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Learning complex communication skills = 
challenge

• 3 programmes
▪ Limited time available (-> part of a course, 1 ECTS)

▪ Limited practice time 

▪ Large groups

▪ Expensive simulators – shy students

▪ Limited attention for intercultural skills although important

blended education = valuable to learn a complex task



What we learned

1. The clear role of the (blended) learning environment in 
the overall programme is of utmost importance and 
hard to accomplish. 

2. The online tasks demand thoughtful design to elicit 
the desired learning

3. The blend makes it possible to offer additional 
learning experiences (in comparison to F2F only) that 
support the learning of students

blended education = valuable to learn this complex task





Step 1: Selection of a team

• Long term implementation: relation within programmes

Hilde Sarlet

Design

&

Programme

Paulien Kriekemans

Programme

Sofie Eggers

Programme

An Verburgh

Design 



Step 2: Goal of the learning environment

Learning to conduct a one-on-one counselling conversation 
with differences between the help seeker and the counsellor

• Taking the person and their context into account

• In situations with major differences in the living environment 
and communication and/or in which diverse-sensitive 
competencies are necessary to avoid and bridge 
miscommunications



Communication with differences

Basic attitudes

basis= mastered

e.g 
empathy, 
attentive 
presence

extra attention

Switch between 
perspectives

Connect & tune

Pace, patience and time

Without competence 
competence

Assert universal 
values

Interventions (analysis, 
prevention, curation)

Tongue

Order

Person

Organisation

Intentions & 
influence



Step 3: Context

Programme A Programme B Programme C Implication

Part of a course 9 ECTS
2th year

6 ECTS
1st year

3 ECTS
2th year

Diverse student 
groups

Students +/- 40 >200 >200

Lecturers 
(teachers)

1 Team Team Pay attention to the 
team

Timing Febr- apr 2 blocks
Febr- April 
April – June

Febr – June 
But focus in 
April

Mix students over 
programmes

Timing f2f 
moments

Given, not evenly spread Work in groups/
pairs within 
programme



Basis: introduction 

•online 2à3h + reading

•cases 1 to 5

Basis: introduction 

•Contact moment 1

•2h

Advanced

•online +/- 1.5h

•case 6

Advanced

•Contact moment 2

•1h

Complex situations

•online +/- 1u

•casus 7 en 8

Complex situations 

•Contact moment 3

•1h

Very complex 
situations 

•online +/-1.5uh

•case 9- 10+ own case

Very complex 
situations

•Contact moment 4

•1h

Programme A

Online learning 
environment

“Toledo”
3 identical 
courses

F2F moments
- Lesson plans 

- Presentations 
- = for 3 

programmes but 
with freedom for 

the teacher
- With attention to 

relation between 
online & contact 

moments 

Step 4: Design of the teaching learning environment



Learning tasks

 

Procedural information

 

Supportive information

Part-task practice

4C/ID Model 
Van Merriënboer



Basic Advanced Complex Very complex

Learning tasks: Communication Cases to practice
Task

- Worked example 
- Add on task 
- Propose intervention 
- Analysis

- Answer keys
- Role play

Format
- Video 
- Written 

Mode
- Asynchronous online 
- F2F



Supportive information
Format
- Texts
- Knowledge clips
- Presentations
- Quizes
- Discussion 

Mode
- Asynchronous online 
- F2F



Procedural information
“Basic model”: extended to limited

Part task practice
Stepwise explanation on approaching a case



Basishoudingen (ECHTPA) Suggesties & voorbeelden ter verbetering Interventies vanuit TOPOI

Empathie (E)

•Gepaste emoties tonen (E1)

•Meeleven (E2)

•Benoemen van emoties (jezelf en ander) (E3)

•Doorvragen op gedachten, gevoelens, ervaringen (E4)

Competentieloze competentie (C)

•Durft gesprek aan te gaan (weinig handelingsverlegenheid) (C1)

•Zet alle middelen in om zich verstaanbaar te maken (C2)

•Ziet een persoon in zijn geheel, benadrukt niet enkel het verschil, maar ook de 

gelijkenissen. (meervoudige identiteit, niet culturaliseren)(C3)

Handhaven van de grondwaarden (H)

•Respect voor integriteit (H1)

•Recht op informatie (H2)

•Maakt deontologische en ethische overwegingen (H3)

•Actie ondernemen als nodig (H4)

Tempo aanpassen (TEM)

•Spreektempo aanpassen (TEM1)

•Tijd nemen (niet te snel naar oplossingen)(TEM2)

•Bevragen of de ander nog kan volgen (TEM3)

Perspectiefwissel (PER)

•Begrip tonen, erkenning geven aan gevoelens (PER1)

•Benoemen van verschillen en gelijkenissen (PER2)

•Doorvragen naar wat voor de ander belangrijk is (PER3)

Aansluiten en afstemmen (A)

•Contact maken (A1)

•Actief afstemming zoeken (A2)

•Kwetsbaar opstellen (A3)

•Open vragen (A4)

•NIVEA

•Hoe kunnen we samen omgaan met…?

Wat zie jij zitten?

Koppel hier citaten uit het gesprek aan basishoudingen en interventies

Eventueel  ander aandachtspunten of suggesties die je niet kan koppelen aan de basishoudingen of interventies?

Taal  (verbaal, non-verbaal, para-verbaal) (T)

•SOFTEN (T1)

•Feedback geven en vragen (T2)

•Betekenissen uitleggen (T3)

•Tolken (T4)

•Parafraseren (T5)

Ordering: (O)

•Erkenning tonen voor zienswijze van de ander (O1)

•Benoemen van je eigen zienswijze (O2)

•Verschillen benoemen en laten rusten (O3)

•Open vragen naar zienswijze (O4)

•(Positief) herkaderen (05)

Personen: (P)

•Benoemen dat je merkt dat jouw visie de ander raakt (P1)

•Bewust kiezen van je rol en je rol benoemen (P2)

•Open vragen over beelden over elkaar (P3)

Organisatie: (Org)

•Erkennen: (Org1)

•Organisatie van de ander

•Machtsverschillen

•Benoemen: (Org2)

•Eigen organisatie

•Kader van het gesprek

•Bewust organiseren van het gesprek (Org3)

•Open vragen naar impact van de organisatie op de ander (Org4)

Inzet: (I)

•Erkennen van inzet en gevoelens van de ander (I1)

•Benoem de goede intentie van de ander en waar je zelf je best voor doet (I2)

•Open vragen naar motieven (I3)

•Werken met het effect, niet met de bedoeling van je communicatie (I4)Extended basic model



Filled out basic model



Basis model elements Basisc model minimal

Basishoudingen (ECHTPA) Suggesties & voorbeelden ter verbetering Interventies vanuit TOPOI

:

Som hier de basishoudingen op, met de 

‘kan zich tonen in’- onderverdeling indien 

relevant

Koppel hier citaten uit het gesprek aan basishoudingen en interventies

Eventueel  ander aandachtspunten of suggesties die je niet kan koppelen aan de basishoudingen of interventies?

Som hier de domeinen op waarop je 

kan interveniëren, met eventueel 

mogelijk interventies,



Step 5: First experiences (22-23)

• Online
• Active online: tasks, quizes
• Time spend 
• Appreciation of cases (video + written)
• Not all assignments clear

• In class
• Present  & attentive
• Valued the online preparation

Time spend according to logbook

Programme A Programme B Programme C

Basic 3h 2h-12h,  av 3-4h 40min-8h, av 2,5-3h 1h30-8h, av 3u

Advanced 1h30 30min-2h, av 1-1h30 10min-4h, av 1h15 20min-4h, av 45 min

Complex 1h 30min-4u, av 1h30 30min-12h, av <1h30

Very complex 
1h30

30min-160min, av 1h30 20min-2h, av <1h

• Overall

• Appreciation of gradual complexity
• Confusion about role in the course
• (Too) time consuming, especially 

module 1
• Cases not always (experienced as) 

relevant for own discipline
• Arrows in the basic scheme



Step 5: First experiences (22-23)
• Mastery of the task 

• Selfregulation
▪ 2 questionnaires – based on MSQL (Cronbach alpha 0,7)

• General: e.g. In general, I attend classes regularly. 

• Module: e.g. I was regularly present for the classes of this module

▪ Results (programma B & C)
• General – course questionnaire: no significant difference 

• General questionnaire: Students only at the start < Students both

-> Learning environment did not help students to regulate themselves differently

Programme A Programme B Programme C

• Voluntarily 
• 21/38 submitted
• 15/21 sufficient

Case with questions   
Written exam
49% passed (slightly better than 
rest of written exam)

Written case with questions
Oral examen 
72% passed



Programme A - 
elective

Online learning 
environment

“Toledo Ultra”
2 almost

identical courses

Split up first 
online & F2F 

module 

Wording of some 
tasks

F2F moments
- Lesson plans 

- Presentations 
- Different cases 

for 
programme+  

with freedom for 
the teacher

- With attention 
to relation 

between online 
& contact 
moments 

Step 6: Adaptations 23-24





Step 7: Experiences 23-24

• Active online
▪ Time spend

(A: expected:  7h)

▪ Assignments: submitted + less questions

• In class
▪ Programme B: Lecturers put more value of the online preparation

• Overall
▪ Programme A: “Should be more than an elective”

▪ Programme B: Relation rest of module 

▪ Time-consuming but valuable (“make you think”), answer keys

▪ Appreciation of cases close to own discipline

Hours in the modules



Step 7: Experiences 23-24

• Mastery of the task

Programme A Programme B 
(Period 3)

• Voluntarily- own 
choice to submit 
assignment

• students master the 
task

• Case with questions   
• Written exam
• 74% passed (better 

than rest of written 
exam)



Step 8: Plans 24-25

• Continuation
▪ Programme A: again as elective?

▪ Programme B: yes with adaptation of the whole course

▪ Module available on learning platform, others can use it



What we learned

1. The clear role of the (blended) 
learning environment in the 
overall programme is of utmost 
importance and hard to 
accomplish. 

2. The online tasks demand 
thoughtful design to elicit the 
desired learning

3. The blend makes it possible to 
offer additional learning 
experiences that support the 
learning of students



Quizes 23-24

Quiz 1 Quiz 2

A 1 2 3 4 5 6 7 8 9 10 1 2 3 4 5

B (3) 1 2 3 4 5 6 7 8 9 10 1 2 3 4 5
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