B. TASK:  HUMAN BEHAVIOR AND EFFECTIVE COMMUNICATION.

RERFERENCE:  FAA-H-8083-9.

Objective:   To determine that the applicant exhibits instructional knowledge of the elements related to human behavior and effective communication by describing:
1. Human Behavior –
a.
Control of Human Behavior.
(1)
The relationship between the instructor and the student has a profound impact on how much the student learns.  To students, the instructor usually is a symbol of authority.  Students expect the instructor to exercise certain controls, and they tend to recognize and submit to authority as a valid means of control.  The instructor's challenge is to know what controls are best for the existing circumstances.  The instructor should create an atmosphere that enables and encourages students to help themselves.

b. Human Needs.
(1)
Human needs, as proposed by Maslow, consist of five levels.  Until the requirements of each level are met, an individual will strive to meet that need without regard to any other requirement.


(2)
Control of human behavior involves understanding human needs. 
Physical – Safety – Social – Egoistic – Self-fulfillment

A.
Physical:  At the bottom of the pyramid is the broadest, most basic category, the physical needs.  Each person is first concerned with a need for food, rest, and protection from the elements.  Until these needs are satisfied, a person cannot concentrate fully on learning, self- expression, or any other tasks.  Instructors should monitor their students to make sure that their basic physical needs have been met.  A hungry or tired student may not be able to perform as expected.  Once a need is satisfied, it no longer provides motivation.  Thus, the person strives to satisfy the needs of the next higher level.

B.
Safety:  The safety needs are protection against danger, threats, deprivation, and are labeled by some as the security needs.  Regardless of the label, however, they are real, and student behavior is influenced by them.  This is especially true in flight training and aviation maintenance where safety is a major concern.

C.
Social:  When individuals are physically comfortable and do not feel threatened, they seek to satisfy their social needs.  These are to belong, to associate, and to give and receive friendship and love.  An example of the social need might apply to the spouse of a professional pilot.  In this case, the need to be included in conversation and other pilot-related activities could induce the spouse to learn how to fly.  Since students are usually out of their normal surroundings during flight training, their need for association and belonging will be more pronounced.  Instructors should make every effort to help new students feel at ease and to reinforce their decision to pursue aviation.

D.
Egoistic:  The egoistic needs usually have a strong influence on the instructor-student relationship.  These needs consist of at least two types:   those that relate to one's self-esteem, such as self-confidence, independence, achievement, competence, and knowledge; and the needs that relate to one's reputation, such as status, recognition, appreciation, and respect of associates.  The egoistic need may be the main reason for a student's interest in aviation training.

E.
Self-fulfillment:  At the apex of the hierarchy of human needs is self-fulfillment.  This includes realizing one's own potential for continued development, and for being creative in the broadest sense of that term. Maslow included various cognitive and aesthetic goals in this highest level.  Self-fulfillment for a student should offer the greatest challenge to the instructor.  Aiding another in realizing self-fulfillment is perhaps the most rewarding accomplishment for an instructor.

c. Defense Mechanisms.  Certain behavior patterns are called defense mechanisms because they are subconscious defenses against the realities of unpleasant situations.  When a student employs any of the common defense mechanisms, he or she is essentially stopping the learning process and proper decision making processes are altered.  In general, defense mechanisms are subconscious, almost automatic, ego-protecting reactions to unpleasant situations. People use these defenses to soften feelings of failure, to alleviate feelings of guilt, and to protect their sense of personal worth or adequacy.  Since defense mechanisms involve some degree of self-deception and distortion of reality, they do not solve problems; they alleviate symptoms, not causes.
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(1) Rationalization:  If students cannot accept the real reasons for their behavior, they may rationalize.  This device permits them to substitute excuses for reasons; moreover, they can make those excuses plausible and acceptable to themselves.  Rationalization is a subconscious technique for justifying actions that otherwise would be unacceptable.  When true rationalization takes place, individuals sincerely believe in their excuses. The excuses seem real and justifiable to the individual.
(2) Flight:  Students often escape from frustrating situations by taking flight, physical or mental.  To take flight physically, students may develop symptoms or ailments that give them satisfactory excuses for removing themselves from frustration.  More frequent than physical flights are mental flights, or daydreaming.  Mental flight provides a simple and satisfying escape from problems.  If students get sufficient satisfaction from daydreaming, they may stop trying to achieve their goals altogether. When carried to extremes, the world of fantasy and the world of reality can become so confused that the dreamer cannot distinguish one from the other.  This mechanism, when carried to the extreme, is referred to as fantasy.
(3) Aggression:  Everyone gets angry occasionally. Anger is a normal, universal human emotion.  Angry people may shout, swear, slam a door, or give in to the heat of emotions in a number of ways.  They become aggressive against something or somebody.  After a cooling-off period, they may see their actions as childish.  In a classroom, shop, or airplane, such extreme behavior is relatively infrequent, partly because students are taught to repress their emotions in the interest of safety.  Because of safety concerns or social strictures, student aggressiveness may be expressed in subtle ways.  They may ask irrelevant questions, refuse to participate in the activities of the class, or disrupt activities within their own group.  If students cannot deal directly with the cause of their frustration, they may vent their aggressiveness on a neutral object or person not related to the problem.
(4) Resignation:  Students also may become so frustrated that they lose interest and give up.  They may no longer believe it profitable or even possible to go on, and as a result, they accept defeat.  The most obvious and apparent cause for this form of resignation takes place when, after completing an early phase of a course without grasping the fundamentals, a student becomes bewildered and lost in the more advanced phases.  From that point on, learning is negligible although the student may go through the motions of participating.
(5) Compensation:  With compensation, students often attempt to disguise the presence of a weak or undesirable quality by emphasizing a more positive one. They also may try to reduce tension by accepting and developing a less preferred but more attainable objective instead of a more preferred but less attainable objective. Students who regard themselves as unattractive may develop exceptionally winning personalities to compensate. Students may say they would rather spend their evenings studying aircraft systems than anything else, but, in fact, they would rather be doing almost anything except aircraft systems study.
(6) Projection:  With projection, students relegate the blame for their own shortcomings, mistakes, and transgressions to others or attribute their motives, desires, characteristics, and impulses to others.  The athlete who fails to make the team may feel sure the coach was unfair, or the tennis player who examines the racket after a missed shot is projecting blame. When students say, "Everybody will cheat on an exam if given the chance," they are projecting.
(7) Denial of Reality:  Occasionally students may ignore or refuse to acknowledge disagreeable realities.  They may turn away from unpleasant sights, refuse to discuss unpopular topics, or reject criticism.
(8) Reaction Formation:  Sometimes individuals protect themselves from dangerous desires by not only repressing them, but actually developing conscious attitudes and behavior patterns that are just the opposite.  A student may develop a who-cares-how-other-people-feel attitude to cover up feelings of loneliness and a hunger for acceptance.
d. The Flight Instructor as a practical psychologist.
(1)
While it is obviously impossible for every flight instructor to be an accomplished psychologist, there are a number of additional considerations which will assist in learning to analyze students before and during each lesson.  Flight instructors must be able to evaluate student personality to effectively develop and use techniques appropriate for instruction.

(2)
Anxiety:  Anxiety is probably the most significant psychological factor affecting flight instruction.  This is true because flying is a potentially threatening experience for persons who are not accustomed to being off the ground.  The fear of falling is universal in human beings.  Anxiety also is a factor in maintenance training because lives may depend on consistently doing it right the first time.  The following paragraphs are primarily concerned with flight instruction and student reactions.

A.
Anxiety is described by Webster as "a state of mental uneasiness arising from fear . . .''   It results from the fear of anything, real or imagined, which threatens the person who experiences it, and may have a potent effect on actions and the ability to learn from perceptions.

B.
The responses to anxiety vary extensively.  They range from a hesitancy to act to the impulse to do something even if it's wrong. Some people affected by anxiety will react appropriately, adequately, and more rapidly than they would in the absence of threat.  Many, on the other hand, may freeze and be incapable of doing anything to correct the situation which has caused their anxiety.  Others may do things without rational thought or reason.

C.
Both normal and abnormal reactions to anxiety are of concern to the flight instructor.  The normal reactions are significant because they indicate a need for special instruction to relieve the anxiety.  The abnormal reactions are even more important because they may signify a deep-seated problem.

D.
Anxiety can be countered by reinforcing students' enjoyment of flying, and by teaching them to cope with their fears.  An effective technique is to treat fears as a normal reaction, rather than ignoring them.  Keep in mind that anxiety for student pilots usually is associated with certain types of flight operations and maneuvers.  Instructors should introduce these maneuvers with care, so that students know what to expect, and what their reactions should be.  When introducing stalls, for example, instructors should first review the aerodynamic principles and explain how stalls affect flight characteristics.  Then, carefully describe the sensations to be expected, as well as the recovery procedures.
(3)
Stress:  When a threat is recognized or imagined, the brain alerts the body.  The adrenal gland activates hormones which prepare the body to meet the threat, or to retreat from it.  This often is called the fight or flight syndrome.  The heart rate quickens, certain blood vessels constrict to divert blood to the organs which will need it, and numerous other physiological changes take place.
A. Normal Reactions to Stress:  Normal individuals begin to respond rapidly and exactly, within the limits of their experience and training.  Many responses are automatic, which points out the need for proper training in emergency operations prior to an actual emergency.  The affected individual thinks rationally, acts rapidly, and is extremely sensitive to all aspects of the surroundings.

B.
Abnormal Reactions to Stress:  Reactions to stress may produce abnormal responses in some people.  With them, response to anxiety or stress may be completely absent or at least inadequate.  Their responses may be random or illogical, or they may do more than is called for by the situation.

[1]
During flight instruction, instructors normally are the only ones who can observe students when they are under pressure. Instructors, therefore, are in a position to differentiate between safe and unsafe piloting actions.  Instructors also may be able to detect potential psychological problems.  The following student reactions are indicative of abnormal reactions to stress.  None of them provides an absolute indication, but the presence of any of them under conditions of stress is reason for careful instructor evaluation.

-
Inappropriate reactions, such as extreme over- cooperation, painstaking self-control, inappropriate laughter or singing, and very rapid changes in emotions.

-
Marked changes in mood on different lessons, such as excellent morale followed by deep depression.

-
Severe anger directed toward the flight instructor, service personnel, and others.

[2]
In difficult situations, flight instructors must carefully examine student responses and their own responses to the students.  These responses may be the normal products of a complex learning situation, but they also can be indicative of psychological abnormalities which will inhibit learning, or potentially be very hazardous to future piloting operations.

(4)
Flight Instructor Actions Regarding Seriously Abnormal Students:  A flight instructor who believes a student may be suffering from a serious psychological abnormality has a responsibility to refrain from certifying that student.  In addition, a flight instructor has the personal responsibility of assuring that such a person does not continue flight training or become certificated as a pilot.  To accomplish this, the following steps are available:

-
If an instructor believes that a student may have a disqualifying psychological defect, arrangements should be made for another instructor, who is not acquainted with the student, to conduct an evaluation flight.  After the flight, the two instructors should confer to determine whether they agree that further investigation or action is justified.

-
An informal discussion should be initiated with the local Flight Standards District Office (FSDO), suggesting that the student may be able to meet the skill standards, but may be unsafe psychologically. This action should be taken as soon as a question arises regarding the student's fitness.  It should not be delayed until the student feels competent to solo.

-
A discussion should be held with a local aviation medical examiner (AME), preferably the one who issued the student's medical certificate, to obtain advice and to decide on the possibility of further examination of the student.

a.
The flight instructor's primary legal responsibility concerns the decision whether to certify the student to be competent for solo flight operations, or to make a recommendation for the practical test leading to certification as a pilot.  If, after consultation with an unbiased instructor, the FSDO, and the AME, the instructor believes that the student suffers a serious psychological deficiency, such authorizations and recommendations must be withheld.

2. Effective Communication –

a. Basic elements of communication.
(1)
The process of communication is composed of three elements: the source (sender, speaker, transmitter, or instructor), the symbols used in composing and transmitting the message (words or signs), and the receiver (listener, reader, or student).  The three elements are dynamically interrelated since each element is dependent on the others for effective communication to take place.  The relationship between instructor and student also is dynamic and depends on the two-way flow of symbols between the instructor and student.  The instructor depends on feedback from the student to properly tailor the communication to the situation.  The instructor also provides feedback to the student to reinforce the desired student responses.
b. Barriers to effective communication.

c. Developing communication skills.

2.
Development of student potential.
a.
How to mold a solid, healthy, productive relationship with students depends, of course, on the instructor's knowledge of students as human beings and of the needs, drives, and desires they continually try to satisfy in one way or another.

b.
Describe how an instructor might develop a student’s potential.

An instructor might begin the process by forming a bond with the student from the first introduction.  The student’s knowledge of the instructor’s background, experience, hobbies, interests, and personal goals will relax the student and allow him/her to open up and share similar information.  This will allow the instructor to determine the needs, drives, and desires of the student and the instruction can be more effectively tailored to suit that individual.

5.
General rules which a flight instructor should follow during student training to ensure good human relations.

Sincerity – Acceptance – Appearance – Demeanor – Safety – Language – Self-Improvement
a.
Employ the characteristics of a professional instructor, see Task F, this section.

7.
Additional study questions.
a. What are the three basic elements of communication?

-
The source – sender, speaker, transmitter, or instructor.

-
The symbols – words or signs.

-
The receiver – listener, reader, or student

b. What are the four barriers to effective communication?

Lack of common experience

Overuse of abstractions

Confusion between the symbol and the symbolized object

Interference

“ L – O – C – I ”

-
Lack of common experience.  The English language abounds in words that mean different things to different people. To a farmer, the word tractor means the machine that pulls the implements to cultivate the soil; to a trucker, it is the vehicle used to pull a semi-trailer; in aviation, a tractor propeller is the opposite of a pusher propeller. Each technical field has its own vocabulary. Technical words might mean some- thing entirely different to a person outside that field, or perhaps, mean nothing at all. In order for communication to be effective, the students' understanding of the meaning of the words needs to be the same as the instructor's understanding.

-
Overuse of abstractions.  Words that are general rather than specific. Concrete words or terms refer to objects that people can relate directly to their experiences. They specify an idea that can be perceived or a thing that can be visualized. Abstract words, on the other hand, stand for ideas that cannot be directly experienced, things that do not call forth mental images in the minds of the students.

-
Confusion between the symbol and the symbolized object.  Languages abound with words that mean different things to different people. Confusion between the symbol and the symbolized object results when a word is confused with what it is meant to represent.

-
Interference.  Physiological, environmental, and psychological.

c. Why is it important that an instructor be a good listener?

Instructors must know something about their students in order to communicate effectively, and must determine the abilities of the students and understand the students to properly communicate.  One way to become better acquainted with students is to be a good listener.

d. How can an instructor teach his students to be good listeners?

Teach them to apply the following steps for effective listening:

· Take notes.

· Listen for main ideas.

· Guard against daydreaming.

· Be emotionally calm.

· Listen to understand, not refute.

· Be responsible for listening.

· Be ready to listen.

e. Why is good questioning by the instructor an important tool for determining if effective communications has taken place?

Good questioning can determine how well the student understands.  It also shows the student that the instructor is paying attention, and that the instructor is interested in the student’s response.

f. Give several examples of abnormal reactions to stress by students during flight training.

-
Inappropriate reactions, such as extreme over-cooperation, painstaking self-control, inappropriate laughter or singing, and very rapid changes in emotions.

-
Marked changes in mood on different lessons, such as excellent morale followed by deep depression.

-
Severe anger directed toward the flight instructor, service personnel, and others.

g. How would an instructor teach a student to counteract fear and anxiety?

Anxiety can be countered by reinforcing students' enjoyment of flying, and by teaching them to cope with their fears.

h. If an instructor has used personal contact and good advice to correct an observed pilot’s unsafe operations and still cannot correct the situation, what should he/she do?

The flight instructor's primary legal responsibility concerns the decision whether to certify the student to be competent for solo flight operations, or to make a recommendation for the practical test leading to certification as a pilot. If, after consultation with an unbiased instructor, the FSDO, and the AME, the instructor believes that the student suffers a serious psychological deficiency, such authorizations and recommendations must be withheld.

i. What is the greatest single barrier to effective communication between an instructor and student?

Lack of common experience between instructor and student is probably the greatest single barrier to effective communication.

