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Getting to Know You
▪ Your Name, Department and Role at City of
Vancouver
▪ Your years of experience in Leadership
▪ One word that describes leadership

Purpose Statement
The purpose of this three-day class is for you as a
supervisor to be able to:

•Build trust with your team members
•Get things done through the collective
efforts of your team
•Develop an effective and cohesive team
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Course Objectives
Upon completing Leadership Essentials, you will be
able to:
• Inspire people, build credibility with your team

and unleash the talents of each team
member
• Explore how to leverage your emotional
intelligence to motivate and recognize staff

Course Objectives
Upon completing Leadership Essentials, you will be
able to:
• Build and manage effective teams and provide
staff coaching and development
• Learn to communicate better, manage conflict, and
increase your value as a trustworthy and
competent leader
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City of Vancouver
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“Vancouver is an
exceptionally vibrant, safe,
welcoming and prosperous
community.”
2016-2021 Strategic Plan

Servant Leadership is evolving
The servant-leader is servant first…it begins
with the natural feeling that one wants to
serve, to serve first…. A servant-leader
focuses primarily on the growth and well-being
of people and the communities to which they
belong…the servant-leader shares power, puts
the needs of others first and helps people
develop and perform as highly as possible.
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Servant Leadership

Do those served grow as
persons? Do they, while being
served, become healthier,
wiser, freer, more autonomous,
more likely themselves to
become servants?

Servant leaders ask, “What
could I have done differently
that would have permitted
these people to be as great
as they could be?”
Jim Collins, Good to Great

7 Pillars of Servant Leadership
Pillar 1: Person of character
Pillar 2: Puts people first
Pillar 3: Skilled communicator
Pillar 4: Compassionate collaborator
Pillar 5: Foresight
Pillar 6: Systems thinker
Pillar 7: Moral authority
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Challenges of Supervising – Balancing Different Priorities!
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Pre-Work

Parking Lot
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Leadership Resources

A Few Norms
Respect other Opinions

Start &
end on time

Participate and be
engaged – Respect
others

Confidentiality
Be open to learning
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jandwyerbang.com/supervisory

Recognition
Observe your selected leader
throughout the three days. Be
prepared to share your 30 seconds
observations on how that person
demonstrated leadership
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Role and Responsibility
of the Supervisor
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From your Pre-Work
Jot on a sticky note your most effective
best practices you have implemented
in your supervisor role

From your Pre-Work
What 1 or 2 best
practices are you
considering
applying to your
role?

Table Discussion

Compile a list of the
top 10 qualities of
your favorite
Supervisor
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Characteristics of an Effective Supervisor
Good communication skills

Team builder

Develops people

High Integrity

Able to manage time
Ability to coach

Knowledgeable about
organization’s policies
Empowers others

Constant learner

Holds people accountable

Common Roles of Supervisors - Letting Go

Success means letting
go of operating duties
and taking on new
challenges

Life in the Buffer Zone
▪ You may feel caught in the middle
between differing points of view and
conflicting expectations.
▪ You will be held accountable for meeting
your manager’s expectations and
keeping your employees satisfied.
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7 Elements Every Employee Should Know:
Objective

Duties and Tasks

Accepted Methods

Performance
Standards

Improvement

Polices and Rules

Team Norms

7 Elements Every Employee Should Know:
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Feedback
Is the exchange of
information that lets
people know how they
are doing.

Three Types (Categories) of Feedback

1.Appreciation
2.Coaching

3.Evaluation
Adapted from Thanks for the Feedback

Receiving Feedback

Why do you think it is
difficult to receive
feedback effectively?
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Our Wiring
Our brains
perceive
negative
feedback as
a threat!

Our Brains have a strong negativity bias –
we tend to remember negative things more
strongly than positive!

When our
brains hear
things that don’t
fit with our selfimage, we tend
to want to
change the
information,
rather than
ourselves!

Threats to our standing in the
eyes of others are remarkably
potent biologically, almost as
those to our very survival.
-Psychologist Daniel Goleman

Growth vs. Acceptance
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Triggers or Obstacles to Receiving Feedback

1.Truth
2.Relationship

3.Identity
Adapted from Thanks for the Feedback

How to Receive Feedback
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Seek to understand and ask clarifying questions
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Is there anything “right” about this feedback?

✓ What makes sense?

✓ What could be worth trying?
✓ What could be helpful?

Share your Reactions
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Receiving Feedback - Manager and Team Conversations

Giving Feedback
Why do you think it is difficult to give
feedback effectively?

What gets in the way of your delivering
feedback?
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The costs of not giving feedback

Manage your
emotions, story,
mindset, and
tendencies

Be Clear on the Purpose of your Feedback

✓Are you thanking someone for their work?
✓Are you helping someone with their skill?
✓Are you evaluating against a set of standards?
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Begin with a Question and Listen
How do you think you are doing?
How did that last customer interaction go?

How well do you feel you did on that last project?

Focus on the behavior, not on
the person.
What would a camera see?

Joint Contribution
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Positive Framing

“I’d love it if…”
“One thing you could do make this even
better is…”
“Perhaps this is something you can add
next time…”

“Sandwich every bit of
criticism between two
heavy layers of praise.”
-Mary Kay Ash

Allow for a Dialogue
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Anticipate Reactions

Takecharge
attitude.

Bossy and
demanding.

PPT 8-2

LEAN Culture
Lean is not just about changing
processes, projects, and process
improvement – it is about engaging
every person in the organization to use
a scientific method to solve problems,
improve processes, and innovate.
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❑ Make customer service everyone’s business.
❑ Have daily or weekly accountability
❑ Allow employees to engage in a LEAN
process.

❑ Consider using one of the LEAN leadership
competencies of coaching.

Best Practices-22 MIN
❑ Brainstorm ways to be an effective supervisor in
the “buffer zone” on page 10
❑ Flesh out additional ideas for your assigned
unique situation on page 11
❑ Read your assigned tips on page 14 and flesh

out your tips with real-life examples or additional
strategies.
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Effective leadership is putting
first things first. Effective
management is discipline,
carrying it out.
~ Stephen Covey

If your actions inspire
others to dream more,
learn more, do more
and become more,
you are a leader.
-John Quincy Adams

Leadership and
learning are
indispensable to each
other.
-John F. Kennedy
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Creating a Vision

Building Alignment

Championing
Execution

From The Work of Leaders by Julie Straw, Mark Scullard,
Susie Kukkonen and Barry Davis

From your Pre-Work
What are your top strengths? What
are 1-2 opportunities (weaknesses) as
a leader?

Traditional v. Relational Supervision

TRADITIONAL:

RELATIONAL:

▪ Identify issues to be addressed

▪ Create relationship with employee

▪ Explain rules clearly

▪ Clearly present the problem

▪ Explain consequences

▪ Get employee’s perspective

▪ Offer possible solutions

▪ Engage in problem-solving

▪ Request/direct person to comply

▪ Help employee commit to action
steps
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Team Building

Activity
Think of your most successful team experience.
❑ What were the characteristics of the team?

A Team Is…

Two or more people who share common goals as well as
the rewards and responsibilities for achieving them.
Team members set aside their own needs for the greater
good of the group.
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A Team Is…
A team is a small number of people
with complementary skills who are
committed to a common purpose,
performance goals, and approach
for which they hold themselves
mutually accountable.
-The Wisdom of Teams by Jon R. Katzenbach and Douglas K. Smith

Organizational Truths
In the absence of direction, we set our own.
In the absence of definition, we develop our
own.
In the absence of information, we create our
own.

Your Team/Work Group

Consider your work group:
•What is the mission of your unit?
•How do the unit goals move the organization toward
mission accomplishment?
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Team Success Criteria
•

Clear team goals, measurements, and expected results

•

Team Norms

•

Individual and Shared Team member roles/responsibilities

•

Operating procedures/processes

•

Clear and open communication

Norms
Explicit or implicit ground rules
that determine appropriate
behavior for team members

The Team Charter
A charter statement enables the team to…
✓ Understand their boundaries

✓ Know what is and isn’t within their jurisdiction
✓ Understand where the project fits in the organization’s
vision/mission
✓ Have a clear idea of where and when they should begin
TEAM CHARTER
 The process to be examined:
 The expected outcome of the project:
 Deliverables (presentations, reports, etc.):
 Timelines (when the project should end/begin):
 Team membership and role definition (sponsor,
team leader, advisor, team members):
 Boundaries or restrictions (fiscal, time, etc.)
 Sponsor: ___________________________
 Process Owner: _____________________
 Team Leader: ______________________
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The Five Behaviors of a
Cohesive Team Model

Adapted from Five Behaviors of a Cohesive Team, based on the book by Patrick Lencioni, The Five Dysfunctions of a Team

The Five Dysfunctions of a Team

Inattention to
RESULTS

Patrick Lencioni

Avoidance of
ACCOUNTABILITY

Lack of
COMMITMENT

Fear of
CONFLICT

Absence of
TRUST

Cohesive teams…
✓ Make better, faster decisions
✓ Tap into skills and opinions of all members
✓ Avoid wasting time and energy on politics,
confusion, and destructive conflict
✓ Create a competitive advantage
✓ Are more fun to be on!
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Five Behaviors & Team Metrics DISCUSSION QUESTIONS
35 minutes

Five Behaviors
1. How is your team doing with that assigned behavior?
2. What are ways to improve that behavior
Team Metrics
1. Read Pages 47- 48.

2. What metrics does your team use to measure?
Case Scenarios
Discuss and complete your Assigned Case Scenario

Self-Assessment – Team Leader Behaviors

Discussion – Team Metrics
As a table team, identify team
behaviors and team results that
could be ways to measure your
team’s performance.
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Team Climate Survey
Ask your team what they think
Provides you with a “pulse” of your team

Helps provide you with a benchmark

Case Scenarios

Communication and
Styles
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Four Step Expressing Model

1.

Assess yourself

2.

Make a “door opener” comment

3.

Send your message

4.

Check for understanding

Communication Approaches

▪ Assertive
▪ Aggressive
▪ Passive

Communication Approaches – Page 62
▪ Assertive - Behavior in which you stand up for yourself in a
way that does not disrespect someone else. It is “give and
take” and is based on mutual respect. It is a direct, honest,
and appropriate expression of one’s feelings, opinions, and
beliefs. The goal is to achieve win-win in communication.
▪ Aggressive – You stand up for yourself that disrespects
others. You express your needs or desires that does not
take into account the welfare of others. The goal is to win
at all cost.
▪ Passive – You avoid expressing your opinions or feelings.
When you are passive, you choose to disrespect yourself.
The passive style is designed to avoid conflict at all costs.
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Communication Assignments
About 20-25 minutes or so ☺

Before you begin – each person shares his/her approach. Do you tend to be
passive or aggressive or assertive?
▪

Page 63 – Situation 2

▪

Page 66

▪

Each person share own listening blocks. (From Pre-Work). (Pages 70-71) As a
group, choose 1-2 listening blocks and brainstorm ways to overcome the blocks (on
chart paper)

▪

Each person share biggest insight from the Listening Self-Check (page 72) (From
Pre-Work)

▪

Do the Paraphrasing exercises on page 78 (#1, #4, #5)

▪

EXTRA CREDIT – Page 59 – Situation 3–How would you feel/What would you say?

Basic Principles for Effective Communication

❑ Be direct
❑ Be clear
❑ Be human
❑ Be flexible
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Common Language

Non-threatening Non-judgmental

Safe for everyone to use

Everything DiSC Workplace®
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Program Overview
Everything DiSC Workplace®
▪ Discovering Your DiSC® Style
▪ Understanding Other Styles
▪ Building More Effective Relationships

111
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Discovering Your DiSC® Style
Module 1

Copyright ©2018 by John Wiley & Sons, Inc. All rights reserved.

How You See Yourself

Fast-Paced &
Outspoken

Cautious &
Reflective
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How You See Yourself

Fast-Paced &
Outspoken
Cautious &
Reflective
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How You See Yourself

Questioning
& Skeptical

Accepting
& Warm
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How You See Yourself

Questioning
& Skeptical

Accepting
& Warm
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How You See Yourself
Fast-Paced &
Outspoken

Questioning
& Skeptical

Accepting
& Warm

Cautious &
Reflective
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How You See Yourself
Fast-Paced &
Outspoken

Questioning
& Skeptical

Accepting
& Warm

Cautious &
Reflective
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How You See Yourself
Fast-Paced &
Outspoken

Questioning
& Skeptical

Accepting
& Warm

Cautious &
Reflective
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How You See Yourself
Fast-Paced &
Outspoken

Questioning
& Skeptical

Accepting
& Warm

Cautious &
Reflective
120
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How You See Yourself
Fast-Paced &
Outspoken

Questioning
& Skeptical

Accepting
& Warm

Cautious &
Reflective
121

Group Discussion
Why did you answer the way that you did?
▪ Give examples
▪ Record responses
on your flip chart
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Goals
▪ Learn about DiSC®
and the Everything
DiSC Workplace® Map
▪ Identify your style and
explore the priorities
that drive you
▪ Discover similarities
and differences among
the DiSC styles
123
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Priorities
Look at this Everything DiSC Map and the eight words around the map. These are called
priorities, or the primary areas where people focus their energy.
What priorities around the map do you most identify with?

D

i

Dominance

Influence

C

S

Conscientiousness

Steadiness

Introduction to DiSC®

125
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Discovering DiSC®
Fast-Paced &
Outspoken

Questioning
& Skeptical

Accepting
& Warm

Cautious &
Reflective
126

42

Discovering DiSC®
Fast-Paced &
Outspoken

D
Questioning
& Skeptical

Accepting
& Warm

Cautious &
Reflective
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Discovering DiSC®
Fast-Paced &
Outspoken

D
Questioning
& Skeptical

i
Accepting
& Warm

Cautious &
Reflective
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Discovering DiSC®
Fast-Paced &
Outspoken

D
Questioning
& Skeptical

i
Accepting
& Warm

Cautious &
Reflective

S
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Discovering DiSC®
Fast-Paced &
Outspoken

D
Questioning
& Skeptical

C

i
Accepting
& Warm

Cautious &
Reflective

S
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Cornerstone Principles
Everything DiSC Workplace®
Profile Page 2
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Your DiSC® Style
Page 3

132
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Your DiSC® Style

133

Your Inclination

Strong
Moderate
Slight
134

Your DiSC® Style Overview
Page 4

▪ Read and personalize
✓ = like you
X = not like you
? = not sure

▪ Underline three
statements that best
describe you




?

x



?



x
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Group Discussion

Groups of three
discuss:
▪ Give examples
▪ Record responses
on your flip chart
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Priorities of Your DiSC® Style

i Style

i Style + Accuracy
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Your Priorities
Page 5

▪ Read and personalize
✓ = like you
X = not like you
? = not sure







?

x
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Your Motivators & Stressors
Page 6

▪ Read and personalize
✓ = like you
X = not like you
? = not sure

▪ Underline one
statement from each
category that best
describes you


?


x
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Group Discussion

Groups of three
discuss:
▪ What you chose
▪ Give examples of
how they’ve been
true for you
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A Day in the Life

Describe what it is like to be
your style
▪ Use your profile and
experience
▪ Consider the questions
on the handout
▪ Use words, statements,
pictures, etc.

141
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A Day in the Life

▪ Present your
“Day in the Life”
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Personal Reflection

▪ Review your profile
and the “Day in the
Life” descriptions
▪ Write things to
remember

143

Discovering Your DiSC® Style

144
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Understanding Other Styles
Module 2
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Goals
▪ Discover your
reaction to different
DiSC® styles
▪ Identify what works
for you and what
challenges you
▪ Use DiSC to
understand the
people you work with
146

Understanding Other Styles

▪ Identify DiSC® style for each team member
▪ Why do you think this?

Tom

Sally

Stephanie

Dante

147
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Galaxy Project – Part 1

148
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Understanding Other Styles

▪ Identify DiSC® style for each team member
▪ Why do you think this?

Tom

Sally

Stephanie

Dante
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Understanding Other Styles

▪ Identify DiSC® style
of each team member
▪ Why do you think
this?

D

i

C

S

150
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Understanding Other Styles

▪ What are stressors
for each team
member?

D

i

C

S

151

Galaxy Project – Part 2

152
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Understanding Other Styles

▪ What are stressors
for each team
member?

D

i

C

S

153
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Understanding Other Styles

▪ How does each team
member react in
conflict?

D

i

C

S

154

Galaxy Project – Part 3

155
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Understanding Other Styles

▪ How does each team
member react in
conflict?

D

i

C

S

156
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Working with DiSC® Styles
▪ Write down the DiSC®
style of someone you
want to work more
effectively with
▪ If you don’t know, ask
yourself…
– Are they more fastpaced or cautious?
– Are they more
questioning or
accepting?
157

Working with DiSC® Styles
D Style

i Style

Results, Action, Challenge

Enthusiasm, Action, Collaboration

What’s difficult

What works

What’s difficult

What works

C Style

S Style

Accuracy, Stability, Challenge

Support, Stability, Collaboration

What’s difficult

What works

What’s difficult

What works
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Working with DiSC® Styles
Everything DiSC
Workplace® Profile
If you chose

If you chose

D

i

go to Page 8

go to Page 9

If you chose

If you chose

C

S

go to Page 11

go to Page 10

159

53

Working with DiSC® Styles

Strong-willed, forceful,
control outcomes,
stubborn, demanding

Looks for new
challenges

160

Group Discussion
▪ Discuss what you
each wrote about
working with this style
▪ Write what each
person reports in the
appropriate column

D Style
Results, Action, Challenge

What’s difficult

What works

It’s OK to have the same
characteristics appear in
both columns
161

Group Sharing

▪ Each group presents
▪ Use the information to
fill in the remaining
styles

Strong-willed, forceful, Looks for new
control outcomes,
challenges
stubborn, demanding

162
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Group Reflection
Put stickers on
each chart

D Style

i Style

Results, Action, Challenge

Enthusiasm, Action, Collaboration

What’s difficult

What works

What’s difficult

What works

= Most difficult
for you
C Style

= Works most
for you

Accuracy, Stability, Challenge

What’s difficult

What works

S Style
Support, Stability, Collaboration

What’s difficult

What works
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Building Effective Relationships

164

Building More Effective Relationships
Module 3
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Priorities in how you Manage others
Look at this Everything DiSC Management Map and the eight words around the map.
These are called priorities, or the primary areas where people focus their energy.
What priorities around the map do your staff members most identify with?

Goals
▪ Learn how others have
bridged differences
▪ Practice using DiSC®
to build more effective
relationships at work
▪ Write an action plan for
building more effective
relationships
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Introduction to People Reading
Remember That…
There are no good or bad styles.
There is no best style.
All styles have strengths and limitations.
All styles can be more or less effective.
People are a mixture of styles.
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Observable Behavior

People reading is not designed to label people
People reading can help us interact
more effectively with others
No one has a “pure style”

PPT 7-12
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People-Reading Method
1.

2.

57
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People-Reading Method

3.
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How to Play the Game
Watch a video modeling a DiSC®

style

Make a buzzer sound when you know the answer
Take 10 seconds to confer on the answer with
your team

Answer correctly – 1

point for the team

Answer incorrectly – another
the point

team will try to take

174

People Reading Round 1

58
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People Reading Round 2
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People Reading Round 3

177

People Reading Round 4

59
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People Reading Round 5
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People Reading Round 6

180

People Reading Round 7
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Working with Sally
▪ What challenges did the
coworkers experience?
▪ What did they learn to do?
▪ What tips did Sally give to
work more effectively with
her?
Sally
“D” Coworker

181

Working with Sally

182
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Working with Sally
• What challenges did the
coworkers experience?
• What did they learn to do?
• What tips did Sally give to
work more effectively with
her?
Sally
“D” Coworker

183
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Working with Sally
• What strategies might be
useful to you? Why?

Handout 3.1

Sally
“D” Coworker
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Working with Stephanie
• What challenges did the
coworkers experience?
• What did they learn to do?
• What tips did Stephanie give
to work more effectively with
her?
Stephanie
“i” Coworker

185

Working with Stephanie

186
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Working with Stephanie
• What challenges did the
coworkers experience?
• What did they learn to do?
• What tips did Stephanie give
to work more effectively with
her?
Stephanie
“i” Coworker
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Working with Stephanie
• What strategies might be
useful to you? Why?

Stephanie
“i” Coworker
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Working with Tom
• What challenges did the
coworkers experience?
• What did they learn to do?
• What tips did Tom give to work
more effectively with him?
Tom
“S” Coworker

189
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Working with Tom

190
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Working with Tom
• What challenges did the
coworkers experience?
• What did they learn to do?
• What tips did Tom give to work
more effectively with him?
Tom
“S” Coworker

191

Working with Tom
• What strategies might be
useful to you? Why?

Tom
“S” Coworker

192
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Working with Dante
• What challenges did the
coworkers experience?
• What did they learn to do?
• What tips did Dante give to
work more effectively with
him?
Dante
“C” Coworker

193

Working with Dante

194
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Working with Dante
• What challenges did the
coworkers experience?
• What did they learn to do?
• What tips did Dante give to
work more effectively with
him?
Dante
“C” Coworker

195
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Working with Dante
• What strategies might be
useful to you? Why?

Dante
“C” Coworker
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Working with DiSC® Styles
▪ Think of the DiSC®
style of the person
you want to work
more effectively
with
▪ Take your profile
and handouts to
the sign for that
style
197

Working with DiSC® Styles
Everything DiSC
Workplace® Profile
If you chose

If you chose

D

i

go to Page 12

go to Page 13

If you chose

If you chose

C

S

go to Page 15

go to Page 14

198
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Increase Your Effectiveness

Pages 12–15

▪ Read the three
sections
▪ Mark one strategy in
each section to use
more effectively
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Group Discussion

Tell one another:
▪ Your style
▪ Your strategies
▪ Why you chose
them

200

Action Plan
Page 16

▪ Select one strategy to
focus on
▪ Write the strategy on
Handout 3.2
▪ Read description and
bullet points

201
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Action Plan

Write an action plan
▪ Refer to ideas from
profile Page 16
▪ Use the handout
questions as a guide
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Building Effective Relationships

Partner discussion:
▪ Share your action
plan
▪ Provide feedback

203

Building Effective Relationships

204
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Conflict and Styles

Tends to:

ASSERT

D

i

C

S
Tends to:

SUPPRESS

Focuses
on:

LOGIC

D i

Focuses on:

FEELINGS

C S

PPT 6-17
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Responses to Conflict
DEMAND
Goal: Victory

Tends to:

ASSERT

EXPRESS
Goal: Acknowledgement

Focuses on:

Focuses on:

LOGIC

FEELINGS

WITHDRAW

Tends to:

Goal: Justice

SUPPRESS

COMPLY
Goal: Harmony

PPT 6-17
PPT 6-18

Step 1:
Recognize

People have different
communication styles.

Step 1:
Recognize

Step
2:
Under
stand

People have different
Goals
Fears
Motivations
Ways of seeing the world
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Step 1:
Recognize

Step 2:
Understand

Develop productive
interactions by adapting
as needed.

Step 3:
Adapt

DD i
S
CC S

Enhancing Team Effectiveness
❑What is your communication style?
❑ What happens when you are stressed?
❑ Identify what you need from the team to be effective.
❑ As a team, talk about how you can work together.

Is there a predominant team style?
❑D culture – quick decisions, direct answers and
a competitive atmosphere. Interpersonal
communication may suffer in this environment
and those less assertive may feel overwhelmed
❑i culture – energetic atmosphere, a focus on
innovation, and lots of time spent in meetings or
social gatherings. Those less people-oriented
may be frustrated by the focus on group activities
and poor planning and lack of details may prevent
an I culture from implementing any ideas

OH-23

71

❑S culture – stability, predictability, and friendliness.
Values strong teamwork and a management worklife balance. Stagnation may be a risk in this culture
and efforts to move the organization forward may
met with hesitation
❑C culture – quality, accuracy, and order. Cynical
toward new ideas and trust usually has to be earned.
The group may miss opportunities because it spends
so much time analyzing and may resist growth for
fear of lowering its standards

Implications of Group Culture
What does your group value the most? What types of
behaviors does it reward? What does it encourage?
❑D culture - Results, independence, achievement, decisiveness, and
success

❑i culture - Enthusiasm, optimism, collaboration, passion, and fun
❑S culture - Thoughtfulness, teamwork, humility, stability, and harmony
❑C culture - Accuracy, dependability, precision, competency, and quality

Additional Style Discussion Questions
• What could be the potential drawbacks of your style as a supervisor?
• What can you do to compensate for these drawbacks?
• How can you use the strength of your style as a supervisor?
• How do you typically behave in conflict?
• What are your “trigger points” in conflict? (What makes you go from healthy
to unhealthy behaviors in conflict?)
• How can you use the knowledge of conflict in your role as a supervisor?
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Working Effectively with You
Everything DiSC Workplace®
Style Guide

▪ Draw your dot on the
map
▪ Write three things
that others should
know about you
▪ Write clearly and
legibly

I don’t like sudden or last-minute
changes
I like to work with others on
projects
I’m not comfortable with high-risk
ideas

217

Working Effectively with You
Group Discussion:
▪ Show your card
▪ Share two things
you wrote

I don’t like sudden or last-minute
changes
I like to work with others on
projects
I’m not comfortable with high-risk
ideas
218

Action Plan
Personalized Style Index
Pages 17–20

219
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What’s Next?
Compare DiSC® styles with others who have
completed an Everything DiSC® assessment

220

Effective Working Relationships

221

Everything DiSC Workplace®

Thank You!
222
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Share one idea or take
away from this
conversation on styles.

Cultural and Generational
Differences

Definition

Culture: Learned and shared
beliefs, assumptions and values
about the “right” way to behave
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The Generations at a Glance

Traditionals

Boomers

Gen X

Gen Y

COMING
SOON:
Gen Z

Influences
Traditionals
Boomers

• Great Depression
• World War II
• Post-War Era
• Social and cultural change

Gen X

• Economic insecurity; cruel world
• Latchkey

Gen Y

• Digital age
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Work Styles and Preferences
Traditionals
Boomers

• Can Do
• Why Do?

Gen X

• I’ll Do

Gen Y

• Let’s Do

Communication Preferences
Traditionals
Boomers

• No news is good
news
• Tell me why

Gen X

• Let me decide

Gen Y

• Often, and LOTS of
it

Motivation, Reward and Recognition
Traditionals
Boomers

• Just tell me what you want
• Acknowledge the TASK
• I love competition
• Acknowledge my contributions

Gen X

• I want a chance to spread my wings
• Acknowledge the PERSON

Gen Y

• It has to matter
• Reward the team
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Managing Change

Four levels of change

Change brings Emotions

Confusion
or Fear

Loss of
Identity

Withdrawal

Anger
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The Seven Dynamics of Change
1.

People will feel awkward, ill-at-ease and self-conscious.
Key Strategy: Communicate the change.
Common wonder: “I wonder if I’ll ever get used to the
new way.”

2.

People will think about what they give up.
Key Strategy: Don’t try to sell the benefits of the change
effort initially. Legitimize the losses, and allow them to
mourn.
Common wonder: “I wonder how I’ll get along without
_______.”

The Seven Dynamics of Change
3.

People will feel alone even if everyone is going through
the change.
Key Strategy: Structure activities that create involvement.
Encourage them to share ideas and work together to help
each other.
Common wonder: “I wonder why I’m the only one in this
mess.”

4.

People can handle only so much change.
Key Strategy: Set priorities, and go for the long run.
Common wonder: “I wonder when they’ll stop changing
the rules on me.”

The Seven Dynamics of Change
5.

People are at different levels of readiness for change.
Key strategy: Don’t label or pick on people. Recognize
that some people are risk-takers and others take
longer to feel secure.
Common wonder: “I wonder if I’ll ever catch up.”

6.

People will be concerned that they don’t have enough
resources (Time, money, skills, etc.).
Key Strategy: Encourage creative problem solving.
Common wonder: “I wonder where I’ll ever find what I
need.”
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The Seven Dynamics of Change

7. If you take the pressure off, people will revert back to old
behaviors.
Key Strategy: Keep a focus on maintaining the change,
and manage the journey.
Common wonder: “I wonder what that was all about.”

Change

Change always comes
bearing gifts.
-Price Pritchett

Change

The only difference between a
rut and a grave is their
dimensions.
-Ellen Glasgow
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Gleicher’s Change Formula
f = d, v, k > pc
If you want the energy to make a change, it is a
function of 3 things:
•
•
•
•

d=dissatisfaction with the status quo
V =vision
K =knowledge
pc = perceived cost to me

CHANGE DISCUSSION QUESTIONS
Pages 106-107 – How do you help that person get to “Navigator?”
Pages 108-109 – How do you help that person’s emotional state?
Page 100 – What myths have you believed? What myths might your staff
believe?
Page 111 – What examples of artifacts and ceremonies have you seen in
the workplace?
Page 112- Discuss Assigned Case Scenario

TIME: 20 minutes

The Four-Step Change Model
•Phase 1: Denial – There are feelings of numbness, a
“this isn’t happening” feeling. Disbelief.
•Phase 2: Resistance – There is self-doubt, anger,
depression, anxiety, frustration.
•Phase 3: Exploration – There is a focused energy on
the future. There is a re-inventing of self and a time of
excitement.
•Phase 4: Commitment – There is a renewed focus on a
plan with a new mission and action plans to make this
new change work.
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Denial

Resistance

Seek more
information about the
change.

Identify and explore
your concerns with
the change.

Talk with others who
will be affected by the
change.

Bring your losses out
in the open.

Understand the
proposed change
and try to understand
the real impact on
you.

Exploration
Get feedback on
your ideas.
Seek people who
have experienced
similar changes.

Talk with others who
can listen to your
feelings, thoughts, and
perspective.

Commitment
Celebrate your
movement in this
change process.
Don’t expect
everyone to be
where you are in the
stage.

Performance Management

Employee Performance Management System

▪ Job Content and Classification
▪ Staffing

▪ Training, Development and Career
Development
▪ Performance Planning and Appraisal
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City of Vancouver

Effective Performance Management
▪ Employees know what is expected of them
▪ Employees are linked to organizational mission
▪ Successful performance is recognized and rewarded
▪ Poor performance is dealt with
▪ Communication and feedback are ongoing
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What is a job description?

A job description
describes the primary
responsibilities, tasks,
functions, qualifications,
and duties of the job.

Total Compensation

Salary

Benefits

Workplace
Environment

Workplace Environment

Performance Management
•Performance Planning
•Coaching/Mentoring
•Leading employees out of
performance lethargy

Office Environment
•Professional level office
furniture
•Lighting, ventilation
•Ergonomic analysis

Work/Life Balance
•FMLA without guilt
•Tele-working
•Personal time hours

Workplace Culture
•Caring, empathetic
•Communication as a core value
•Supports management
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Creating an Environment where Performance Matters
1.

Accurate job descriptions and job classifications

2.

Clear job expectations & performance standards

3.

Professional development

4.

Performance evaluations

5.

Documentation

6.

Recognition

7.

Good hiring

8.

Structured onboarding process

9.

Team goals and outcomes

10. On-going feedback and coaching

Managing Performance

▪ Communicating expectations
▪ Providing feedback
▪ Supporting team and

individuals

Case Scenarios
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Conflict Resolution

Six Critical Steps
1. Assess yourself
2. State the facts
3. Get clarification
4. Find common ground
5. Get mutual agreement
6. Follow up

Step 1: Assess Yourself
Considerations:

–Your conflict style
–Verbal and non-verbal cues
–The role of impact v. intention
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Step 2: State the Facts
The stories we tell
▪ The situation
▪ The other person
– Victim
– Villain
– Helpless
Separate story from fact

Step 3: Get Clarification
▪
▪
▪
▪

Validation
Contrasting
Be willing to listen
Seek the truth through clarifying,
paraphrasing
▪ Don’t look to disprove or “win”
▪ Be patient
▪ Be observant

Step 4: Find Common Ground
▪
▪
▪
▪

The win-win model
“Either/or” versus “and”
Identify both parties’ needs
Search for a goal that benefits both
– Brainstorm options
– Discuss consequences of each
– Choose best solution
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Step 5: Get Mutual Agreement
▪ Decide HOW to decide
– Command
– Consult
– Vote
– Consensus
▪ Document who does what by when

Step 6: Follow Up
▪ Hold each other accountable
▪ Regularly check-in with each other
▪ Make adjustments as necessary
▪ Celebrate success

Emotional Intelligence
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Activity
Someone you Admire as a Leader

What do you think really made this
person successful?

Listens
Passionate
Good communicator
Inclusive of others
Inspirational
Motivating
Positive
Personable
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What do you think of when you think of Emotions?

We Need our Emotions!

Question for Discussion
(Big) Life Decisions:
% ____(Logic)
% ____(Emotion)
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Emotional Intelligence is the ability to
sense, understand, and effectively
apply the power and acumen of
emotions as a source of human
energy, information, connection, and
influence.
-Daniel Goleman

It is emotional intelligence that
motivates us to pursue our unique
potential and purpose, and
activates our innermost values
and aspirations!

Emotional Intelligence relates to
your ability to motivate yourself
and others, manage your moods,
think clearly despite strong
emotions, and be hopeful.
- Daniel Goleman
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Leadership and Emotional Intelligence
❑Emotional intelligence is central for leadership.
❑The importance of EQ increases, the higher you
go up in an organization.
❑For star performance in all jobs, every field,
emotional competence is twice as important as
purely cognitive abilities
Adapted from Executive EQ: Emotional Intelligence in Leadership and Organizations by
Robert Cooper and Ayman Sawaf

Emotional Intelligence
❑Self-Awareness – Know thyself!
❑Self-Management – Managing your emotions
❑Social Awareness – Ability to be empathetic
❑Relationship Management – Ability to
collaborate with others

92

Self-Awareness
The ability to recognize your own emotions and how they
affect your thoughts and behavior, know your strengths
and weaknesses, and have self-confidence.
This is the ability to step outside yourself with focused
observation of how you feel and react in various
situations; being aware of one’s biases, prejudices, faulty
assumptions, and irrationalities.

Dr. Daniel author of Emotional Intelligence (1995)

Self-Management
The ability to control impulsive feelings and behaviors,
manage your emotions in healthy ways, take initiative,
follow through on commitments, and adapt to changing
circumstances.
Having a non-reactive analytic approach to your feelings
and problem solving to increase appropriate responses.

Social Awareness
The ability to observe and understand the emotions,
needs, and concerns of other people, pick up on
emotional cues, feel comfortable socially, and recognize
the power dynamics in a group or organization.
Essentially, this is empathy, a critical "people skill."
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Relationship Management
Having concern for others. Acting responsibly even
when it is not to your personal benefit.
The ability to develop and maintain good relationships,
communicate clearly, inspire and influence others,
work well in a team, and manage conflict.
In other words, having good social skills and being
competent in relating to the emotions of others and
remain connected.
Dr. Daniel author of Emotional Intelligence (1995)

EI Inventory

How Emotionally Aware are You?

Recognition and
Employee Engagement
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Why Rewards and Recognition Matter
❑ Recognition provides the positive
reinforcement for employees to do their best
work
❑ The new generation of workers want to do
work that matters
❑ Recognition provides that low-cost way of
encouraging higher levels of performance

What Motivates us?
1. Autonomy

2. Mastery
3. Making a contribution
Daniel Pink, “The Surprising Truth about what Motivates us” (TED video)
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Why give recognition? Recognition…
•Creates a culture of productivity

•Enhances morale
•Contributes to customer loyalty
•Sustains a positive work environment

•It tells staff members that “they matter”

Recognition
Tailor your recognition to the individual

Coaching and Motivating
Others
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Teaching v. Coaching

A teacher shows or tells.
A coach helps another see or do for themselves.

Continuum of Learning

Teaching

New employees

Coaching

Experienced employees
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Action 1: Identify the Opportunity
EXAMPLES
▪ Sought your help or feedback
▪ Struggled with a task
▪ Took on new responsibilities
▪ Appears frustrated or confused
▪ Seems indecisive or stuck
▪ Performs inconsistently
▪ Seems unsure of abilities
▪ Expresses a desire to improve

Action 2: Confirm They’re Ready
▪ Ask questions to gauge their readiness
and interest
▪ If appropriate, explain the benefits of
coaching

Action 3: Clarify the Situation
▪ Ask questions to determine the facts
▪ Focus on building awareness, not on solving the
problem

▪ Listen carefully
▪ Offer information as needed
▪ Summarize from time to time
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Action 4: Identify Solutions
▪ Ask questions to generate a list of
possible actions
▪ Help them weigh the pros and cons of
each option

▪ If all else fails, prime the pump

Action 5: Gain Agreement
▪ Ask questions to help the person
make decisions
▪ Ask further questions to clarify the
plan
▪ Address their need for support
▪ Ask about any lingering doubts

Action 6: Offer Support
▪ Express your continued interest and
confidence in them
▪ Resist taking on too much
responsibility
▪ Make referrals, if needed
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Setting Expectations and Goals
Use S.M.A.R.T. Criteria:

Specific

Measurable

Results –
Oriented

Attainable

Time bound

Conducting the Coaching Session
▪ Set and follow an agenda
▪ Ask questions
▪ Listen carefully
▪ Build knowledge
▪ Practice and role-play
▪ Explore options
▪ Assess learning
▪ Discuss issues and questions

ACTION PLANNING

▪ What do you want to remember
as a result of this class?
▪ What actions will you commit to
implementing as a result of this
course?
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So What?

What Next?

What ways can I
become a more
effective supervisor
or manager?
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What is one action
that I can take as a
result of this session?

Action
Plan

Leadership
Essentials
Developed and Delivered to:
City of Vancouver

Jan Dwyer Bang, MBA, CSP
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