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upervisor Toolkit Content and Background

esigned to provide facilitators with options never before offered through CRM Learning, the Supervisor
oolkit  is a library of 90 short, high-quality video clips that can be used to enhance 
our organization’s employee training courses.  Because the clips illustrate basic supervision 
do’s and don’ts”  in a variety of settings, they are applicable for all industries and can be incorporated
to courses on leadership development and management/supervision.

he clips in the Toolkit cover 8 supervision skill categories:

 Planning and Delegating
 Building Trust and Respect 
 Motivating/Positive Feedback
 Coaching and Training

 Handling Conflict  
 Discipline/Constructive Feedback
 Performance Appraisals
 Hiring 

aterials Included with Supervisor Toolkit 

he program includes all the of the following materials:

 The DVD*  included in  the Supervisor Toolkit  includes approximately 90 clips with running times
f anywhere from 20 seconds to 3 minutes. On the DVD, each clip/vignette is chaptered separately
nd can be viewed in two formats: with or without narration. In the narrated versions, brief comments
re provided before each scene to give a general idea of what to look for in the vignette. In the non-
arrated versions, the clips play without a narrated introduction. 

 Three CD-ROMs contain .mpg files of all the clips, in addtion to .pdfs of the Leader’s Guide and
he Licensing Agreement.

 The Leader’s Guide provides 2 pages of discussion topics and questions for each of the 90 clips
see a sample on pages 3-5 of this brochure). The Guide also includes reference tables that help you
elect clips by topic area (see page 2 of this brochure).



Supervisor Toolkit
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THE SUPERVISOR TOOLKITIntroduction

Summary Table

Use this Summary Table to choose Toolkit segments for your training program. Segments are listed
in Skill categories, and include suggestions for grouping segments to expand your training session. 

For more detailed information about each clip, refer to the Training Designs that begin on page 13.

TOPIC:  Planning and Delegating

Segment What happens Use with…
Section Clip

1 Delegation Builds Delegation involves more than distributing  Coaching and Training 3
Motivation work assignments to staff — it can be a powerful  

tool in motivating and developing employees Building Trust and Respect 2
when you connect the right assignment to the 
right person.

In this video clip, Supervisor Alec clearly 
understands the importance of delegation to 
accomplishing his group’s goals and in  
developing his people.

2 Take the Time to Employees may need re-assurance and Building Trust and Respect 8
Explain explanation when they receive assignments 

that represent change. Planning and Delegating 7

In this video segment, a hurried supervisor 
issues cursory instructions to a team of 
workers about their next assignment.  Team 
assignments are shifting, and at least one team  
member is insecure and disappointed.

3 Coaching Does Not Coaching does not mean doing the other Coaching and Training 4
Mean Doing person’s job. The value in coaching lies in its  

ability to multiply what the team can accomplish  
by getting everyone up to speed.

In Clip 3a, Hector’s supervisor gives him 
brief and general directions for “working with” 
Arnold — with no explanation.

In Clip 3b, the supervisor explains that  
coaching means teaching someone how to do a  
task to enable them to be more productive.
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THE SUPERVISOR TOOLKIT Planning & Delegating

Clip #2: Take the Time to Explain

Length: :29
Consider using with these other segments:

Building Trust and Respect 8

Planning and Delegating 7

Introduction

When delegating assignments that involve a change of some kind, employees may need 
re-assurance and explanation. Even before the change is made, employees feel they are entitled
to be a part of the discussion and feel insulted if they are not.

In this video segment, we watch as a pressured supervisor hurriedly issues new instructions to a
team of workers on their next assignment. Team assignments are shifting. One team member
appears disappointed, almost upset, and views his rotation as being cut from the team.

When he asks for an explanation, the supervisor comments rather crudely: “It’s not my job to
provide motivation…It’s my job to keep all projects moving…If you’ve got a problem with that,
it’s your problem…”

The exchange leaves the employee hurt, confused, and feeling insecure about his relationship
with his boss.

Key Points to Draw from this Segment

• An assignment that represents change requires careful delegation, mindful of the concerns an
employee might have.

• When hearing new plans, employees can be more sensitive to the non-verbal cues—positive
or negative—coming from their supervisor. When minimal rationale is communicated, non-
verbal information carries even more weight.

Discussion Questions

1. What parts of Supervisor Patrick’s comments might be true, and what parts
are probably not true?

POSSIBLE RESPONSES: Basically, Patrick is correct. He could have used a friendlier tone of
voice in making his comments, but:

Yes. It is his job to keep all projects moving.

Technically, it is not his job to provide motivation. Although helping his team stay motivated
would make his job easier, he may not realize this.

Technically, it is Kenny’s problem if Kenny doesn’t like what his supervisor is doing, although
it doesn’t help workplace rapport to have people unhappy with decisions.

Patrick might have spent a few minutes explaining to Team Six why rotation was necessary
and what it means.



2. Was Kenny correct in saying that rotating without consulting team members
was de-motivating?

POSSIBLE RESPONSES: Kenny seems to be a sensitive person; his emotional response 
to the action may be stronger than that of other team members. He probably does feel 
de-motivated — not with the new assignment, but by the fact that he has suddenly been
separated from his team.  The manner in which the change and the new instructions 
were communicated could have been improved; not quite as abrupt, included more
explanation, etc.

3. How might Kenny’s state of mind following this exchange affect his work on
the project?

POSSIBLE RESPONSES: He is distracted. His questions and concerns have not been
addressed. For whatever reasons, he is de-motivated and his work may be slower or he may
make mistakes.

4. Are the supervisor’s comments out of bounds?

POSSIBLE RESPONSES: Probably not, but he’s moving toward the boundary. The words and
the voice tone are not productive, particularly for Kenny. If Kenny and Patrick have worked
together for a while, Patrick should know that Kenny may be a bit more sensitive than others.

Activity Suggestions

1. Draw two participants’ names from a hat to play Patrick, and two others to play Kenny.  Play
the tape again.  Have each of them give an improved rendition of the exchange between
Patrick and Kenny.

• Pair One uses the video’s dialogue, changing only the tone of voice.

• Pair Two creates a new dialogue that would be more effective.

2. Discuss for several minutes the effect of non-verbal behavior (tone of voice, posture,
gestures, etc. on this short communication.  Then discuss how a slightly extended
communication can be used to address a subordinate’s concerns.

Back at Your Desk

Chances are good that at one time or another, you’ve engaged in a communication similar to the
one depicted in this segment.

1. If you were on the receiving end, how did you respond? Did the exchange influence your
attitude and your work, even temporarily?

2. If you were on the “sending” side, did you have the sense that you didn’t quite handle it well?
How did you attempt to recover?

3. If you are currently feeling the effects of such a communication, how can you improve
communication with the other individual?
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THE SUPERVISOR TOOLKIT Coaching

Clip #7a/b: Fit the Training to the Trainee

Length: a - :24, b - :45

Introduction

In a technology-based workplace, teamwork often involves sharing knowledge and skills with
peers and employees. Training someone to do a task in a new and different way — in this case,
learning to use new software — is more than a verbal process. It’s also about tuning in to the
learner and listening to where they are coming from. We need to understand the learner’s
experience and concerns in order to effectively transfer the required knowledge and skills. 

In this segment, we first see how team leader Wes’ lack of sensitivity and poor listening skills 
in a training-coaching role frustrate Peg and set her up to fail. Later, after a nearly disastrous
workstation order, we see that same supervisor change tactics, tune in, and create better results.

Key Points to Draw from this Segment

• When we think about the learning process, we tend to associate listening with the learner.
However, in coaching, the coach must do more of the listening up front.

• Teaching a new skill is more than demonstrating a procedure. Success depends in large part on
tuning in to the learner, their needs and what their previous experiences bring to the learning
situation.

• Experts in procedures and technology are not automatically successful as coaches. Sometimes,
they have their own learning curves in interpersonal skills.

Discussion Questions

1. What behaviors and conversation constitute “tuning in” to someone’s needs
during the early stages of a coaching session?

POSSIBLE RESPONSES: In this example, acknowledging and demonstrating respect for what
the learner already knows and has already accomplished would have been helpful. Listening and
asking questions first, rather than jumping in with new information, would establish rapport
between the coach and the learner. Coaches need to show learners how their existing skills
and strengths can be applied to the new task.

2. Why would understanding someone’s past experience produce a better result,
faster?

POSSIBLE RESPONSES: Learners must travel from the known to the unknown. Building on
prior knowledge is the most effective way to help them along this path. This approach also
demonstrates respect for their experience and reduces barriers between the coach and the
learner.



For more information…

…about Performance Resources’ 

award-winning videos and other 

training products, or for pricing 

information on this product, 

please call 1-800-263-3399 or 

visit us at www.owenstewart.com.

OWEN-STEWART PERFORMANCE RESOURCES INC.
163 North Port Road, Port Perry, ON  L9L 1B2
Toll Free: 1-800-263-3399 • Fax: (905) 985-6100
E-mail: sales@owenstewart.com • Website: www.owenstewart.com
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