papers, look out the window, 
and pick your fingernails or similar. Avoid unnecessary interruptions. These 

behaviors disrupt the listening process and send messages to the speaker that 
you are bored or distracted. 

 

10.  Whether answering the phone or making phone calls, using the proper 

etiquette is a must in order to maintain a certain level of professionalism.  

 
 

Test II. Multiple Choice 

Directions: Read and understand each statement. Select your answer from the 

four given choices. Write only the letter of your choice on a separate sheet of paper. 

1. Which of the following is NOT a non-verbal communication? 

A. exchanging of letters 

B. handshaking with a friend 

C. giving an eye contact with the speaker 

D. clicking the „Like‟ button on social media 



 

18 
 

2. Which best describes empathy as a principle of listening? 

A. Trying to understand the other person‟s point of view and looking at issues 
from their perspective. 

B. The need of motivation to do anything and care about what's going on 
around you. 

C. The lack of feeling, emotion or interest on someone or something. 

D. All of the above 

3. This refers to the study of how much touch is used to transmit messages 

through the hands, arms and other body parts. 

 A. Language of Chronemics 

 B. Language of Proxemics 

C. Language of Kinesics  

D. Language of Haptics 

4. Based on the Language of Kinesics, what does „shrug‟ mean? 

A. It indicates that it is “time” to end the communication. 

B. It generally indicates that something is bad or not accepted. 

C. Lifting both shoulders which indicates lack of knowledge or concern. 

D. This implies that a dominant-to-subordinate relationship is taking place. 

5. Which of the following is NOT a principle of listening? 

 A. Remove distractions 

 B. Have personal prejudice 

C. Prepare yourself to listen 

 D. Listen for ideas – not just words 
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Additional Activities 

  
Activity 8: ‘Let’s Survey!’ 

Directions: Conduct a survey on your household and ask each member of your 

family to give at least one effective customer service skill. Take the examples given 

below. List down the skills that you will gather on a separate sheet of paper. 

Examples: 

1. Patience 

2. Empathy 

3. Persuasive speaking skills 
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Answer Key 
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EDITOR’S NOTE 

 

This Self-learning Module (SLM) was developed by DepEd 

SOCCSKSARGEN with the primary objective of preparing for 

and addressing the new normal. Contents of this module were 

based on DepEd‟s Most Essential Learning Competencies 

(MELC). This is a supplementary material to be used by all 

learners of Region XII in all public schools beginning SY 

2020-2021. The process of LR development was observed in 

the production of this module. This is version 1.0. We highly 

encourage feedback, comments, and recommendations.  

 
 
 
For inquiries or feedback, please write or call: 
 
Department of Education – SOCCSKSARGEN 
Learning Resource Management System (LRMS) 
 

Regional Center, Brgy. Carpenter Hill, City of Koronadal 
 

Telefax No.: (083) 2288825/ (083) 2281893 
 

Email Address: region12@deped.gov.ph 
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