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DSP Supervisory Training Module 2 

1. Module 2 Supervision Presentation  

1.1 Untitled Slide 

 

Notes: 

Welcome to Enhancing Employee Performance. This module will take 

approximately 40 minutes to complete.  
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1.2 About this course 

 

Notes: 

This three module course is a self-study program for DSP Supervisors as required by DD Waiver regulations. It is 
designed to strengthen supervisory skills and support effective coaching of DSPs. It also provides information on DSP and 
DSP Supervisor orientation, training, and competency processes and requirements. The required supervisory test will be 
taken at the end of this course. 

 

Management and leadership content has been adapted from the Managing Virginia Program (MVP), which is a 
comprehensive management development program sponsored by the Department of Human Resource Management for 
all Commonwealth supervisors and managers. 
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1.3 Section 4 Objectives 

 

Notes: 

By the end of this section, you will be able to: 

 Define employee engagement 

 Explain why engagement matters 

 Identify the level of engagement 

 Determine your level of engagement, and 
 Determine ways to engage employees 
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1.4 Definition 

 

Notes: 

Business organizations are always looking for ways to improve their productivity 

in their workplace. A relatively new term that deals with this strategy is 

“Employee Engagement.” Let’s look at what this term means. 

Employee Engagement is the means or strategy by which an organization seeks 

to build a partnership between the organization and its employees such that 

everyone fully understands and is committed to achieve the organization’s 

objectives. 

A fully engaged employee is intellectually and emotionally bound with the 

organization, gives 100 percent, feels passionately about its goals and is 

committed to live by its values. This employee goes beyond the basic job 

responsibility to delight the customers and drive the business forward. Moreover, 

in times of diminishing loyalty, employee engagement is a powerful retention tool. 
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1.5 Levels of Engagement 

 

Notes: 

There are three levels of engagement: Fully Engaged, Reluctant, and Actively 

Disengaged. 

 

“Fully engaged” employees: 

 Are committed to the organization and their work, 

 Are motivated to do their best on the job, 

 Exceed expectations on a consistent basis by going above and beyond 
their job expectations, 

 Search for ways to improve things rather than just reacting to 
management’s requests or to crises, 
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 Have a strong attachment to the organization and 

 Speak positively about the organization and their job; 

 Are more likely to stay with the organization, be an advocate of the 
organization, and 

 Contribute to the bottom-line business success of the organization. 

 

“Reluctant” employees: 

 Have “it’s just a job” mentality, 

 They normally show up and do their job but 

 Don’t go the extra mile to get it done, 

 They do just what they are told to do and nothing more, 

 They are not particularly motivated or enthusiastic about the job and 

 Have no particular loyalty to the organization. 

 

Employees who are “actively disengaged:” 

 Have a negative relationship with the organization, 

 Are unhappy, 

 Are dissatisfied with the job, 

 Are usually actively looking for other employment, 

 They may try to undermine management or actually 

 Sabotage the work in some way. 
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1.6 Untapped Potential 

 

Notes: 

Imagine working for an organization in which approximately one-third of the 

employees are totally turned off by their jobs, around one-fourth of the workers 

do just enough to get by, and less than half of the employees are enthusiastic 

about their jobs. Do you think that such a company could survive? Do you think 

that any company actually has such a workforce? Sadly, that’s the profile of the 

typical firm in the United States. 

There is a huge, untapped potential that many executives, managers and 

supervisors do not recognize and, therefore, have not addressed. And it’s 

sapping our  organizations’ potential. 
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1.7 A Growing Phenomenon:  “Presenteeism” 

 

Notes: 

Another way of describing the reluctant employee is Presenteeism: This means 
employees who are physically “present” at work - BUT are not producing. 
According to The American Productivity Audit, this accounts for 80% of lost 
productivity and reflects low employee engagement. 
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1.8 Benefits of Engaged Employees 

 

Notes: 

There are great benefits of having employees who are actively engaged in their 

jobs. Research shows engagement has positive effects in four areas. Carnegie 

Mellon University Professor Denise Rousseau said engagement affects: 

 Individuals in job satisfaction, lower absenteeism, lower turnover, better 

performance and more contentment. 

 Groups in higher morale, more cohesion, better rapport; a service 
climate. 

 Customers in more loyalty to the company when they deal with engaged 

team members. 

 Company in higher productivity and profitability. 
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1.9 Engaging Leaders 

 

Notes: 

The basis of awards for “the best companies to work for”-in many different 

industries and workplace cultures-has in the background one important factor: 

engaging leaders. According to research by Hewitt Associates, there are seven 

elements that are shared by leaders who inspire people through their passion 

and loyalty.  Inspirational and effective leaders show their emotions, tell the truth 

about the company’s situation, and offer a positive view of the future, providing 

hope and motivation. 

These leaders: 

 Invest in the workplace to produce high results. 

 Achieve results via relationships, bringing higher returns rather than 

merely managing the bottom line. 

 Insist that people learn from their mistakes, but not by punishing them; 
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they avoid fear in the workplace. 

 Maintain a long and consistent view of the workplace culture. 

 Communicate more frequently and more personally and are more 

accessible to employees. 

 Speak directly, openly and honestly. 
 Provide clear direction regarding what must be done. 

 

1.10 The Challenge 

 

Notes: 

“The challenge today is not just retaining talented people, but fully engaging 

them, capturing their minds and hearts at each stage of their work lives.” 

Research shows that the future of organizational success depends on the 

effective engagement of employees-the failure to do so means losing them to the 
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competition.  Turnover costs in the United States economy are an estimated $5 

trillion annually, with employee engagement being tied to business financial 

performance and the cost of turnover directly impacting customer loyalty and 

company profits. 

 

The engagement challenge has little to do with how much an employee is paid. It 

has little to do with employee satisfaction; some employees are highly satisfied to 

be under little pressure to produce. 

The engagement challenge has a lot to do with how an employee feels about the 

work experience, how he or she is treated. It has a lot to do with emotions. 

Improving engagement requires a willingness to do and say some things that 

might at first seem like “touchy-feely” Human Resource practices, but study after 

study indicates that employee emotions are fundamentally related to-and actually 

drive-bottom-line success in a company. 

“The essence of effective people management is managing emotions,” James K.  

Clifton, Chairman and CEO of the Gallup Organization, told the Society for 

Human Resource Management Foundation at its Thought Leaders retreat in 

2002. 

So, what can we do? How can we stop this decrease in employee engagement 

and turn the statistics around? Let’s look at some typical causes of 

disengagement and what an organization and the individual supervisor can do to 

promote employee engagement on the job. 
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1.11 Organizational Causes of Disengagement and Solutions 

 

Notes: 

          The causes of disengagement could be many different things. Many times 

it starts at the top. Some causes that reflect on the organization as a whole could 

be: 

 Lack of strategic vision and direction for the organization, so that 

employees don’t really know what the organization is about or what the 

goals are for the future; they aren’t sure how their position fits into the 

bigger picture of the whole organization; 

 Lack of communication of this vision to the employees who actually do 

the work; 

 Employees don’t feel like they are valued by the organization; they aren’t 

being treated with respect and dignity; there may be favoritism, 
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harassment,  or prejudice going on in the organization that isn’t being 

dealt with; 

 Lack of work-life balance - which means that the organization is not 
flexible with work hours, doesn’t have things that would make it easy and 
convenient  for an employee to juggle the demands of their work and 
their personal life; 

 Lack of sufficient new employee orientation - where employees are not 

adequately taught about the organization’s goals, mission, values, 

services,  procedures, resources, etc. 

 Perceived lack of personal integrity in senior management - where  

employees believe that senior management is “talking the talk” of the  

organizational values, but not “walking the walk” as far as modeling the 

behavior that demonstrates the values. 

 Lack of communication skills by upper management so that there is a 

lack of feedback and coaching for employees.  

 

 

The following is not an exhaustive list, but some basic solutions for the 

senior management of the organization to implement would be to: 

 Establish and communicate a meaningful vision, mission, and strategic 

direction for the organization; 

 Model the behavior that demonstrates the organization’s values, that 

exhibits integrity in ethical decision-making, and that expresses respect 

for the  employees; 

 Create an honest, safe environment that treats people with dignity and 

respect, and that holds them accountable for their work; 

 Establish family-friendly benefits, flexible work hours or work 

arrangements, and telecommuting options. 

 Regularly monitor and improve the workplace in areas of safety, health, 

and security practices; 
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 Seek regular feedback from employees, customers, vendors, business 

partners, and stakeholders and improve procedures or services as 

necessary. 

 Implement an effective employee orientation that provides: the 

organization’s history and future direction; information about services 

and customers; as well as information on employee benefits, resources 

and grievance procedures; policies and procedures for operating within 

the organization’s environment, etc. 

 

 

1.12 Supervisory Causes of Disengagement and Solutions 

 

Notes: 
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Studies have shown that the primary cause of disengagement is usually 

dependent upon what a supervisor does or doesn’t do. It has been said that 

usually “people leave bosses, not companies.” Some basic supervisory causes 

of disengagement could be: 

 Lack of planning for new employees, where the workspace is not 

prepared with adequate supplies and equipment for the employee, no 

arrangements have been made for parking permits, identification badges, 

orientation to the work unit, etc. Studies have shown that 47% of new 

employees leave the job within 6 months because of the lack of proper 

training and support during their orientation period; 

 Lack of effective performance management - This could be unclear job 

expectations, unrealistic deadlines, inadequate performance feedback 

and evaluation; 

 Lack of adequate training, tools, technology, or resources to successfully 

do the job; 

 Lack of challenging work where the skills and talents of the employee 
are not being fully utilized; 

 Limited training and development or career development opportunities 

where the employee feels like he/she is stuck in the job with no 

opportunity for  growth or advancement; 

 Lack of fairly rewarding and recognizing employees for their 

accomplishments and contributions. 

 

Some specific things a supervisor can do to help his/her employees be more 
engaged in the job would include providing effective performance management. 
There are many things a supervisor can do under this topic: 

 Provide clear performance expectations in the Core Responsibilities 
section on the individual’s job description  

 - make sure that the employee understands each one and how each will 
be measured; 

 -Describe how their job relates to the big picture - it helps employees see 
their value when they know how they fit into the overall functioning and 
production of the organization. 
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 -Monitor & evaluate performance 

 -Give regular, constructive feedback 

 -Hold the employee accountable for work results 

 -Establish an environment of open, honest communication 

 -Give fair, timely performance appraisals 

 Be prepared for new employees - First, hire the right person for the job, then 
have equipment, supplies and resources ready to help them be productive as 
soon as possible; develop a plan for introducing them to co-workers and key 
people in and outside of the organization with whom they will be working, and 
for getting them the initial training they need to successfully do the job, etc. 

 Provide adequate workspace - Make sure the workspace is well maintained, up-
to-date, and properly functioning. This is one way of showing you care about 
and value the employee; 

 Provide necessary training, tools, technology, resources for the employee to do 
the job; 

 Provide work-related training opportunities that keep employees current in their 
field and enhance their skills; encourage them to attend and provide coverage 
on their job so that they are able to go; 

 Create an Employee Development Plan Goal as part of their annual evaluation 
that reflects skills you need for the employee to have and skills that the 
employee wants to develop; and 

 Recognize and reward employee contributions 
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1.13 You are Most Important 

 

Notes: 

Perhaps the most crucial element in improving engagement is finding, training, 

and keeping good supervisors and managers. 

We have looked at how you, as a supervisor, can help increase your employee’s 

engagement. 

But let me ask you this: How engaged are YOU, as an employee, in YOUR job? 
Engagement should start with and be modeled by the supervisor. If you are 

negative and unhappy with your job, how can you expect your employees to be 

positive about theirs? Your attitude, whether positive or negative, is passed on to 

your employees through your words, actions, and non-verbal behavior. It’s 

important that you project a positive attitude to your staff. 
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1.14 Reference Page 
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1.15 Untitled Slide 

 

Notes: 

Welcome to Self-Management-Stress Management.  
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1.16 Objectives 

 

Notes: 

By the end of the section, you will be able to: 

 Define Stress 

 Identify Causes of Stress 

 Identify Physical Effects of Stress 

 Determine Your Stressors 

 Identify Stress Management Techniques 
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1.17 What is Stress? 

 

Notes: 

What is stress? Webster’s Dictionary defines stress as a “physical, chemical, or 

emotional factor that causes bodily or mental tension; and that may be a factor in 

disease causation;” 

Scientists and physicians use the term to denote any force that impairs stability & 

balance of bodily functions; Stress is the “Wear & Tear” our bodies experience as 

we adjust to our continually changing environment.  Stress has physical and 

emotional effects on us and can create positive or negative feelings. Stress can 

be anything that stimulates us & increases our level of alertness. We need 

balance in our lives; stress can also be defined as being “Out of Balance.” 
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1.18 Good Stress/Bad Stress 

 

Notes: 

Stress is not all bad.  Good Stress can be brought on by things like getting 

married, starting a new job, or having a new baby. 

Bad Stress can be things like the death of a family member or friend, going 

through a divorce, or losing a job. 

Whether good or bad stress happens, your body reacts the same way to both 

and cannot distinguish the good from the bad. 
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1.19 Short Term & Long Term Stress 

 

Notes: 

Some stress can be short-term; like having to attend a difficult meeting, having to 

perform in a sports event or do a presentation or training session, or having to 

confront someone with something negative.  These situations are unpleasant, 

but usually don’t last very long or have major consequences. 

It is usually the Long-Term stress that causes physical and emotional problems if 

left unattended. Long-Term stress could be having to work with a difficult, 

negative, demanding boss or co-worker day in and day out. It could be having to 

deal with constant change in your office or personal life. It could be having to 

meet unrealistic demands or deadlines, whether at work or in your personal life, 

where the pressure to constantly perform and produce begins to take a toll on 

your body. 
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Think about the pressures and demands placed on your life. Which ones are 

short-term and which ones are long-term? Be aware that the long-term ones 

could be causing you constant stress and may need to be dealt with immediately. 

 

1.20 Fight or Flight and Burn Out 

 

Notes: 

You’ve heard of the “Fight or Flight” response. This is where your body physically 

gets ready to either fight an enemy or run for your life. When your body gets 

ready to cope with what it perceives as a crisis, several things happen: 

 Your sight and hearing become more acute to be more aware of the 

perceived danger 

 Your heart pumps faster to increase blood flow to the large muscle groups 

 You begin breathing faster to get the oxygen you need 
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 You release heat through perspiration & your hands get sweaty 

 Your body releases stress hormones & adrenaline 

It takes a considerable amount of resources from the rest of the body’s 

functioning to prepare for this “Fight or Flight” reaction.  Other systems like the 

digestive, endocrine, and immune system are compromised by the over-reaction 

to stress. When you keep  your body in this state of readiness on a constant 

basis, through stress, you are setting yourself up for physical, mental, and/or 

emotional failure and “burnout.” We do not have an endless reserve of energy, 

so when we remain in a stressed state during non-emergencies, our system 

becomes depleted and worn out.  We become more vulnerable to illness, 

depression, sleeplessness, aches & pains, headaches, stomach aches, etc. 

 

Burn Out normally occurs when someone has been under intense and sustained 

pressure for some time.  People who were once highly-motivated become 

emotionally, psychologically, and/or physically exhausted. They lose interest and 

motivation to where the volume and quality of their performance suffers.  When 

you reach Burn Out, you have a feeling of being out of control over your 

commitments; you find it difficult to say “No” to additional commitments, yet you 

are unable to keep up with the demand for performance.  There is a loss of 

purpose and energy and a growing tendency to think negatively. Relationships 

suffer from increased detachment or increased conflict and strife. Burn Out is the 

feeling that you have been giving too much for too long. At all costs, we want to 

avoid this Burn Out condition, and we can. 
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1.21 Causes and Degrees of Stress 

 

Notes: 

Let’s look at some causes of stress. This, also, is not an exhaustive list, but you 

can get an idea of some areas to watch out for.  Obviously, different life 

experiences, such as birth, death, marriage, divorce, sickness, raising children, 

caring for sick or elderly parents, etc. can create stress, whether it’s good or bad. 

Constant change seems to be a leading cause of stress. These days everything 

changes on a continuing basis. If you can’t or aren’t willing to adapt, you can 

easily get swept up in the constant waves of stress. Relationships can cause 

large amounts of stress, especially those that are not going well. 

Trying to patch up or fix poor relationships take an awful toll on a person and can 

cause great amounts of  stress and tension. Work demands, whether it’s trying to 

meet unrealistic deadlines, having to perform beyond your experience or abilities, 
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or trying to keep up with changing procedures or current technology can cause 

stress.  If you constantly take work home, put in large amounts of overtime, or 

just can’t get the job off your mind, you will experience stress eventually. 

Excessive travel, the threat of downsizing, unclear expectations, lack of 

promotional opportunity or career development, or being responsible for people, 

budgets, or equipment can also cause work-related stress. There are 

environmental factors that can contribute to your stress level, as well: crowding 

or invasion of personal space, insufficient working or living space, excessive 

noise, poor lighting, uncomfortable furniture, dirty or untidy conditions, pollution, 

a badly organized or run-down environment. All of these can create and maintain 

stress.  Chemical and nutritional stressors can include large amounts of caffeine, 

sugar, salt, alcohol, or nicotine. All of these affect the body in different, stressful 

ways. Financial burdens, whether you owe large amounts of money, have spent 

over your limit on your charge cards, or don’t ever have enough money for a 

vacation or to pay the bills, can all cause stress. Recognizing where your stress 

may be coming from is the first step in overcoming the problem. 

 

The degree of stress in our lives is highly dependent upon individual factors such 

as: individual physical health; the quality of interpersonal relationships; the 

number of commitments and responsibilities carried; the degree of others’ 

reliance upon and expectations of us; and the number of changes or traumatic 

events that have recently occurred in our lives. 

 

According to the American Medical Association, 80% of our diseases are either 

caused by or aggravated by stress. 
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1.22 Stress Building Beliefs 

 

Notes: 

Frequently, your stress is a product of the way you think. 

 Are you a perfectionist? Do you feel a constant pressure to achieve? Do you 

criticize yourself when you are not perfect? Do you feel you haven’t done 

enough no matter how hard you try? Do you give up pleasure in order to be the 

best in everything you do? 

 Are you a “control freak” that has to be perfectly in control of all situations at all 

times? Do you worry about how you appear to others when you are nervous? 

Do you feel that any lack of control is a sign of weakness or failure? Are you 

uncomfortable delegating projects to others? 

 Are you a “people pleaser?” Does your self-esteem depend on everyone else’s 

opinion of you? Do you sometimes avoid assignments because you are afraid 
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of disappointing the other person? Are you better at caring for others than 

caring for yourself? Do you keep most of your negative feelings inside to avoid 

displeasing others? 

 Are you competence-oriented? Do you feel you can never do as good a job as 

other people? Do you feel your judgment is poor or you lack common sense? 

Do you feel like an impostor when told your work is good? 

It’s not always what happens to me, but how I REACT to what happened that 

causes stress. Until I change my way of thinking or the way I choose to react to 

situations, I will continue to be stressed. 

 

1.23 Managing Stress 

 

Notes: 
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You are responsible for your own stress! Often WE are the ones who put the 

most stress on ourselves! To manage your stress, become aware of your 

stressors and your emotional & physical reactions to them. Determine what 

situations, events, or people cause you stress and notice how your body 

responds to the stress. What are your “Danger Signals?” Recognize what you 

can change: Can you avoid or eliminate the stressors? Can you reduce their 

intensity or shorten your exposure to them? Can you say “No” to additional 

commitments? Are you willing to devote the time and energy necessary to 

making a change? Reduce the intensity of your  emotional reactions to stress. 

Work at adopting more moderate views; try to see stress as something to cope 

with rather than something that overpowers you; try to temper your excess 

emotions and put the situation in perspective. 

Learn to moderate your physical reactions to stress by using slow, deep 

breathing; stretching; relaxation techniques. You nay need to use medication 

temporarily, if necessary. Build your physical reserves by exercising; eating well-

balanced, nutritious meals; maintaining your ideal weight; avoiding nicotine, 

excessive caffeine, alcohol, and other stimulants; and getting enough sleep.  

Maintain your emotional reserves by developing a support system of friends, 

pursuing realistic goals, expecting some frustrations, and learning to laugh more.  

Always be kind and gentle with yourself.  Learn to lighten up! 

 



 

 

Published by Articulate® Storyline www.articulate.com 

1.24 Action Plan 

 

Notes: 

You CAN manage your stress and your life! A simple plan of action that will help 

you reduce the stress in your life is to: 

 Identify your “danger signals” & how your body reacts to stress 

 Identify the cause or causes of your stress in your life 

 Set a goal for eliminating stress 

 Consider your options for dealing with or eliminating your stress 

 Choose the best option for your situation and lifestyle 

 Implement the solution - just do it! 

 Evaluate your progress periodically 
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1.25 Stress Reduction Techniques 

 

Notes: 

      Here are some physical stress reduction techniques that you can work into 

your Action Plan to reduce stress in your life: 

 Keep in Shape 

 Exercise Regularly 

 Stretch 

 Deep Breathing 

 Head/Shoulder Rolls 

 Practice Relaxation 

 Good Nutrition 

 Limit Caffeine 

 Enough Sleep 

 Laugh More 

 Free Yourself from Drugs 
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Some PRACTICAL things you can do: 

 Smile; Relax 

 Don’t expect perfection - everyone makes mistakes; it’s OK NOT to be 
perfect! 

 Simplify your schedule and your life. 

 Slow down! - You set your own schedule; just say “no” where appropriate. 

 Turn off the cell phone! You don’t have to be available for everyone 24/7. 

 Don’t procrastinate or put off unpleasant or uninteresting tasks - do a little bit 
each day. 

 Don’t let work dominate your life - put 100% in your 8 hour work day, then 
go home and don’t take it with you. 

 Schedule fun into your life - you need a break and a diversion from constant 
work. 

 Manage your time better. 

 Develop friends you can talk to and share with. 

 Pamper yourself. 

 Forgive others who have hurt you. Holding onto anger and bitterness will eat 
away at you and make life miserable. 

 

Some psychological techniques or ways to manage your thinking include: 

 Visualize success 

 Think positively 

 Act & be confident 

 Recall past successes 

 Stop replaying bad situations in your mind 

 Cheer yourself on 

 Meditate 

 Talk to yourself 

 Pray 

 Concentrate on something pleasant 

 Take a relaxation break 
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1.26 Reference Page 
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1.27 Untitled Slide 

 

Notes: 

Welcome to Section 6  Conflict Management. 
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1.28 Section 6 Objectives 

 

Notes: 

By the end of this section, you will be able to: 

 Define Conflict 

 Explain What Causes Conflict 

 Explain the 6 Steps of the Conflict Management Process 

 Identify Appropriate Responses to Conflict 

 State the Benefits of Conflict Management 

 Determine Ways to Prevent Unproductive Conflict 

 

By using the conflict resolution techniques discussed in this module, supervisors 

will be able to address conflict at the earliest possible opportunity. 
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1.29 Definition of Conflict 

 

Notes: 

A simple definition of conflict is when we don’t get what we want. Conflict is a 

fight between people who think or act differently. Webster’s Dictionary says that 

conflict is: “To fight, battle, contend, clash, to be antagonistic, incompatible, or 

contradictory; to be in opposition; a sharp disagreement or opposition as of 

interests, ideas, etc.; an emotional disturbance resulting from a clash of impulses 

in a person.” 

 

Most of us have encountered conflict somewhere in our lives. We are all different 

in the way we think, the way we perceive things, and in the way we react to 

things. When there are disagreements or differing opinions, it is easy to get into 

a conflict with another person because our way of doing things has been 

challenged, our control of a situation  has been threatened or taken away, or the 
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other person just has a different opinion and thinks his or her way is right and our 

way is wrong. 

 

Life without conflict might be considered ideal. In reality, however, we all 

recognize that such an ideal state does not exist. Moreover, when conflict is 

handled with a positive and collaborative approach, working relationships can 

actually improve and final resolutions can be more satisfactory for all. On the 

other hand, if you ignore conflict and let it continue in your work unit, it often 

increases, destroys relationships, affects productivity, and has a significant cost 

on the entire organization. 

 

1.30 What Causes Conflict? 

 

Notes: 



 

 

Published by Articulate® Storyline www.articulate.com 

So, what causes conflict? There could be many things that cause conflict in the 

workplace and in our lives. To name a few: 

 Conflict can arise from simple, or not-so-simple, misunderstandings and 
assumptions. You say something, and the other person takes it the wrong 
way or reads into it something that you did NOT mean to say. 

 Conflict can occur when one person perceives that another person has 

frustrated, or is about to frustrate, one of their needs or concerns. People 

have different perceptions of things that affect how they react to situations. 

For example: An employee who is taken off of a critical, long-term project 

because her expertise is needed for a more pressing assignment could 

potentially view the reassignment in negative terms if her supervisor 

doesn’t explain that the move is temporary and that her skills are needed 

for another, more urgent project. 

 The organizational structure could cause conflict. For example, reporting 

to multiple supervisors who have different agendas can lead to potentially 

conflicting directives. 

 People also have different values, beliefs, expectations, and backgrounds 

that will determine how they see things and react to things. 

There can be personal causes of conflict that can be described as the bad “fruit” 

that comes from bad “roots” in our lives. Let’s look at a few: 

 Selfishness - The root is: You want it your way. The fruit is you will 

argue, nag, whine, lie, manipulate, or throw a temper tantrum to try 

to get people to give in to your desires. 

 Pride - The root is: you think you are better than others and you 
don’t like to be wrong. The fruit is you become resistant, defensive, 
arrogant, withdrawn, or argumentative when someone corrects you. 

 Greed - The root is: you want more; you are not content with what 

you have.  The fruit is you complain that you don’t have what other 

people have and you think you are justified in taking things that 

don’t belong to you. 

 Fear of others - The root is: you are afraid of what others will think 
of you, you want too much to be liked and accepted, you want other 
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people to approve of you and applaud your efforts. The fruit is you 
don’t tell the truth  because you are afraid of what people will think 
and are scared they will reject you; you go along with the crowd, 
even when you know that what they are doing is wrong, so that they 
will accept you. You need constant  reassurance that you are doing 
well and get depressed, angry, or withdrawn when you don’t get it. 

 Jealousy/Envy - The root is: you want what others have and are 

not content with what you have. The fruit is you become angry 

when others get promoted or get interesting assignments; you 

make fun of them, put them down, or gossip negatively about them 

because you are angry and hurt that you didn’t get whatever it was 

that they got. 

 Laziness - The root is: you don’t want to work and you resist 

responsibility.  The fruit is you refuse to do your part and wait for 

others to take up the slack. 

All of these personal characteristics will eventually cause conflict if not 
recognized and controlled. 
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1.31 Cost of Unresolved Conflict 

 

Notes: 

The costs of unresolved conflict in the workplace can be: Low productivity, low 

employee morale, high stress, increased illness & absenteeism, lawsuits due to 

unnecessary disputes, and ultimately, the loss of good employees when they 

leave the conflict-filled environment. All of these costs reflect poorly on the 

supervisor, the work unit, and even the organization. Conflict costs time and 

money, incurs risks, and destroys relationships. Nobody likes to work in a place 

like that! 

 

There IS good news, though. As the supervisor, you have an opportunity to 

change the work environment and make it a place where people feel respected 

and valued. Even though conflict will happen, you don’t have to view it as 

negative; on the contrary, it may be an agent of growth and change when 
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managed effectively. 

 

1.32 Benefits of Conflict Management 

 

Notes: 

The ability to cope with conflict is one of the most important social skills a person 

can acquire. The benefits of conflict management in the workplace are: a positive 

working environment, more satisfied employees, increased productivity, 

increased morale, less absences, less employee turnover, and all around better 

communication. 

 

On the positive side, conflict can be perceived and dealt with as an opportunity 

for positive change, re-evaluation of our relationships, creativity, satisfying 

unfulfilled needs, increasing knowledge, acquiring new skills, recognizing and 
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appreciating  differences, and empowering ourselves and others. To be 

successful in our efforts to work together, we must learn to manage and resolve 

our differences and conflicts. 

 

All conflict is fundamentally a request for communication and recognition. 

Therefore, understanding and improving our communication and interaction skills 

are essential to understanding and resolving conflicts 

 

1.33 Reducing Conflict 

 

Notes: 

Before we get into the details of managing conflict, let’s look at how to REDUCE 

unproductive conflict, as much possible. As the supervisor, it is up to you to 

establish a safe environment where people value each other and treat each 
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other with respect. 

There should be an atmosphere of trust, where people do what they say they will 
do and take responsibility for their actions without blaming others for mistakes. 
You need to  be able to count on each other and support each other in your work 
team. Your work  environment should be a place where you and your employees 
can be honest, open, and express yourselves without being afraid of revenge, or 
being put down or ignored. 

You, as the supervisor, are the role model for how your employees should act. 

You  need to set the expectations for how the work group will communicate with 

each other.  Make it OK for an employee to come to you or go to each other with 

a concern or idea.  Make it NOT OK to hold onto resentment and to continue to 

work in tension and conflict,  not dealing with problems. Set the expectation that 

if someone has a concern or issue  with another member of the team, that 

he/she will go to the person they have the issue with, and try to talk and work it 

out, instead of blaming, spreading rumors or negative gossip about the person, 

or living with unresolved resentment. 

As the supervisor, you need to communicate clearly and regularly with your 

employees.  Don’t withhold information or give half-truths. Be honest and open 

with relevant information that your staff needs to know. Listen actively to your 

employees. Take the time and make the effort to hear and understand what they 

need and what their  concerns are. If you can create this type of positive 

atmosphere in your work unit, you  will be well on your way to minimizing 

misunderstanding and conflict. 

Trust is the most important ingredient of constructive, collaborative relationships. 

Trust is not automatic, it is a matter of choice and it is earned. The ability for 

others to perceive you as trustworthy is directly related to your ability to exhibit 

the following  characteristics: 

 Courtesy - Respect the other person's time and position. Eliminate 

distractions and interruptions. 

 Composure - Maintain self-awareness and self-mastery. Learn to control 

your emotions. 

 Sincerity - Mean what you say. Demonstrate acceptance. Be honest and 
real. 
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 Integrity - Seek mutual gain. Speak positively about the other person and 

others. Do what you know is right. 

 Admit Weakness & Mistakes - Know what areas you need to work on, 
admit and be accountable for it when you make a mistake. Avoid blaming 
others. 

 Fairness - Use objective data, facts, and information. Base decisions on 

sound reasoning. Be sure all sides are heard. 

 Reliability - Follow through on your commitments. Pay attention to details. 
Do what you say you will do. 

 Competence - Prepare. Do your homework. Know your facts. 

 Confidentiality - Maintain a flawless reputation for keeping confidences. 
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1.34 Conflict Prevention Practices 

 

Notes: 

Preventing unproductive conflict is best. Do what you can to prevent or 

minimize  workplace conflict. Some management “best practices” include: 

Be accessible to your employees. Don’t just have a phony “open door” policy; be 

truly dedicated to openness, receptivity, and physical and emotional accessibility.  

In other words, be seen by your employees, manage by walking around. Don’t 

always be shut up in your office where no one can communicate with you. 

Listen carefully and actively to your employee’s concerns. This can’t be 

emphasized too much! 

Respond to employee concerns quickly, before they grow into problems. 

Base your actions, as much as possible, on objective factors consistently applied. 

Stick to the facts of a situation. Don’t let your opinions and judgments cloud the 

issue. Treat all employees in a fair, consistent, professional manner. 
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Seek opportunities to show gratitude and recognize and praise good work as 

soon as possible. Catch people doing something RIGHT! Don’t always look for 

the “wrong” in them. 

Emphasize and focus on the future and solutions, rather than merely 

concentrating on the problems and the past. 

Personally seek the best OUTCOMES for people and the organization, not just 

“winning.” 

 

Some things to remember about listening are to: 

Pay close attention to the speaker; 

Let the speaker fully tell his/her side of the situation; 

Maintain good eye contact; 

Use good body language that shows you are listening; 

Keep an open mind to what the speaker is saying, even if you disagree; 

Empathize with the speaker; try to understand their viewpoint; and 

Provide feedback that is non-judgmental and that shows you have heard and 

understand their perspective. 

Good listening is a requirement for a healthy workplace. It reduces tension and 

allows you to deal with the stress directly, without all the side issues that might 

accompany it or hide it in an  

atmosphere where bad listening habits are the norm. 
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1.35 Conflict Management Process 

 

Notes: 

Let’s look at a Conflict Management Process that will help you in dealing with the 

External aspect. This process is mainly used when two people, other than yourself, have 

a conflict. As we go through the steps, we are referring to “you” as the facilitator of the 

process. 

The 6 steps of the process include: 
1.Introduction 

2.Listening 
3.Clarifying 

4.Problem-Solving 
5.Action Plan 

6.Follow Up 

Let’s look briefly at each step. 
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1.36 Basic Guidelines 

 

Notes: 

Some basic guidelines for when conflict arises are: 

 Use the Conflict Management Process when appropriate to manage 

emotions  and help identify the real issues and generate options. 

 Understand the situation - what is really going on, what has happened, who 

was  involved, etc. 

 Paraphrase the situation - repeat back the facts of the situation as you 

heard  them. Again, you may need to ask questions to clarify the facts. 

 Reflect the feelings of the speaker - use good active listening responses to 

help  you understand what the speaker is really feeling. 

 Consider options - think about alternatives or options you could use to deal 
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with  the situation. Work with the person with whom you are having the 

conflict to  identify different options. Also, consider the consequences of 

each option and  what might happen if you responded in each way. 

 Both of you need to agree on the best option and what each one of you will 

do to  make it happen. 

 Involve others, like your manager, Human Resources, the Employee 

Assistance  Program 

 Document the facts of the situation and how it was resolved. 

These guidelines can be used in any order, depending on the situation.  

 

1.37 Basic Review 

 

Notes: 
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Let’s review a few basic concepts from the Conflict Management Concepts 

section.  First, prevention of conflict is best. If you can create a working 

atmosphere where  everyone feels valued and respected and where each team 

member is trusted and  supported, you are well on the way to preventing divisive 

conflict situations. We do  know, however, that even in the best work 

environments, conflict WILL happen because  people think and act differently. 

These differences are actually GOOD, and you need  the differences to have a 

balanced work team. Remember, we all want to be seen and  heard, to be 

respected, trusted, accepted, etc. When people are mainly looking out for  

themselves, rather than for the good of the work team as a whole, they can do 

selfish  and hurtful things that cause conflict among team members. Most people 

don’t like to  confront others, or don’t know how, so they gossip and tell others 

about how wronged  they have been, and how the other person is behaving 

badly, or how right they are. 

This gossip and blame can stir up anger, strife, and discord in a work unit and 

can  destroy relationships if left unattended. 

 
The way that you handle your communication and listening skills with and among 

your  employees is probably the most critical aspect of dealing with conflict 

situations. Using  good active listening skills will help lead the way for honest and 

open communication.  Remember, you as the supervisor, should be the role 

model for good communication. 
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1.38 Reference Page 
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1.39 End Module 2 

 

Notes: 

Congratulations on completing module 2, please proceed to the DSP Supervisor 
Orientation Training Module 3: Processes and Requirements 

 

 


