	

	COMMUNICATIONS
[image: image1.jpg]




	             


TABLE OF CONTENTS

Page No.

PREFACE
4
ACTIVITIES AND APPLICATIONS FOR SUPERVISORS
5

PREVIEW
5

VIDEO PRESENTATION AND VIEWING
5

FOLLOW-UP ACTIVITIES
5

GROUP EXERCISES
6

COMMUNICATION FLOWS IN MANY DIRECTIONS SUPERVISORS <> EMPLOYEES
6
SECTION I:
DEVELOPING COMMUNICATION SKILLS

EFFECTIVE COMMUNICATIONS FOR SUPERVISORS
7
COMMUNICATION IS THE FOUNDATION OF LEADERSHIP
7
SUPERVISORS GET THINGS DONE THROUGH OTHER PEOPLE
7
COMMUNICATION GIVES AN IMPORTANT MESSAGE ABOUT YOU AS THE SUPERVISOR
7
CONSISTENCY SEEMS TO BE AN IMPORTANT FACTOR IN EFFECTIVE COMMUNICATIONS
8
EFFECTIVE LISTENING IS A GOOD COMMUMCATION TECHMQUE, WHICH CAN BE LEARNED
8
SECTION II
COMMUNICATION RELATES TO PRODUCTIVITY AND WORKMANSHIP

HOW DO YOU COMMUNICATE TO REDUCE SPECIFIC PROBLEMS?
9
DURING THE TIME OF SLOW-DOWN PRODUCTION OR POOR WORKMANSHIP, COMMUNICATION IS AN IMPORTANT ELEMENT
9
SUPERVISORS SHOULD DISCUSS SUBSTANDARD BEHAVIOR OR DECLINING JOB PERFORMANCE WITH THE EMPLOYEE 
9
SECTION III
FOUR BASIC COMMUNICATION BARRIERS OR PROBLEM AREAS TEND TO PREVENT GOOD COMMUMCATIONS

THE SHOP GRAPEVINE IS USED FREQUENTLY AMONG EMPLOYEES AS A COMMUNICATION TOOL

10


GET THE GRAPEVINE ON YOUR SIDE
11
SUMMARY
11
HOW ABOUT GRIPES AND COMPLAINTS?
11
GOOD COMMUMCATION TECHMQUES SERVE AN IMPORTANT PURPOSE IN DEALING WITH GRIEVANCES
12

SUPERVISORS NEED TO KNOW THEIR EMPLOYEES
12
EFFECTIVE COMMUNICATION INVOLVES EVERYONE
12
COMMUNICATIONS IS A TWO-WAY STREET
13
QUICK RULES FOR GOOD COMMUNICATIONS WITH YOUR EMPLOYEES
14
TIPS FOR SUPERVISORS IN COMMUNICATIONS
14
COMMUNICATING TO OTHER MANAGERS
15
COMMUNICATING TO EMPLOYEES
15
WAYS TO INCREASE LISTENING EFFECTIVENESS
15
GOOD COMMUNICATION TECHNIQUES
15
COMMUNICATIONS - SUPERVISOR TO EMPLOYEE
16
GIVING AND RECEIVING ORDERS
16
GETTING BETTER RESULTS FROM INSTRUCTIONS AND ORDERS YOU GIVE
17
SUMMARY - THE COMMUNICATION OF ORDER GIVING
17
SECTION IV


SUPERVISOR COMMUNICATIONS QUIZ
18
ABOUT THIS WORKBOOK 
 19   

COMMUNICATION
Preface

A good supervisor can't know too much about employee communication. Unless employees know how you feel and what you want the best management ideas in the world will not be effective.

Human communications get off track or are on the wrong channel. In trying to get our ideas across to others, our communication suffers from poor reception or interference. Thus, communication gaps develop.

Hadley Read once said: "We have developed communication systems to permit man on earth to talk with man on the Moon - -Yet mother often cannot talk with her daughter, father to son, labor with management or democracy with communism."

Welcome the ideas of others and they will be more responsive to your ideas. Open channels of communication and develop the fine art of listening. Real communication is a two-way street. Effective communication is a must in supervision!

ACTIVITIES AND APPLICATIONS FOR SUPERVISORS:

PREPARATION

Materials Needed:

Video - Effective Communications

Television and VCR
Leader's Guide for Film
Handbooks for Student Supervisors
Extra pens and/or pencils
Optional Materials:

Easel or Chalkboard

Easel paper; chalk
Markers (bright colors)

Transparent tape or masking tape
PREVIEW

The trainer should preview the video; take notes for discussion and follow-up. Become familiar with the concepts and principles, and review the tests and exercises in the Leader's Guide and Handbook.

VIDEO PRESENTATION AND VIEWING

Instruct the student supervisors to take notes while viewing the video.

Assignment: Review notes, complete the tests and exercises. These exercises can be done in class if time permits.

FOLLOW-UP ACTIVITIES

Day One:

1.
Take a look at your company's policies and procedures. Discuss these policies in the light of the principles in the video.

2.
Talk to supervisors and employees about these procedures and policies and get feedback for possible improvement.

3.
Homework: Assign topics for group discussion at the next session.

GROUP EXERCISES

Day Two:

1.
Review the key words and concepts, charts and topics in the handbook.

2.
Discuss the topics previously assigned; follow the handbook information. Use easel paper. Make notes and tape them to walls of the room.

3.
Go over the tests and exercises with student - supervisors, and make necessary corrections.

Day Three:

1.
Role-Play

In role-playing the participants act out a situation by assuming the roles of the characters involved. The situation will be one in which there is interaction between two people or within a group.

a.
An exercise in listening.  Employee - supervisor relationship shows the employee giving feedback, "Getting things off his/her chest".

b.
Communicate motivation. Supervisor talks to employees during a slow-down.

c.
Optional:  Role - Plays suggested by the student -supervisors.

2.
Follow-up - Discussions:

Feedback concerning program. Ask for suggestions how improvements can be made in the work environment.

COMMUNICATION FLOWS IN MANY DIRECTIONS SUPERVISORS <> EMPLOYEES

Downward, upward and horizontal communication processes flow within an organization. All directions are used at the same time.

MESSAGES OF COMMUNICATION

Sender:

 
1.
What do you intend to communicate?

2.
What will you actually communicate?

3.
What do you really mean, and what will be the impact of what is communicated?

Receiver:

1.
What does he/she expect to hear?

2.
What might be heard?

3.
How will he/she feels about what is heard?
SECTION I:
DEVELOPING COMMUNICATION SKILLS
Questions to ask yourself to help in building good communication skills. Rate yourself from 1-5 with one being the highest. (There is no right or wrong answers.)

1.
How well do you gather information and input from others?

2.
How well do you face tough communication problems?

3.
How well can you verbally convince someone of or approach an idea?

4.
How well do you face inflexible situations?

5.
How do you overcome objections to your ideas?

EFFECTIVE COMMUNICATIONS FOR SUPERVISORS

COMMUNICATION IS THE FOUNDATION OF LEADERSHIP
There are literally hundreds of ways we communicate - with speech, with hands, eyes, body language, direction, the way we talk with others, and the way we listen. All these things and many more make up communications.
SUPERVISORS GET THINGS DONE THROUGH OTHER PEOPLE
To be effective, they must guide and direct people into how, what and when something must be done. Effective communication helps them with the job. Communication is more than talking. It is that process by which one person makes ideas and feelings known to others. Good communication skills must be developed. Your success as a supervisor depends on these communication skills - verbal skills, your attitude towards people, the non-verbal gestures and signals and certainly, your listening skills. The more proficient you are in communicating, the better you will be able to accomplish your supervisory responsibilities. Your goal is to communicate, and with the persuasion needed to get people to take action. To communicate with success requires developing that ability. These skills will aid supervisors in their everyday activities on the job and in their personal growth and development. As a supervisor you must be able to generate ideas, keep people informed and provide leadership. Proper communication can make the job easier.

COMMUNICATION GIVES AN IMPORTANT MESSAGE ABOUT YOU AS THE SUPERVISOR
When you communicate, you're telling the person you're communicating with a lot about yourself. The way you talk, the way you listen, the respect you show others - all of this is communications. Your employees are listening to your words, but they are also very much watching what and how you do things. This is communications also. They learn your likes and dislikes, what turns you on and off, what upsets you and how well you perform your job. That's also communications. Do you enforce rules? That's communication. Do you set the example? That's communication. Do you say one thing, and then do another. That's communications. Communications is a very complex thing, but it's also fairly simple in many respects.  
CONSISTENCY SEEMS TO BE AN IMPORTANT FACTOR IN EFFECTIVE COMMUNICATIONS

Consistency means your actions can be predicted based upon your past actions. If you're a person who listens to employees then provide them feedback about what they told you, whether it is good news or bad news and you do this consistently, employees perceive you as a good listener who will give them feedback. If you're a person who's in a good mood one day, a bad mood the next day and sporadic in between, employees don't know how to take you because you're not consistent. They will either wait until they determine your mood that day, or they will totally ignore you as much as possible. You're communicating with your employees, either positively or negatively, but you are communicating. How about that nasty task of counseling employees when their behavior or performance is less than desired? Do you let it slide, hoping it will get better or a miracle will occur? That's communicating a negative image of your leadership abilities. If your employees know that you are fair and treat everyone equally, you're communicating they will get a fair shake. If they see you demonstrate unfairness or allow some people to get away with something and not others.... that's also communications. You can get the idea there are both positive and negative aspects of communications. One thing experienced supervisors know is no matter what you are, how you are, who you are . . . . your employees know about it. Good or bad, you can't fool em. 

EFFECTIVE LISTENING IS A GOOD COMMUMCATION TECHMQUE, WHICH CAN BE LEARNED
Listening is an effective way to help people.

Listen to employees; give them feedback about their questions, suggestions, concerns and also their gripes. Good listening skills take a lot of effort and work, but the rewards are worth while. Listening helps the employee to "get it off his chest" and to "blow off steam." This releases tension, eases anxiety and calms frustration. Accepting what the employee says reduces his or her need to defend himself or herself. Let the employee state the case. Restate the content in your own words and positively listen and be attentive. Restatement lets the employee know that you are listening and encourages him or her to go further in correcting the problem. Misunderstandings can be cleared this way. Allowing someone to ventilate feelings helps the both of you to arrive at the facts and the solutions.

SECTION II
COMMUNICATION RELATES TO PRODUCTIVITY AND WORKMANSHIP
There is a need for greater productivity in industry. Lack of motivation, insufficient desire to work or produce a quality product, out-dated work rules, slow downs, inefficient supervisory and management methods and just plain boredom have helped to decrease productivity. The supervisor can't sit around and wait in the midst of these problems. The top management will hold him or her responsible for an increase in productivity.
HOW DO YOU COMMUNICATE TO REDUCE SPECIFIC PROBLEMS? 

LET'S LOOK AT SOME EXAMPLES
Productivity slowdowns are a fact of life. Everyone seems to be working, but things aren't cranking according to your plan. The most effective communications method to improve slow downs is to get involved with your employees. If they know you're interested in them, you're providing support, direction and you're doing you're part to improve productivity, that's what will happen. Remember the Hawthorne studies? When management changed the lights, productivity increased. It wasn't actually the lights that improved productivity, but the employee's perception that management was interested in them that increased the productivity. You have to get involved with your employees. It doesn't hurt to compliment employees when they do a good job or increase productivity. This involvement is also called communications.

DURING THE TIME OF SLOW-DOWN PRODUCTION OR POOR WORKMANSHIP, COMMUNICATION IS AN IMPORTANT ELEMENT
As mentioned previously, workers like for the supervisor to be interested in them. They also want proper support and direction, so they can do their jobs more effectively. The supervisor must understand these concepts and if necessary, all in professionals to help, or establish new standards or procedures for the jobs to make them more rewarding. Interpreting these needs through efficient communication methods to both the worker and the professional is necessary. Letting the employees know the real intent of changes and how they personally are affected is important. Thus, communicate. Build feedback into the job.

SUPERVISORS SHOULD DISCUSS SUBSTANDARD BEHAVIOR OR DECLINING JOB PERFORMANCE WITH THE EMPLOYEE
When a pattern of job problems begin to exist, there are definite steps of action that must be followed prior to the discussion:

1.
The supervisor should outline the points he or she intends to discuss and the action desired from the employee.

2.
Good documentation is needed to describe the problem. In the interview, work on ideas presented in the documentation for improvement.

3.

Get an agreement from the employee that there is a performance problem.

4.

Get an agreement on what the employee is going to do to correct the problem. Be specific and to the point about the problem.

5.
Set a time for a follow-up discussion to evaluate what progress is being made.

6.
Give positive support and reinforcements.

7.
Be a good listener if the employee wants to talk more in depth about the problem. Sometimes just having someone listen can help a person to deal with his or her problems.

SECTION III
FOUR BASIC COMMUNICATION BARRIERS OR PROBLEM AREAS TEND TO PREVENT GOOD COMMUMCATIONS
1.
Not recognizing the need to communicate. "My people surely know this by now" or "it didn't seem important to tell them that" are examples of one communication break down.

2.
Listen, but not really listening. You've all seen people listen to you talk, but can see their attention is on something else. They're being polite, but you have that feeling they are waiting for you to stop talking so they can do something else.

3.
Not talking the same language. This isn't a language barrier per se, it's using words the other person doesn't understand or the words are above the listener's comprehension. Often times the way words are said have different meanings.

4.
Lack of skill in communicating. Oral communications requires a great deal of skill because there are so many parts of communication. Hand gestures, facial expressions, tone of voice, listening skills, and your personality . . . . many skills. Written communications is also a big problem in the supervisory ranks, just as it is throughout the organization. Have you ever seen governmental memos or policies or procedures? Just trying to figure out what they are attempting to say is a major effort.

It's not what people are told, but what they accept that counts. Usually, we all make the mistake that communications is simply sending an idea. The sender actually thinks the person he or she is communicating with has an interest in what he or she is saying. That's not always the case.

How do you/insure that one of your employees actually understood what you just said? Do you assume they listened intently, understood every single word you said and have those thoughts locked clearly in their mind? A tool many supervisors use to make sure the employee understood what they said is to simply ask them to repeat exactly what it is you said. If you are consistent in asking this of your employees, their listening skills will improve one thousand percent. Only when mutual understanding is achieved does effective communication take place.

THE SHOP GRAPEVINE IS USED FREQUENTLY AMONG EMPLOYEES AS A COMMUNICATION TOOL
How about those nasty rumors that seem to crop up on a daily basis? Anything you can do about that? Certainly, if you're the type of supervisor who informs employees on a regular basis, of what's going on, the rumor mill will less likely to be active. From time to time, you may be privileged with confidential information. If it's confidential, keep it confidential. The worst thing you can is tell someone something and tell them it's confidential and not to tell anyone else. Passing along confidential information in this manner is like putting it on the bulletin board. When you get information, whether you believe it to be of value or not, it should be disseminated to your employees. Keeping them informed of what's going on is very important. It tells them you care about them, it tells them they are part of the company and it tells them they are important.

When there's no good means of communication, and you don't tell employees about changes that will affect them, they make their own evaluations. As a result, the grapevine can cause rumors and out-right lies more than it carries truth. People want information about their jobs, the people they work with, and the company they work for. In this search for information the rumors that develop are not intended to be lies, but they begin to satisfy the need for information. Rumors may cause anxiety and uneasiness among employees or they may create unrealistic, wishful thoughts among the workers leading them to unexpected disappointments and frustrations. Some rumors may cause division or disunity in or among the departments of the industry. Rumors and gossip can cause much trouble, break down of communications and a lack of loyalty to the company.

The grapevine is neither necessarily good nor bad. It depends on how it is used. The grapevine will exist no matter what you as a supervisor do. Don't worry about it. Try to use it as a useful tool along with your formal communication.

GET THE GRAPEVINE ON YOUR SIDE
Other suggestions include:

1.
Keep rumors to a minimum

2.
Give the complete facts about subjects in which the employees are interested

3.
Talk things over and listen to what they want to know and how they feel about things

4.
If a rumor starts, don't deny it. Present the facts to bring out the truth.

5.
Face the situation. If you don't have the information tell them.

SUMMARY:

Employees would rather get information straight from the one in authority. By giving them the truth about plant matters, you can build good will and morale. Lack of information leaves the door wide open for the people who love to pass rumors. If you hear misinformation, clear it up with all employees quickly. If you hear rumors and you don't have the correct information about the subject, you should also provide this to your employees. There are hundreds of examples, but the idea is to keep your employees informed of information that should be known by all employees. Be truthful and factual, but communicate information as regularly as possible. It's a good communication skill and certainly it's a very effective leadership trait.

HOW ABOUT GRIPES AND COMPLAINTS?

Any communication skills necessary for these problems? A gripe or complaint is a roadblock to the complaining employee. Again, we're talking perceptions, factual or imagined perceptions. Listen to the employee, investigate the facts, and listen to what others have to say, then provide the complaining employee with the solution. Your answer is not always going to satisfy the employee, but you have an obligation to listen, to investigate, to check out the complaint, then make a decision. This decision must then be communicated to the employee. An employee complains about other departments not doing their job, which affects the extra work put back on his job. You listen. You investigate. You discuss the complaint with the other supervisors to see if has merit and then you make a decision. You explain to the complaining employee that you did investigate, and yes the other department is creating extra work, but there are circumstances that cannot be changed. The other supervisors are aware of the problem and management is working on the problem. They know they are creating extra work for you and they appreciate the job you're doing to keep up with the workload. It's a problem we're trying to solve and we ask your continued support and we thank you for bring this problem to our attention. This extra effort is noticed and appreciated. In most cases, the complaint is solved because the complaining employee was listened to, the complaint investigated and the solution or decision was discussed with the employee. The most effective communications method to avoid the complaint was to recognize the extra work the other department was causing, then approaching this employee that you were aware of this and the company was taking steps to have it corrected.

GOOD COMMUMCATION TECHMQUES SERVE AN IMPORTANT PURPOSE IN DEALING WITH GRIEVANCES
Certainly there will be gripes and complaints that cannot be solved at the supervisor level. It's still your obligation to the complaining employee to listen, investigate and communicate an answer back to that employee. Feedback is the most important. Lack of feedback to a complaint, suggestion, comment or gripe is the worst thing you can do. You don't always have to give a favorable answer, but you must always communicate feedback to the employee. Be alert to symptoms of dissatisfaction and try to solve or at least communicate with your employees. Much time, energy and effort will be saved and your leadership abilities will be recognized.

It's difficult to settle a grievance to an employee’s satisfaction. Sometimes people want more than they deserve. When an employee complains about a condition that the facts don't back up. The best you can do is to demonstrate to him or her that the solution is the best one - even if it isn't exactly what he or she wanted. Listen to the argument attentively. Don't give a snap or quick answer. Check with other supervisors in the plant to see if you're complying with the company policy. All of this shows the employee that you are concerned. It adds value to your leadership. And that employee knows he or she can take a problem to you and get a straightforward answer. That's good leadership!

SUPERVISORS NEED TO KNOW THEIR EMPLOYEES
A good supervisor can't know too much about employee communications. His or her leadership is affected by what information can be passed on to others through communications. Unless employees knows how you feel and what you want, the best management ideas in the world are not effective. Talk about those things an employee wants to know - those things that directly affect him or her and their work. Talk about work methods how well an employee is doing the job. You should be a valuable source of information.

Communication on the person- to-person level takes two forms, spoken and written. Some ways of communicating the spoken message are through talks, with a two-way conversation, appointments to discuss reviews, data, and so on, and telephone calls. The written message includes memos, letters and reports. All messages intended to be official, long-term or affecting a number of persons should be written. They not only provide a record for future reference, but also emphasize the importance of the information.

EFFECTIVE COMMUNICATION INVOLVES EVERYONE
How do you effectively communicate to the unwilling? You know whom we're talking about. The person who just doesn't fit in or is constantly making mistakes, demonstrating poor behavior and so on. You try your best. When that doesn't work, you treat this person just like everyone else and when their performance or behavior fails below expectations, you sit that person down and provide counseling, additional training, assistance, discussion about the problem and you document this on paper. If this doesn't work, you follow your company's policies and procedures relating to suspension and terminations. You're not going to be perfect. The objective of good communications is to be as effective as possible with as many people as possible. Normally, most people respond very favorably to good communications skills. Those who do not, well - that’s their problem. You, the supervisor can do a lot to bring those people around, but you are responsible for all your employees and don't let one individual take quality time away from the rest of your employees. You can learn a lot from your employees, all you have to do is listen.... really listen and care about what they're saying. Your actions are the most powerful communications tool you have. If you're a good communicator - - not just a talker, your employees will know it almost immediately.

COMMUNICATIONS IS A TWO-WAY STREET
Communications is a two-way street between you as the supervisor and your subordinates. To get more and better ideas from them, you must allow for their sharing. Questions you might ask yourself are: Do you listen to their ideas and support them? Is there a good way to receive the ideas they generate? What can you do to improve the situation?

One way to open communicants and capitalize on the fact that time is limited is by giving an outline of how you prefer to receive their ideas: Suggestions for this outline might include:
1. Ask for a one sentence statement of the idea and

2.
 Give support concepts of the idea, and

3. 
Organize facts and research to support the concepts.

4. 
Emphasize the major points and keep data brief.

Let your subordinates know you want their ideas and suggestions. Be sincere and affirmative. Tell them the ideas you are likely to accept.

As a supervisor you have a tremendous responsibility to keep the channels of communication open between you, the workers, and other members of the organization.

Communication gaps must be closed with effective methods. Train, when necessary, to fill these gaps! Communicate with effectiveness. Communicate with action. You'll get the results you want and you will find the workplace a happier place to be.

QUICK RULES FOR GOOD COMMUNICATIONS WITH YOUR EMPLOYEES

1.
Share company news with your employees. It's really bad news to go to a meeting, learn what's going on, your boss tells you to pass the word, then the information is lost in a notebook or sitting in your things to do baskets.

2. 
Conduct frank and open job evaluations with your employees. Of course this is done in private, but tell it like it is.

3.
Give compliments as well as criticism. One thing a lot of supervisors forget to do is give written compliments and praise. The rule of thumb is there should be a 2 to 1 ratio of written praises, as there are disciplinary counselings. When was the last time you sat down, wrote a complimentary note about one of your employees and put that in his or her personnel files?

4.
Establish an open door policy. Accept feedback, suggestions, criticism, complaints, gripes . . . . then give the employee feedback on their communications.

5.
Be fair and square with all employees.

6.
Discuss situations, don't argue.  You're the supervisor, arguments don't ever solve anything. Discussions open the door to solutions.

7.
Make one point at a time. Discuss one point; reach agreement, then go on to another point. The shotgun approach to discussions won't work.

8.
Use examples where possible to make a point Remember you're trying to communicate. Use all the tools you can.

Most of all, the most effective communications is that which actions reflect the words. When your employees know this, you will have achieved communications.

TIPS FOR SUPERVISORS IN COMMUNICATIONS

COMMUNICATING TO TOP MANAGEMENT

l.
What information will your superior need concerning plans and decision?

2.  
Do you have a written plan?

3.  
Is the plan arranged in good order, and logical sequence?

4. 
Have you included all the facts - both positive and negative?

5.  
Does your plan have a motivational aspect?
6. 
Is the presentation brief enough without excluding essential information?

7.  
Is a visual aid used to implement the plan?

COMMUNICATING TO OTHER MANAGERS

1.  
Do areas in other departments affect your decisions?

2. 
Are there other departments that need to be included in your plan?

3. Do you need more input from other managers? 

4. Are you missing any information before you make a decision?

COMMUNICATING TO EMPLOYEES

Have you informed employees about their functions and how to perform them?


Do you allow employees the freedom to be creative and independent?


Have you given employees copies of guidelines and job descriptions?


Do you permit input and feedback from employees concerning decisions that will affect them?

WAYS TO INCREASE LISTENING EFFECTIVENESS

Prepare yourself to listen. Be in the right attitude. Be attentive to the speaker's point of view.

Concentrate on the major points. Identify elements so you can remember the facts.

Keep an open mind. Be positive concerning what is said.

Pay attention to how the talk is organized.

Examine the role and purpose of the speaker.

Review what you are hearing.

Keep eye contact with speaker.

Do not make evaluations or decisions until the speaker has finished.

Review what you are hearing, so your mind will not wander.

Resist distractions.

Be flexible and listen for ideas.

GOOD COMMUNICATION TECHNIQUES

1.
Pay attention to helping others to express their ideas.

2.
Encourage workers to express ideas and opinions.

3.
Encourage others to communicate and avoid misunderstand​ings.

4.
Maintain an open climate in the work group.

5.
Teach effective communication behavior.

6 
Praise effective communication behavior.

7.
Show interest to the employee as a person and receive ideas openly.

8.
Say affirming things to the employee and reinforce them with action.

9.
Stay alert for new information and ideas.
10.
Learn to listen actively.
COMMUNICATIONS -
SUPERVISOR TO EMPLOYEE

Suggested Guidelines For Good Communications:

1.
Openness to know employees well.

a)
Hobbies

b)
Interests

c)
Personal Goals

d)
Family Relationships

2.
Listen and Communicate

a)
Listen to what others say.

b)
Encourage them to communicate ideas and motivations.

3.
Communicate Recognition

a)
Compassion is recognition.

b)
Give praise for work well done.

4.
Communicate Involvement

a)
Admit mistakes and ask for help.

b)
Be committed.

5.
Communicate Confidence

a)
Develop freedom to lead.

b)
Give credit when due.

c)
Suggestions and requests, not ordering and demanding.

GIVING AND RECEIVING ORDERS

Helpful Rules Giving Orders or Assigning Tasks:

1.
Be clear in your mind what you want the other person to do.

2.
Be sure that the person you are giving the order to is capable of doing what you ask.

3.
State your orders simply and clearly

4.
Make clear the priority of items you want done.

5.
Ask the subordinate to repeat your instructions, so you will know if he/she understood.

GETTING BETTER RESULTS FROM INSTRUCTIONS AND ORDERS YOU GIVE:

1.
Be sure the order is the right one for the particular situation.

2.
Be specific about what the employee is to do.

3.
Clarify what results you expect from him/her.

4.
Be calm and confident as you deliver orders.

5.
Check frequently to see if the orders are being carried out at the time and method you required.

6. Repeat instructions when necessary, to be sure the employee understands them clearly.

SUMMARY - THE COMMUNICATION OF ORDER GIVING

Seven Steps of Order Giving:

1.
Planning - supervisor must decide what is necessary to meet expected results.

2.
Prepare the employee - supervisor must know how to communicate with the employee.

3.
Give the order - Tone of voice, gestures, words, etc. are important.

4.
Verify - Supervisors sees that order is understood.

5.
Action - Employees carry out the order.

6.
Follow-up - Unforeseen events may occur.

7. Appraisal - Supervisor checks progress.

Supervisor Word Power:

1.
Communication - The giving and receiving of information through the process of talking, listening, writing and reading. It is also the process of exchanging information between the supervisor and the employee.

2.
Information: The knowledge, skills, and feelings, which are exchanged in the communication process through various media.

3.
Rumors: Inaccurate and/or incomplete information circulated informally within an organization, often unreliable or untruthful.
4.
Listening: The active process of securing information of all kinds by paying attention to what people say and how they say it.
SECTION IV
SUPERVISOR COMMUNICATIONS QUIZ:

Answer the following questions by filling in the blanks with the correct word or words.

1.
The knowledge, skills and feelings which are exchanged through the communication process is called _____________

2.
Inaccurate and/or incomplete information circulated informally within an organization is called a_______________________

3. 
The active process of securing information of all kinds by paying attention to what people say and how they say it, is called__________________________

4.
The giving and receiving of information between the supervisor and the employee, through talking, listening and reading is ________.
5.
In the _______________________ process of order giving, the supervisor decides what is necessary to meet the expected result ______________________

Answer the following statements, true or false, by placing a T or F in the blank provided.

6.
The most effective way to improve slow downs is to get involved with your employees.


True

False
7.
The grapevine is neither good nor bad.


True

False
8.
Communication gaps sometimes are helpful in the supervisor - employee relationship.


True

False
9.
The rule of thumb is that there should be a ratio of 3 to 1 of written praises as there is disciplinary counseling.

True

False
10.
Active listening is a communication method.



True

False
ABOUT THIS WORKBOOK     This leadership program workbook, combined with the videotape program, is an excellent format that encourages a supervisor to become personally involved. Each supervisor has different education, expense and personality, therefore can review the video and these materials at their individual pace. Quite often, information must be viewed two or three times before the concept or realities of the program finally "sink in". To say one is a "slow learner" because of additional training or retraining on a particular subject, is truly a misnomer. Concepts are not easily assimilated, especially if the concept is different or contradictory to the individual's own experience or knowledge. You can gain SOME information the first time the program is presented on video tape, but the true learning process is achieved by seeing, hearing, reading, rereading and practicing the concepts exposed in the video and workbook. Take the time to review the video, then the workbook. Review and reread the principles that are unclear or seem to be "alien" to your individual experience. The purpose of training is to gain knowledge and skills to be added to your current knowledge. You can then make the decision which information and knowledge best suits your individual personality, experience and education. There will be information you will doubt, question and even reject. That's ok. Take parts of the information and mold it into your leadership style. THERE IS NO ONE PERFECT LEADERSHIP STYLE. It's up to you to make the most of the material. Initiative, enthusiasm, effort these are the trademarks of successful supervisors. Knowledge is the catalyst that maintains that success.
* * * * * * * * *
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