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DAY 2

Leadership for First-Line Supervisors

1

SECTION VI

Employee Grouping

2

U N D E R S TA N D I N G  
E M P L O Y E E  
D Y N A M I C S

• Believe it or not,  you may be grouping your 
employees

• Or, they may be grouping themselves

• What do I mean?

3

EMPLOYEE GROUPING

Generally speaking, we can put the people we lead into 3 groups:

1. The “in-group”

2. The “middle-group”

3. The “outer-group”

4

EMPLOYEE 
GROUPING

• The “in-group”

• These are your hard chargers

• They get things done and done correctly

• They are motivated and generally like their jobs

• They are driven – will take on extra duties

• They want to be you one day

• Chances are, they are like you

• They are not necessarily suck-up’s
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EMPLOYEE 
GROUPING

• The “middle-group”

• These personnel are not as motivated as your “in” 
people

• But they are fairly productive

• They may not have aspirations of being promoted

• They may be reluctant to take on extra 
responsibilities

• They may be more timid and less driven, or they may 
distance themselves from you due to a real or 
perceived grievance or fairness issue.

6
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EMPLOYEE GROUPING

• The “outer-group”

• These personnel are not motivated and are generally your 
marginal people

• They may have grievances or differing opinions than you and 
distance themselves

• They generally do not have aspirations of being promoted.

• Not very willing to take on extra duties

• Could fall under the personalities of curmudgeon or contrarian  

7

FOOD FOR THOUGHT

Understanding the “Pareto Principle” – the 80/20 
rule

8

PARETO PRINCIPLE

• Is an “observation”, not a law, that states that 
most things in life are not distributed evenly.

• Example
• 20% of the input creates 80% of the result

• 20% of the population owns 80% of the 
wealth

• 20% of the population cause 80% of the 
problems

• 20% of the workers produce 80% of the 
results
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PARETO PRINCIPLE

These numbers don’t always have to be 80 and 20

10

PARETO PRINCIPLE

Let’s look at this from a work 
output perspective:

Question

At your agency, where would you put the 
distribution ratios? 
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PARETO 
PRINCIPLE

Your top output people may 
be doing 90% of the work.

Or, they may actually be 
doing 50% of the work.

Don’t underestimate your 
middle and out group

12
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WHY DO WE NEED TO 
UNDERSTAND THIS?

• As a supervisor, it is good to have an idea of 
how work results are distributed

• Work to move the ratios as best as you can

• Most importantly, know that there are 
some that will do more than others – it’s 
just who they are

• questions

13

EMPLOYEE 
GROUPING

• As a leader, understand the group dynamics

• Personnel may move within the groups (not always 
constant)

• Don’t overburden your “in-group” – they will take 
on extra duties, but if you give too much, they feel 
overly stressed

• As a leader, try to move people closer to you

• Be aware of conflict within groups (out-group calling 
the in-group ass-kissers, etc)

• Understand the natural distribution of outcome 
ratios based on employee dynamics (pareto) and 
your work distribution ratios. 
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LEADERSHIP

QUESTIONS?

15

S E C T I O N  V I I
C O M M U N I C AT I O N  
&  G I V I N G  O R D E R S

“We should write that 
spot down”

16

C O M M U N I C AT I O N

17

COMMUNICATION

•What does communication mean to you?

•Definition:
• the imparting or interchange of thoughts, opinions, 

or information by speech, writing, or signs. 
• something imparted, interchanged, or transmitted. 
• a document or message imparting news, views, 

information, etc.

18
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C O M M U N IC AT IO N

• Barriers to Effective Communication

• In order for any organization to be effective and achieve 
its mission, it must utilize good communication practices. 
Organizational communication must exist vertically (up 
and down the formal chain of command) and laterally 
throughout its various branches.

19

COMMUNICATION

• Barriers to Effective Communication

• #1 – FAILURE TO LISTEN

• This is self explanatory. Some causes for    this problem are:

• Disinterest

• Mental preoccupation

• Lack of effort

• Physical barriers

20

C O M M U N IC AT IO N

• Barriers to Effective Communication

#2 – Status Differences

This can be helpful, or it can be a hindrance. Research has 
shown that people are more likely to accept ideas from 
those with “status” or rank. 

This is helpful when communicating with subordinates; 
however, it can be detrimental when subordinates 
communicate with supervisors

The new guy….right?

21

C O M M U N IC AT IO N

• Examples of status differences:

• Rank

• Seniority

• Job function (sergeant & dispatcher)

• Specific assignments that give perceived status, such as 
SWAT, K9, TAR, etc

• Ego

22

C O M M U N IC AT IO N

• Barriers to Effective Communication

#3 – Noise

Noise  is defined as interferences, such as stress, 
environmental distracters, physical problems or even 
personal attitudes, which can impede the effective flow 
of communication.

23

C O M M U N IC AT IO N

• As a supervisor, you are not exempt from stress, 
distractions, or just having bad days.

• However, just know that these issues can act as 
barriers to effective communication because you are 
not “truly” hearing what your coworker is saying.

24
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COMMUNICATION

• Barriers to Effective Communication

#4 – Fear of Criticism

Those who are insecure about communication may say 
nothing, or only give vague thoughts that give little to be 
criticized. As a supervisor, be aware of those who fall into 
this category and ensure they have a platform for 
communicating - without criticism. 

25

COMMUNICATION

• As a supervisor, be cognizant of this issue. New 
personnel are particularly susceptible to this.

• You may have coworkers that are just not so willing 
to talk to you in front of an audience due to fear of 
criticism by coworkers or you.

26

COMMUNICATION

• Barriers to Effective Communication

• #5 – Jumping to Conclusions

• You must suppress the tendency to jump to 
conclusions when ALL of the information has not been 
given. You will come off as disinterested and even rude; 
thus, eroding supervisory respect.

27

C O M M U N IC AT IO N

• Barriers to Effective Communication

• Other barriers include:

• Filtering – information fragmentation

• Intentional suppression or manipulation of 
information

• Complexity of communication channels

• Overloading of communication channels – KEEP 
INFORMAL CHANNELS OF COMMUNICATION 
OPEN & NOT CONVOLUTED!

28

COMMUNICATION
What are informal 

communication 
channels?

29

COMMUNICATION

• THE GRAPEVINE

• The best-known system for transmitting “informal” 
communication is the grapevine

• So called because it sort of meanders like a grapevine

• The grapevine is faster than formal “chain-of-command” 
communication

• Can be advantageous – gives leaders insight into 
employees’ attitudes and allows them to vent

• It can also be used to spread useful info

30
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GRAPEVINE

• Disadvantages

• Tendencies to spread rumors and untruths

• Its lack of responsibility to any group or person

• Its controllability

31

GRAPEVINE

• Classifications of grapevine 
communication
• 1. The single strand – A tells B, 

who tells C, …
• 2. The gossip chain – A seeks and 

tells everyone – the 
department’s Paul Revere

• 3. The probability chain – A 
communicates randomly to D 
and F, then probability leads to D 
and F to tell others, and so on

• 4. The cluster chain – A tells 3, 
then 1 of the 3 tells 2 others, 
and so on

32

GRAPEVINE

Why should we understand the 
grapevine? 

Does anyone have any grapevine 
stories – good or bad?

33

C O M M U N IC AT IO N

• Overcoming Communication Barriers

#1 – Practice Empathy

“Seek first to understand, then be understood”
Steven 

R. Covey

§ Know and understand your audience – consider their 
perspective (this is tough for some supervisors).

§ By considering their perspective, you gain better 
understanding AND you gain their respect. 

§ To be clear, I’m not saying you should agree, just 
consider their perspective.

34

C O M M U N IC AT IO N

• Overcoming Communication Barriers

#2 – Obtain Feedback

§ The most effective measure of whether your 
communication practices are working is through     
feedback.

§ Winning leaders demand feedback

§ It can be as simple as questioning whether 
understanding has taken place

§ Feedback from subordinates allows a supervisor to 
measure areas of strength and weakness, allowing 
him/her to make adjustments where needed. 

35

C O M M U N IC AT IO N

• Overcoming Communication Barriers

#3 – KEEP YOUR COWORKERS INFORMED

§ Coworkers should be fully informed of decisions that 
effect   them

§ Transparency is always the best policy

§ Employees will react better to change when they know 
and understand why the change is taking place

§ If you don’t keep coworkers informed with the facts, 
they will gather information from the “grapevine”, which 
is often misinformation

§ By keeping subordinates informed with the facts, you will 
keep the rumor mill disrupted or even stopped…or 
not…

36
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C O M M U N IC AT IO N

• Understanding and using VALIDATION

• “Validation is the recognition and acceptance of 
another person’s thoughts, feelings, sensations and 
behaviors as understandable” Karyn Hall 

• Simply put, it is truly listening to a person’s story 
(complaint, excitement, frustration, etc.) and 
acknowledging their feelings.

• You do not have to agree with the feelings to 
validate them

37

BREAKOUT 
TEAM

A subordinate comes to you and 
complains that his being passed over for 
a promotion is infuriating.

He adds that he does not feel valued 
and is considering working elsewhere

Give an example of an invalidating 
response.

Give an example of a validating 
response.

38

COMMUNICATION

An INVALIDATING response could be – “you are 
overreacting and should focus on the next promotion”

A VALIDATING response is – “I can see how being 
passed over would anger you. I know you put a lot of 
effort into preparing. However, there is nothing we can 
do about it, so let’s focus on moving forward and being 
better prepared the next time” 

You VALIDATED his emotions (without agreeing) and 
moved the conversation in a more positive direction

39

DELEGATION

• What is Delegation?

• The act of committing an activity to another’s care.

• Why delegate? Isn’t it better to take care of everything yourself?

• The answer is no. 

• Delegation frees a supervisor from routine tasks, which allow him/her to devote 
more time to broader planning activities.

• Delegation also provides beneficial activities for subordinates by broadening their 
job knowledge and experiences. 

40

DELEGATION

Delegation does NOT 
relieve a supervisor of the 
responsibility of the job. If 
a subordinate fails to 
complete a delegated task, 
the supervisor is 
ultimately accountable.

If a task is delegated by a 
supervisor, credit MUST
be given to the employee 
when it is done right. It is 
an egregious supervisory 
no-no to take credit for 
an employee’s 
efforts!!!!!

41

DELEGATION

• What Delegation is NOT

• A supervisor should never 
delegate tasks that should be 
done by him or her.

• For example:

• Admonishing another 
coworker

• Conducting roll call (just 
because the supervisor does 
not want to do it)

• Giving a report or brief to a 
higher ranking officer

42
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DELEGATION

• Delegation Failures

• Allowing upward delegation – If a supervisor finds 
himself doing a subordinate’s work because they failed 
or stated difficulties.

• Delegating a task, but not delegating authority. If a 
subordinate is given a task that requires some authority, 
this fact must be communicated to all of those involved.

• Taking credit for the completion of a delegated project.

43

SUMMARY

• Communication

• Communication must be clear, concise, and consistent.

• Identify and overcome communication barriers.

• Obtain feedback as much as possible.

• Remember that effective communication is two-way.

• Always keep your lines of communication with 
subordinates/coworkers open.

44

DELEGATION

• Summary

• Delegation frees a supervisor to focus on broader tasks

• Delegation increases a subordinates job skills, knowledge 
and confidence

• Delegation does not relieve a supervisor of 
responsibility

• Credit must be given to the subordinate completing the 
task

• Do not delegate tasks that should (or must) be 
completed by the supervisor

• Avoid and discourage upward delegation

• When delegating tasks, ensure that the subordinate is 
given the proper authority to complete it
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WORKING “WITH” EMPLOYEES

Providing
Direction

aka 
Giving Orders

Do It, now!

46

GIVING 
ORDERS

• “Ideally, order giving involves the complex process of 
communicating ideas in such a manner that the 
recipient interprets what he/she hears in the way the 
communicator intends” (Ionnone & Bernstein).

• Each order is susceptible to three interpretations:

• What the person actually says

• What he/she thinks he/she said

• What the recipient thinks he/she said

47

GIVING 
ORDERS

o Methods for giving orders:

n Direct Commands

n Requests

n Implied or Suggested Orders

n Requests for Volunteers

48
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GIVING 
ORDERS

o Direct Commands

n Direct commands are best used in situations where 
prompt action is needed. For example, at a serious 
accident scene where command is needed and there are 
many functions to be carried out by patrol officers. 

n Another use of this tactic may be with officers that are 
lazy, indifferent and do not want to take initiative. 

49

GIVING 
ORDERS

o Requests

n Most orders should be framed as requests, as most will 
resent an authoritarian approach.

n Most employees require no more than a request. He/She 
will construe it as an order.

n This method also works well with sensitive, nervous or 
easily offended officers.

n As a general rule, cooperation cannot be demanded, it 
must be won.

n Demands may be seen as ultimatums. If a supervisor 
does not follow up completely with every demand, he 
loses authority.

50

GIVING 
ORDERS

o Implied or Suggested Orders

n This type of order is used to good effect with reliable 
officers who readily assume responsibility.

n This method is also very useful when developing a 
reliable officer. For example, you may suggest to an 
officer that he/she read up on motor vehicle laws if 
there have been some issues with RSA accuracy.

51

GIVING 
ORDERS

• Requests for Volunteers

• You may approach a certain job by asking for volunteers. 

• We all know that the phrase, “does anyone want to 
volunteer” should be followed by, “to get the shaft”

• Do not use the volunteer system to avoid or circumvent 
assigning tasks to officers.

• Also, do not use the volunteer route to discard duties 
that should be performed by you.

52

GIVING 
ORDERS

• Method of Communication

• Verbal orders are generally satisfactory for simple and 
previously experienced tasks

• HOWEVER, “Written orders should be used in 
situations where complex operations or numerous 
persons are affected to ensure that all receive the same 
message” (Ionnone & Bernstein).

• Also, If issuing complex orders, consider having the 
employee repeat them back to you.

53

PROVIDING 
DIRECTION

o The Marginal Employee

n What do you think defines a marginal employee?

54
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PROVIDING 
DIRECTION

• A marginal employee is the person that does just 
enough work and quality of work that prevents any 
action or violates any policy.

• These are the employees that can be the biggest 
headache for a supervisor…WHY?

• These employees may feel that they are overqualified 
for their function and view their positions as menial. 

• A marginal employee may also be someone with a 
grievance and their attitude is suffering. 

• Your employee may just be plain lazy, but does just 
enough to keep their job.

55

PROVIDING 
DIRECTION

A supervisor should communicate with the 
marginal employee in order to figure out 
what the underlying issue is. 

If there is a grievance, work together to 
attempt to fix it, or at least come to terms 
with it – USE VALIDATION TECHNIQUES

A supervisor should set the standards for 
the employee – BUT, make sure they are 
attainable standards. Do not set them up to 
fail. 

56

PROVIDING 
DIRECTION

o Personal Notes on Setting Standards:

n Remember that in every race, someone has to finish last. 

n If you set a standard and someone just barely meets it, 
they have still met it. Do not set a standard and then 
admonish an employee if they closely make it. The 
supervisor loses credibility.

n Make sure your standards are attainable and are uniform 
for everyone. You can push employees individually to do 
better, but the baseline must be the same. 

57

SETTING STANDARDS

58

QUESTIONS

59

BREAKOUT TEAM 
SCENARIOS

60
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SCENARIO 1

• You are a newly promoted supervisor. You are 
meeting with your supervisor to discuss the team 
that you will now lead. Your supervisor tells you that 
there are several members of the team that seem to 
be lacking in their abilities to do their job –
particularly when it comes to making decisions at 
their level. Your supervisor feels that the team is 
unmotivated and does not take any initiative. 

• You are told that production is declining. Morale is 
also low with this team.

61

SCENARIO 1

• When you speak with the team’s previous supervisor, 
he tells you that the team is in poor shape. He adds 
that he often had to intervene and tell them how to 
do their jobs. He tells you that many of the members 
are not able to make their own decisions. He also 
tells you that there is one team member that is very 
squared away and he often turned to the squared 
away member to get tasks completed. 

62

SCENARIO 1

• What are some of the possible reasons the team has 
low morale?

• Why do you feel they are unable to make decisions 
that they should be making?

• What are some tactics the new supervisor (you) can 
take to make improvements in morale and 
production?

63

SCENARIO 
2

• You are once again a new supervisor at a small 
agency. You supervise four officers, but do not see 
two of them regularly due to differences in 

schedules. 

• These officers have a reputation of doing what they 
want, when they want. Their work product is 
minimal and the quality of work is poor.

• These officers are also known for being vocal 
regarding their distrust of the Administration and 
will often question policies or orders that come 
down from the Administration

64

SCENARIO 
2

• What leadership style would you say their previous 
supervisor used?

• What steps would you take to try and improve 
productivity, quality of work and attitude?

65

SCENARIO 
3

• You are a supervisor. You have an officer (Ofc. Smith) 
that is a hard charger (in-group). This officer often 
takes on extra tasks that you give her.

• You ask this officer if she would like to plan and set 
up a DWI checkpoint. She tells you that she does 
not want to do it and that you should give the task 
to Ofc. Jones instead.

• You soon realize that Ofc. Jones was sent to a 
coveted GSPCC training course. You also learn that 
Ofc. Smith had requested the school but was not 
selected to attend.

66
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SCENARIO 
3

• What is possibly going on with Ofc. Smith?

• What theory is possibly in play?

• How would you address it with Ofc. Smith?

67

CONFESSIONS • Tell about a situation where better leadership tactics 
probably would have produced a better outcome.

68

T R A IN IN G
A  SU P E RV ISO R ’S  

RO LE

69

TRAINING

70

TRAINING

• In your opinion, to what degree should a supervisor 
be involved with training his/her officers? 

• DISCUSS

71

TRAINING

• “The supervisory officer has a responsibility to train 
his subordinates by the most efficient and effective 
methods available to him/her. This vital function is an 
integral part of his/her job; one he/she cannot afford 
to omit or perform carelessly [or poorly]” (Ionnone 
& Bernstein, 2009, p. 60).
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TRAINING
n What do you think of when I say training?

73

TRAINING

Don’t think of training just as 
elaborate and lengthy topics.

As a supervisor, you will not 
have time to give lengthy and 

elaborate training.

Think refresher training or if 
the topic is fairly lengthy, 

break it up into segments.

74

TRAINING

• Training Topics:

• What ever you think they need and you can deliver!!!

• The training should be:

• Relevant – no astrophysics 

• Concise – think roll-call time frame

• Enthusiastic – no Ben Stein approach

• Frequent – as time allows

75

TRAINING

• Know and use your resources for training

• For example, if your officers need some training on 
forensic evidence searches, and you do not know how to 
do it yourself, then reach out to someone who does, such 
as a detective. Training does not have to be limited to 
what YOU know. 

76

TRAINING

• What does training accomplish for the supervisor?

• Maintains a level of Operational Readiness

• Operational Readiness is how prepared your officers are 
to handle daily operations (from rare to routine)

• Can identify areas of strength and weakness

• If done well, can create esprit de corpse 

• Increases officer confidence & self-awareness

77

TRAINING

• Principles of Learning

• 1. Principle of Readiness 
• When conditions are such that learning is 

favorable

• If the conditions are not favorable, such as 
students being tired, angry or distracted, 
then learning will not occur

• The teacher must be mindful of readiness 
conditions and make every effort to ensure 
the students and the environment is such 
that learning can take place

78
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TRAINING

• 2. Principle of Effect

• If the learning experience is positive and pleasurable, 
he/she is more likely to retain the training and 
consistently use it (positive effect)

• If the learning experience is negative and frustrating, the 
opposite can occur (negative effect)

79

TRAINING

• 3. Principle of Repetition

• Repetition, if done correctly, builds successful habits

• “A teacher can improve the learner’s ability to perform 
an operation by having him/her repeat it correctly until 
he/she can utilize the behavior in stressful conditions”
(Ionnone &Bernstein, 2009, p. 63).

• The more that a student is exposed to correct training, 
the longer he/she will retain the training.

80

TRAINING

4. Principle of Primacy

Things learned first, and the 
conditions they were learned in, 

will have a lasting effect on a 
student (get it right the first time)

5. Principle of Recency

That which is learned last is 
retained best (use repetition and 

reviews)

6. Principle of Intensity

The more intensely that a topic is 
taught, the more likely it is to be 

retained. 

81

TRAINING

• Training Resources:

• Video

• Policeone.com

• Youtube.com (screen first)

• Academy resources

• Current case law (prosecutor)

•Instructor Personnel

•Dt’s

•Firearms (SAFELY!!!!!!)

•DRE/DETECTIVES

82

TRAINING Questions about training?

83

BREAKOUT 
TEAM

• You are the supervisor on your shift.  You have 
been noticing that the officers that you supervise 
are missing key elements/components in their 
incident reports.  You are constantly sending 
reports back to these officers for clarification and 
detail.

84
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BREAKOUT 
TEAM

How can this problem ultimately effect 
your department?

What can you as a leader do to 
remedy this issue?

Should the officers that you supervise 
be the only people that you speak 
with regarding the concern?

85

WORKING“WITH”
EMPLOYEES

DISCIPLINE AND 
REWARDS

86

DISCIPLINE & 
REWARDS

• What is DISCIPLINE?

87

DISCIPLINE 
& 

REWARDS

• Dictionary.com defines discipline as:

• training to act in accordance with rules; drill: 
military discipline. 

• 2. activity, exercise, or a regimen that develops or 
improves a skill; training: A daily stint at the 
typewriter is excellent discipline for a writer. 

• 3. punishment inflicted by way of correction and 
training. 

• 4. the rigor or training effect of experience, 
adversity, etc.: the harsh discipline of poverty. 

• 5. behavior in accord with rules of conduct; 
behavior and order maintained by training and 
control: good discipline in an army

88

DISCIPLINE 
& 

REWARDS

• Positive Discipline

• “That form of training and attitudinal conditioning used 
to correct deficiencies without invoking punishment is 
known as positive discipline” Iannone & Bernstein

• The purpose of positive discipline is to correct errors 
and to instruct employees in such a way that they 
become loyal, dedicated, responsible and productive.

89

DISCIPLINE 
& 

REWARDS

• What are some examples of positive discipline?

• Counseling statement

• Door-to-door talks

• Corrective action brought about through training

• Coaching 

• * Reality Check…

90
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DISCIPLINE 
& 

REWARDS

• Negative Discipline

• Negative discipline is any action that takes the form of 
punishment or chastisement

• Used when positive measures do not work

• Typically follows an established “progressive”
standard, e.g. oral warning, counseling statement/written 
warning, letter of reprimand, suspension & termination 

• Dictated by policy 

91

BREAKOUT TEAM

• An officer on your shift contacts you while on a 
motor vehicle stop.  This officer is a veteran of over 
20 years.  He is a sound officer but not very active on 
duty.

• The officer advises you that he pulled a vehicle over 
for a minor violation.  He advises that while pulled 
over, the driver was rude to him and called him an 
obscene name.  As a result, the officer arrested the 
driver for disorderly conduct.

92

BREAKOUT TEAM

As a supervisor, what immediate 
action if any do you need to take?

Is there a training issue here that 
needs to be addressed?

What is the overall “big 
picture” concern for you as a 

supervisor?

93

DISCIPLINE 
& 

REWARDS

• Requisites of Punishment

• It must be certain

• It must  be as swift as possible

• It must be fair and impartial

• It must be consistent

• When punishment is applied in the above stated 
manner, it will serve to deter the effected party from 
further misconduct, and, it will serve to deter others. 

94

DISCIPLINE 
& 

REWARDS

• Rewards

• Rewards are a vital part of a supervisor’s leadership 
toolkit

• The best reward is a sincere acknowledgement of a job 
well done

• Try to reward or compliment in public (when possible) 
and admonish in private

• Rewards can also be extra responsibilities or duties. 
Employees that excel will often embrace extra duties. 
Make sure they are not taking on too much…don’t set 
them up for failure. (if you want something done, give it to a 
busy person…)

• Question: Is it okay to reward with coffee or lunch in 
certain situations?….DISCUSS

95

DISCIPLINE & 
REWARDS

• MORALE

• Ionnone defines morale as: a state of mind
reflecting the degree to which an individual 
has confidence in the members of his group 
and in the organization.

• Morale can fluctuate within individuals and 
groups - **know who your social leaders 
are**

• The state of morale is difficult to measure 
due to a multitude of factors:

96
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DISCIPLINE 
& 

REWARDS

• Morale Factors (positive or negative):

• Quality of leadership

• Level of discipline (too much or too little)

• Extraneous pressure

• Existence or absence of attainable goals

• Remuneration received (rewards, compensation)

• Working conditions

• Lack of communication (systemic)

• Partiality 

• Remember, some people are just negative by nature and 
will have “low” morale no matter what is done.

97

BREAKOUT 
TEAM • From a discipline/rewards perspective, what leadership 

principles would you apply to  handle bad morale issues?
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MORALE

• How do we deal with morale in our bubbles?

• 1. Listen – Obtain feedback regarding the morale issue

• Is the “perceived” problem within your bubble or is it 
systemic?

• Is the “perceived” problem based on fact or rumor?

• Is it a situation where they are upset over things they 
can’t control?

• Are they upset over something that you did, said or 
implemented?

• Remember transparency 
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MORALE

• 2. Know your people and know their strengths

• Know your social leaders and use them to help steer 
morale

• Speak often with your “Boo-Birds”

• Let them know that it is okay to fail (as long as they 
learn from it)

• Play to their strengths and let them grow as employees
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MORALE

• 3. Have their backs

• Make you sure you support your people

• Don’t “mother-hen” them

• Consistently pass up what a great job they are doing
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MORALE

• 4. Be a coach

• Impart your knowledge and experience to your people

• Use the validation technique we discussed

• Foster their professional development

• Work to make every shift a positive experience 
(Resonance)

• You can instill discipline without being an autocrat
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MORALE

• 5. Develop professional relationships

• Take the time to discuss topics outside of work

• Family

• A recent purchase

• Workouts

• Time outside of work – just be careful with this one

• No excess drinking

• Don’t do this one too often
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